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Abstract

The objective of this study was to compare service quality perceptions between
customers in the universal coverage program and general customers of Chang Puek Hospital. The
subject were 400 consumers of Chang Puek Hospital. Data were collected by a questionnaire
which composed of 2 parts; demographic data and perception of service quality. The data were
analyzed by using SPSS for Windows. The statistics for data analyses were percentage, mean,
standard deviation and t-test.

The study found that:

The customers in the universal coverage program and general customers perceived the
service quality of the hospital significantly different in 5 dimensions: courtesy, reliability,

responsiveness, tangibles and the understandings of the customers.



