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ABSTRACT

The Tille The Clients' Satisfaction toward Health Care Service at
the Qutpatient Department of Thungyai Hospital,

Thungyai District, Nakhon Si Thammarat Province.

The Author Mr. Boonprasop Gatekhao

Program Social Sciences for Development
Thesis Chairman Assistant Professor Dr. Maitree Jantra
Thesis Advisors Mr. Weerayut Chatakarn

Mr. Apinun Hoikaew

This research was aimed to measure the clients' satisfaction regarding health
care service at the Qutpatient Department of Thungyai hospital. In addition, this study was
set up to determine the relationship between the clients' socio - demographic, perception of
the service system, service quality and the clients’ satisfaction.

The samples included 302 clients who got health care service at the Qutpatient
Department of Thungyai hospital. The data was gathered during February 3 28“‘, 2003 at
the Outpatient Department of Thungyai hospital. The data collection instrument was a 113
-items and 5 - point rating scale questionnaires with open - ended questions. The collected
data were analyzed by percentage, mean and standard deviation. Correlation and Regression
was utilized for data analysis.

The findings were :

The majority of the clients were female with an average age of 35 years. The
55.6% of them had finished primary school or lowest education with the meditm income
of 6,000 Baht per month. The 73.2 % of them have lived outside the municipality. The
79.1 % of them used the right of health care with universal coverage card (UC. Card). The
57.9% of them have got the service more than two times a year. The 73.5 % of them had

‘

the overall satisfaction at the moderate level. The followings were the satisfaction in each

aspect: in .service charge was 87.7 % ; in courtesy was 87.1 % ; in service coordination was



86.1% ; in medical information was 83.4 %; in quality of service was 83.1 %; and in service
convenience was §0.8 %.

The clients’ perception toward service system and service quality was moderate
(70.2 % and 65.9 % respectively). The results of the analysis of the relation between the
clients' socio - demographic, perception of the service system, service quality and the
clients' satisfaction revealed that the number of service were positively correlated with
their satisfaction. However, the factors concerning sex, age, education, income per month,
location of housing and the right of health care were negatively correlated with the clients'
satisfaction. The analysis of the relationship between each of the factors and the clients'
satisfaction indicated that the clients' perception of service system (place, material, staff,
step of service) and service quality (access, reliability, assurance, tangible facilities, empathy
and responsiveness) were positively correlated to the clients' satisfaction with the statistical
significance at (P=0.000). The results of regression analysis indicated that the variable
factors, which explain the variation in the clients' satisfaction from total variations were
material, reliability, the number of service, sex and staff. All of these factors could explain
the variation of the satisfaction about 9.8 % for the Outpatient Department of Thungyai
hospital. The suggestions from this research are that the Clients’ Satisfaction toward Health
Care Service at the Outpatient Department of Thungyai hospital can be increased by
improving many factors; improvement of service process, increasing the public relation
service system and providing information of service activities, increasing tangible facilities

(chair, telephone) and increasing the skill of service mind to the hospital personnel.
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