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The purpose of this study was to examine the expectation and perception of service 

quality that patients received from Inpatient Department at Sriphat Medical Center, Faculty of 

Medicine, Chiang Mai University, and to examine the differences between patient expectation 

and perception. Two hundred and eighty eight patients were selected by purposive sampling 

technique and were requested to fill out the questionnaire based on “SERVQUAL”. The study 

focused on the patient expectation and perception consisting of 5 dimensions: tangibility, 

reliability, responsiveness, assurance and empathy. The data were analyzed by applying 

descriptive statistics including frequencies, percentages, means, standard deviations and one 

sample t-test. 

The result of the study showed that patients were mostly male, with age between 51-

60, highest education of bachelor degree, self-employed, and average of income between               

10,000-20,000 bath. Most of the patients paid for services by themselves and the frequency of 

visit was twice to five times a year. 

The results showed that the expectation level of respondents on service quality of 

Inpatient Department in general was at the highest level. The dimensions ranking the highest level 

were assurance, responsiveness, tangibility, and reliability, respectively. The dimensions ranking 

at high level was empathy.  



 

 
 

The perception level on service quality of Inpatient Department was at high level. 

The dimension ranking at the highest level was assurance.  The dimensions ranking at high level 

was tangibility, reliability, responsiveness, and empathy, respectively.  

The findings revealed that the patient expectation score was higher than the patient 

perception score in overall and all dimensions with 95 percent confident level. Expectation and 

perception were all different. The most different scores were found in dimensions the following: 

responsiveness, empathy, reliability, assurance, and tangibility, respectively. 

The findings revealed that the patient expectation were much higher than what they 

perceived with 95 percent confident level. For medical technology, patient expectation was 

indifferent from perception at 95 percent confident level. The four sub-factors showing most 

different scores between expectation and perception were all in responsiveness dimension. Those 

sub-factors were readiness of staff members, helpfulness of staff members, informative and 

knowledgeable staff members, and willingness to service, respectively.  

 


