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ABSTRACT

Service Quality is the only important thing that patients would like to receive and
expect to obtain from the performance .The more they received than their expectation will make
them satisfied. The main purpose of this study was to examine the service quality as perceived by
patient of emergency department Phichit Hospital. By studying the expectation and perception of
service and also. the difference of those things. The patients have been treated at the emergency
department in Phichit Hospital. The 375 subjects were chosen purposively from those were
treated at the emergency department of the hospital in October, 2001. Research instrument
adopted in the s_tudy was a questionnaire constructed by using Parasuraman’s indentification
from SERVQUAL that’s he himself and others had developed. This questionnaire consisted of
two main part : demographic data, and the perceived service quality. Content validity was assured
by a panel of experts. The content validity index of questionnair was 0.79 Internal consistency
using cronbach’s alpha coefficient. The valiability of expectation service was 0.98 and that of
perception service was 0.96. The statistics used for data analysis were frequency, percentage,

mean and standard deviation.



The results of study indicated that :

1. Total service expectation was at high level 6(— = 3.89, SD = 0.63). and were high
level in all aspects : Assurance, Empathy, Tangibles, Responsiveness and Reliability. (5{— = 3.05,
3.95,3.87,3.87, 3.83; SD =0.70, 0.73, 0.60, 0.75, 0.72).

2. Total service perception was at high level (}_( = 3.74, SD = 0.64) and were high
level in all aspects. : Assurance, Empathy, Responsiveness, Tangibles and Reliability. ()_( = 3.80,
3.80, 3.74, 3,70, 3.66 ; SD = 0.72, 0.74, 0.79, 0.59, 0.69)

3. The difference of overall service quality between expectation and perception was
found negatively in all aspects.

The results of this study can be used as suggestions to develop and maintain service

quality to need and expectation for patients * satisfaction.



