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PERCEIVED SERVICE QUALITY AND FACTORS AFFECTING WORD OF
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ABSTRACT

The purposes of this research were (1) to study the perceived quality of services and word
of mouth communication by users in the private hospitals (2) to study factors that influence word
of mouth communication of the services available of private hospitals. Samples consisted of
patients who were admitted in private hospitals listed in the Stock Exchange of Thailand. Sampling
was done of 400 people. The anonymous questionnaires of forty four items of five-point likert
scale. The data received were calculated and analyzed by using descriptive statistics (frequency,
percentage, mean and standard deviation) and inferential statistics ANOVA and Multiple Regression
Analysis (MRA). The researchers used the statistical package of social science (SPSS) for windows.

The results of the study showed that samples with the perceived service quality in the field of

medical services and hospitality of a private hospitals and acceptance were high level.

The equation for factors was influencing word of mouth communication of private

Hospitals. Listed below

Word of Mouth =.308 (Receptionist) + .231 (Payment) + .169 (Housekeeping) + .144 (Physician)
+.144 (Admission) + .108 (Food); R? = 0.658, SE = 0.378.

Keywords : Perceived service, Word of mouth communication, Private hospitals
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