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Abstract

This purpose of survey research were to study (1) personal characteristics, (2) the level
of expectations and perceptions of people towards quality services, (3) compare the differences
between expectations and perceptions of people towards quality services, (4) compare difference
between expectations and perceptions attributed by personal characteristics, (5) suggestions for
improving the service quality of sub-district health promoting hospitals in Nakorn Si Thammarat
province.

The study samples were 354 people who received service delivery in sub-district health
promoting hospitals in Nakorn Si Thammarat province by selecting with stratified random
sampling method. Data were collected by using the questionnaires. The reliability of
questionnaires about expectations and perceptions of were 0.974 in both parts. Statistics used for
data analysis were , descriptive information, t- testand One-way Analysis of Variance.

The research findings revealed as the following: (1) Most of people who received
health service delivery in  sub-district health promoting hospitals in Nakorn Si Thammarat
province were female with average age 41.12 years, get married, attained primary education or
less, occupation of agriculture, average income between 5,001 to 10,000 baht per month. The
majority were used to receive service delivery. The reasons for use health services delivery on
the sub-district health promoting hospital were nearing home and convenience to go to these
hospitals. (2) The level of perceived and expectations of people towards quality services were at a
high level. (3) The average scores of the perceived and expectations were of people towards
quality services were difference at a statistically significant at the 0.05 level. (4) The personal
characteristics about gender, age, marital status, education level, occupation, monthly income, the
number of receiving health service delivery, and the reason for using health service delivery were
significant difference with the expectations and perception of people toward quality service. (5)The
suggestions from people who received health service delivery to the director of health promoting
hospital should provide emergency car for 24 hours service, extended the area of car park and
health service, added adequate medical equipment and the number health officers, developing the
potential of health officers, and the convenient things e.g. electric fan and drinking water for more
effective quality service development.

Keywords: Expectation, Perception, Quality service, Sub-district health promoting hospital
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