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Abstract

The objectives of this survey research were to: study the difference of quality of service as
expectation and perception, compare the personal characters and service utilization patterns with
the perception about the quality of service and identify suggestions for improving quality of
service. The sample of 151 patients in 60 beds special ward of Sisaket Hospital was selected
using the purposive method. The instrument for data collection was a questionnaire with the
reliability of 0.97. Statistics used to data analysis were frequency, percentage, mean, standard

deviation, t-test and one-way ANOVA.

The results showed that: The overall quality of service as expectation was at a high level.
The overall quality of service as perception was at a high level. The quality of service as expected
and perceived were significantly difference at .001 level, in that means of expectation is highest
than means of perception for overall quality and quality of each dimension and each item. The
patients with differences in age had significantly difference perceptions about quality of service,
at .05 level. The most patient’s suggested that the patient’s room cleanliness and modern
equipment should be improved. So involved persons should be improve quality of service by

responsiveness expectation of patients.
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