
CHAPTER III

RESEARCH METHODOLOGY

RESEARCH DESIGN

This is the  cross-sec tiona l ex p lana to ry  research , w hich p u rp o se  to 
m easu re  th e  level of quality  of care  an d  sa tisfaction  am ong  a  select 
g roup  of the  m edical o u tp a tie n t (OPD Med) an d  find o u t the 
assoc ia tion  betw een them .

To achieve these  aim s, a  su rvey  of OPD Med service in 
B a m ra sn a ra d u ra  In stitu te  w as co n d u c ted  to evaluate  th ese  variab les. 
As a  n u rse  w orking a t  th is  In s titu te , th e  In s titu te  h ad  a s s is te d  in d a ta  
collection by c ircu lating  a  m em o to all involved sections a n d  personal. 
Using a  survey  q u estion n a ire  ca rried  o u t a t  the  OPD Med collected the 
da ta . The q u estion n a ire  co n ta in s  th e  following asp ec ts: cu s to m er 
sa tisfac tio n s (45 item s), p ercep tio n s of cu sto m ers in quality  of care  (21 
item s), an d  dem ographic fea tu res  su ch  as  age, sex, an d  ed u catio n  
level. The q uestion  h a s  3 types:

C lose-ended ra ting  scale: the  p a rtic ip an t will choose th e  b e s t an sw er 
from each  item  listed.

Two open-ended  questions; one w as on the  age of th e  p a rtic ip an t and  
the  tim e of arrival a t an d  d ep a rtu re  from the OPD service.

Also one p a r t  of the question  w as k ep t for com m en ts on th e  n eed s to 
fu rth e r im prove h ea lth  care services.
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Flow c h a r t  a s  show n in F igure 3.1 will sum m arize the  p ro cess  of th is  
study .

POPULATION Patient who visit the Medical OPD รData Collection Period 21 Jan-20 Feb 03 Self- Administered Questionaire

Develop tool, first draft and test Validity & Reliability

Data Analysis g Analytic ■MwiMiMiiwwffliM——■ ■ พ "Association"
Satisfaction

Perception of quality of services
Demographiccharacteristics Descriptive

F ig u re  3 .1  F low  c h a r t  o f  th e  re s e a rc h

SETTING AND TIME OF TH E STUDY

The re sea rch  w as conducted  d u rin g  w eekdays a t  B a m ra sn a ra d u ra  
In s titu te  in the  OPD Med. The tim e of d a ta  collection w as from  7 :00am  
to 3 :00pm . It w as carried  o u t over a  period of only one m o n th  from  
J a n u a ry  21 to F ebruary  20, 2003 . One helper an d  th e  investiga to r 
h erse lf were involved in g a thering  the  da ta . The investiga to r w as 
responsib le  for the overall m an ag em en t of the  study .

SAMPLING AND SAMPLE SIZE

The ta rg e t popu lation  for th is  s tu d y  w as all p a tien t or c a re ta k e r who 
visited the  o u tp a tien t d ep a rtm en t, B a m ra sn a ra d u ra  In s titu te  from 
J a n u a ry  21 th ro u gh  F ebruary  21. Sam pled popu la tion  is th e  p a tien t 
or ca re tak er who visited the  m edical o u tp a tien t d ep a rtm en t (OPD 
Med). I u sed  acciden tal sam pling  tech n iqu e  to select cases. B ased  on 
every year, OPD Med provided the  sam e kind  of m edical services for 
the  patien t.
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In c lu s io n  C r ite r ia

1. The cu sto m ers or th e  ca re tak e rs , 15 y ears an d  above, were 
tak en  as  su b jec ts  b ecau se  they  can  u se  th e ir own ju d g m e n t 
for decision-m aking  an d  exp ress th e ir own op in ions 
(T hongkum chuenw iw at, 2000).

2. B oth m ale an d  fem ale w ere requ ired  to be able to read  an d  
w rite

3. All m u s t be am b u la to ry  pa tien t.

E x c lu s io n  C r ite r ia

1. Any n o n -am b u la to iy  p a tie n ts

2. P a tien ts  w ith severe sym ptom s

3. Unwilling cu sto m ers w ho do n o t w ish to p artic ip a te  in the  
study .

T here were several ap p ro ach es in determ in ing  the  sam ple size. These 
included  u sin g  a  cen su s  for sm all p o pu la tio ns, im itating  a  sam ple size 
of sim ilar s tu d ies, u sin g  p u b lish ed  tab les, an d  applying fo rm ulas to 
ca lcu la te  a  sam ple size (Israel, 1992) This s tu d y  will u se  applying 
fo rm ulas to calcu la te  sam ple size. Accordingly, th e  n u m b er of p a tie n ts  
in OPD Med w as 77 ,807  cases, s ta tis tica l form ula (Taro Yam ane) w as 
u sed  to calcu la te  the sam ple size. The n u m b e r of sam ple sizes is 
show n as  follows (Israel, 1992).

ท = N
l+(Ne2)

ท = the desired  sam ple size
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N = the  es tim ated  p o pu la tion

e = the level of p recision  or relative erro r of estim ation  = 0 .05

Using th is  form ula, th e  sam ple  size will be as  follow;

ท = 77 ,807  = 398 cases
l+ (77 ,807  X  .025)

The 400 su b jec ts  were enrolled in th is  study.

EXPECTED BENEFITS

1. The s tu d y  can  be u sed , a s  a  guideline to provide app ro p ria te  
services, effectiveness, a n d  conform  to th e  cu s to m ers  needs.

2. The re su lt of th is  s tu d y  will be helpful to co n d u c t o th er 
re sea rch  an d  to apply  acq u ired  knowledge.

RESEARCH INSTRUMENTS

1. Q uestionnaire  co n s tru c tio n  (com prises of 3 com ponents) a s  
show n in Table 3.1

Table 3.1 Q uestionnaire  co n s tru c tio n s

Section 1. Socio
dem ographic

Section 2. C ustom er 
service percep tion

Section 3. C u stom er 
service sa tisfaction

Age, Sex Clinic m ilieu Convenience
E d u ca tiona l level Personal in te re s t C ourtesy,
O ccupation Staff com petence C oordination  of
Incom e service
N um ber of OPD Medical

visits inform ation  received
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In section  2, th e re  are  th ree  p a r ts  concern ing  the  quality  of care in 
re sp ec t to cu s to m er perception  w ith tw enty-one q u es tio n s  in all, 
w hich are  a s  follows:

Q uestion  1-7 on clinical environm ent.
Q uestion  8-14 on staff com petence.
Q uestion  15-21 on p ersonal in te rests .
In section3 , th e re  were forty-five q u estion s, w hich to u ch ed  on asp ec ts , 
su ch  a s  sa tisfac tio n  level of th e  custom er, service a t  the  R egistration  
Room, th e  Screen ing  C enter, the  E xam ining  Room, an d  the 
P h arm aceu tica l Room. These are  a s  follows:

S atisfaction  q u es tio n s  on convenience are  included  in item s 1, 2, 6, 7, 
13, 14, 19, 20, 21 , 22, 23, an d  36.

S atisfaction  q u estio n s on courtesy  an d  in te rp e rso n a l re la tio n sh ip  are  
in item s 3, 4, 5, 15, 16, 24, 25, 26, 27, 37, 38, 39, 40, an d  41.

S atisfaction  q u estio n s on coord ination  are in item s 8, 9, 10, 17, 28,
29, 33, 34, an d  42.

S atisfaction  q u es tio n s  on m edical inform ation  are  in item  11, 12, 18,
30, 31, 32, 35, 43 , 44, and  45.

Section 4 h a s  two q u estion s regard ing  the  overall service sa tisfaction  
an d  cu s to m ers  in ten tio n  to recom m end o th ers  to u se  the  services.

Section 5 is ab o u t the  length  of the  c u s to m e r’s w aiting  tim e (arrival 
an d  d ep a rtu re  time).

Section 6 is on the  recom m endations or suggestions on the  p resen t
level of services an d  any  assoc ia ted  p roblem s th a t  the cu sto m ers
faced.



M e a s u re m e n t M e th o d  (D esign ing  th e  scale)
The m ea su re m e n t m eth o d s for each  variable are  a s  follows:
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Table 3.2 M easu rem en t M ethod (Designing the  scale)

V ariab les/ Nam e Level Value
A. In d ep en d en t variab les 
1. Socio-dem ographic 

ch a rac te ris tic s
Ratio scale In year

ร ex Nom inal scale 1 = Male, 2 = Fem ale
E du ca tio n  Level O rdinal scale 1 = G rade 4

2 = G rade 6
3 = G rade 9
4 = G rade 12
5= C ertificate /D ip lom a
6 = B achelor’s Degree
7 = M aste r’s Degree
8 = O thers

O ccupation  Nom inal scale 1 = C om pany’s em ployee
2 = Self-Em ployed
3 = G overnm ent officer

/S ta te  en te rp rise
4 = Private b u sin ess
5 = F arm er
6 = S tu d en t
7 = O thers
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Table 3.2 (cont.) M easu rem en t M ethod (Designing th e  scale)

V ariab les/ Nam e Level V alue

Incom e (B aht p er m onth) O rdinal scale 0 = None
1 = < 2 ,000
2 = 2,001 -  4 ,000
3 = 4 ,001 -  6 ,000
4 = 6 ,001 - 8 ,0 0 0
5 = 8,001 -  10,000
6 = 10,001 -  30 ,000
7 = > 30 ,000

N um ber of OPD visits O rdinal scale 1= one tim e (first visit)
2 = two tim es
3 = th ree  tim es or m ore

2. C u sto m er percep tion  O rdinal scale 4 = S trongly Agree 
of quality  of service

regarding: 3 = Agree
Clinic m ilieu;
S taff com petence; an d  2 = D isagree
P ersonal in te re s t

1 = Strongly  D isagree
B. D ependen t variab les O rdinal scale 
C u sto m er service 
sa tisfac tion  regarding:

Convenience; C ourtesy  
C oord ination  of 
service; an d  
M edical Inform ation 
received

4 = Very Satisfied 
3 = Satisfied 
2 = D issatisfied  
1 = Very D issatisfied
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DATA ANALYSIS
In th is  s tu d y , th e  re se a rc h e r divided the  level of th e  percep tion  ab o u t 
quality  of care  an d  sa tisfaction  into  3 levels. The range of th e  scale 
w as 1 to 4.

1 .00- 2 .00  m ean s the  quality  of care  is low

2 .0 1 - 3 .00  m ean s the  quality  of care is m odera te

3 .0 1 - 4 .00  m ean s the  quality  of care is high

This is th e  sam e for the  sa tisfaction  level.

DATA COLLECTION

1. In fo rm e d  C o n s e n t a n d  C o n f id e n tia li ty

Official le tte rs  w ere se n t from the College of Public H ealth  to B angrouy 
H ospital an d  B a m ra sn a ra d u ra  In s titu te  req u estin g  th e ir  prior 
approval to co n d u c t a  survey in th ese  two se ttings. T hen, a fte r the 
form al approval by the  in s titu te  an d  hosp ita l were received, the  stu d y  
w as in itia ted  w ith a  brief for the  p a rtic ip an ts  fully a s su r in g  their 
confidentiality .

2 . V a lid ity  a n d  R e liab ility

After the  lite ra tu re  w as reviewed, the  investigato r developed all 
possible q u estio n s , w hich were needed  for th is  study . Then, 
consu lting  w ith  th e  th es is  advisor an d  th ree  experts  ca rried  o u t 
co n ten t validity.

Before the real d a ta  collection, p re - te s t w as done w ith 30 p a tie n ts  a t
B angrouy H ospital. This hosp ita l w as selected a s  it h ad  com parable
h ea lth  care services to the real s tu d y  site, B a m ra sn a ra d u ra  In stitu te .
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C ro n b ach ’s a lp h a  coefficient w as applied  to m easu re  reliability  
(In ternal C onsistency). C ro n b ach ’s a lp h a  coefficient is one of th e  m ost 
com m only u sed  tools for m easu rin g  reliability  (Coakes, 2001). The 
score of th is  reliability  te s t for 21 item s of quality  of care  w as .88, an d  
for th e  45 item s of th e  c u s to m e r’s sa tisfaction , th e  score w as .93.

S ta t i s t ic a l  A n a ly sis

After th is  d a ta  w as collected, the  nex t p rocess w as to do the d a ta  en try  
th a t  involved the  conversion  of raw  source m ateria l to a  u seab le  d a ta  
file (Coakes, 2001), in a  form of d a ta  analysis . The variab les were 
defined an d  coded to facilitate clean ing  by u s in g  the  s ta tis tica l 
package nam ed  SPSS 10.0. Then th ro u gh  an a ly sis , in te rp re ta tio n  of 
s ta tis tic a l re su lts  w as done.

The s ta tis tica l an a ly sis  of th is  s tu d y  included;

1. D escriptive s ta tis tic s  were u sed  to organize an d  describe the 
ch a rac te ris tic s  of d a ta , su ch  as  th e  dem ograph ic 
ch a rac te ris tics .

2. In feren tial s ta tis tic
Inferential s ta tis tic s  were u sed  on sum m arized  d a ta  to m ake 
inferences from  a  sm all group of d a ta  to a  possibly  larger one 
(Salkind, 2000). In th is  study , a  P earson  C orrelation  
Coefficient (r) co rrelated  the assoc ia tion  betw een quality  of 
services an d  sa tisfaction . The com p u ta tio n  of a  sim ple 
correlation  coefficient w as applied to in te rp re t how strong  or 
w eak the  re la tio n sh ip  w as betw een the  two variables.
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The size of corre la tion  coefficient w as in terp re ted  a s  follow (Salkind,
2000).

.8 to 1.0 m ean s Very strong  re lationsh ip

.6 to .8 m ean s S trong  re lationsh ip

.4 to .6 m ean s M oderate re la tionsh ip

.2 to .4 m ean s W eak re lationsh ip

.0 to .2 m ean s W eak or no re la tionsh ip
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