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ABSTRACT

This rescarch is an assessment of service quality of Don Kaew Hospital, Mae Rim
district, Chiang Mai province using the SERVQUAL model developed by Parasuraman ect.
al.(1985). The purposes were to measure and compare the difference and similaritics between
expectation and perceptions for assessment satisfaction towards the service quality of the hospital.
And to study factors and levels of satisfaction and their suggestions for the development of the
hospital’s service quality. This research was an exploratory rescarch concerning people aged
15 years and above who were in service at Don Kaew Hospital. There were 372 people involved,
using the consccutive sampling method. The data was collected by questionnaire reliability tests
with a score of 0.97 and was analyzed by percentage, average, standard deviation, Nonparametric
test statistics, and Multiple Logistic Regression. The research results found that most people were
female, aged 52 years old on average. Overall, the people were satisfied with the service quality
of the hospital. This was at a high level. Perception scores were higher than expectation scores.
Expectations in difference occupations were significantly different. There were differences in the
level of satisfaction in the perceptions of service quality, depending on income. The figures were:
OR 0.01 95% C10.01-0.95 Income low 5,000 bath group (OR0.39 95% CI 0.16-0.95) and people
who had been serving two or more times (OR0.36 95% CI0.15-0.85) are satisfied with the service

quality of the hospital at a low level. These people suggested doctors should be available every



day, public relation channels should be increased, ambulance must be prepared for 24 hours,

car park and service space should be expanded, and medical equipment and healthcare staff must

be sufficient.
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