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Expectation and Perception of Patients Regarding to Service Quality,Inpatient Department,

Napalai Hospital.

Benjawan Makaluck*

Abstract

This descriptive research aimed to 1) study expectation and perception level of service quality 233
samples were Systematic Sample selected from patients who hospitalized at IPD in Napalai Hospital for 2
nights or more during 2 months. Data was collected with questionnaire and analyzed by frequency,
percentage, mean, standard deviation

The results showed that expectation of service quality, each aspect and overall five aspects, at
inpatient department (IPD) of Napalai Hospital was at highest level. Perception of service quality, each and
overall aspects, was at high level, unless understanding and sympathy were at low level.
Recommendations from research, there should be improved quality service in accordance with GREEN &

CLEAN standard and communicated to recipients for perceiving hospital limitations.

Keywords : Expectation, Perception, Service Quality

*Professional Nurse, Napalai Hospital
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