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Patient’s Expectation and Perception on Service Quality
at Out Patient Department in University Hospital, Health

Science Center, Burapha University
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| Abstract :

The objectives of this study were to compare patient's expectation and
perception on service quality to determine  and factors influencing service quality
at out patient depariment ifi-unjversity hospital, Health Science Center, Burapha
University. The data were collected during December 2603 - March 2004.
Three hundred and sixteen patients were interviewed. The tool used to obtain data
is the service qualily questionnaire. The reliability of the questionnaire-is o.92.
Statistics employed were means, percentage, standard deviations, t-test, one-way
analysis of variance, and stepwise multiple regression analysis.

The finding revealed that the overall expectation of the patients,-the overall
expectation for service guality, and the service quality obtained were all al high
level. The average'score of the cbtained service quality is significantly higher than

" the expectation of the patient’s expectation at P < .05.

There were not significant difference of patient’s expectation on service
guality score in the difference of sex, occupation, family income, welfare,
accommodation, type of iliness, and past experience. Age. single status, education,
and patient’s expectation on service quality were significant relationship with
patient's perception on service quality at the significant levels of .05. In addition,
the research found that patient’s expectation, single status, age, and education

predicted perception of service, explaining 10.5% of variance.
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