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THE INFLUENCE OF PERCEIVED SERVICE QUALITY ON
WORDS OF MOUTH COMMUNICATION OF PRIVATE HOSPITAL
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Abstract

Five dimensions of perceived service quality: tangible, reliability, responsiveness, assurance, and
empathy [1] can be beneficial in creating identity to hospitals and helping service users differentiate a hospital
service quality from others. An attempt to create such identity, words of mouth communications is a key factor
that needs to be built and developed among service users in order to build higher of use hospital services among
patients or service users. This research aims to study the influence of five dimensions of perceived service
quality [1] on words of mouth communications. By conducting a survey with 385 research participants in Thailand.
The sample data were analyzed to descriptive statistics: frequency, percentage, mean, and standard deviation.
The hypotheses were tested by Multiple regression analysis. This research has found that words of mouth
communications, its influence with three dimensions of perceived service quality dimension: assurance,
reliability, and responsiveness are identified. These results can serve as guidelines in designing marketing strategies

so as to gain a competitive edge in health-care industry.
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fauUs B t-test Sig
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fuanuddede 232 3.722 .000*
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aun1sguatenlald 079 1.250 212
*Sig. < .05
Us:BUdBIMSNMOSSIDIAUINNSSUMOMSINMS 1375

siUBAIALILIA Us:DU 2559

msdamsmsaaa




