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Abstract

This descriptive study aimed to identify personal characteristics of outpatients to determine
client perceptions of outpatients and Personal Factors and Perceived Quality of Service at Bueng Sam
Phun Hospital a community hoapital in Phetchabun province. The study was undertaken among 308
outpatient purposively selected from 1,007 outpatients who were 20-70 years old and literate, attending
the hospital’s outpatient department during office hours, from February through April 2017. Data were
collected using a questionnaire (validity valuext 0.978) that covered client perceptions and expectations,
including tangible service, reliability, confidence in service, responsiveness, and empathy. Statistics used
for data analysis were percentage, mean, percentage and t-test. The result showed that: of all
respondents or outpatients, 169 were female, 89 were 51-60 years old , 208 were married, 166 had
completed primary schooling 117 were farmers, 181 had irregular incomes, 171 had made over 10 visits,
265 were covered under the Universal Healthcare Scheme, and 157 attended a general practice clinic;
and the overall perceptions of outpatient service quality were highest; the overage score for tangible
services was highest at 4.38; and the overall relationships between personal factors and service quality
perceptions were different, which perceived service qualities provided by doctors and nurses were

different from those rendered by other care-providers.

Keywords: Perception of service quality, Outpatient, Community Hospital
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