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ABSTRACT

The purpose of this independent study was to measure the outpatients’ expectations
and perceptions of the Outpatient department regarding the service quality at private hospitals
in Mueang District, Chiang Mai Province. A random selection of 200 outpatients completed the
SERVQUAL questionnaires. The data was analyzed by frequency, percentage, means, standard
deviation and paired t-test.

The results of the survey showed that the outpatients’ expectations for overall service
quality were at a high level and their perceptions were at a moderate level. Expectations and
perceptions were found to differ significantly at level 0.05 for overall service quality.

When we focused on five broad dimensions of service quality, namely: tangibles,
reliability, responsiveness, assurance and empathy, we found that the outpatients' expectations
were also at 2 high level and their perceptions were at a moderate level for all dimensions of

service quality and differentiated significantly at level 0.05,



