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ABSTRACT

The objective of this independent study was to study expectations of customers
towards special in-patient department service of Ban Phaeo Hospital (Public Organization),
Samut Sakhon Province in terms of product, price, place, service promotion, service personnel,
physical appearance, and service process. The data were collected from questionnaires
distributed to 360 special in-patient department patients and relatives at Ban Phaeo Hospital. The
data was then analyzed by descriptive statistics and presented in the forms of frequency,
percentage and mean.

The results of the study showed that the level of patient expectation towards special
in-patient department service were at the highest level in terms of service process, place, service
personnel, product or service, and physical appearance. Their expectation were at the “agree”
level for service promotion, and price, respectively.

For service process, the first three highest ranked by sub-factors were as follows.
The patients were identified before any service (such as giving medication, giving treatments, etc)
and nurses checking on the treatment of patients regularly. Second, room and equipments were
promptly prepared for service. Third, the service was speedy, such as calling for the doctor

during emergency.



For place, the first two highest ranked by sub-factors were convenient location which
could be accessed via boat, car, or public transportation, and the hospital was located in a town
center.

For personnel, the first three highest ranked by sub-factors were as follows. First,
personnels gave appropriate advices and were polite, and food service was prompt. Second,
nurses gave clear and complete instructions on what to do, and the food prepared was appropriate
to the patients’ condition. Third, janitors provided regular services.

For product or service, the first three highest ranked by sub-factors were as follows.
First, specialists were available. Second, three were sufficient medication and sufficient
equipments. Third, the service were up to standards.

For physical appearance, the first three highest ranked by sub-factors were 24-hours
call for service, good room ventilation, and clean and orderly place.

For service promotion, the first three highest ranked by sub-factors were as follows.
First, the hospital was involved in community activities such as mobile units, house services, and
community radio to provide health care information. Second, the hospital shop provided products
for visiting patients and products for patients and relatives. Third, the hospital provided cloth bag
to help solve global warming problem.

For price, the first three highest ranked by sub-factors were different prices of
rooms to choose from, billing with details of different categories such as room expense,

medication, etc., and package billing such as expense for a knee surgery, a child delivery, etc.



