
CHAPTER 3

RESEARCH METHODOLOGY

Research Design

T h is  is  a survey study. I t  is  the cross-sectional descrip tive study design. The 

ob jective is  to  exam m ine the m edical service u tiliz a tio n  by the insured  patients at 

C hu la long kom  H osp ita l. The study period was 6 m onths (M a y  - O ctober) in  1997. 
M ed ica l service u tiliz a tio n  w ere measured in  term s o f  u tiliz a tio n  rate, m edical care cost 

and patien t satisfaction.

D ata about u tiliz a tio n  rate w ere collected fro m  the hosp ita l records, w h ile  
m edical care cost were collected fro m  the hosp ita l records and p rescrip tions, and patient 

sa tisfac tion w ere collected fro m  questionnaires during  the 6- m onth o f  study period.

The study on the m edical care cost covered o n ly  the cost o f d irect m edical cost 

e.g. drugs, m edical supplies, laboratory tests, E K G  and X -ra y  procedures w h ich  are 

incurred by the hospita l.

Population and Sample

Target population ะ

The  p op u la tion  w ere insured w orkers according to the Socia l S ecurity  A c t 1990.
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Sample ะ

The sample w ere the insured w orkers w ho registered w ith  C hu la long kom  

hosp ita l as m ain contractor fo r p rov id ing  m edical service according to  the Social 
Security A c t 1990.

Inclusion criteria ะ

-  B o th  outpatients and inpatients o f  insured w orkers w ho come to  receive 

m edical services at C hu la long kom  hosp ita l during  researching period (M a y  -  O ctober
1997).

-  Insured outpatients w ho received the m edical service at ou tp a tien t departm ent 
o f Por B ho r R o r B u ild in g .

-  Insured inpatients w ho w ere ad m itting  on 3rd flo o r o f  Sawas -L o rm  B u ild in g

F o r surveying  the patient satisfaction by using questionnaires, the sample w ere 

insured patients w ho agree to  partic ipate in  th is  study, prom pted to  answer the 

in te rv ie w in g  schedules, w ere no t seriously sick o r too o ld  to  answer, and had good 

conscious.

Sample size calculation for investigate the patient satisfaction

Since the leve l o f  insured patient sa tisfac tion is s t ill d oub tfu l, sample size in  th is  

study was estim ated by using  the outpatient sa tisfac tion score fro m  the p revious study o f 
C hariya lertsak w h ich  was about 0.6. F rom  th is  fig u re , the estim ated sample size was 200
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cases. Since the researcher wanted to  cover m ore p opu la tion , so the sample size was 
increase to  250 cases.

Outcome variables

Primary outcome ะ

-  U tiliz a tio n  rate o f  both insured outpatients and inpatients 

Secondary outcomes ะ

1. M ed ical care costs o r m edical service costs (considering  o n ly  d irect m edical 

cost i.e . drugs, m edical supply, laboratory test, X -ra y  procedures, U ltrasound  and E K G )

-  average to ta l service cost per patient v is it
-  average to ta l service cost per patient adm ission

2. P a tien t sa tisfac tion and health service problem s w ith  hosp ita l services

-  personnel

-  w a itin g  tim e

-  in fo rm a tio n

-  q u a lity  o f care

3. Length o f  stay o r patient day ( fo r inpatients)

4. H ea lth  p rob lem , c lassifica tion  o f  illness o r diseases
(fo llo w in g  the In te rna tiona l C lass ifica tion  o f  Diseases 10 th re v is io n , IC D -1 0 )
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Measurement

- D ata co llec ting  fo rm

- Q uestionnaire

Data collection

There are 2 va rie ties o f  data in  th is  study, d ivided  by sources be collected:

Primary data ะ

T h is  type o f data i.e . p a tien t’ s sa tisfac tion w ere obtained fro m  in te rv ie w ed  by 

using  questionnaires. The  source was insured patients.

Secondary data ะ

T h is  type o f data i.e . general in fo rm a tio n  o f  patients, num ber o f 

v is its /ad m iss ions, site o f u tiliz a tio n , item s o f services o r procedures, and m edical care 

cost w ere collected fro m  the hosp ita l records and prescrip tions w h ich  derived fro m  any 

related departm ents/units i.e . department o f  patient reg is tra tion  and hosp ita l statistics, 

pharm acy departm ent, X -ra y  un its , Laboratory un its , Inp a tien t ward etc.

F o r su rveying  p atien t satisfaction, the instrum ent was a questionnaire consisting  

o f  dem ographic data, sa tisfac tion scale and op in ions tow ards the hosp ita l services. The 
subjects consisted o f  252 insured patients w ere asked fro m  8.30 a.m. through 4.30 p.m . 
d uring  the w o rk in g  days w h ile  w a itin g  fo r rece iving  m edicines at ou tp a tien t departm ent 
and ad m itting  in  wards fo r inpatient.
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Data Analysis

A ll the data, generated b y the survey, w ill be extracted and the M ic ro so ft E xce l, 

SPSS/PC  program  was used fo r data analysis. D escrip tive  sta tistics in  term s o f mean, 

range, standard d evia tion , frequency and percentage w ere done. C hi-square w ill be used 

to  see the corre la tion . Probab ly v ฟ ue less than 0.05 was regarded as sta tis tica l 
significance.

The data w ere presented in  3 parts as fo llo w s :

1. G eneral in fo rm a tio n  o f  patients w ere presented by descrip tive sta tistics in  
percentage and mean.

2. In fo rm a tio n  about both outpatients and inpatients service u tiliz a tio n  (s ite  o f 

service, m edical service cost) w ere presented by descrip tive statistics in  
percentage and mean.

3. In fo rm a tio n  about patient sa tisfac tion and op in ions tow ards hosp ita l service 

was presented by descrip tive statistics in  percentage and mean.

Instrument Construction

The instrum ent o f  th is  รณdy fo r surveying  the patient sa tis fac tion  w ith  hosp ita l 
services was the questionnaire. The content o f  the questionnaire was adapted fro m  the 

Techacharm reonsook’ s and D urong p is itkun ’ s research.

The questionnaire w ere d ivided in to  3 parts:
P art 1 : General in fo rm a tio n

1.1 sex
1.2 age
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1.3 m arita l status

1.4 education

1.5 sal ary per m onth

1.6 place o f residence

1.7 past experience in  having  contract C hu la long kom  H osp ita l as m ain 
contractor

1.8 past experience in  rece iving  service fro m  C hu la long kom  H osp ita l

Part 2 ะ P atien t sa tisfac tion w ith  hosp ita l services

P atien t sa tisfac tion was c lassified  in to  4 dim ensions:

- p a tient sa tisfac tion w ith  convenience and w a itin g  tim e

- patient satisfaction w ith  courtesy o f  hosp ita l staffs

- p a tient satisfaction w ith  in fo rm a tio n

- patient satisfaction w ith  q u a lity  o f m edical care i.e . drugs and 

treatm ent.

Part 3: A d d itio n a l problem s about hosp ita l service provided and suggesions fo r  im provem ent

Q uestions in  the questionnaire w ere revised and checked by the ad visor and co

advisor in  regard to re la ting  w ith  ob jectives and c la rity  o f language. The questionnaire 

was pretested among 20 patients. A fte r pretest, the resu lt showed the re lia b ility  o f  the 

questionnaire was 0.87.
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Measurement of patient satisfaction

The scoring system  o f the satisfaction scale was as fo llo w s :

Leve l Score
H ig h ly  satisfied  o r good 5
M oderated satisfied 4

N o t sure, satisfied  o r no t 3
L o w  sa tisfied  o r bad 2

N o t satisfied  o r ve ry  bad 1

The c rite ria  fo r c lassify ing  the leve ls o f p a tient sa tisfac tion was the mean. The 

leve ls w ere as fo llo w s :

Le ve l M ean

H ig h ly 5.00 - 4.51
H ig h 4.50 - 3.51

Fare ly 3.50 - 2.51

L o w 2.50 - 1.51

Least 1.50 - 1.00
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