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ABSTRACT

The purposes of this study were compare service quality between expectation and perception of
patients in Health Scien?e Center, Burapha University. The samples were one thousand five hundred
and twenty patients by purposive sampling. The tools were the expectative and perspective questionnaire
(r =0.94,0.94) . Statistics employed were means, percentage, standard deviation, t-test, one way ANOVA,

Correlation and Step-wise multiple regression.

The studies were found that :

1. As the whole the expectation on quality of services were in high level bui the tangibies was in
medium level.

2. The perception on quality of services were in medium level. The most inpatient’s perception
were reliability and empathy.

3. The comparative of inpatient’s expectations and perception on service quality at general
ward were difference with the statistical significance (p<.05).

4. As the whole sex, status, education, vocation, welfare were not difference with the statistical
significance (p< .05) by comparative of inpatient’s expectations and perceptions on service quality at
general ward. The Tangibles, Reliability and Assurance were difference with the statistical
significance (p<.05) in the view of status, vocation and welfare.

5. Relative of Age, Income and During time of admission were not difference with the statistical
significance (p<.05).

6. The effect that predicted quality of service was vocation (employee) with the statistical
significance ( p< .05 ) Z score = .176 .The second of effect that predicted quality of service was a state

enterprise Z score =-.159.
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