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Abstract

This research aims to compare patients' expectation and perception of outpatient
services. Kian sa Hospital. The purposive sampling method was used for selecting the sample
and there were 338 people were participated in the study. Data were collected in March, 2016.
A questionnaire is a research instrument consisting of 2 main sections; 1) the personal
Information Inquiries. 2) the quality of service with dividing into 4 parts; 1) the quality of
service in healthcare providers, 2) the quality of service in service mind, 3) the quality of
service in information providing and 4) the quality of service in location. All set of
questionnaires were developed by the researcher. Data analysis was using SPSS programmed
for descriptive statistic and independence t-test. The results of the research were as follows:

1. Overall quality of service expectation in the highest level (Mean = 4.32, SD = 0.65)
and patients perceived in high level (Mean = 3.94, SD = 0.67)

2. Overall patients' expectation and perception is significant difference. (P<.01, t =
11.13)

The results of this study can be used to improve the quality of outpatient services.

Keyword: expectations, Service quality, Outpatient department
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otsaaLe FeaenndeaiuIutnss Judy widl Annsdu uazensen Useiaigle (Chuendm,
Srikalin & Prasertchai, 2558) AN®¥1AUAIANIILATNITFUIHBAMAINNITUTNITVDINUIBUTNNS
4UNINYAaINT Kan1sAnwInuINITTuiaunmusnisiaesitegluseduun ddetauauuzaisiamn
yaansiunsuinslitiramdouuaranusiilaiagliuinislasannsoneuaussnnudosnisves
ASuUsnIslaeg1aiu el dnszuunisida wavn1sidnFuuinislidg wavazaon Lidesseunu m
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u3ms dwnuun liliaunsaneuaussliuins ynauldosumng uaruaiuinainszuuuas
Funoulunislduinisideldanysaiuvy edurelédn eradeaunnanuliniouvesaniud
AnuuUTUTIUYsmsliuimstadudnvasianis Uizm'ﬁwﬁwaqmiﬁﬂ’ﬁqmmw (Kotler, 2000)
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