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Abstract : Objective: The objective of this study were to find out highest expectation and perception,highest gap between
perception and expectation of service quality, and to find out such gaps between perception and expectation with regard to
service quality dimensions were whether statistically significant. Methodology: This study carried out at the Out Patient
Department (OPD) of the Veterinary Teaching Hospital (VTH), University of Peradeniya. Modified version of SERVQUAL with
22-pairs of items regarding expectation and perception of service quality in dimensions of tangible, reliability, responsiveness,
assurance and empathy were included in Part 1 and the Part 2 of the questionnaire consisted of questions regarding socio-
demographic factors. Sample size was 200 and sampling procedure was Systematic Random Sampling. Customers above 18
years of age, able to read, write and understand Sinhala or English language, visits more than twice in last six months and who
willing to respond were selected. Findings: The analysis revealed customers expectations of service higher than the perceived
for all 22- items of the SERVQUAL. This high expectation suggests that there is sufficient room for further improvement of
service quality in all five dimensions. Originality/Value of the Paper: This study gave a new insight for poorly researched area
of veterinary health service quality in Sri Lankan context. It provides hospital administrators and policy makers to develop
strategies for further improvement of service quality according to customers' view.
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