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Abstract

This research aimed to study level of expectations and perceptions about nursing service quality and com-
parison between expectations and perceptions of nursing service quality. Samples were 360 in-patients under social

security scheme in one private hospital in Bangkok that were selected by simple random sampling. Data were col-
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lected by using a questionnaire of expectations and perceptions about security service quality. The validity of the
questionnaire was .87, and the reliability of the questionnaires about expectations and perceptions of nursing service
quality were .98 and .97 respectively. The data were analyzed by using frequency, percentage, average, standard
deviation and paired t-test. The result showed that expectations and perceptions about quality of nursing of Social
security patients were in high level (i =4.26,SD =0.76 and X=4.1 8, SD = 0.70). The expectations of nursing ser-
vices quality were significantly different from the perception of the quality of nursing services, especially in tangible,
reliability and empathy dimensions (p<.05). The results suggest that nurse administrators should tangibly increase the

quality of nursing services especially in reliability and empathy dimensions in response to clients’ needs to improve

the quality of services.

Keywords: expectations, perceptions, quality of nursing care, patient social security
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