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At present, it is stressed that service should be receiver centered. This research is
explanatory with an objective to assess the quality of anesthetic service received from a
comparison of the expectation and the perception of the service receivers at Rajavithi
Hospital.

Questionnaires were used with the studied population of 300 patients who had
undergone surgical procedures. The patients had a preanesthetic visit one day before
anesthesia was given by an anesthetists or an anesthetic nurse at Rajavithi Hospital. Statistics
used for data analysis were One Way ANOVA using LSD method and Pearson’s Product
Moment Correlation Coefficient.

Results showed that the quality of anesthetic service at Rajavithi Hospital, as
perceived by the service receivers, was lower than their expectations. It was found that the
service receivers expected the highest quality of anesthetic service in the aspects of reliability
and confidence building for service receivers. While perception in both aspects were the
lowest, perception in the aspect of service tangibles was highest. Patients with an educational
level higher than junior college diploma expected a higher service quality than patients with
only primary education or no education, and the difference was statistically significant (p-
value = 0.005). Age was negatively related to the expectation of service receiver (r = -0.248,
p-value < 0.001). The characteristics of service receivers, causing a difference in perception
of service quality with statistical significance, were profession (p-value = 0.028), (especially
agriculturists who had the lowest average level), type of anesthesia, in which those who did
not know the type of anesthesia had the lowest average scores and were different from other
groups with statistical significance (p-value < 0.001); and age was negatively related to
perception of service quality as well as expectation (r = -0.195, p-value = 0.001).

To improve perceived service quality in anesthetic service receivers, several
supporting tools must be used such as a visiting manual, effective preanesthetic and
postanesthetic visits, stressing good relationship building with patients, and reducing
complications after anesthesia to minimum.
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