NI TITBURLWAUY 95 TN 34 2ifufl 4 ganan - Ay 2554 443

/ = [ =4 a [ 24 \
nuee bHUISAUARNINNITUINTTY ﬂ\‘lIT\‘lWEITiJ']ﬂ‘iﬁ‘]ﬂa‘luﬂ‘g\‘l WY

ABkUUIIaay SERVQUAL

a a €1 @ A <1

AUNWT AAUNAUNT WY1 HIFRT
was U3190un Qmmﬁﬁmw”

N InenABaEas waln njemwy 20131

UNAAED

nMsfnifiagussasAiiectssifuguaiwuinissesgiuuinislsmenunaigunadenisiduuy
91809 SERVQUAL Lﬁ'aﬁwwam'ﬁﬁnmﬁ\lﬁuﬂﬁlﬂuLLmvaum'iﬂi”iJﬂqou,atﬁmmmﬁﬁu%mﬂumﬁmmu
NITLIUNTUIMTIANIIF AT Beuuusnasy SERVQUAL YazidUszAAUMWUINTIINANNUANA DD
m’mmmwi’aLLa:ms%’uﬁﬁoqmmwmmmsu%mmo@’%’un’%msﬁy’oﬁflﬁﬁ Téiun furnadugdsssuzeanisuinig
Fuanadaislila funmsneusuadunisliuinig Funsadanuiulaluuing uasduanuiuen
wiula miﬁﬂmiﬁﬁmiq’uﬁaamdLLuu\lsJﬁm']miszﬂu (Nonprobability sampling) lagn1sidaniingnena
dxA2n (Convenience sampling) LwiLﬁaﬂmnmﬂTuﬂa;m'i'memﬂﬁﬁmnﬁ FIIRY 421 710 Intung
Aseiuuuasuaaiieaniiady Taeld38 Factor Analysis wazldafifiBeoynu Paired T-Test wisuiiy
ANINUANANIENINANAAnTILazN330E wazasnsAns U Tasnwsanisuusmsiissdudaivnes
mmmﬂwi’ﬁumm%mimnndwmﬁuiwnu%mﬁﬁ\lﬁ%’umwmﬂwi’a LLam'j']@%uu%nWilﬂﬁawaiﬂﬁuu%nﬂiﬁ
Tasuvdemsliusnisseslsswenasgunauisilifiguamia mnfiansanluwsasifinud Tuiladesuaiia
Lﬂugﬂﬁssmmmsv%ms wuiﬁs:oﬁ’umLaﬁwaomﬁuﬂumsugsmsmnmfﬁ:oﬁ’ummmmwi@ UEASIETY
vimaiuidaunmlunisuimstusuanuiugdsssuzesmavinslasfissduaunmnisuinseg lussay
Prunay  wdludn 4 §w fa Fuaruundeisliinle dunsneususdunisiiiusdnig dunsadeainu
sulsluvdnsuaziuanuiuenduls navfidadslunmsiuilesnimumends uaasliduingiuuinns
Wiwnillifiaunmlumsudnsfaludusndn anwansfine woihilagiulsamennansd@nundegnelu
Uszimalnowisil liaansaviligiuimssuinisimsaseuaquiia 5 duld dedugusmsmunsaliuslom
mnwamiﬁnmﬁﬂ%uﬂ'gd@mmwiumﬂﬁu%mwm‘[wwmma\léﬂmEJaWﬁmdwﬁﬁﬂﬁizwjﬂoﬁmﬁmm%mﬂai
L‘f]u\lﬂﬁl’]uﬂ’J’]Nﬂ’]ﬂWﬁﬂﬂd@%ﬂJU%ﬂ'ﬁ

Ardade : nsUstfiussduauN NSNS / AUNWNNTYENS / Tsewenuna / Tsewenuiasua /
SERVQUAL

Corresponding author : cmprattana@mahidol.ac.th
T yindnmdSyanln Snendenisdnnis
2 p19138 nenapnssans



444 MNINTITBURLWAUY 95, TN 34 2ifufl 4 ganan - Sunau 2554

Service Quality Assessment in Public Hospital in Bangkok using
SERVQUAL Model
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Abstract

The objective of this study is to assess service quality of public hospital by using SERVQUAL
model. The results can be used to develop guideline to improve service quality of the hospital. The
SERVQUAL model evaluates service quality from the difference between customers’ expectation and
customers’ perception in five different dimension, which are tangible, reliability, responsiveness, assurance,
and empathy. Data collection is conducted with nonprobability sampling by convenience sampling. 421
data sets were collected and analyzed by factor analysis and paired t-test. Results show that patients
reported higher average expectation score than average perception score indicating that patients do not
satisfy with service received. In the other words, service quality of this public hospital does not meet
their needs. Considering each dimension of service quality, patients reported higher perception score than
expectation score in term of “tangible” meaning that patients experienced good service quality with regard
to tangible dimension. For the remaining dimensions involving reliability, responsiveness, assurance, and
empathy, patients reported less perception score than expectation score meaning that they do not satisfied
with these service quality dimensions. In summary, these findings suggested that this public hospital
currently cannot deliver service quality in all five dimensions. Top management can benefit from this study
by reducing the gap between customers’ perception and customers’ expectation in selected dimensions to

improve service quality of the hospital.
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ase 2 Avadeluidedfnunmuinsusasduzesanumenisiumssuizeeisuuinisiulssweuns

Servqual Mean Std. t Sig.(2-tailed) Service Quality
Deviation Level

TangibleP - TangibleE 0.0226 0.61171 0.757 0.450 Satisfied
TangibleP 3.9602 0.7092
TangibleE 3.9376 0.70656
ReliabilityP - ReliabilityE -0.0162 0.58872  -0.563 0.574 Not satisfied
ReliabilityP 4.1083 0.70539
ReliabilityE 4.1245 0.70095
ResponsivenessP - ResponsivnessE -0.1663 0.82491 -4.136 0.000* Not satisfied
ResponsivenessP 3.6328 0.86683
ResponsivnessE 3.7990 0.88554
AssuranceP - AssuranceE -0.0456 0.67359  -1.389 0.166 Not satisfied
AssuranceP 3.9245 0.78139
AssuranceE 3.9701 0.83207
EmpathyP - EmpathyE -0.0618 0.72924  -1.738 0.083 Not satisfied
EmpathyP 3.8641 0.81004
EmpathyE 3.9259 0.83997

*syeutpdAn < 0.05
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