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Background:  Quality of health care services in hospitals is among important components of the
country’s health systems development, particularly the reponsiveness to customers expectation.
Objective: The study objectives were to describe the expectations and perceptions on aspects of
hospitals’s health care survices from customers’ perspective.and related factors.

Research Design: Cross-Sectional Descriptive Study.

Population and sample: 1604 customers of out-patient and in-patient dapartments of 39 public and
private hospitals  the administrative areas of the Ministry of Public Health and the Bangkok
area,randomly selected by a multi-stage sampling technique.

Data Collection: November 2003-February 2004.The response rate was 97.72%

Statistical Method: Descriptive statistics,Chi-square test ManrvWhitngy test and Multiple logistic
regression.

Result : The highest expectations among the sample from the structural dimension,the process
dimension and the outcome dimension of quality were on nurses’ skill (96.4%) .explanation related to
diseases and treatments (96.3%) and patient care safety(96.9%),respectively. The type of hospitals
were found significantly associated with all three quality dimensions of expectation.

The highly expected quality of care that were percieved to be provided at level less than
expected in the structural dimension was the health hotline phone (52.7%). The significant
associated factors with the perception were the type of hospitals 5ex, occupation, health insurrance
status, severity of illness and usage experience (p’s< 0.05). The less- than- expected perception in
the process dimension was the estimation of care expense in advance (56.3%), which was related to
type of hospitals, age Education,occupation,family expanse, health insurrance status,reasons to

seek care, types of illness and usage experience (p's< 0.05). Ability to do self-care at home was the
least percieved outcome dimension of care(11.1%) .which were associated with education,reason to
seek care .type of illness and severity of illness.

Recommend: Opportunities for improvement on quality of health care system in hospitals include
health hotline phone, nurses'skill, physiCians®explanation,patient safety,estimatation of care expenses
and patient self-care .
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