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Original Article

Service Quality at Research Promotion Section

of Bangkok Metropolitan Administration General Hospital

Supatta Ngamdum ¥

Abstract

This research aims to evaluate the Research Promotion Section of BMA General Hospital
service quality and examine users’ issues, obstacles and suggestions in order to develop the
service quality at the BMA General Hospital. The population and samples of this research are 78
staff at BMA General Hospital who experienced the service at the Research Promotion Section
from October 1%, 2018, to September 30" 2021. The information is gathered by conducting an
online survey and analyzing by descriptive statistics to test the 5-dimension different service
quality perception and expectation by the paired t-test method.

The result shows that the users’ 5-dimension different service quality perception and
expectation consists of dimension 1: the tangibility, dimension 2: the reliability, dimension 3 : the
responsiveness, dimension 4 : the assurance, and dimension 5 : the empathy, service quality
perception (x = 132.05, SD = 37.50) are higher than the service quality expectation (x = 128.83, SD =
36.28). Testing the 5-dimension different service quality perception and expectation, it was found
that the mean of perception and the mean of expectation are similar (p = 0.091). The overall
result has shown that the Research Promotion Section of BMA General Hospital is at the level of
good service quality.

The result of users’ issues, obstacles, and suggestions to improve the service quality are
1) providing the consultation experts. As a result, the subdivision ought to develop the
counselling service systems that the users can easily reach out to the experts, build the
counselling network in research and innovation, including providing internet connection,

computers and places for consultation.

Key words: expectation, perception, service quality
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