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Expectation and Perception of Nursing Service Quality
of Clients at Gynecological Outpatient’s Department
in University Hospital’
Bualuang Sumdaengrit Ph.D.* Nawaporn Lohacharoenvanich M.E.***

Abstract

Purposes of this research were to study (1) level of nursing quality service expectation and perception,
(2) comparison of nursing quality service expectations and perceptions among women with gynecological problem
in outpatients’ department, and (3) comparison of nursing quality service expectations and perceptions between
women with and without gynecological oncology problem in outpatients’ department in university hospital. This
study was descriptive and cross-sectional research. Samples included 315 women who visited at university hospital
during July 2012 — April 2013. The instruments were 1) the personal health and illness data and 2) nursing
quality service expectations and perceptions questionnaires which were developed by Sununta et al. Data were
analyzed by descriptive and comparison between groups by Wilcoxson’s signs ranks test according to no normal
distribution.

Results found that the level of nursing quality service expectation and perception both overall and 5 parts
were high level. There were significant different between nursing quality service expectations and perceptions both
overall and 5 parts. In addition, there were significant different between women with and without gynecological
oncology problem in overall and 4 parts of nursing quality service expectations as fellows: tangibles, reliability,
assurance, and empathy. Meanwhile, there were three parts of nursing quality service perceptions had significant
different between women with and without gynecological oncology problem. These three parts were tangibles,
responsiveness, and assurance. Findings from the study can be used as evidence-based to provide and improve

nursing service quality and satisfaction in gynecological outpatients’ department university hospital.

Keywords: expectation, perception, nursing quality service, gynecological clients
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