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ABSTRACT

This study was conducted to investigate expectation and quality of services
provided by staff of Chiangrai Prachanukroh hospital. A set of questionnaires based on
SERVQUAL tool evaluating 5 aspects of quality was used for data collection (Cronbach’s Alpha
= 0.958). It was administered with a sample group of 400 service users of Chiangrai
Prachanukroh hospital. Obtained data were analyzed by using the Statistical Package. Descriptive
statistics used in this study included frequency, percentage, mean and standard deviation. Paired
sample t-test was used for hypothesis testing.

Findings showed that most of the respondents were females, 56-60 years old,
married, and upper secondary school graduates. Most of them had their own business and with an
average monthly income of 20,001-30,000 baht. They used the golden card for their rights on
medical treatment. As a whole, it was found that there was a high level of the expectation on
quality services based on 5 aspects. However, it was found that quality service of the hospital was
found at a moderate level. That was, 5 aspects of service quality had minus difference value. This
implied that the respondents were not satisfied with all 5 service aspects of the hospital.
Responsiveness to needs of the respondents was found to have a highest difference value. Based
on the hypothesis testing, it was found that the following service aspects were not meet
expectation of the respondents with a statistically significant level at 0.05: concrete services,
reliable services, responsiveness to needs of service users, trustworthiness of services, and good

care-taking.
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