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Expectation and Perception of Nursing Service Guality
among Nurse Administrtors and Professional Nurses
at Crown Prince Hospital Northeast Area*

Piyawadee Jiajaroen M.N.S**
Kanittha Volrathongchai PhD (Nursing)***

Abstract

This descriptive research aimed to study mean score the level of expectation and perception towards nursing
service quality and nursing administrators and professional nurses, compaire mean score the level of expectation
and perception towards nursing service quality among nursing administrators and professional nurses working at
various Crown Prince Hospitals located in Northeastern Thailan.The sample groups were 101 from nurse and 513
from professional nurses. The method to develop instrument used process of translation and adaptation of
instruments includes the following steps Forward translation-and Expert panel Back-translation, it was found to be
highly reliability (Conbach’ coefficient = 0.95). The collected data was analysed by frequency distribution,
percentage, mean and standard deviation, Independent Sample T—test.Research showed that: Mean score and
level of expectation High of perception, Significant differences mean score and level of perception and expectation
of the sample group were found in the dimensions of Reliability, Assurance and Empathy. However, no significant
differences mean score were found in the dimensions of Tangibility and Responsiveness.

In concludtion, the only significant differences noted was between the expectation of nursing administrators
relative to the perception of registered nurses along three dimensions of nursing service quality: Reliability,
Assurance and Empathy. Using the gaps model that serves as the basis of SERQUAL instrument, these
differences highlight that gaps exist. These gapsindicate that service quality related to Reliability, Assurance and
Empathy, thats mean not satisfaction of quality. This study suggested that nursing administrators should anouce

quality and safety policy, professional nurses must training quality and safety and excellent service.

Keywords: expectation, perception, nursing service quality

*Thesis of master degree nursing administration. Faculty of Nursing. KhonKaen University
**Master student of Nursing Science in Nursing Administration Graduate School, KhonKaen University
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TN 1 Alads SWdounineIgu 189TAUATURUANINMARIT  UAENTTLT @aAAINLININNLIS
PBIFUIMITNININLIA IUUNANNTILENU(N=93)

. AMNAIARIS nISu3

28 AMNINLINMINE LA — — = P-value

X S.D. X S.D.

1 dwenuugsisuvesninig 458 439 4.47 417 .001*

2 dwenuidedalinda 454 457 435 416 .000*

3 dumIaeusuedIdagTUNIHEILA 474 424 465 460 .026*

4 @T’mmﬂﬁmwm%aﬁu@ia;ﬁumsw HgbTal! 4.64 429 4.19 512 .000*

5  @umIzan wla LLa:Lﬁuamﬁﬁlﬁmﬁumsw gILNA 464 452 412 613 .000*
EREY 4.62 .440 4.36 .484

*P < .05 IRpdAYyn1Iaiia

HAM LWL uandafiunnenuainalinday z;lmndf']ﬂ'wm?im:@fuml,l,uuqmmwu‘%msw TRITRRIFY
nesiafiszdy 0.05 I@aﬁua‘ém:ﬁumuuuqmmw M37U3 X = 4.36, S.D.=.484 MNe% WANBTIAANIN
LINININAMAIANNANARTI X = 462, S.0.=440  mavinaishidufiRwela

a3 2 dlady §udsnuninaIzn 289TAUATUIRANNANARIILENTIU AMINLIMINGILIATY
a = ° v v
WENUNRITITW IUUNANIEEH 5 11 (n=485)

. . AMNAIARII mM35u3
28 ATNTNUINTNILIA — — P-value
X S.D. X S.D.
1 dawanudugdsTwaesning 453 488 4.47 476 .000*
2 dwenahdefialind 4.51 491 4.39 466 .000*
3 EUNMIRRUAMAIARTUMINILA 467 468 4.64 476 .041*
4 @Tmmﬂﬁ’mﬂuL%aﬁuﬁ'apﬁumsw gbTal! 463 448 4.23 557 .000*
5  ehumsiin hhuszdiveniuladFumsneuna 459 480 417 625 .000*
Rt 4.59 475 4.38 .520

*P < .05 AdpdAgnIaia

NANTIITUWUIT UaNGInw ad19dngdIdynIg gamfm’wLo‘,’é{ﬂs:ﬁmnmuqmmwﬁmswmmamu
Af@TI926 0.05 NNeNL Iﬂﬂmwﬁm:ﬁmmuuqmmw M3TU X = 4.38, S.0.=.520 NNE% NANBIININN
LSMINENLNAMINANANNIARTI X = 4.59, S.0.=475  matimaishiduiidwela

79N 3 MSWTHUABUANUMARTIAEA AN NN TUIMIWNLNATBIFLTMITNNIWNLNS WazMIsudan
MILIMINEATBINNNAITEN Tssnenasadanszpnnlunaaziueanidounile Modu
114 5 9 (n=578)

AMNANARII nssus
7ia AMNINLINIINEIA Auswis WELNRITIBN P-value
X S.D. X S.D.

1| swanuiusdsyinvasuinng 4.56 439 4.47 476 072
2 | duanuhdedelinde 4.54 457 4.39 466 .004*
3 | UMINAUELANGIRILMINILNN 4.73 424 4.64 476 .068
4 | dwmslanudediudedfumneiua 4.64 428 4.23 557 .000*
5 | swn3dn whlaussidveniuladSunmaweiuna 4.64 451 4.17 625 .000*

*P < .05 AnpdAgnada
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