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Abstract

The objectives of this descriptive research were to 1) determine expectations and
perceptions, and 2) compare expectations and perceptions of police officers in Metropolitan Area
toward service quality of the Police General Hospital. Samples were 390 police officers, both
commissioned and non-commissioned, in Metropolitan Area who had ever used the service of the
Police General Hospital for at least one time. The instrument was a questionnaire on the
expectations and perceptions of police officers in Metropolitan Area toward service quality of the
Police General Hospital which was developed by the researcher. Three factors which the total
variance was 71.70 percent were found from the exploratory factor analysis, namely the services of
nurses and personnel (17 items; eigen value = 24.46), the services of physicians (12 items; eigen
value = 2.49), and the management of the Police General Hospital (11 items; eigen value = 1.738).
The Cronbach alpha coefficients of the total and each factor were .99, .98, .97, and .95, respectively.
Data were analyzed by frequency, percentage, arithmetic mean, standard deviation, and paired
t-test.

The results showed that the mean age of samples was 35 years. Most of them were male
and non-commissioned. They graduated bachelor degree. Their average income per month was
20,001 - 40,000 Baht. They were single and lived in Bangkok. They had ever used the service of the
Police General Hospital less than or equal to five times. The reasons for choosing the services were
the expertise of physicians, nursing facilities, the accurate drug dispenses of pharmacists, and the
convenience of the journey. Most of them came for health screening. Individuals influenced
themselves in their service choices for choosing a health care setting. They intended to receive
medical treatment at Police General Hospital because of the closeness to their workplaces. The
difference between expectations and perceptions was statistically significant at the .01 levels.

The expectations of police officers toward the services of physicians were at high level. The
perceptions of police officers toward the services of physicians were at high level except the time
of the medical examination. This perception was moderate. The expectations of police officers
toward the services of nurses and personnel were at high level. The perceptions of police officers
toward the services of nurses and personnel at high level except an immediate response, attention
and concerns, and friendliness of nurses, and ensuring confidence of personnel. These perceptions
were moderate.

The expectations and perceptions of police officers toward the management of the service
of the Police General Hospital were at high level. The rank of these differences was the services of
nurses and personnel, the management of Police General Hospital services, and services of

physicians, respectively.

Keywords : expectation, perception, Police Officers, Police General Hospital
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daAY AMUAANIS (E) n133u3 (P) P-E t
X s¥AU X YA

(s.D.) (s.D.)

UAVEDDNATITNTIIAN 4.03 11N 3.33 Jwnaw  -70 -11.23%x*
(1.01) (1.10)

wnwndlianneanelunisdn 4.17 11N 3.68 11N -49 -10.06***

UsyiRnsiduihe (.90) (.97)

wnndlvinuaulagSuusnng 4.21 110 3.72 10 -.49 -9.80%**

IWYAAR (.87) (.95)

wnndvinlitulasagliangdaly 4.33 110 3.85 1N -48 -9.97xxx

AFriaite (.83) (.94)

winglvriugiinnsugufnuau 4.30 1N 3.83 N -47 -10.63***

\Wlad (.79) (.89)

wnndldoyanisnsaanig 4.22 wn o 377 ) -45 -9, 5%

voaUfiAn1sisudu (:85) (.94)
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(.89) (.94)
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D <001

2158150 1U18671523 U9 8 aUuil 1 unsIAx - dguigy 2559



92
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(.90) (1.01)

wenunaswludnarauduiged 417 11N 3.60 11N -57 -10.32%%*
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(.87) (.92)

SAUAIUNISUINTVBINEIUNALAE  4.15 N 3.57 1N -58  -12.24%**

Wt (.81) (.87)

p < 001
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