241
ISBN 974-331-744-9



FACTORS OF SERVICE QUALITY OF REGIONAL HOSPITALS AND MEDICAL
CENTERS ACCORDING TO INPATIENTS’ EXPECTATION, SOUTHERN REGION

Miss Orrachom Archamt

A Thesis Submitted in Partial Fulfillment of the Requirements
for the Degree of Master of Nursing Science in Nursing Administration
Nursing Administration Program
Graduate School
Chulalongkom University
Academic Year 1993
ISBN 974-331-744-9



( 3D9FNEANNIIE 013 ian ARl )



fimi

1

Yikiyih A

ifyw

(FACTORS OF SERVICE QUALITY OF REGIONAL HOSPITALS AND MEDICAL
CENTERS ACCORDING TO INPATIENTS' EXPECTATION, SOUTHERN REGION)

9562

39

47

, 153 ISBN 974-331-744-9

LY

13



mL Hor Ll st - 1

##177609136 . major nursing administration

KEY WORD: SERVI0E QUALITY OF HOSPITALS / INPATIENTS” EXPECTATION
ORRACHORN ARCHARRTT : FACTORS OF SERVICE QUALITY OF REGIONAL HOSPITALS
AND MEDICAL CENTERS ACCORDING TO INPATIENTS EXPECTATION, SOUTHERN
REGION  THESIS ADVISOR : ASST. PROF. PANIDA DAMAPONG, DrPH. 153 pp.
ISBN 974-331-744-9

The purposes of this research were to study the factors of service quality according to
inpatients' expectation and the variable which described those major factors, regional hospital and medical
centers, southern region. A sample of 740 inpatients in regional hospitals and medical centers, southem
region, were randomly selected through multi-stage sampling technique. The instrument, a rating scale on
frequencies of inpatients’ expectation of hospital service quality, was developed by the researcher.
The reliability of the instrument, calculated by the Cronbach Alpha Coefficient was .9562. The data were
analysed by Image Factoring method with Orthogonal rotation through Varimax method.

The major findings were as follows :

Six significant factors of service quality as expected by inpatients in southern region were determined. The
total variances of all factors is 54.8 percent accumulative. The following factors derived from the calculated
variances were : 1) Expectation on courtesy and ethic, a major factor of expected service quality, which
described by 18 items, accounted for 38.9 percent of total variances, 2) Expectation on credibility and rapidity,
which described by 21 items, accounted for 4.7 percent of total variances, 3) Expectation on tangibles,
which described by 13 items, accounted for 3.9 percent of total variances, 4) Expectation on prices, which
described by 7 items, accounted for 3.2 percent of total variances, ~ 5) Expectation on health education,
which described by 4 items, accounted for 2.2 percent of total variances, 6) Expectation on convenience,
which described by 4 items, accounted for 1.9 percent of total variances.
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