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ABSTRACT

The purposes of this research were 1) to study demographic factor due to expectation of
Nakharin hospital’s service quality 2) to compare demographic factor such as sex, age, income,
health insurance, distant between home and frequency of visiting the hospital per year that effect
to expectation of Nakharin hospital’s service quality

The purpose of this research is to study client’s expectation of service quality at Nakharin
hospital sex age income health insurance distant between home and hospital and frequency of
visiting the hospital per year

Data were collected by questionnaire that divided into 2 parts: demographic factor and
service quality such as Tangible, Reliability, Responsiveness, Empathy and Assurance. The
samples were consisited of 397 clients who used service at Nakharin hospital during 15 December
2020 to 15 January 2021 for total of 30 days. Statistical analysis was performed using percentage,
mean, standard deviation, Independent Samples t-test and One - way ANOVA followed by LSD
to test the differences of service’s expectation influenced by the variation of client’s demographic.
The validity of questionnaire was 0.85 and reliability was 0.86.

Result finding levels of expectation of the service quality were well the most was
Assurance (ﬁ = 4.57) follow by Responsiveness (i = 4.40), Reliability (i = 4.36), Empathy
(i =4.31) and Tangible least (i = 4.15). Comparing the expectation of the service according to
demographic factors, the results were found as followed. 1) difference of sex and frequency of
visiting the hospital per year had an effect on difference in the level of expectation of the
Nakharin Hospital’s service quality. 2) difference of age, income, health insurance and distant
between home and hospital of individual client resulted in the difference in the level of

expectation of the Nakharin Hospital’s service quality the different at the 0.05 level.

Keywords: Service quality, Expectation, Health insurance
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