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Abstract

The objectives of this cross-sectional research were 1) To study the level of expectations
and perceptions of service users towards the service quality, 2) To compare the characteristics of
service users with their expectations towards the service quality, 3) to compare the characteristics
of service users with their perceptions towards the service quality, 4) to compare the differences
in expectations and perceptions of service users towards the service quality of Lang Suan hospital
Lang Suan district Chumphon province. The sample consisted of 385 service users. The instrument
employed was a questionnaire. The confidence value of the questionnaire is equal to 0.952. The
statistics used in data analysis represent frequency, percent, mean, standard deviation, t-test, and
one-way ANOVA. The research results revealed that 1) Expectations and perceptions of service
users towards the quality of service, both overall and in each aspect, had the highest average
value in terms of concreteness, reliability of service, responsiveness to customers in service,
confidence in service, and attentiveness in service. The perception had an average value higher
than expectations and was extremely satisfied in all aspects. 2) Service users with different
genders, ages, education levels, and occupations had different expectations of service users
towards the quality of service. 3) Service users with different genders, ages, education levels, and
occupations had different perceptions of service quality. At the 0.05 statistical significance level.
4) Expectations and perceptions of service users towards the quality of service were different,
both overall and in each aspect. At the 0.05 statistical significance level.

Keywords: Users, Expectation, Perception, Service quality
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