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ABSTRACT
The purposes of this survey research were to study service quality as perceived by outpatients at the
Health Promotion Hospital, Regional Health Promotion Center 1, Chiang Mai, and to compare perceived service
quality among the obstetrics-gynecology, well-baby, general outpatient, and health promotion clinics. The
sample consisted of 397 outpatient department clients, selected by accidental sampling from the four service
units. The research instruments comprised the expectation and perception of service quality scales with

Cronbach's alpha coefficients for the expectation scale dimensions of tangibles, reliability, responsiveness,
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assurance, and empathy of 0.85, 0.89, 0.88, 0.86, and 0.89, respectively; and for the perception scale of 0.87,
0.89, 0.85, 0.86, and 0.90, respectively. Data were analyzed using descriptive statistics and the Kruskal-Wallis H
test.

The research findings revealed that clients perceived service quality as higher than their expectations in
all dimensions. The dimensions with the highest service quality gaps were assurance (+0.22) and empathy
(+0.22), followed by responsiveness (+0.19), reliability (+0.18), and tangibles (+0.12), respectively. According to
comparison across service units, it was found that service quality perceived by clients of the obstetrics-
gynecology clinic, well-baby clinic, general outpatient clinic, and health promotion clinic did not significantly
different in all dimensions (p > .05).

Keywords: Perception of Service Quality, Expectation of Service Quality, Service Quality, Clients, Outpatient
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