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� ð � ð�5�I�F�ð �P�C�K�F�D�U�J�W�F�T�ð �P�G�ð �U�I�J�T�ð �S�F�T�F�B�S�D�I�ð �X�F�S�F�ð �U�P�ð �T�U�V�E�Z�ð �E�F�N�P�H�S�B�Q�I�J�D�ð �G�B�D�U�P�S�T�ð �U�I�B�U�ð �J�O�t�V�F�O�D�F�ð �Q�B�U�J�F�O�U�4�T 

expectations and  satisfactions toward medical school of public hospital in Bangkok Metropolitan 

as well as to evaluate the service quality of those hospitals in 5 dimensions using SERVQUAL model 

(Parasuraman, Berry, and Zeithaml, 1994: 110-124) as a guideline. Also, this study was intended to iden-

�U�J�G�Z�ð�U�I�F�ð�L�F�Z�ð�G�B�D�U�P�S�T�ð�U�I�B�U�ð�J�O�t�V�F�O�D�F�ð�U�I�F�ð�Q�B�U�J�F�O�U�T�P�O�ð�D�I�P�P�T�J�O�H�ð�N�F�E�J�D�B�M�ð�T�D�I�P�P�M�ð�P�G�ð�Q�V�C�M�J�D�ð�I�P�T�Q�J�U�B�M�ð�J�O�ð�#�B�O�H�L�P�L���ð
Researcher developed structured and unstructured questionnaire to be served as research instruments 

and were applied to 600 respondents who had been the patients of 6 large-scale medical schools of 

�Q�V�C�M�J�D�ð�I�P�T�Q�J�U�B�M�T�ð�J�O�ð�#�B�O�H�L�P�L���ð�0�W�F�S�B�M�M��ð�U�I�F�ð�S�F�T�V�M�U�ð�I�B�T�ð�T�I�P�X�O�ð�U�I�B�U�ð�U�I�F�ð�Q�B�U�J�F�O�U�4�T�ð�M�F�W�F�M�ð�P�G�ð�F�Y�Q�F�D�U�B�U�J�P�O�ð�E�P�F�T�ð
�F�Y�D�F�F�E�ð�U�I�F�ð�Q�B�U�J�F�O�U�4�T�ð�M�F�W�F�M�ð�P�G�ð�T�B�U�J�T�G�B�D�U�J�P�O�ð�J�O�ð���ð�G�B�D�U�P�S�T�ð�B�U�ð�U�I�F�ð�M�F�W�F�M�ð�P�G�ð�T�J�H�O�J�s�D�B�O�D�F�ð�P�G�ð�����������ð�'�V�S�U�I�F�S�N�P�S�F��ð
�J�U�ð�X�B�T�ð�G�P�V�O�E�ð�P�V�U�ð�U�I�B�U�ð�U�I�F�ð�N�P�T�U�ð�J�O�t�V�F�O�U�J�B�M�ð�G�B�D�U�P�S�T�ð�U�I�B�U�ð�B�G�G�F�D�U�ð�U�I�F�ð�Q�B�U�J�F�O�U�T�ð�P�O�ð�D�I�P�P�T�J�O�H�ð�N�F�E�J�D�B�M�ð�T�D�I�P�P�M�ð
of public hospital in Bangkok was the convenience access to hospital, the reputation of hospital, and 

�U�I�F�ð�I�F�B�M�U�I�ð�D�B�S�F�ð�S�J�H�I�U�T���ð�8�I�J�M�F��ð�U�I�F�ð�M�F�B�T�U�ð�T�J�H�O�J�s�D�B�O�U�ð�G�B�D�U�P�S�ð�X�B�T�ð�U�I�F�ð�I�P�T�Q�J�U�B�M�ð�I�B�E�ð�J�U�T�ð�P�X�O�ð�T�V�C���T�Q�F�D�J�B�M�U�Z�ð
clinic. At the end, the researcher proposed the recommendation to the medical school of public hos-

pital to actualize the marketing management through vary ways and medium in order to enhance the 

service quality.

!"#$%&'() Patient expectation and satisfaction, Medical school, Public hospital, Service quality, 

 Bangkok, Metropolitan.
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was officially announced in its journal that BangE
kok has been promoted by Thai’s government 
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before and to response to such government’s 
6-(',1+#43>30&(#':6-0/&)/#6.;(',#%-46'/&(4#')#@&)?E
kok, the representatives of Thai’s government 
hospitals and the symbols of the country’s health 
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ÿูงÿุดคือ การเดินทางÿะดวก  โรงพยาบาลมีชื่อเÿียง มีÿิทธิในการรักþา เĀตุผลที่เลือกใช้บริการโรงพยาบาลน้อยที่ÿุดคือ 
มีคลินิกเฉพาะที่โรงพยาบาลอื่นไม่มี โดยผู้ใช้บริการมีความคิดเĀ็นÿ่วนใĀญ่ว่าโรงพยาบาลมีแพทย์ที่เชี่ยวชาญในการรักþา#
ทั้งนี้ผู้วิจัยได้เÿนอแนะเพิ่มเติม โดยใช้การบริĀารการตลาดมุ่งใĀ้โรงพยาบาลยกระดับคุณภาพการบริการได้มาตรฐานใน#
ระดับÿากล เป็นผลท�าใĀ้ผู้ใช้บริการพึงพอใจ

ค�ำส�ำคัญ: ความคาดĀวังและความพึงพอใจ โรงเรียนแพทย์ โรงพยาบาลรัฐ คุณภาพการใĀ้บริการ กรุงเทพมĀานคร
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produce physicians and nurses, ability to provide 
hospital services at lower cost than private hospi-
tals and some group of patients who are employ-
ees of the registered organizations can employ a 
�S�F�G�V�O�E�ð�G�S�P�N�ð�U�I�F�ð�4�P�D�J�B�M�ð�4�F�D�V�S�J�U�Z�ð�'�V�O�E�ð�B�O�E�ð�T�P�N�F�ð
group of patients who are employees of the go- 
vernment can get a refund from the social insur-
ance. 
  As the competition is rising, the public hos-
pital has established an executive in the private 
�T�F�D�U�P�S���ð�5�I�F�ð�Q�S�P�s�U�T�ð�G�S�P�N�ð�U�I�F�ð�H�P�W�F�S�O�N�F�O�U�ð�B�S�F�ð�Q�B�J�E�ð
for the management of the hospital. As a result, 
the large public hospitals consequently have 
been marketed more because they need to ex-
�Q�B�O�E�ð�U�I�F�J�S�ð�N�B�S�L�F�U��ð�U�P�ð�Q�F�O�F�U�S�B�U�F�ð�U�I�F�ð�T�Q�F�D�J�s�D�ð�H�S�P�V�Q�ð
of patients as well as to meet the needs of the 
service users. The objective is to provide the pa-
�U�J�F�O�U�T�ð �X�J�U�I�ð �U�I�F�ð �N�B�Y�J�N�V�N�ð �T�B�U�J�T�G�B�D�U�J�P�O���ð �'�V�S�U�I�F�S-
more, several public hospitals have offered new 
services such as overtime clinic and sub-specialty 
�D�M�J�O�J�D�ð �T�F�S�W�J�D�F�ð �	�C�P�U�I�ð �E�V�S�J�O�H�ð �B�O�E�ð �P�V�U�T�J�E�F�ð �P�G�s�D�F�ð
hours). Besides, the technical and the quality of 
care improvement, the competition for the qual-
ity of service is the key of success for all hospitals. 
However, the public hospital has rarely applied 
proactive marketing like private hospital has con-
tinually done. Since, this study had focused on 6 
medical schools of public hospital which repre-
sented the majority of public hospital in Bangkok. 
It should help all public hospital in Bangkok real-
ize what should be the proper marketing strategy 
and apply the concept to help increasing their 
service quality. Moreover, they also should be 
able to identify the main strengths and weakness-
�F�T�ð �M�F�B�S�O�U�ð �C�Z�ð �U�I�F�ð �L�F�Z�ð �G�B�D�U�P�S�T�ð �U�I�B�U�ð �J�O�t�V�F�O�D�F 
patients on choosing medical school of public 
hospital in Bangkok. 

Research Objectives
  (1) To study the demographic factors that 
�J�O�t�V�F�O�D�F�ð �Q�B�U�J�F�O�U�4�T�ð �F�Y�Q�F�D�U�B�U�J�P�O�ð �B�O�E�ð �T�B�U�J�T�G�B�D�U�J�P�O�ð
toward medical school of public hospital in Bang-
kok 
� ð � ð�	���
�ð�5�P�ð�T�U�V�E�Z�ð�Q�B�U�J�F�O�U�4�T�ð�F�Y�Q�F�D�U�B�U�J�P�O�ð�B�O�E�ð�T�B�U-
isfaction of service quality toward medical school 
of public hospital in Bangkok 
  (3) To guideline the marketing manage-
ment to medical school of public hospital in 
Bangkok 

LITERATURE REVIEW
  Service
  “A service is an act of performance that 
one party can offer to another that is essentially 
intangible and does not result in the ownership of 
anything. Its production may or may not be tied 
to a physical product.”  (Philip Kotler, 2011: 421-
444).  
� ð � ð�'�S�P�N�ð�U�I�F�ð�E�F�s�O�J�U�J�P�O��ð�U�I�F�S�F�ð�B�S�F�ð���ð�L�F�Z�ð�D�I�B�S�B�D-
teristics of service which are;
  (1) Intangibility: it is an important aspect of 
the service. Service cannot be seen, heard, smelt, 
felt or tasted before making a purchase (Arm-
strong and Kotler, 2009: 334-356), so sellers have 
to provide something different to ensure that 
buyers can make a purchase faster.
  (2) Inseparability: Production and consum- 
ption happen simultaneously and cannot be 
separated from the service provider.
  (3) Variability: The quality depending on 
the provider and on whether service takes place, 
when and how.
  (4) Perish ability: service occurs shortly and 
cannot be stored or be sold later.
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  Expectation and Satisfaction
� ð � ð�ð�'�P�S�ð�D�B�S�F�ð�J�O�E�V�T�U�S�Z�ð�J�O�D�M�V�E�J�O�H�ð�T�F�S�W�J�D�F�T�ð�J�O�ð�I�P�T-
pitals, patients are expected to receive services 
that are varied by attitudes, past experiences, 
information from service providers, and character-
istics of the individual. It was estimated that 
recipients must receive medical treatment as ex-
pected in terms of the treatment effect, behavior 
from service providers, service processes. So, if 
the expectation shifts from the standard of care 
that was expected and required, it will make pa-
�U�J�F�O�U�T�ð �T�B�U�J�T�s�F�E�ð �P�S�ð �O�P�U�ð �T�B�U�J�T�s�F�E�ð �	�0�C�F�S�T�U��ð �����������ð
2366-2373).
  Thus, the clients will evaluate service qual-
ity by comparing current services received with 
previous experiences which caused service to be 
expected. If the service received is equal or above 
expectation, it will make them have a positive 
feeling and will assess whether there is satisfac-
tion with the service quality. On the other hands, 
if the service received is below expectations, it 
caused a sensation in the negative and will be 
assessed whether there is dissatisfaction with the 
service quality (Oliver, 1980: 460-469).
  Satisfaction: Satisfaction refers to the per-
�T�P�O�4�T�ð�G�F�F�M�J�O�H�T���ð�*�U�ð�J�T�ð�U�I�F�ð�S�F�T�V�M�U�T�ð�P�G�ð�U�I�F�ð�D�P�N�Q�B�S�J�T�P�O�ð
of performance that have been seen or under-
stood. The factors that affect the satisfaction of 
customers including facility, service advisory, 
service providers, the environment of service, and 
the process or the service.
  Consumer Behavior
� ð � ð�$�P�O�T�V�N�F�S�ð�C�F�I�B�W�J�P�V�S�ð�T�U�V�E�J�F�T�ð�U�I�F�ð�C�F�I�B�W�J�P�V�S�ð
of individual, groups, or organizations in regards to 
acquiring, consuming and disposing of goods and 
services in order to meet satisfaction through the 
consultation process. There are 2 factors that 
affect consumer behaviour; 

  (1) Internal variable; a basic factor that 
control the thought processes which consists of 
needs, motivation, personality, and learning
  (2) External variable or environmental fac-
tors; something that a person receives from the 
environment around them all the time. External 
variable including family, socioeconomic, culture, 
economic, reference groups. It can effect on deci-
sion-making and consumer behaviour.
  Service Quality
  Service quality refers to the decision of 
customers from the recognition of the service as 
a result of the evaluation process of the customer 
in comparison between the perceptions of that 
�T�F�S�W�J�D�F�ð �U�P�X�B�S�E�ð �U�I�F�ð �F�Y�Q�F�D�U�B�U�J�P�O�T�ð �	�.�D�$�P�M�M���,�F�O�O�F-
dy, 2003: 113-127).
  One service quality measurement model 
that has been widely applied is the SERVQUAL 
model developed by Parasuraman, Berry, 
&Zeithaml (1985: 41-50). SERVQUAL is designed to 
measure service quality as perceived by the cus-
�U�P�N�F�S���ð�5�I�F�S�F�ð�B�S�F�ð�s�W�F�ð�H�F�O�F�S�J�D�ð�E�J�N�F�O�T�J�P�O�T�ð�P�S�ð�G�B�D-
tors of SERVQUAL model.
  1) Tangibles: Physical facilities, equipment 
and appearance of personnel
  2) Reliability: Ability to perform the prom-
ised service dependably and accurately
  3) Responsiveness: Willingness to help 
customers and provide prompt service 
  4) Assurance: Knowledge and courtesy of 
employees and their ability to inspire trust and 
�D�P�O�s�E�F�O�D�F�ð �J�O�D�M�V�E�J�O�H�ð �D�P�N�Q�F�U�F�O�D�F��ð �D�P�V�S�U�F�T�Z��ð
credibility and security.
� ð � ð���
�ð�&�N�Q�B�U�I�Z���ð�$�B�S�J�O�H�ð�B�O�E�ð�J�O�E�J�W�J�E�V�B�M�J�[�F�E�ð�B�U-
�U�F�O�U�J�P�O�ð �U�I�B�U�ð �U�I�F�ð �s�S�N�ð �Q�S�P�W�J�E�F�T�ð �U�P�ð �J�U�T�ð �D�V�T�U�P�N�F�S�T�ð
including access, communication, understanding 
the customer.
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RESEARCH FRAMEWORKS 
  In the process of developing a research 

framework for determining the relationship be-

tween personal factors (independent variables) 

and patient expectations and satisfactions of ser-

vice quality (dependent variables) in 5 dimen-

sions which researcher applied the concept of 

SERVQUAL, the widely used quality measurement 

�N�P�E�F�M��ð�G�P�S�ð�B�ð�H�V�J�E�F�M�J�O�F���ð�"�T�ð�T�I�P�X�O�ð�J�O�ð�'�J�H�V�S�F�ð��

 Independent Variables Dependent Variables

!"#$%&'(�ð�$�P�O�D�F�Q�U�V�B�M�ð�G�S�B�N�F�X�P�S�L�ð�P�G�ð�6�Q�B�U�J�F�O�U�4�T�ð�F�Y�Q�F�D�U�B�U�J�P�O�T�ð�B�O�E�ð�T�B�U�J�T�G�B�D�U�J�P�O�T�ð�U�P�X�B�S�E�ð�N�F�E�J�D�B�M�ð�T�D�I�P�P�M�ð�P�G�ð 

 public hospital in Bangkok”

Personal factors

 1. Sex

 2.  Age

 3.  Education level

 4.  Occupation

 5.  Income per month

 6.  Health care rights

�1�B�U�J�F�O�U�4�T�ð�C�F�I�B�W�J�P�V�S�T
 1. Type of sickness

�ð �����ð�'�S�F�R�V�F�O�D�Z�ð�P�G�ð�U�S�F�B�U�N�F�O�U
 3. Duration of treatment

 4. Time spent to reach the hospital

 5. Decision to choose the hospital

 6. Reason to choose the hospital

 7. Decision not to choose the hospital

�&�Y�Q�F�D�U�B�U�J�P�O�T�ð�P�G�ð�T�F�S�W�J�D�F�ð�R�V�B�M�J�U�Z�ð�U�P�X�B�S�E�ð�N�F�E�J�D�B�M�ð
�T�D�I�P�P�M�ð�P�G�ð�Q�V�C�M�J�D�ð�I�P�T�Q�J�U�B�M�ð�J�O�#�B�O�H�L�P�L�ð�ð

1. The tangibility of service 

2. The trustworthiness and the reliability of the  

 hospital 

3. The assurance of the service of the hospital

4. The empathy toward the patient 

5. The responsiveness toward the patient

�&�Y�Q�F�D�U�B�U�J�P�O�T�ð�P�G�ð�T�F�S�W�J�D�F�ð�R�V�B�M�J�U�Z�ð�U�P�X�B�S�E�ð�N�F�E�J�D�B�M�ð
�T�D�I�P�P�M�ð�P�G�ð�Q�V�C�M�J�D�ð�I�P�T�Q�J�U�B�M�ð�J�O�#�B�O�H�L�P�L�ð�ð

1. The tangibility of service 

2. The trustworthiness and the reliability of the  

 hospital 

3. The assurance of the service of the hospital

4. The empathy toward the patient 

5. The responsiveness toward the patient

  However, the personal factors were corre-

�M�B�U�F�E�ð�X�J�U�I�ð�U�I�F�ð�E�F�Q�F�O�E�F�O�U�ð�W�B�S�J�B�C�M�F��ð�X�F�S�F�ð�E�F�s�O�F�E�ð
in a research tool and data analysis via hypothesis 

testing.            

RESEARCH METHODOLOGY 
  According to the purposes of this study, 

researcher had determined the research process 

by the population, following the statistics theory, 

a representative samples of public hospital in 

�#�B�O�H�L�P�L�ð�B�U�ð�������ð�D�P�O�s�E�F�O�D�F�ð�M�F�W�F�M���ð�5�I�F�ð�R�V�F�T�U�J�P�O-

�O�B�J�S�F�ð�X�B�T�ð�T�F�S�W�F�E�ð�B�T�ð�B�ð�S�F�T�F�B�S�D�I�ð�U�P�P�M���ð�J�U�ð�X�B�T�ð�T�Q�F�D�J�s-

cally designed to cover the objectives of the 

�S�F�T�F�B�S�D�I���ð �4�Q�F�D�J�s�D�B�M�M�Z��ð �J�U�ð �X�B�T�ð �D�P�O�T�J�T�U�F�E�ð �P�G�ð �T�U�S�V�D-

tured questionnaire which listed close-end ques-

tions and unstructured questionnaire with listed 

open-ended questions. However, before utilize 
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  Patient’s expectations and satisfactions 
toward medical school of public hospital in 
Bangkok.
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on improving the parking system and managing 
UIF USBGųD JO UIF IPTQJUBM DSFBUF B UBYJ-TUBOE BOE 
waiting area, and if possible, should build con-
necting points where patients and other users can 
link to the mass public transportations. Also, they 
should add more accommodations and facilities 
for patients and their relatives by increasing the 
number of chairs, providing free drinking water, 
putting television at some points that have a lot 
of waiting patients, reconditioning the restrooms, 
sparing some spaces for kiosks or mini-shops.
  (2) The trustworthiness and the reliability 
of the hospital: the overall score for both expec-
tations and satisfactions were in the high level. 
5IF NBKPSJUZ PG UIF TBNQMFT WFSZ TBUJTųFE 
because physicians and medical staffs had high-
skilled and competent as well as hospitals had 
advanced medical equipment and had the na-
UJPOĴT MFBEJOH NFEJDBM EFWJDFT� 5IF SFTFBSDIFS 
suggested that the hospitals should emphasize 
on the above mentioned strengths by support 
the academic works and project in both domestic 
and international stages of physicians and medi-
cal staffs. Also, providing high quality with appro-
priate and cheap cost of treatment, all are the 
HPPE JNBHF PG UIF IPTQJUBMT� 'PS PQQPSUVOJUJFT UP 
improve service quality to be more reliable, the 
hospitals should introduce the information sys-
tem to be used for data management and create 
a service blueprint especially in dispensing pro-
cess.
  (3) The assurance of the service of the hos-
pital: the overall score for both expectations and 
satisfactions were in the high level. Therefore, the 
opportunities to improve were to initiate the time 
management system for personnel, especially for 
physicians to have precise appointment sched-
ules as well as solved long queue problem. More-
over, hospitals should offer variety of services 

such as patients can choose between normal 
examination and medical specialty.
  (4) The empathy toward the patient: had 
highest rating of overall expectations and had 
high rating of overall satisfaction. Researcher 
recommended that hospitals should increase the 
level of hospital services provided by nurses and 
IPTQJUBMTĴ TUBGGT� *O BEEJUJPO TIPVME JOJUJBUF UIF 
information center in order to supply basic infor-
mation to the patients and answer the frequency 
and simple questions. Hospitals should organize 
the training for employees and staffs by focusing 
on the creation of the positive attitude of service 
and hospitality manners. Also, hospitals may have 
some activities to promote quality services. 
)FODF UPQ NBOBHFNFOU TIPVME QMBZ TJHOJųDBOU 
role on the direction of the hospitals that focus 
on the quality of service and should do evalua-
tions for both team and individual seriously and 
consistently.
  (5) The responsiveness toward the patient: 
the overall score for both expectations and satis-
factions were in the high levels. The suggestions 
included improve the registration system and 
reduce waiting time which was the problem that 
the samples complained the most as well as re-
lieve crowded problem in the hospital. Also, hos-
pitals should improve the information system so 
that patients can prior access to several services 
via internet and need not to spend much time at 
the hospital, for example, online self-registered in 
advance, view schedule and availability of the 
physicians, make an appointment for medical 
treatment. 
  'VSUIFSNPSF SFTFBSDIFS SFDPNNFOEFE 
the practices for marketing management in order 
to improve the service quality as following.
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  Products and services: according to the 
findings in this research, the outstanding strengths 
of all hospitals were the trustworthiness and the 
reliability of the hospital especially the very high-
skilled and competent of the physicians and 
medical staffs. Moreover, hospitals should be re-
quired to assess the quality standards consistent-
ly such standard for quality (ISO 9001), standard 
for power management (ISO 50001), standard for 
environmental management (ISO 14001), and 
standard for measurements in the laboratory 
(ISO/IEC 17025). In addition, the study pointed out 
that the location of the hospitals where the ser-
vices could easily accessible, if the hospitals 
could develop this strength by improving trans-
portation to the hospitals. This will increase con-
fidence in the concreteness of the hospitals.
  Pricing: from the gathered data in this 
study, most patients had health care right. As a 
result; the price factor influenced the choosing of 
hospital only 6.38 percent. However, the top 
management of hospital could determine high 
level of service for the group that was not exer-
cise the health care right who cannot get re-
deemed from government, state enterprises, or 
public organizations. The service may be divided 
into separate segments other from the general 
clinic during business hours. For example, there 
were some hospitals in Bangkok that had this kind 
of targeted group and could increase the price 
but higher service quality and high speed of treat-
ment.
  Place: in order to relax the overload of 
number of cases and crowded, hospitals should 
consider to expand their service channels (regard-
less of budget constraint) by open the branches 
or clinics near the hospitals or in the identical 
area. For non-emergency cases, hospitals should 
apply an e-marketing for scheduling appointment 

and registration in advance, to use of information 
technology systems help reduce paper works, in-
crease information flow, and could penetrate to 
target group of higher education. The payment 
could do via both cash and credit card.
  Marketing Communication (Integrated Mar-
keting Communication): Hospitals should apply 
an integrated marketing communications in hospi-
tals and sub-specialty clinics by building confi-
dence in the service quality standards, focusing 
on corporate social responsibility: CSR which 
offers the benefits to society without expecting a 
return to reinforce the image of the medical 
schools of public hospital. It could be done 
through radio and television both inside and 
outside hospitals. Also, hospitals should create 
proposal to set international standards on social 
responsibility such as ISO 26000.
  People: In addition of providing ultimate 
medical services, medical schools of public 
hospital should focus on improving the quality of 
service together. The hospitals should provide 
training for their personnel to develop skills in 
both academic and service (service mind 
concept). Moreover, hospitals should have 
development plans for all staffs and patients as 
well as they could be evaluated the quality of 
service by the ratings of service satisfaction. This 
evaluation process should be defined as a step in 
the process of hospital services and acts as an 
indicator of the ability of service for each person-
nel, also, incentive or/and motivation should be 
given for the great performance staffs, vice versa, 
punishments for the bad ones.
  The service process: the timing of tasks 
provider should be set and communicated to all 
service users whereas hospitals could have a 
channel for patients who take more than the 
standard time or who is a special case. Hospitals 
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