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Abstract : This research aimed to examine the relationships between customer expectations and service quality management
of Banpaew Hospital Samutsakorn in Thailand. The study sample consisted of 360 customers in patient unit. Data were
collected using self-administered questionnaire. Descriptive statistics used were percentage, mean, and standard deviation.
The analytical statistics comprised Pearson’s product moment correlation coefficient analysis. The result showed that service
quality of nurses was very good with sustainable development trend. Physical evidence was at a high level, and the process and
personal were rated at a high level. Additional, the study suggested that head nurse should be encouraged to improve service
quality management, management training. Nurse administrators should create an appropriate nursing department climate,
and provide necessary resources in the department. In addition, the nurse administrators should continuously follow up the
results of customer expectations and focus on patients/customers, process management, information and knowledge
management, and evaluation of service quality also.
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