
CHAPTER IV

RESEARCH RESULT

T h is  c h a p te r  p re sen ts  th e  re su lt o f  th e  su rv ey . T h is  is a  c ro ss -se c tio n a l su rv ey . 

T h e  re sp o n d e n ts  w e re  p a tien ts  a t In p a tie n t D e p a r tm e n t o f  K a n ta n g  h o sp ita l. T h e  

sa m p le s  sa m p lin g  w e re  se lec ted  s tra tif ie d  sa m p lin g  fro m  th re e  w a rd s , F e m a le  w ard , 

M a le  w a rd  an d  P o s tp a r tu m  w ard . T h e  sam p le  s iz e  w as c a lc u la te d  g iv in g  380  

re sp o n d e n ts . T h e  sam p le s  w e re  a llo c a te d  to  th ree  w a rd s , 182 re sp o n d e n ts  f ro m  F e m a le  

w ard , 161 re sp o n d e n ts  fro m  M a le  w a rd  an d  37  re sp o n d e n ts  fro m  P o s tp a r tu m  w ard . T h e  

d a ta  w e re  c o lle c te d  b e tw een  Ju n e  15, to  A u g u s t 31 , 2 0 0 3 . T h e  d a ta  w as  a n a ly z e d  b y  

d e sc r ip tiv e  s ta tis tic s  such  as freq u en cy , p e rc e n ta g es , m ean , an d  s ta n d a rd  d e v ia tio n , as 

ap p ro p ria te . In fe re n tia l s ta tis tic s  w as u se d  fo r  S p e a rm a n  R a n k ’s C o rre la tio n . T h e  d a ta  

w ere  p re se n te d  in to  fo u r  p arts  to  p ro v id e  th e  re a d e r  w ith  as m u ch  in fo rm a tio n  as 

p o ss ib le .

P a rt 1 T h e  c h a ra c te r is tic s  o f  re sp o n d e n ts  o f  In p a tie n ts  D e p a r tm e n t o f  

K a n ta n g  h o sp ita l.

P a rt 2  C u s to m e r’s sa tis fac tio n , a c c e ss ib ility  to  ca re , q u a lity  o f  se rv ice s  

in  C u s to m e r’s p e rc e p tio n  o f  re sp o n d e n ts  o f  In p a tie n t 

D e p a rtm e n t se p a ra te d  in  s id es  an d  item s.
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P art 3 T h e  c o rre la tio n  b e tw een  access ib ility , q u a lity  o f  se rv ice s  in 

c u s to m e r’s p e rcep tio n  and  c u s to m e r’s sa tis fa c tio n  o f  In p a tie n t 

D e p a rtm e n t a t K a n ta n g  h o sp ita l.

P art 4  T h e  e x p la n a tio n  p ro b lem s and  su g g estio n s .

Part 1 The Characteristics of Respondents of Inpatients Department 
of Kantang Hospital.

T h e  d a ta  w ere  o b ta in e d 'f r o m  th ree  w ard s  o f  3 80  re sp o n d en ts : 4 7 .9 %  fro m  

F e m a le  w ard , 4 2 .4 %  fro m  M ale  w ard , an d  9 .7 %  fro m  P o s tp a r tu m  w ard . 9 3 .7 %  w ere  

o rd in a ry  o c c u p ie d  beds an d  6 .3 %  w ere  e x tra  o c c u p ie d  b eds. M o st o f  the  re sp o n d e n ts  

w ere  fem ale  a t 6 8 .9 % . T h e  re sp o n d e n ts ’age ra n g e d  b e tw een  36  -  55 y ears  o ld  at 

3 1 .1 % . T h e  av e rag e  age o f  the  sam p le  w as 4 0  years, th e  y o u n g e s t w as 15 years an d  the 

o ld e s t w as 88 years. T h e  co u p le  s ta tu s  w as 7 3 .2 % , 14.2%  w as sing le . T h e  m a jo rity  

(9 2 .9 % ) w as g ra d u a te d  fro m  h igh  sch o o l an d  low er, 7 .1%  h ig h e r h ig h  sch o o l. T h e  

re sp o n d e n ts ’ o ccu p a tio n : 6 0 .8 %  w ere  ag ricu ltu re  and  em p lo y ee , 2 5 .5 %  w ere  

g o v e rn m e n t w o rk e r an d  p riv a te  co m p an y . T h e  in co m e  o f  re sp o n d e n ts  ra n g e d  b e tw een

2 ,001  -  6 ,0 0 0  B ah t at 6 3 .4 % , av e rag e  in co m e  at 3 ,8 1 6  B ah t p e r  m o n th , lo w est in co m e  

at 800  B ah t, the  h ig h es t in c o m e  at 3 0 ,0 0 0  B ah t p e r m o n th . T h e  n u m b e r o f  v isits: 4 1 .1 %  

o f  re sp o n d e n ts  w ere  at the  first tim e  v isit, an d  3 7 .6 %  at th ree  tim es and  over. T h e  d e ta il

is sh o w n  in T ab le  3.
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characteristics of respondents
Table 3: Number and percentage classified by socio-demographic

Socio-demographics Number Percentage
T o ta l 380 100
1. G e n d e r

F em ale 262 6 8 .9
M ale 118 31.1
M ale : F em ale  =  1: 2 .2

2. A ge (y ear)
1 5 - 3 5 84 2 2 .1
3 6 - 5 5 118 31.1
56  -  75 105 27 .6
75 an d  o v e r 73 19.2
M in  =  15, M ax  = 88, M ean  =  44

3. S ta tu s
C o u p le 278 7 3 .2
S in g le 54 14.2
พ  i do  w /se p a ra te d 48 1 2 .6

4. E d u ca tio n a l level
Fiigh sch o o l an d  lo w er 353 9 2 .9
H ig h e r th an  h ig h  sch o o l 27 7.1

5. O ccu p a tio n a l
A g ric u ltu re  an d  e m p lo y e e 231 60 .8
S e lf  b u s in e ss  an d  trad e 97 25 .5
G o v e rn m e n t w o rk e r  an d  p riv a te 52 13.7
c o m p a n y
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characteristics of respondents
Table 3: (Cont.) Number and percentage classified by socio-demographic

Socio-demographics Number Percentage
6 . In co m e  p e r m on th

2 ,0 0 0  an d  lo w er 99 26.1
2 ,0 0 1  - 6 ,0 0 0 241 63
6 ,0 0 1  -  10 ,00 38 10.5
1 0 ,0 0 1  an d  o v e r 2 4 .0
M in  = 800 , M ax  =  3 0 ,0 0 0 ,
M ean  = 4 ,0 0 0

7. W ard s
F em ale  w ard 182 4 7 .9
M ale  w ard 161 4 2 .4
P o s tp a rtu m  w ard 37 9.7

8 . N u m b e r  o f  v is it
1 tim e 156 41.1
2  tim es 81 21.3
3 tim es  o r m o re 143 3 7 .6

9. A d m itte d  d ay
1 -  2 days 217 57.1
3 - 5  days 125 32 .9
5 d ay s  o r  m ore 38 1 0 .0

10. K in d s  o f  p r iv ile g e ’s ca rd
H ea lth  in su ra n c e  c a rd  (30  B ah t pay ) 155 4 0 .8
H ea lth  in su ran ce  ca rd  (30  B ah t n o t pay) 152 4 0 .0
S ocia l se c u rity  ca rd 23 6.1
T ra ffic  acc id en t a ssu ran ce  A ct 7 1.8
S u p p o rt by  the  g o v e rn m e n t 18 4 .7
O th e r 25 6 .6
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characteristics of respondents
Table 3: (Cont.) Number and percentage classified by socio-demographic

Socio-demographics Number Percentage
11. O c c u p ie d  b ed

R e g u la r  bed 356 40.8
E x tra  b ed 24 40.0

12. T h e  m o st im p o rtan t th e  re sp o n d e n ts ’ to
sh o o s  se rv ice  p lace

C o n v e n ie n c e  to  go 304 80.0
E x a m in e  by  p h y s ic ia n 13 3.4
R a p id ly  o f  p ro cess 6 1.6
O ld  p a tie n t a t here 31 8.2
M o d e m  eq u ip m en t 2 0.5
C o st o f  care  fa irly 6 1.6
C o m fo rta b le  se ttin g  o f  p lace 17 4.5
T h e  e m p lo y e r  sh o o s  it 1 0.3

13. T im e  o f  se rv ice
In o ff ic e r  h o u r 266 70.0
O u t o f  o ff ic e r  h o u r 114 30.0
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P a r t  2 T he cu s to m e r’s sa tisfac tion , accessib ility , quality  of serv ice a t

In p a tie n t D ep a rtm e n t o f K an tan g  hosp ita l.

2.1 The level of customer’s satisfaction toward service
F ro m  the  re su lt o f  d a ta  an a ly s is , m o st o f  c u s to m e rs  sa tis f ied  in all o f  se rv ice  at 

9 9 .8 %  (4 3 .7 %  w as h igh  sa tis fac tio n  an d  5 6 .1 %  w as m o d e ra te )  an d  low  level at 0 .3% . 

W h en  w e c o n s id e re d  each  item , c u s to m e r sa tis f ied  in co n v e n ie n c e  a t 9 8 .9 % , c o 

o rd in a tio n , co u rte sy , m ed ica l in fo rm a tio n  and  q u a lity  o f  ca re  w h ich  c u s to m e r sa tis f ied  

e q u a lly  at 99 .5 % .

Table 4: Percentage of customer’s satisfaction toward service at Inpatient
Department of Kantang hospital.

Satisfaction (ท = 380) Percentage
High Moderate Low
43.6 56.1 0.3

- C o n v e n ie n c e  (4 item s) 4 6 .3 52 .6 1.1
- C o -o rd in a tio n  (4 item s) 47.1 52 .4 0.5
- C o u rte sy  (4 item s) 46 .8 52 .7 0 .5
- M ed ica l in fo rm a tio n  (4 item s) 46 .8 52.7 0.5
- Q u a lity  o f  se rv ice  (4 item s) 46 .8 52.7 0.5

C o n s id e ra tio n s  by  item s a re  as fo llo w s:

Convenience: 96 %  o f  the  c u s to m e rs  w ere  sa tis f ie d  w ith  the c o m fo rta b le  

a tm o sp h e re  in the  p a tien t room . 94.7% o f  cu s to m e rs  w ere  sa tis f ie d  w ith  c o n v e n ie n c e  to

co n ta c t w ith  staff. 9 3 .4 %  o f  cu s to m e rs  w ere  sa tis f ied  w ith  co n v e n ie n c e  in ad m iss io n  to
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th e  In p a tie n t D ep a rtm e n t. 9 1 .5 %  o f  c u s to m e rs  w ere  sa tis f ie d  w ith  co m fo rtab le  

re g is tra tio n  at th e  R e g is te r  ro o m  an d  th e  d o c to r  s a tis f ie d  8 8 .8 %  w ith  c o n v e n ie n c e  in 

e x a m in a tio n . O n ly  a  little  g ro u p  o f  11.6 % w as d issa tis f ie d  w ith  th is  item .

Co-ordination: 9 7 .7  %  o f  th e  c u s to m e rs  w ere  sa tis f ie d  w ith  c o -o rd in a tio n  at 

p h a rm a c e u tica l room . 9 6 .6 %  o f  c u s to m e rs  w ere  sa tis f ie d  w ith  c o -o rd in a tio n  fo r  ex tra  

e x a m in a tio n s  such  as b lo o d  in v es tig a tio n  o r o th e r ex a m in a tio n s . 96%  o f  re sp o n d en t 

w ere  sa tis f ie d  w ith  co -o rd in a tio n  in a d m iss io n  to  In p a tien t D ep a rtm en t. 94 .8  % w ere  

sa tis f ie d  w ith  c o -o rd in a tio n  o f  n u rses  on  d u ty  an d  9 2 .6 %  sa tis f ie d  w ith  c o -o rd in a tio n  o f  

d o c to r. O n ly  a little  g ro u p  o f  7 .4  %  w as d issa tis f ie d  w ith  co -o rd in a tio n  o f d oc to r.

Courtesy: 96 %  o f  the  c u s to m e rs  w ere  sa tis f ie d  w ith  w illin g n ess  o f  s ta ff  to 

se rv e . 9 5 .3 %  o f  c u s to m e rs  sa tis f ie d  w ith  s ta ff  p a y in g  a tten tio n  to  p a tien ts . 9 5 .0 %  

sa tis f ie d  w ith  th e  s t a f f s  re sp e c t to  cu s to m er. 9 4 .7 %  w ere  sa tis f ie d  w ith  the  

c h a ra c te r is tic s  o f  s ta f f  e x p re ss io n  to  p a tien t, an d  93 .7  %  w ith  c o u rte sy  to  p a tien ts . 

T h e re  w ere  6 .3 %  o f  c u s to m e rs  d is sa tis f ie d  on  th e  c o u rte sy  to  p a tien ts .

Medical information: 9 9 .2  %  o f  cu s to m e rs  w ere  sa tis f ie d  w ith  ex p la n a tio n  

ab o u t s e lf  ca re  a fte r  d isch a rg ed . O n  e x p la n a tio n  ab o u t d ise a se  an d  tre a tm e n t at 98 .1 % . 

T h e  c u s to m e r  sa tis fac tio n  on  e x p la n a tio n  ab o u t s tep s  o f  se rv ice  at 9 6 .1 , an d  on 

e x p la n a tio n  ab o u t reg u la tio n  o f  h o sp ita l a t 9 5 .3 % . 5.8 % o f  c u s to m e rs  w ere  d issa tis f ie d  

w ith  ex p la n a tio n  in p rev en tio n  o f  acc id en t in h o sp ita l, and

4 .8  %  d issa tis f ie d  w ith  e x p la n a tio n  ab o u t re g u la tio n  o f  h o sp ita l.
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Quality of service: 98.4 % o f  th e  c u s to m e rs  w ere  sa tis f ie d  w ith  th e  q u a lity  

se rv ice , an d  98.2 % sa tis f ie d  w ith  th e  re su lt o f  trea tm en t. T h e  c u s to m e rs ’ sa tis fac tio n  

w ith  p ro cess  o f  se rv ice  at 97.7% e q u a ls  th e  sa tis fac tio n  in  item  on  d o c to r  ta k in g  tim e  to  

a sk  ab o u t d isea se  o r  trea tm en t. 97.6 %  w ere  sa tis f ie d  w ith  q u a lity  o f  m e d ic in e  th a t th ey  

rece iv e . T h e  T a b le  5 sh o w s th e  de ta ils .

Table 5: Percentage of satisfaction level of customers at Inpatient
Department, Kantang hospital (ท = 380 cases)

Percentage
Customer’s satisfaction Very Satisfied Dis Very Mean
In health care service Satisfied satisfied dissatisfied

(4) (3) (2) (1)
Convenience
- co n v e n ie n c e  to  reg is te r 19.7 71.8 8 .2 0.3 3.11
- R a p id ly  to  m ee t d o c to r 21.3 67.1 11.1 0.5 3.09
- c o n v e n ie n c e  to  ad m it 31.3 62.1 5.3 1.3 3.25
- c o m fo rta b le  o f  p a tien t 31.8 64.2 3.2 0 .8 3.27

ro o m
- c o n v e n ie n c e  to  co n n e c t 29.2 65.5 5.0 0.3 3.24

to  p e rso n n e l
Co-ordination
- c o -o rd in a te  to  ad m it 33.9 62.1 3.4 0.5 3.29
- c o -o rd in a te  to  d o c to r 29.2 63.4 7.1 0.3 3.22
- c o -o rd in a te  to  ex am in e 28.4 6 8 .2 3.2 0.0 3.25
- c o -o rd in a te  o f  n u rses 25.3 69.5 5.3 0.0 3.20
- co -o rd in a te  to 28.2 69.5 2.1 0.3 3.26

p h am arcu e tica l room
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Department, Kantang hospital (ท = 380 cases)
Table 5: (Cont.) Percentage of satisfaction level of customers at Inpatient

Percentage
Customer’ร satisfaction 
In health care service

Very
Satisfied

(4)

Satisfied

(3)

Dis
satisfied

(2)

Very
dissatisfied

(1)

Mean

Courtesy manner
- c h a ra c te r is tic s  o f 27 .9 6 6 .8 4.5 0 .8 3 .22

p erso n n e l th a t ex p re ss  to  
p a tien t

- c o u rte sy  to  p a tien t 2 0 .8 72 .9 5.5 0 .8 3 .14
- g re e tin g  an d  w illin g 2 9 .2 6 6 .8 3.7 0.3 3 .25

se rv e  to  care  
- re sp ec t to  p a tien t 26.1 6 6 .8 3.9 1.1 3 .20
- p ay  a tten tio n 25 .3 70 .0 4 .2 0.5 3 .20
Medical information
- E x p la n a tio n  ab o u t step  o f 28 .7 6 7 .4 3.9 0.0 3.25

se rv ice
- E x p la n a tio n  ab o u t 24 .5 7 0 .0 4.5 0.3 3 .19

h o s p ita l’s reg u la tio n  
- E x p la n a tio n  ab o u t 38 .9 5 9 .2 1.8 0.0 3.37

d ise a se  and  trea tm en t 
- E x p la n a tio n  ab o u t 34 .5 64 .7 0 .8 0.0 3 .34

se lfca re  a fte r  d isc h a rg e d  
- E x p la n a tio n  ab o u t 26 .3 6 7 .9 5.3 0.5 3 .20

p rev en tio n  acc id e n t in 
h o sp ita l
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Department, Kantang hospital (ท = 380 cases)
Table 5: (Cont.) Percentage of satisfaction level of customers at Inpatient

Customer’s satisfaction 
In health care service

Percentage
Very

Satisfied
(4)

Satisfied

(3)

Dis
satisfied

(2)

Very
dissatisfied

(1)

Mean

Quality of service 33.04 64.8 1.68 0.36 3.30
- T h e  d o c to r  h av e  tim e  to 37 .4 60.3 1.8 0.5 3 .34

ask  ab o u t d isea se  and
tre a tm e n t

- T h e  re su lt o f  th is 35 .0 3.2 1.8 0.0 3.33
tre a tm e n t

- Y ou  get a  g o o d  q u a lity  o f 33.3 63 .9 2 .4 0.0 3.31
m ed ic in e 32.1 66 .3 0.3 0.3 3 .30

- A ll o f  q u a lity  o f  se rv ice 2 7 .4 70.3 2 .1 0.3 3 .25
- P ro cess  o f  se rv ice

2.2 Accessibility to service at Kantang hospital
M o st o f  cu s to m e rs  had  access  to  se rv ice  at 9 8 .2 % . W h en  w e c o n s id e r  b y  item s 

w e fo u n d  th a t th e  cu s to m e rs  a ccep tan ce  to  p e rso n n e l at 9 5 .5 % , c o n v e n ie n c e  to  co n n e c t 

at 8 2 .6 % , a v a ila b ility  o f  h o sp ita l a t 7 6 .3 % , an d  ab ility  to  access  re so u rc e s  at 81 .1% .

T h e  T a b le  6 sh o w s th e  d e ta ils .
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Table 6: Percentage of accessibility at Kantang hospital

Percentage
High Moderate Low

Accessibility 79.2 18.9 1.8
A v a ila b ility  (5 item s) 76 .3 20.3 3 .4
A b ility  to  access  (5 item s) 81.1 17.1 1.8
C o n v e n ie n c e  to  co n n e c t se rv ice 82.6 15.3 2.1
(5 item s)
A c c e p ta b ility  (5 item s) 95 .5 3 .4 1.1

T h e  co n s id e ra tio n  o f  a c c e ss ib ility  b y  item s sh o w ed  that;

Availability: 91.1 % o f  c u s to m e rs  ag re e d  w ith  th e  ad e q u a c y  o f  s ta ff , 89.7 % 
ag re e d  w ith  th a t the  h o sp ita l had  ad eq u a te  a v a ila b le  sea ts fo r s ittin g  w h ile  w a itin g  fo r 

e x a m in a tio n , an d  in o th e r item s o v e r 70 %  o f  c u s to m e rs  ag reed .

Ability to access: 9 5 .2  %  o f  c u s to m e rs  gav e  th e ir  o p in io n  th a t the  d is ta n c e  w as 

n o t so g rea t. 9 1 .6 %  o f  c u s to m e rs  ac c e p ted  th a t it w as co n v e n ie n t to  go  to  the  h o sp ita l. 

In o th e r  item s, o v e r 80 .0  %  o f  c u s to m e rs  ag re e d  w ith  th e  ab ility  to  access.

Convenience to service: O v e r 80 % o f  th e  c u s to m e rs  ag re e d  w ith  c o n v e n ie n c e  

to  c o n n e c t se rv ice  in ev e ry  item , e x c e p t th e  c o n n e c tio n  fo r  se rv ice  by  te le p h o n e  at 

6 1 .2 %  on ly .

Acceptability: 95%  o f  c u s to m e rs  a c c e p ted  the  p ro v id e r ’s m an n er, b u t th ey  

b e lie v e d  th a t the  new  p ra c tic in g  n u rse s  had  a g o o d  c o m p e te n c e  at 87 .4% . T h e  T a b le  7

sh o w s the  de ta ils .
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Table 7: Percentage of accessibility in Items of Kantang hospital.

Accessibility to care Number Percentage
N u m b e r  o f  su b jec t 3 80 1 00
Availability
- A d eq u a te  seat 341 89.7
- P ro v id e r  a v a ilab le  ad eq u a te 346 91.1
- E x a m in in g  ro o m  av a ilab le  ad eq u a te 3 00 7 8 .9
- E q u ip m e n t av a ilab le  ad eq u a te 268 70.5
- R e s tro o m  an d  b a th ro o m  av a ilab le  ad eq u a te 332 87 .4
Ability to access resource of service
- C o n v e n ie n c e  to  go to  the h o sp ita l 348 91 .6
- T h e  tra v e lin g  to  h o sp ita l no t so long 336 88 .4
- Y ou  k n o w  th is h o sp ita l by  y o u rse lf 3 64 95 .2
- Y ou  go th e re  by  y o u r f r ien d  su g g es ted 88 2 3 .2
- Y o u  can  go  and  co m e b a c k  w ith in  a day 347 91 .3
Convenience to connect service
- co n v e n ie n c e  to  co n n e c t to  p ro v id e r 344 90 .5
- co n v e n ie n c e  co n n ec tio n  by  te lep h o n e 235 61 .2
- c o n v e n ie n c e  y o u r re la tiv e  at w ard 3 50 92.1
- c o n v e n ie n c e  to  co n n ec t to  nu rses 353 92 .9
- c o n v e n ie n c e  to  req u ire  in fo rm a tio n 353 92 .9
Acceptability
- Y o u  b e lie v e d  tha t p ro v id e r’s su g g e s tio n  is co rrec t 363 95 .5
- Y o u  hav e  tru s t on d o c to r  w h o  tre a t you 372 9 7 .9
- Y o u  have  tru s t on n u rse  w h o  g iv e  n u rs in g  ca re  to  you 372 9 7 .9
- Y ou  co n fid e n t w ith  the  c o m p e te n c e  o f  n u rse 367 9 6 .6
- Y ou  b e liev ed  th a t the n u rse  w h o  ju s t  g ra d u a te d  hav e 332 87 .4

been  a g o o d  p rac tice
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2.3 The customer’s perception on health care service at Kantang hospital
T h e  c u s to m e r’s p e rc e p tio n  on  h ea lth  ca re  se rv ice  w as h igh  at 9 5%  an d  m o d e ra te  

at 4 .5 % . T h e  item  th e  c u s to m e r  h ad  a g o o d  p e rc e p tio n  w as the  o u tco m e  o f  ca re  at 

9 5 .8 % . T h e  item  o f  p e rc e p tio n  in e x p la n a tio n  to  ca re  an d  p e rc e p tio n  in c o n tin u ity  

se rv ice  at 9 1 .6 %  and  9 1 .3 %  re sp e c tiv e ly . T h e  item  on  w h ich  th e  c u s to m e r p e rcep tio n  

w as at low  level o f  o n ly  3 .4 %  w as th e  art o f  care . T h e  T a b le  8 sh o w s the  d e ta ils .

Table 8: Percentage of customer perception in the quality of service, Kantang
hospital.

Percentage
High Moderate Low

Customer perception 95.0 4.5 0.5
P h y sica l en v iro n m e n t (5 item s) 83.4 15.5 1.1
T ech n ica l sk ill (5 item s) 89.7 8.4 1.8
A n  o f  care  (5 item s) 86.3 10.3 3 .4
E x p la n a tio n  o f  ca re  (5 item s) 91 .6 6 .8 1.6
C o n tin u ity  o f  ca re  (5 item s) 91.3 8 .2 0.5
O u tc o m e  o f  ca re  (5 item s) 95 .8 3.9 0.3

C o n s id e r in g  by  item s it w as fo u n d  tha t;

Physical environment: 9 8 .4  %  o f  the  c u s to m e rs  ag re e d  th a t th e re  w as ad eq u a te  

ligh t in p a tien t ro o m , an d  th e  fa c ilitie s  in w ard  w ere  a rra n g e d  p ro p e rly  an d  ea sy  to  use.

90 .8  %  o f  the  c u s to m e rs  ag re e d  th a t p a tie n t ro o m  w as c lean  an d  7 3 .4  %  ag reed  th a t th e  

p a tien t ro o m  w as no isy .
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Technical skill: 94 .7  % o f  th e  cu s to m e rs  ag reed  th a t the  d o c to r e x a m in a tio n  

w as p rec ise  an d  9 4 .5 %  ag reed  th a t n u rse s  to o k  ca re  c a re fu lly . T h e  c u s to m e rs  ag reed  

w ith  e n th u s ia s tic  n u rses  tak in g  care .

Art of care: 92 .9  % o f  the  c u s to m e rs  ag reed  th a t d o c to rs  and  n u rse s  m ad e  th e  

p a tie n ts  tru s t them . 9 0 .8 %  ag reed  tha t th e  n u rses  w ere  w illin g  to  help . F o r o th e r  item s, 

the  cu s to m e rs  ag reed  w ith  at least 86% .

Explanation of care: 98 .4  % o f  th e  c u s to m e rs  a g re e d  w ith  th e  e x p lan a tio n  

ab o u t s e lf  ca re  a fte r  d isch a rg e , 96.1 %  ac c e p ted  d o c to r ’s e x p la n a tio n  ab o u t trea tm en t, 

and  9 2 .4  % ac c e p ted  n u rses  e x p la in in g  ab o u t s tep s o f  n u rs in g  se rv ice .

Continuing of care: 9 5 .2  %  o f  th e  cu s to m e rs  a g re e d  th a t the  d o c to r  to ld  the  

re su lt o f  ca re , an d  th e  n u rses  and  d o c to r h ad  fo llo w e d  up  the  ca re  eq u a lly .

Outcome of care: O v e r 88 .5  %  o f  cu s to m e rs  ag reed  w ith  a g o o d  re su lt in ev e ry  

item . T h e  b e st o u tco m e  o f  ca re  w as th e  illn e ss  re c o v e red  a f te r  g e ttin g  se rv ice  at 97 .9 % . 

9 6 .3 %  o f  cu s to m e rs  k n ew  th e ir  sy m p to m  an d  th e ir  illn ess  co n d itio n . 9 5 .5 %  w o u ld  be 

su g g e s tin g  th e ir  re la tiv e s  to  tak e  ca re  h e re  w hen  th ey  a re  ill. T h e  d e ta ils  a re  sh o w n  in

T a b le  9
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hospital (ท = 380 cases)
Table 9: Percentage of customer perception in quality of service at Kantang

Customer perception Number Percentage
Physical environment
- P a tie n t ro o m  w as c lean 345 90 .8
- P a tie n t ro o m  is n o t c lo se ly  p a c k e d  an d  su ltry 317 83 .4
- It h av e  n o t n o isy  w ith in  p a tien t ro o m 279 7 3 .4
- It has su itab le  lig h t in p a tie n t ro o m 374 9 8 .4
- T h e re  are  a a rra n g e m en t o f  fa c ilitie s  fo r  e a sy  to  use 363 95.5
Technical skill
- T h e  d o c to r  ex a m in e  p rec ise 360 94 .7
- T h e  n u rse  take  ca re  ca re fu lly 359 94 .5
- T h e  d o c to r  and  n u rses  w illin g  to  a n sw e r th e  p a tie n t’s 333 87.6

q u e s tio n
- T h e  d o c to r have  fr ien d ly  and  p o lite 358 9 4 .2
- T h e  n u rse  has e n th u s ia tie d 345 90 .8
Art of care
- A ll o f  p e rso n n e l at w ard  sm ile  an d  w e lco m e  to  se rv ice 332 87 .4
- Y o u  feel c o m fo rt w h en  you  g o t a co n su ltin g 335 8 8 .2
- Y o u  feel the  d o c to r and  n u rse  m ak e  y ou  to  tru s t and 353 92 .9

c o n fid e n t on  them
- T h e  sm ilin g  face  o f  n u rse  sh o w  you  to  w illin g  to  he lp 345 90 .8

you
- Y o u  h av e  no t w o rry  ab o u t you  are  lo n e ly 329 8 6 .6
Explanation of care
- Y o u  get a g o o d  ad v ice  fo r s e lf  c a re  a fte r  d isch a rg ed 374 98 .4
- T h e  d o c to r  tell you  ab o u t w h a t you  get 365 96.1
- T h e  n u rse  ad v ice  the  s tep  o f  n u rs in g  c a re  you  get 351 92 .4
- Y o u  rece iv e  the  in tro d u c tio n  the  s tep  o f  se rv ice  w hen 342 91 .6

you  c o m e  first
- Y ou  rece iv e  the  su g g es tio n  as w ell to  y o u r sy m p to m 312 82.1
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Kantang hospital (ท = 380 cases)
Table 9: (Cont.) Percentage of customer perception in quality of service at

Customer perception Number Percentage
Continuing of care
- T h e  d o c to r ex p la in  the  re su lt o f  ca re 364 95 .2
- T h e  n u rse  fo llo w  up  y o u r sy m p to m 359 94.5
- T h e  d o c to r h av e  a p p o in tm e n t fo r  ca re 359 94.5
- Y o u  rece iv ed  p h y sica l e x a m  by  th e  sam e  d o c to r as the 339 89 .2

first
- T h e  d o c to r fo llo w  up  by a a p p o in tm e n t a fte r  d isch a rg e 336 88.4
Outcome of care
- W h en  you  get ill in the n ex t, you  w ill co m e  b a c k  again 373 9 8 .2
- A fte r  go t a tre a tm en t, you  feel b e tte r 372 97 .9
- Y o u  kn o w  y o u r illn ess  co n d itio n 366 96 .3
- Y ou  feel re lax  a fte r  you  go t se rv ice  ev e ry  tim e 363 9 5 .4
- W h en  y o u r re la tiv e  get ill in th e  n ex t, y ou  w ill su g g es t 337 88.7

to co m e  here

Part 3 Correlation between accessibility, quality perception of care 
and satisfaction.

3.1 Correlation
F ro m  the  re su lt o f  a n a ly s is  b e tw een  acc e ss ib ility , q u a lity  p e rcep tio n  o f  ca re  and  

sa tis fac tio n , the  re se a rch e r  an a ly z e d  by  S p e a rm a n ’s R an k  C o rre la tio n . T h e  v a riab le  o f  

a c c e ss ib ility  fo u n d  th a t av a ilab ility , ab ility  a cce ss  to  re so u rce  se rv ice , co n v e n ie n t to  

co n n e c t to  se rv ice  and  a c c e p tab ility  w ere  te s ted  an d  the  re su lt sh o w ed  a s ig n ific a n t 

p o s itiv e  re la tio n sh ip  (r = .336 , .188 , .245 , .206 , an d  p <  0 .0 1 )
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S a tis fa c tio n  w ith  th e  c u s to m e r  p e rc e p tio n  o f  q u a lity  o f  se rv ice  in  p h y sica l 

e n v iro n m e n t, te ch n ica l sk ill, a rt o f  c a re , e x p la n a tio n  o f  ca re , co n tin u in g  o f  care  and  

o u tc o m e  o f  ca re  w as te s ted  fo r th e ir  re la tio n sh ip s  th e  a sso c ia ted  w ere  s ig n if ic a n t v a lue  

(p <  0 .0 1 ) an d  p o s itiv e  d irec tio n  (r = .189 , .342 , .281, .251 , .262 , .128) th ese  m ean  if  w e 

im p ro v e  q u a lity  o f  se rv ice , th e  m o re  p a tie n t w as sa tisfied .

Table 10: Spearman’s Rank correlation coefficient between customer
perception of quality of service and accessibility and satisfaction

Satisfaction
r p

Accessibility
- A v a ila b ility 0 .3 3 6 * * < 0 .0 1
- A b ility  a ccess  to re so u rc e  o f  se rv ice o CO ๐0 * -X- < 0 .0 1
- C o n v e n ie n t to  co n n e c t fo r  se rv ice 0 .2 4 5 * * < 0 .0 1
- A c c e p ta b ility 0 .2 0 6 * * < 0 .0 1
Customer perception
- P h y sica l e n v iro n m e n t 0 .1 8 9 * * < 0 .0 1
- T e c h n ic a l skill 0 .3 4 2 * * < 0 .0 1
-A lt o f  care 0 .2 8 1 * * < 0 .0 1
- E x p la n a tio n  o f  care 0 .2 5 1 * * < 0 .0 1
- C o n tin u in g  o f  se rv ice 0 .2 6 2 * * < 0 .0 1
- O u tc o m e  o f  care 0 .1 2 8 * * < 0 .0 1

T h e  c o m p a riso n  sa tis fac tio n  w ith  g en d er, w ard s  an d  o ccu p a tio n  fo u n d  tha t the 

d iffe re n t o f  sa tis fac tio n  at p ะ= 0 .0 0 4 , 0 .0 3 4  and  0 .0 0 8  in o rd er. T h e  so c io -d em o g rap h ic  

such  as o c c u p ie d  bed , tim e  o f  se rv ice , age, ed u ca tio n  level an d  s ta tu s w ere  n o t d iffe ren t 

sa tis fac tio n  at p = 0 .1 6 3 , 0 .6 8 2 , 0 .4 8 , 0 .8 4 9  and  0 .4 2 6  in o rd er. T h e  T ab le  11 sh o w ed  the

de ta il.



Table 11: Comparison between satisfaction and socio-demographic 
characteristics

Socio-demographic Number Mean score p-value
Characteristics (ท)

Sex 0.004a
Male 118 2.65
Female. 262 2.56

Occupied Bed 0.163a
Ordinary bed 356 2.60
Extra Bed 24 2.50

Time of service 0.6823
Officer time hour 266 2.60
Out of officer time hour 114 2.57

Wards
Female ward 182 2.54 0.034b
Male ward 161 2.65
Postpartum ward 37 2.56

Age (year) 0.48b
15-35 84 2.60
36-55 118 2.55
56-75 105 2 .6 8
75 and over 73 2.52

Educational level 0.8493
Secondary school and lower 353 2.59
Over secondary school 27 2.62

Status 0.426b
Single 54 2.64
Couple 278 2.59
Widow/Separate 48 2.54

Occupation 0.005b
Agriculture 231 2.62
Private business 97 2.49
Governor officer/ company official 52 2.65

p-value by Mann-Whitney บ test (a)anc Kruskal-Wallis test (b)



53

3.2 Comparison satisfaction among three wards
The association of satisfaction among three wards found that respondents of 

Female ward satisfied on service at high and moderate level at 54.9% and 45.1%. The 
respondents of Male ward satisfied at 62.2% high and 34.2 at moderate and Postpartum 
ward satisfied 56.2% at high and 43.2% moderate. The Table 12 showed the detail.

Tablel2: Comparison satisfaction among three wards

Wards Satisfaction chi-square P- valueHigh(%) Moderate(%)
Female 54.9 45.1 3.886 0.145
Male 62.2 34.2
Postpartum 56.2 43.1

Part 4 Other Recommendations from the Customers.

In addition to offering their opinion and following the questionnaire provided, 
respondents stated what they needed to further improve health care service from a total 
of 380 respondents, some of them showed dissatisfaction towards the service of each 
section. 64 recommendations were received.

4.1 Cure and care
Comments on cure and care were also received. One suggestion was that the 

doctor who examined patient at first should be the same one who examined at ward. 
Two respondents claimed long waiting time for the doctor. Ten respondents also 
thought that the health care staff should improve on courtesy more than now. Two
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4.2 Tools and medical equipment for cure and care
One respondent suggested that there should be more nebulizers than now 

because the pediatric patients needed to be nebulized often.

4.3 Diet for patients
The seventeen respondents suggested that, menu should be changed from daily 

tofu to other kinds of food, because the same daily diet made patients lose their 
appetite. One of them complained of too slow serving of breakfast. Three of them 
suggested that there should be separate diet for Islam patients from Buddhist patients, 
including the cooks. Two respondents complained that diet for extra-occupied bed was 
the same as for ordinary occupied bed except the container only. Some of them 
suggested that it should be given time for each meal more than now, because sometimes 
they ate already.

4.4 Building and place
Recently, patients’ motorcycles were stolen while they had been admitted in 

hospital. Therefore they wanted the hospital to provide safety for their properties too. 
Twelve of respondents complained the toilet and bathroom were not clean, and there 
was not enough hooks for hanging intra-venous fluid. If possible, there should be toilets 
for aging group of patients. Four respondents suggested that they wanted to have public 
telephone in front of or nearby ward and easy to connect with relatives. Seven

respondents suggested that the nurse should have enthusiasm and one of them offered
to add the nurse to take care.
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respondents complained that patient room was disturbed by mosquitoes and very old air 
conditioner in extra room. Because the extra room was placed near the ordinary room it 
was very noisy. Others recommended there should be separate place for pediatric 
patients from adult patients because pediatric patients made loud noises all night, thus 
adult patients were not able to sleep. In addition, the wards should have more ceiling 
fans than now. The Table 13 shows the details.

Table 13: Problem and recommendations

Suggestion and recommendation Number(%)
Cure and care
1. Long waiting time for doctor 2(3.13)
2. At IPD, customers wanted the same doctor who examined at the 1(1.56)

OPD.
3. The health care staff should be improved in courtesy more than 10(15.62)

now.
4. The nurse should have more enthusiastic 2(3.13)
5. The nurse should have more for care 1(1.56)
Tool and medical equipment
1. It should be add the nebulizer more than now. 1(1.56)
Dietary
1. It should be change menu from tofu to other kind of food. 17(26.56)
2. The breakfast provided too slow, so patient hungry. 1(1.56)
3. It should be separate for Islam diet from Buddhist diet both kitchen 3(4.68)

and the cook.
4. The diet for extra room as the same ordinary room, but different 1(3.13)

container only.
5. It should be give more time to eat meal because they eat 1(1.56)

already yet
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Table 13: (Cont.) Problem and recommendations

Suggestion and recommendation Number(%)
Building and place
1. The patient wanted to provide a safety for their properties. 2(3.13)
2. The toilet and the bathroom were not clean, and not enough and no 12(18.75)

hook for hang intra venous fluid and should have specific for aging
patient.

3. It should be setting the public telephone in front of ward, it is easy 4(6.25)
to connect relatives.

4. Mosquitoes disturbed patient. 1(1.56)
5. In extra room, air conditioner decayed and noisy. 1(1.56)
6 . It should be separate pediatric patient from adult patient. 2(3.13)
7. The ceiling fan was not enough. 2(3.13)

Out of 326 respondents, 324 respondents (99.38%) replied that if they are ill the
next time they will come back to see the doctor here.
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