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The purposes of this research were to study the level of insured persons’ perception
of nursing service quality, governmental hospitals, Bangkok Metropolis, to investigate the
relationships between personal factors, organizational climate for service, and perception of nursing
service quality, and to search for the variables that could be able to predict perception of
nursing service quality. The sample consisted of 361 insured persons from 9 governmental
hospitals, which were randomly selected through multistage sampling technique. Research
instruments were personal factors, organizational climate for service, and nursing service quality
questionnaires. Content validity was determined. Cronbach’s alpha coefficients of the instruments
were .95 and .98 respectively. Statistical methods used to analyze data included mean, standard
deviation, Pearson’s product moment correlation coefficient, and stepwise multiple regression.

Major findings were as follows

L The insured persons’ perception of nursing service quality was at high level.

2. There were significant relationships between organization climate for service,
past experience, education, social status, and perception of nursing service quality at the 0.05 level.

3. Variables that could predicted perception of nursing service quality significantly
were organization climate for service, past experience, and external communication (p< .05). The
predictor accounted for 66.80 percents of the variance (R2=.668). The standardized score
equation from the analysis was as follows :

A

A Perception of nursing service qualty — .703  Z OrganiZ3lion climate fOrservice %219 7 patt experience

087 Z External communication
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