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The Quality of Services as Expectation and Perception in
Hypertention Patients at Primary Care Unit in Lomkao Hospital’s

Sub-contractor Lomkao District, Phetchabun Province.
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ABSTRACT

This descriptive research aimed to study the quality of services at primary care unit in
Lomkao Hospital’s Sub-contractor Lomkao District, Phetchabun Province, problems of using services
in the primary care unit. Information was collected by using questionnaire adapted from Parasuraman
et al’s SERVQUAL Systematic random sampling was used to recruit 125 patients with hypertension
who visited the primary care unit. The data were analyzed by computer package and present for
frequencies, percentage, arithmetic mean, standard deviation, median, minimize, maximize, and
Paired t-test.

The research finding expectation of hypertension patients at primary care unit for overall
quality were high level (X =4.67 S.D.= 0.48) while for items were at high to highest level.
Perception of hypertension patients at primary care unit for overall quality were moderate level
(X =3.34 S.D.= 0.65) while for items were at moderate (o high level. Service quality as expectation
and perception were found to different significantly (p-value < 0.001). Mean score for expectation
of both overall quality and each item were higher than perception quality that mean quality service

was dissatisfaction.
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