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Saart Thongyoi, Chumphon Khet Udomsak Hospital, Chumphon Province,
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Abstract

This research is the cross sectional descriptive study aimed to study the expectation
and actuality to service, factors relating to the expectation and actuality to service and
comparison between the expectation and actuality to service, Respiration Care Unit,
Chumphon Khet Udomsakdi Hospital. According to the theory of assessing consumer
expectations of Parasuraman, Zeithaml and Berry (1993). The sample included 41 patient’s
relatives. The research instruments were questionnaire which were designed by the
researcher after the review of related literature., content valid and reliability. Frequency,
percentage, mean, standard deviation and paired t-test were used for data analysis.

The result showed that the expectation and actuality to service of medical services
aspects (Mean = 4.58 and Mean = 4.39), service quality aspects (Mean = 4.57 and Mean =
4.38) , facilities of service aspects (Mean = 4.56 and Mean = 4.37) and three aspects (Mean
= 4.56 and Mean = 4.38) were at high level. The personal factors in term of age was found
to be significantly related to the expectation and actuality to service and occupational was
found to be significantly related to the actuality to service at the 0.05 level, the expectation
and actuality to service of medical services aspects were difference significant at the level
of .05.

The result of this study made to development of three aspects, especially medical
services aspects by service system development and communicate to patient and relative

for qualitatively and appropriate on nursing and medical care.

Keyword: The Expectation, The Actuality, Service of Patient’s Relatives, Respiration Care Unit
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ANANANIIFNUAMNINNNTILENS 4.57 69 1.44 15
AuiduaTaA AN TN e 4.38 50
ANANAUTIATUANgzaanlunTldLENNg 456 .70 1.88 .06
AnsLduaeauaNazaonlunislfusnig 4.37 46

ANHANANINIIN 4.56 63 1.83 .07
AuluaTeTu 4.38 40

*p<0.05
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