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ABSTRACT

The purpose of this study is to investigate customers’ expectation and perception
toward service offers as well as to evaluate customers’ perception of the service quality from
cosmetic service provider, called the Pruksa Cosmed Clinic. The questionnaires were distributed
and collected from clients of both the Pruksa Cosmed Clinic Hat Yai branch and Songkhla
branch. The researcher receives usable questionnaires from 390 respondents. The data were
analyzed using t-test and F-test (One-way ANOVA). The Scheffé's method was employed for
multiple comparison tests.

The findings indicate that the overall customers’ expectation represent at the
highest level. The most expected dimension is reliability of service provider. However, the overall
customer perception show only high level and the tangible service is perceived as the most
important factor for service quality.

The results indicate that there are several personal factors significantly affect
customers’ service expectation, i.e., age, occupation, and educational level. On the other hand,
customers perceived service quality significantly vary in service program or package differences.

Furthermore, the findings of comparison between customers’ expectation and
service quality perception of The Pruksa Cosmed Clinic show that the customers’ experience
show relatively low in all provided service quality. The lowest level of comparison between
customers’ expectation and perceived service is reliability. Additionally, difference in genders,
specially age and occupation significantly influence the service quality perception.

The findings of the study suggests that clinic operator should focus more on the
most important issue, reliability, to improve clients’ service quality perception, especially on
providing clients’ services on appointed time which is required a proper standardized service time
adjustment. Also, the service provider should take alternative marketing strategies and training
program into account in order to improve service productivity and quality. The implementation

techniques are provided to create more choices for the cosmetic provider as well.
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