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ABSTRACT

The research of service quality as perceived by clients is important because the
managers of community hospitals can therefore develop the service quality in response to
clients direct needs. The purpose of this research was to study service quality as perceived
by clients at out-patient departments in community hospitals, Chiang Rai province. The
sample consisted of 400 patients who were randomly selected through multi-stage sampling
technique. The questionnaire and interview method was used and developed by the
researcher using Gronroos (2000) as a conceptual framework. The questionnaire form was
verified for content validity by the panel of experts and Cronbach’s alpha coefficients
reliability was .84. The statistical methods used for data analysis were frequency, percentage,

mean, standard deviation, t-test, and one way ANOVA.



The results of the research were as follows:

1. Mean score of service quality as perceived by clients at out-patient departments
in community hospitals, Chiang Rai province was at a high level (§:3.83, S.D.=0.28) and
the mean score of seven criteria were all in the high level. The reliability and trustworthiness
had the highest mean score (§=3.93, S.D.=0.37) and the serviscape had the lowest mean
score (X = 3.74, S.D. = 0.42).

2. Service quality as perceived by clients at the out-patient departments in
community hospitals, Chiang Rai province was significantly different between hospitals with
120 beds and these of hospital with 90, 60, 30 beds, at the level .05.

3. Service quality as perceived by clients at the out-patient departments in
community hospitals, Chiang Rai province was not significantly different between day shift
and evening shift of hospitals with 30, 60, 90, 120 beds.

The results of this study could be used as information for the managers of
community hospitals to develop and search methods of maintaining high quality services

in the future.



