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Abstract

This research aimed to study the expectations and perceptions of
medical service quality of foreign users. This research was based on the
theoretical frameworks of resource-based view (RBV) and creating competitive
advantages through four factors as follows: 1) valuable 2) rare 3) inimitable and
4) non-substitutable. The study also examined the relationship between the
expectations of services provided and the final perception of actual services.
This research aimed to study the demand and supply perspectives.

Investigation of the demand side was conducted by using a quantitative
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approache to study the expectations and the perceptions of 400 foreigners who
travelled to Thailand for medical purposes. The research instruments were
questionnaires and semi-structured interviews. In terms of the supply side,
qualitative approaches were implemented to study the potentials of medical
establishments through in-depth interviews with three experts associated with
medical institutions. Content analysis and secondary data were synthesized to
derive the expectations and perceptions of medical service quality. It was found
that the expectations of the medical tourists were higher than the perceptions
after receiving services in all four aspects: 1) valuable 2) rare 3) inimitable and
4) non-substitutable. Of the four aspects, only one point in the rare aspect was
exceptional in that the tourists’ perceptions were greater than their expectations;
this was in conveninences available in medical facilities. The highest average
expectations were ranked from greatest to least as follows: 1) non-substitutable

2) rare 3) valuable and 4) inimitable.

Keywords: medical service quality; expectation and perception
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