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Abstract

This study employed descriptive research design with the following objectives: 1) to examine
the level of expectations, level of perceptions and compare the mean level of expectations and perceptions
of service recipients regarding the quality of services in hospitals that admit overnight patients at
Bureau of Sanatorium and Arts of Healing. 2) to compare expectations and perceptions of service
recipients by workplace and frequency of service use, and 3) to analyze the relationship between
the expectations and perceptions of service recipients towards service quality. The sample
consisted of 390 personnel from private hospitals that admitting overnight patients. Data were
collected between May 1, 2024 to April 30, 2025, using five-point Likert scale questionnaire with a reliability
value of 0.935. Data were analyzed using descriptive statistics, inferential statistics, Paired t-test,
Independent t-test, One Way ANOVA and the relationship with Pearson's Correlation Coefficient.

The results founded that service recipients expectations of overall service quality were at the
highest level (X = 4.44). The dimension with the lowest mean score was tangibility (X = 4.35).
Because the service recipients believe that the authorization process should be reduced, contact
channels should be increased, and the service request form should be improved. Perception of
overall service quality were also at the highest level (X = 4.49). The lowest- rated dimension was
responsiveness (X = 4.35). The reason for the lack of knowledgeable personnel to provide advice.
Comparisons of expectations and perceptions of overall service quality, as well as assurance,

reliability, and tangibles, showed statistically significantly differences at the 0.05 level.
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When classified by workplace, expectation of service quality different significantly at the 0.05 level,

While perceptions did not. When classified by frequency of service use, neither expectations

nor perceptions showed statistically significant differences. The relationship between expectations

and perceptions of service quality in hospitals admitting overnight patients, was statistically

significant at 0.01 level , with a moderate positive correlation (r = 0.78**). The strongest correlation

was found in tangibility dimension which showed a highest positive correlation (r = 0.81**).

Recommendations: It is suggested that laws should be revised, procedural steps and

documentation for obtaining service permission should be reduced, and more application channels

particularly electronic transaction. Additionally, the number of service staff and their skill, knowledge,

and expertise should be enhance. These measures would father improve the quality of service delivery.

Keywords: expectation; perception; service quality
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**p <01
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