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The purposes of this research were to study hospital services quality as perceived by 
in-patients, to compare hospital services quality as perceived by in-patients between hospitals 
implementation and non-implementation of total quality management, and to compare hospital 
services quality as perceived by in-patients among hospitals implementation of total quality 
management in different year. A sample of 200 in-patients of each group, were randomly selected 
through multi-stage sampling technique. The questionnaire adapted from the research results of 
Panida Damapong et al. The reliability of the questionnaire tested by Cronbach Coefficient, was 
.98. The data were analyzed by arithmetic mean, standard deviation, comparison between two 
means, and one-way analysis of variance.

The major findings were as follow :
1. The services quality as perceived by in-patients of hospitals which implementation 

of total quality management both the whole and each aspect were high level. The services quality 
as perceived by in-patients of hospitals non-implementation of total quality management as a whole 
were almost high.

2. The services quality as perceived by in-patients between hospitals implementation 
and non-implementation of total quality management, as a whole and each aspect, were statistically 
significant difference at the level of .05. The services quality scores of hospitals implementation of 
total quality management is higher than hospitals non-implementation of total quality management.

3. The services quality as perceived by in-patients of hospitals implementation of total 
quality management, for 1 year, 3 years and 6 years, were not statistically significant difference, 
while the aspect of convenience and tangibles were statistically significant difference at the level of 
.05. The services quality score as perceived by in-patients of hospitals implementation quality 
management for 3 years was higher than that of 1 year and 6 years respectively.
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