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## 4077606236 : MAJOR NURSING ADMINISTRATION
KEY WORD : HOSPITAL SERVICE QUALITY / EXPECTATION / PERCEPTION
SUPAWADEE WORACHUEN : HOSPITAL SERVICE QUALITY AS EXPECTED AND PERCEIVED

BY INPATIENTS AND THAT AS PERCEIVED AND ACTUAL PRACTICE BY STAFF NURSES, CENTRAL
AND GENERAL HOSPITALS UNDER THE JURISDICTION OF THE MINISTRY OF PUBLIC
HEALTH, CENTRAL REGION. THESIS ADVISOR : ASSIST. PROF. PANIDA DAMAPONG, Ph.D.

127 pp. ISBN 974-333-456-4,

The purposes of this research were to compose hospital service guality as expected and as
perceived by inpatients, to compare haspital service quality as expected by inpatents and that as perceived
by staff nurses, to compare inpatients expectation of hospital service quality as perceived by staff nurses
and that as they had provided 1o inpatients as they reported, and to compare hospital service quality
provided by staff nurses and that as perceived by inpatients. A sample of 397 inpatients and 380 staff
nurses were selected through multi-stage sampling technigue. The two sets of instrument for inpatients
and staff nurses were rating scale, developed from the research results of Panida Damapong et al {1998).

The reliability of the instruments, tested by Cronbach Coeffcient, were 9618 and .9721 respectionally.

The results of this research were as fallows,

1. Hospital service quality as expected and as perceived by inpatients, both the whole and of
each aspect, were significant differences at the .05 level. Means scores of inpatients expectation was
higher than that of perception.

2. Hospital service quality as expected by inpatients and that as perceived by staff nurses
were not significant difference, while the aspect of tangibles and personne! ethics were significant
differences at the .05 level.

3. Perception of staff nurses concerning hospital service quality as expected by inpatients, at
the .05 leve! and that they provided to the inpatients as the reported, were significant differences at the
05 level.

4. Providing of hospital service quality as reported by staff nurses and that as perceived by

inpatients, both the whole and each aspect were significant differences at tha .05 level.
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