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THE EXPECTATIONS OF SERVICE RECIPIENT TOWARDS SERVICE QUALITY
IN HOSPITAL FRONT OFFICE DEPARTMENT
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Abstract

This research had the objectives 1) to analyze the quality of service in relation to service provider
2) Study expectations before receiving service and comments after receiving service on service quality
3) Compare differences in expectations. Before receiving the service, classified by personal factors of the
client 4) Study the relationship between expectations before receiving the service and comments after
receiving the service on the level of service quality. The sample group was 382 questionnaires. Statistical
distribution of frequency, percentage, mean, standard deviation, t-test, f-test, double difference and the
Pearson correlation

The results show that most of the clients of front desk service in private hospitals are women 20 -
39 years and 291 people. Staff with a bachelor's degree in the private sector, with an average monthly
income of 20,001 -30,000 bath and 135 people are eligible for company benefits. A percentage of 35.30
people were considered to use the service three times a year. The service provider factor included the
highest level of (x = 4.23 and S.D. = 0.78) including the highest level of service (x = 4.24 and S.D. = 0.77)
including a higher level of (x = 3.67 and S.D. = 0.65) the purpose of this study is to compare the expected
differences according to the customer's personal factors. The treatment of monthly income is different. The
relationship between expected service and customer opinion Confidence in meeting customer needs and

services is at a lower level.

Keywords: Expectation, Front Office, Service Quality
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