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Abstract

This survey research aimed at:(1) to study the personal characteristics of the client (2) to study
the expectation of the client (3) to study the perception of the client (4) to compare the expectations
and perceptions of the client to the service quality (5) to compare the average scores, expectations and
perceptions of service recipients towards the quality of in-patient units. Classified by ordinary ward and
special ward Hospital, at Fort Somdejpranarasuanmaharat Phitsanulok Province. The population in the
study was recipients of in-patient units. The sampling group consisted of 165 people, sampling according
to the proportion of each ward. By using a questionnaire with a reliability of 0.95. The statistics used for
data analysis are percentage, mean, standard deviation, Wilcoxon signed-ranks test And Mann-Whitney U
test. The study indicated that : (1) The majority of the samples were female. At work Bachelor's degree
Civil servant / eovernment official / state enterprise employee The average monthly income is less than
20,000 baht. Stay in an ordinary ward (2) The level of expectations for the quality of the in-patient units in
general and in each aspect is the highest level. (3) The perceived level of the recipients Services to the
overall quality of the in-patient units at a high level.(d) It was found that the mean expectations were
higher than the perception of the quality of the in-patient units in all aspects. With statistical significance
at the level of 0.05 (5) classified by ordinary wards and special wards Found that the expectation of
service recipients on service quality Differences were statistically significant at the 0.05 level and (6) the

perception of clients on service quality Not significantly different at the 0.05 level.

Keywords: Expectation, Perception, Service quality, In-patient units, Hospital
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