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ABSTRACT 
 The main purpose of this survey research was to examine service quality 
as per expectation and perception of the patients and accompanying family members 
in special wards at a tertiary hospital in Bangkok. Using questionnaires collected from 
397 patients and accompanying family members, the data was compared with 657 
providers in 24 wards. Data were analyzed by t-test, pair t-test, Pearson’s Correlation 
Coefficient, Mann - Whitney test and Kruskal – Wallis test.   
 The results found that service quality as per expectation and perception of 
the patients and accompanying family members in special wards had a positive overall 
service quality in all aspects. Regarding service quality, it was found that the 
characteristics of the patients and accompanying family members including length of 
stay and service experience differed significantly (p-value < 0.05). Regarding service 
quality, it was found that the characteristics of the patients and accompanying family 
members including respondent, gender, age, marital status, education, career, income, 
rights to medical treatment, motivations for receiving service, and information 
obtained differed (p-value > 0.05). Regarding service quality, it was found that the 
characteristics of the service providers including types of special wards, resident, 
gender, age and job experience differed significantly (p-value < 0.05). Regarding 
service quality, it was found that the characteristics of the service providers including 
marital status, education, and position differed (p-value > 0.05).  
 The results suggest that providers should consider the gap of service 
quality between expectations and perceptions of patients and accompanying family 
members when establishing and developing measures to improve services of patients 
and accompanying family members. Providers must demonstrate an increased 
assurance in their ability to provide services and improve tangible services, 
environments, and facilities. 
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