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 THANATCHPORN HARABUTRA: CUSTOMER EXPECTATION ON THYE GENERAL 
QUEST ROOM SERVICE QUALITY OF PRAMONGKUTKLAO HOSPITAL. THESIS ADVISOR: 
ASSOC.PROF. PORNCHAI TEPPANYA, Ph.D. 228 pp. 

 This Research aimed to study and compare customers’ expectation and 
perception on the general room quality service of Pramongkutklao Hospital including 5 
operation objectives: 1. to measure customer expectation and perception level on the general 
room quality service 2. to compare customers’ expectation and perception on the general 
room quality service 3. to compare the customer expectation on the general room quality 
service in different personnel status 4.  to compare the customer perception on the general 
room quality service  in different personnel status and 5. to study the general room quality 
service problems and suggestions on better service. The population was the general rank
customer and 285 sample were purposive sampling focused on the year 2012 customers. The 
research tool was a Likert five rating scale questionnaire) Data was collected by mean of self 
collection and by postal and analyzed by the computer package program. The frequency, 
percentage, mean, standard deviation, t-test and one-way ANOVA were statistical applied for 
data analyzing. 
 The research results revealed that:  1. The customers’ expectation on the general 
room quality service was at the highest level and the customers’ perception on the general 
room quality service was at the high level.  2. The customers’ perception on the general room 
quality service was at the highest level and the customers’ perception on the general room 
quality service was at the high level. 3. The expectation on the general guest room quality 
service of customers in different sex, family status and family income were significant 
difference, in the other hand, the expectation of customers in different age, rank, type of care 
right, service times and living area were not different. 4. The perception on the general guest 
room quality service of customers in different sex, family status and family income were 
significant difference, in the other hand, the perception of customers in different age, rank, 
type of care right, service times and living area were not different.  5. The problems of the 
general guest room quality service were the problem of room facilities and recovering  times, 
and suggested to improve the room climate, facilities and better environment.
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