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THE EXPECTATION PERCEPTION AND SATISFACTION
OF PEOPLE TOWARDS QUALITY SERVICE IN
DONKAEW HOSPITAL, MAERIM DISTRICT, CHIANG MAI.
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Abstract

A cross—-sectional study of patient satisfaction using the SERVQUAL tool assessed the
service quality of Don Kaew Hospital, Mae Rim district, Chiang Mai province. The objectives were
to measure and compare the expectation and perception for assessment of satisfaction towards
the service quality of the hospital and to study factors associated with satisfaction and their
suggestions for quality improvement of hospital services. A total of 372 people aged 15 years
and above, receiving service at Don Kaew Hospital was interviewed. The majority (70.16%) of the
patients were women. Average age was 52 years. The scores for perception were higher than
their expectation scores, with a statistical significance. It indicated that patients were satisfied with
the service they received. Moreover, differences of occupation and time of received service were
related to patient satisfaction significantly. Patients’ suggestions for improvement the service
quality were (1) to arrange daily service of a medical doctor and perhaps specialists (2) 24 hour
ambulance service (3) to expand the space for car parking and service area and (4) providing
medical equipment and healthcare staff for growing number of customers.

Keywords : Expectations, Perceptions ,Satisfaction, Service quality, Community hospital.
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