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61930026: MASTER OF PUBLIC ADMINISTRATION; M.P.A.
KEYWORDS: SERVICE QUALITY, EXPECTATION OF SERVICE RECEIVED,

ACTUAL PERCEPTION OF SERVICE RECEIVED

SORAWAT SUDKAEW : QUALITY SERVICE OF WANGDAN OF TAMBON
HEALTH PROMOTING HOSPITAL KABINBURI DISTRICT PRACHINBURI PROVINCE.
ADVISORY COMMITTEE: AUSANAKORN TAVAROM, D.P.A., CHITTAPOL

CHAIMADAM, Ph.D. 2020.

The purposes of this research were to: 1) study the service quality of Wangdal
Tambon Health Promoting Hospital, according to the expectation and actual perception of the
clients; and 2) compare the expectations before receiving the service with actual perception after
the service of the Wangdal Tambon Health Promoting Hospital, by randomly sampling the
number of clients in the age group from 18 years up, getting the sample group of 364 people,
collecting data from January-March 2020, tools that use was general information questionnaire of
clients and the service quality questionnaire created by the researcher in accordance with the
service quality criteria in 5 areas, which were: 1) service reliability; 2) confident in service; 3)

physical appearance of service; 4) take care; and 5) response the needs of clients.

The results of research found that: 1) The service quality in overall were at a high
level of expectation and actual perceptions of service quality in overall were at the most perceived
level; and 2) Expectations and actual perceptions of service quality in overall were significantly
different statistically, and the results of this research can be used to improve service quality in all

5 areas to be more comprehensive and clear.
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