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Service Quality of In-Patient Department of a Private Hospital In Chiang Rai
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Abstract

A study of in-patient department of a private hospital service quality in Chiang rai: A case
study if Thai, Laos China and Myanmar patients aimed to study (1) the standard of service of an
inpatients department and (2) to compare the need of service quality of users at an in-patient’s
department of a private hospital in Chiang Rai. A head of nursing department and a total of
16 informants who were users of Overbrook hospital, Chiang Rai participated in the research. The
informants were selected based on criterion sampling in order to achieve data salutation. Semi-
structured interviewing form based on SERVQUAL theory was used for collect data. The majority
of informants were 10 females. More than half were 51 years and older. Most of them were
Myanmar nationality at the amount 5 people. Above one third informants were housewife and
resided temporary in Thailand. Most patients paid for the treatment fees by themselves and more
than half came to use to services at Overbrook Hospital Chiang Rai 2-3 times a year.

The results of the analysis of the service quality found that the quality of service that the
users perceive in terms of tangibles, reliability, responsiveness and assurance in the level that the
users were very satisfied. While the empathy, there were negative comments on the delay in work
of staff which causes the users to wait for a long time. Therefore, in order to increase satisfaction
and service quality, the hospital must improve service quality in terms of attention to patients.
In comparing the needs among service users —Thai, Myanmar, Laos and China The Laos, Myanmar
and China people concerned very much on aspect of the tangibility (i.e. decorations and state of
arts equipment) of the hospital as well as the empathy of physicians and nurses. These two aspects

would increase their satisfaction level of these two nationalities.
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