
CHAPTER V 

CONCLUSIONS, DISCUSSIONS, AND r e c o m m e n d a t i o n s

There are four parts included in this chapter:
1. Conclusions
2. D iscussions

2.1 The custom er’s perception of quality of service
2.2 The custom er’s satisfaction

3. Association between quality of service and satisfaction
4. Recom m endations

1. C on clu sion s
C ross-sectional explanatory research was done at Bam rasnaradura  
Institute during the period of January 21 through February 20, 2003. 
A self-adm inistered questionnaire was developed and used  as the tool 
of the data collection. Reliability test of the questionnaire w as done 
am ong 30 respondents at Bangrouy Hospital. The result, using  
Cronbach’s Alpha Coefficient, w as .88 for quality of service and .93 for 
satisfaction. Accidental (non-probability) sam pling w as used  to select 
the 400  participants. The participants adm inistered the questionnaire 
by them selves, but the instructor was needed to observe that all 
questions were completed and accounted for. The objectives were 
answered by using descriptive statistic for the quality of service and 
using Pearson Correlation Coefficient to determine the relationship  
between quality of service and the custom ers’ satisfaction. The results 
are as follow.

The majority of the participants who took part in this study were 
female, and in the age groups of 15-30 and 31-45 , with exactly the 
sam e percentage of 39.8%. The educational level with the highest 
percentage was a Bachelor’s Degree at 27.5%. The largest 
occupational sector was self-employed at 21.3%. The highest income
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rate, 21.3%, was 10 ,001-30 ,000  Baht per month. The majority of visit 
was three tim es or more with 74.3%.

The custom er’s perception is one aspect of quality. To answer the 
research question and objectives, the aim of the study w as to describe 
how custom er perceives the service offer made by OPD Med. A brief 
result of the study is as follow:

1. The level of quality of care and custom er satisfaction in OPD 
Med, Bamrasnaradura Institute was moderate.

1. The association between the custom er perception in quality 
of services and satisfaction is significant (p<0.05) in a 
positive direction from moderate to strong (r =. 497  to .631).

Detailed results are in Chapter IV.

2. D iscu ss io n s

Cross sectional research was appropriate to use in th is study, since it 
w as descriptive research that developed in this current period of time. 
It can be used  to help understand the condition of health care services 
and the level of custom er satisfaction towards this condition. The time 
period used  for collecting data could be anytim e, since this 
departm ent provides the sam e kind of services for m edical health 
problems year round.

A self-adm inistered questionnaire w as appropriate to u se, since the 
num ber of subjects in this study w as high when compared to the time 
and m oney allocated for the research. The reliability test should not 
be conducted twice at the sam e hospital; it should be retested at the 
real setting of the study. However, this questionnaire can be trusted 
because it had a high reliability level, on quality of services w as .88 
and the satisfaction level was .93 when tested as explained previously.
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The majority of the participants who took part in this study were 
female, similar to the study of Chaipayom (1999). It m ay be because 
fem ales have a higher awareness in health seeking behavior. The 
majority of the subjects who visited the OPD Med were in the age 
groups of 15-30 and 31-45, and they had the exact sam e percentages 
of 39.8%. The educational level with the highest percentage w as a 
Bachelor’s Degree with 27.5%, and showed that the general 
educational level of the subjects was moderate to high. The largest 
occupational area w as the self-employed at 21.3%. The highest 
incom e rate was 10 ,001-30 ,000  Baht per month at 21.3%. Seemingly, 
there was a contrast between their occupation and incom e, but it may 
be that their educational level was high and they m ay have had 
another job to supplem ent their income. The majority of visit was 
three tim es or more with 74.3%. This may be because this group of 
participants had appointm ents for further treatm ent or maybe the 
custom ers trusted the services at this health care center.

Two parts of d iscussion  are concerned with the following

2.1 The custom er’s perception of quality of service

2.1.1 Customer perception of clinic m ilieu

2 .1 .2  Customer perception of staff com petence
2 .1 .3  Customer perceptions of personal interest of health  

care provider
2.2 The custom er’s satisfaction

2.2.1 The Registration Room

2.2 .2  The Screening Center

2 .2 .3  The Examination Room
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2 .2 .4  The Pharmaceutical Room

2.1  C ustom er P ercep tion  o f  Q uality o f  Service

In this study, the custom er’s perception of quality of service was 
m easured in three aspects: clinic milieu, staff com petence, and 
personal interest. The result of this study showed that the custom er’s 
perceived quality of service in each section of the OPD Med to be 
moderate. Among the respondents, 63.5% were satisfied with 
appropriate clinic environment, 59.2% with the com petence of the 
staff, and 56.0% with the personal interest of the staff towards them. 
However, there might be two reasons to consider w hether the results 
reflect the real perception of the subjects. Firstly, each individual 
interpretation of the questionnaire may have been different (Berry et 
al, 1985, cited in Edvardson and others, 1994: 102). The study  
indicated that the custom er has different background and 
expectation. Therefore, personal perception in quality of services can 
be different accordingly. Lastly, Hawthorne effect (Clark, 1999) might 
com e into play here because the Institute had assisted  in data 
collection by circulating a memo to all involved sections and 
personnel. This includes informing the staff of the survey and 
requesting them  to give the best of service to the patient during this 
time. Therefore the staff behaviors may be changed during the survey 
period.

2 .1 .1  C ustom er P ercep tion  o f  C lin ic M ilieu

The respondents rated cleanliness of this clinic as h ighest quality. It 
could be because of three reasons. Firstly, this Institute provides care 
m ainly for com m unicable disease patients. Therefore, all staff are 
particularly clean, either by nature or by training and supervision. 
Secondly, all health care staff at the Institute has worked here for 
years, and they hand over tradition of being clean. Lastly, this OPD
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hired a private com pany to clean all areas, and to keep it clean at all 
times. Therefore, it should not come up as a surprise that custom er 
perceived that all sections were cleaned.

2 .1 .2  C ustom er P ercep tion  o f  s ta f f  C om p eten ce

Customer, 31.3%, rated strongly agreed with staff com petence and 
none of the respondents strongly disagreed. This may be because the 
doctor exudes confident when dealing with the patients. This finding 
agree with the study of Zeithaml, Parasuraman, and Berry (1990) that 
if the custom ers met their expectation to perceive the doctor’s abilities 
in the practical treatm ent of d iseases they might rated that they 
perceived high quality of service. In additional, 74.3% of the patients 
who visited this section had been there three tim es or more. Therefore, 
past experience of using these services caused them  to be familiar 
with the doctors and they are confident that the doctors are excellent 
health care providers. From this result, it is clear that the doctors play 
an important role in patient satisfaction. This group of respondents 
would then share the satisfaction of their health care experience with 
other people by word-of-mouth.

2 .1 .3  C ustom er P ercep tion  o f  Personal In terest o f  H ealth  
Care Provider

When comparing am ong the three com ponents, personal interest of 
the staff provided to all custom ers ranks the highest quality level. The 
highest quality of this personal interest is intention to listen while the 
patient trying to tell them  about their problems. From the background 
of this study, Bam rasnaradura Institute provides care for 
com m unicable d isease people, apart from non-com m unicable disease, 
patients perceive that the health care provider should pay attention  
and not leave them out. Personal interest takes an important role to 
ensure that the patient who visited will be supported.



6 6

Even if the Institute would have liked the custom er to rate the quality 
at high level, however the result showed that quality in the custom er’s 
perception was at moderate level. As a nurse at th is Institute of the 
researcher, the result appeared to be accurate. The factors that may 
have contributed positively to this rating were m entioned above (2.1.1,
2 .1 .2 , and 2.1.3). For negative effects, there are at least three 
im portant factors; first, the length of waiting time for services in all 
section is too long, especially waiting for the doctor. For exam ple, one 
person spent 510 m inuets altogether for that visit to the Institute. 
The second factor could have been the unfriendliness of the staff. The 
last one is lack of co-ordination among service sections, even low 
percentage at 2.3%, which seem  small considering 400  subjects. 
However, this m eans dissatisfaction still existed and m ay cause  
greater problem in the future.

2 .2 . The C u stom er’s  S a tis fa c tio n

As far as overall custom er satisfaction, the subjects rated the level of 
th is variable at moderate. Most of the respondents, 68.5% , were 
satisfied with the convenience and 61.3% with the sta ffs  courtesy. 
Satisfaction with the coordination of health care services w as at 57.5%  
and 54.5% for the m edical information provide. Custom er perception  
of the convenience of health care services agreed with Chaipayom
(1999) the study found a moderate level with 68.5% . This m ay be 
because they did not need to wait to carry their history file after they  
registered. They were referred to the next step of services and the staff 
of the OPD will carry the patient’s file for them. However, 2.8% of the 
respondents still rated convenience in this section as low level. Even 
though the percentage is low considering there were 400  subjects who 
participated, the Institute needs to consider improving the following 
problem. First of all, the length of waiting time w as unaccepted at all 
section s (the Registration, the Screening Center, the Exam ining Room, 
and the Pharm aceutical Room). These may be because the doctors
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had to finish visiting inpatients before they exam ine outpatient 
departm ent. The problem of shortage of health care staff agrees with 
Donabedian (1980) and Newbrander (1997) findings that this factor 
can cause difficulty in m aintaining professional standards of care. 
Nowadays, the crisis of shortage of health care providers is one 
problem that concerns all health care setting. One strategy to solve 
the problem of long waiting time is to set up earlier doctor’s visiting 
hour at 8:00 am for the patients who have appointm ents.

The level of satisfaction regarding staff courtesy w as also moderate. 
This is because the Institute provides a helpful staff and prefers to 
provide care with the outpatient’s visits. The staff w as professionally  
trained to care for outpatients and w as rotated to m any outpatient 
sections. However, 4.0% of the participants thought that the courtesy  
of the health care provider w as low. That may be because there were 
m any patient who visited the OPD Med and they had different ideas 
and perceptions of quality. The custom er will not be satisfied if their 
expectation were too great, even if the Institute h as good services, 
(Edvasson and others, 1994). Another reasons m ay be because some 
of the staff is moody while providing care, especially the 
Pharm aceutical Room that received a d issatisfaction level of 5.5%. The 
resu lts agreed with the studies of Aday and Andersen (1978) that each 
and every patient wants to be recognized as an im portant person.

As for coordination, custom er were m ost satisfaction that they can get 
all their needs met in one place at this OPD Med. Percentage of the 
participants who were satisfied with this factor w as 40.0% . When we 
look at each service section, the Registration Room w as satisfied with 
at the h ighest level (20.5%). For example, a patient with an incom plete 
record instead of having to go back to the previous station, a nurse  
will a ss ist him or her in obtaining the m issing information.



6 8

The level of satisfaction in medical information w as rated as moderate 
and high levels with 54.5% and 43.5%, respectively. The OPD Med 
provides the necessary medical information, su ch  as, the doctors and  
n u rses giving them  information on how to take care of them selves 
w hen they were sick. This will make the patient feel satisfied that the 
health care staff is concerned about their health. Therefore, even the 
doctor’s visiting time w as late, but the doctor allowed the patient to 
ask  question and w as willing to answer and elaborate. This was 
show n as 64.3% rated in one of the item, understanding of medical 
information.

Several determ inants appeared to have influenced its satisfaction in 
health care services. Socio-dem ographics (age, educational level, and 
gender) of the subjects agreed with the studies of Lovdon and Bitta 
(1990). Older custom ers tend to have lower expectations, and be 
satisfied more easily. However, m ost of the subjects of th is study were 
in lower age group (between 15 and 45 years old), therefore, their 
expectation may have been greater than w hat they received. The 
educational level of the majority of the participants w as a Bachelor’s 
degree; this indicated a high level of education. Also, this variable 
indicated that they tended to have lower satisfaction in the services 
that they received, as Lovdon and Bitta m entioned. The last factor 
that m ay be influential w as gender. Female tends to expect higher 
quality. In th is study, 51.5% were female; their rating may affect the 
level of satisfaction. Consequently, the health care setting, the 
providers, and the environm ent were influential in forming a judgm ent 
on the satisfaction of the services.
The detailed results of the four departm ents that the custom ers had  
contacted with, the Registration Room, the Screening Center, the 
Exam ination Room, and the Pharmaceutical Room, are as follow.



6 9

T h e  l e v e l  o f  c u s t o m e r  s a t i s f a c t i o n  a t  t h i s  u n i t  w a s  m o d e r a t e .  T h e y  

w e r e  v e r y  s a t i s f i e d  w i t h  t h e  a c c u r a t e  r e c o r d i n g  o f  t h e i r  h i s t o r y ,  a n d  

t h e  c l e a r  a n d  e a s y  t o  u n d e r s t a n d  n o t i c e s  i n  t h e  r e g i s t r a t i o n  r o o m  h a d  

t h e  s a m e  r a t e  o f  2 1 . 3 % .  M o s t  o f  t h e m  w e r e  s a t i s f i e d  w i t h  c o r r e c t l y  

r e c o r d i n g  t h e  p a t i e n t ’s  h i s t o r y  a t  6 9 . 3 % ,  w h i l e  t h e  s a t i s f a c t i o n  l e v e l  o f  

c l e a r  a n d  u n d e r s t a n d a b l e  i n f o r m a t i o n  o f  n o t i c e s  i n  t h e  r e g i s t r a t i o n  

r o o m  w a s  6 5 . 5 % ,  a n d  t h e  w a i t i n g  t i m e  r a n  t h e  l o w e r  r a t e  o f  5 7 . 8 % .  

O r g a n i z a t i o n  o f  t h e  f r o n t  d e s k  s e r v i c e s  a t  t h e  R e g i s t r a t i o n  R o o m  i s  

e s s e n t i a l  t o  m a i n t a i n  t h e  g o o d  n a m e  a n d  t o  b e  w e l l  k n o w n  f o r  h e a l t h  

c a r e  s e r v i c e s  a t  t h i s  i n s t i t u t e .  T h e r e f o r e ,  i t  s h o u l d  b e  c o n s i d e r e d ;  f o r  

e x a m p l e ,  w a i t i n g  t i m e ,  b e c a u s e  t h e  p a t i e n t  m i g h t  n o t  s a t i s f i e d  i n  

s e r v i c e  q u a l i t y  i f  t h e y  h a v e  t o  w a i t i n g  i n  l i n e  w h i l e  t h e y  f e e l  s i c k .  T h e  

o t h e r  i s  i n  p a r t  o f  t h e  s t a f f  d i d  n o t  s m i l e  w h i l e  t a l k i n g  o r  h a v i n g  

c o n t a c t  w i t h  t h e  p a t i e n t .  T h o s e  m e n t i o n e d  s h o u l d  b e  c o n s i d e r e d  t o  

m a k e  i t  b e t t e r ,  i n  t h e  e y e s  o f  t h e  p a t i e n t .

2 .2 .2  T h e  S c re e n in g  C e n te r

T h e  c u s t o m e r ’s  s a t i s f a c t i o n  t o w a r d s  t h e  S c r e e n i n g  C e n t e r  w a s  

m o d e r a t e  f o r  a l l  t h e  f o u r  d i m e n s i o n s ,  c o n v e n i e n c e ,  s t a f f  c o u r t e s y ,  

c o o r d i n a t i o n  o f  s e r v i c e ,  a n d  m e d i c a l  i n f o r m a t i o n .  C o o r d i n a t i o n  r a n k e d  

t h e  h i g h e s t  w i t h  t h e  s a t i s f a c t i o n  l e v e l  o f  7 0 . 8 %  c o n c e r n i n g  t h e  s e n d i n g  

o f  m e s s a g e s  t o  o t h e r s  s e c t i o n s ,  f o l l o w e d  b y  t h e  c o n v e n i e n c e  o f  t h e  

p h y s i c a l  e x a m i n a t i o n ,  r a t e d  a t  6 6 . 0 % ,  t h e  s a m e  a s  g i v i n g  t h e  r e s u l t s  

o f  t h e  v i t a l  s i g n s  t o  t h e  p a t i e n t .  C o u r t e s y  o f  s t a f f ,  b o t h  w i l l i n g l y  a n d  

c o n f i d e n t l y  w h e n  p r o v i d i n g  c a r e ,  r e c e i v e d  2 1 . 8 %  i n  t h e  l e v e l  o f  v e r y  

s a t i s f i e d .  P e r c e n t a g e  o f  t h e  c u s t o m e r  w h o  w a s  d i s s a t i s f i e d  w i t h  t h e  

w a i t i n g  t i m e  w a s  2 5 . 0 %  w h i l e  3 . 1 1 %  r a t e d  t h e  l e v e l  o f  “ v e r y  

d i s s a t i s f i e d ” .

2 .2 .1  T h e  R e g is tra t io n  R oom
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T h e  E x a m i n a t i o n  R o o m  p r o v i d e s  n i n e  r o o m s  f o r  t h e  p a t i e n t s .  T h e  a r e a  

i s  c o n n e c t e d  t o  t h e  P h a r m a c e u t i c a l  R o o m .  A f t e r  v i s i t i n g  t h e  S c r e e n i n g  

C e n t e r ,  p a t i e n t s  w h o  h a v e  m e d i c a l  h e a l t h  p r o b l e m s  w i l l  b e  r e f e r r e d  t o  

t h i s  s e c t i o n .  T h e  r e s u l t  f r o m  t h i s  s t u d y  s h o w s  t h a t  t h e  p a t i e n t  w a s  

v e r y  s a t i s f i e d  t o w a r d s  t h e  r o l e  o f  t h e  d o c t o r  w h o  p r o v i d e d  i n s t r u c t i o n s  

a n d  e x p l a n a t i o n s ,  s o  3 1 . 5 %  o f  t h e  r e s p o n d e n t  w a s  i m p r e s s e d  w i t h  t h i s  

f a c t o r .  T h e  c o u r t e o u s  m a n n e r  o f  t h e  d o c t o r  a l s o  r e c e i v e d  a  v e r y  

s a t i s f i e d  r a t e  o f  2 9 . 5 % .  A t  t h e  s a m e  t i m e ,  t h e  p e r s o n a l  r e s p e c t  t h a t  t h e  

d o c t o r s  h a d  l e d  t o  a  s a t i s f a c t i o n  l e v e l  o f  6 9 . 0 % .  T h e  c o n v e n i e n c e  o f  

t h i s  s e c t i o n  h a d  a  s a t i s f a c t i o n  l e v e l  o f  6 6 . 3 % .  O n  t h e  l e v e l  o f  

d i s s a t i s f i e d ,  m o s t  o f  t h e  p a r t i c i p a n t s  a n s w e r e d  t h a t  t h e y  s p e n t  t o o  

m u c h  t i m e  w a i t i n g  f o r  s e r v i c e  3 5 . 3 % .  A n d  t h e  l o w e s t  l e v e l  w a s  

a d e q u a t e  s e a t i n g  a n d  o t h e r  e q u i p m e n t ,  w i t h  t h e  s a m e  r a t e  o f  2 . 8 % .  

A f t e r  t h e  l o n g  p r o c e s s  f r o m  t h e  p r e v i o u s  s e c t i o n s ,  w h e n  t h e y  a r r i v e d  a t  

t h e  E x a m i n i n g  R o o m ,  t h e  p a t i e n t  w a s  f a c e d  w i t h  a n o t h e r  l o n g  w a i t  f o r  

t h e  d o c t o r .  C o n s i d e r i n g  t h a t  t h e y  d i d  n o t  f e e l  w e l l  w i t h  t h e i r  h e a l t h  

p r o b l e m  c o u l d  h a v e  c a u s e d  t h e m  t o  f e e l  b a d  a b o u t  s e r v i c e s  o f  t h i s  

s e c t i o n .  H o w e v e r ,  w h e n  t h e y  m e t  t h e  d o c t o r ,  t h e i r  b a d  f e e l i n g s  b e c a m e  

b e t t e r  w i t h  t h e  c o m p e t e n c e  o f  t h e  d o c t o r  a n d  h i s  o r  h e r  c o u r t e o u s  

m a n n e r .  D o c t o r s ,  t h e r e f o r e  p l a y  c r i t i c a l  r o l e  i n  p a t i e n t  s a t i s f a c t i o n .

T h e r e  a r e  t w o  s u g g e s t i o n s  f o r  i m p r o v i n g  c u s t o m e r  s a t i s f a c t i o n .  O n e  i s  

t h a t  t h e  d o c t o r  w o u l d  v i s i t  t h e  p a t i e n t  e a r l i e r  t h a n  a t  p r e s e n t .  T h e  

o t h e r  i s  t o  d e v i c e  u p  s t r a t e g i e s  t h a t  w o u l d  d e c r e a s e  t e n s i o n  a m o n g  

a n x i o u s  p e o p l e .  T h e s e  i n c l u d e :  p r o v i d i n g  t h e m  w i t h  e n t e r t a i n m e n t  T V  

p r o g r a m ,  a  r e l a x  a r e a  f o r  s e a t i n g ,  i n s t e a d  o f  f i x  r o w s  t h a t  m a k e s  i t  

d i f f i c u l t  t o  m o v e  a n d  t h e  c l o s e n e s s  t o  o t h e r  p a t i e n t  t h a t  m a k e s  t h e m  

w o r r y  a b o u t  t h e  t r a n s m i s s i o n  o f  t h e  d i s e a s e  m i g h t  h e l p  e a c h  s o m e  

d i s s a t i s f a c t i o n .

2 .2 .3  T h e  E x a m in a tio n  R oom
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T h e  l a s t  s e c t i o n  w h i c h  t h e  r e s p o n d e n t s  v i s i t e d  a f t e r  t h e y  m e t  t h e  

d o c t o r s  w a s  t h e  P h a r m a c e u t i c a l  s e r v i c e .  W h e n  c o n s i d e r i n g  t h e  l e v e l  o f  

v e r y  s a t i s f i e d ,  t h i s  s e c t i o n  r e c e i v e d  t h e  h i g h e s t  l e v e l  i n  c o m p l e t e  a n d  

c o r r e c t l y  l a b e l e d  m e d i c a l  p a c k a g e s  a t  2 7 . 3 % .  E x p l a n a t i o n  o n  h o w  t o  

u s e  t h e  m e d i c i n e  h a d  t h e  h i g h e s t  s a t i s f i e d  p a r t i c i p a n t s  w i t h  6 8 . 3 % ,  

t h e  s a m e  a s  c o o r d i n a t i o n  o f  s e r v i c e s  i n  t h e  P h a r m a c e u t i c a l  R o o m .  

D i s s a t i s f i e d  l e v e l  o f  m o s t  p a r t i c i p a n t s ,  3 2 . 3 %  a g r e e d  t h a t  t h e y  t o o k  t o o  

m u c h  t i m e .  L i k e  t h e  l e v e l  o f  t h e  v e r y  d i s s a t i s f i e d ,  9 . 3 % ,  m o s t  o f  t h e  

d i s s a t i s f a c t i o n  w a s  t o w a r d s  l o n g  w a i t i n g  t i m e .

W h e n  c o n s i d e r i n g  t o t a l  t i m e  t a k e n  t o  v i s i t  a l l  s e c t i o n s ,  i t  i s  r e m a r k a b l e  

t h a t  t h e  P h a r m a c e u t i c a l  R o o m  g o t  t h e  m o s t  s y m p a t h y .  T h e  p a t i e n t s  

l e a v e  t h e i r  h o m e  e a r l y  i n  t h e  m o r n i n g  a n d  s p e n t  t i m e  w a i t i n g  i n  t h e  

s e c t i o n s  t h e y  c o n t a c t e d .  B y  n o o n ,  s o m e  o f  t h e m  m a y  n o t  y e t  h a v e  

b r e a k f a s t ,  a n d  t h e y  p r o b a b l y  a r e  h u n g r y  o r  u n c o m f o r t a b l e  w i t h  t h e i r  

h e a l t h  p r o b l e m .  T h e  f e e l i n g  o f  d i s s a t i s f a c t i o n  e a s i l y  o c c u r s .  T o  

d e c r e a s e  t h i s  s i t u a t i o n ,  t h e  P h a r m a c e u t i c a l  R o o m  s h o u l d  h a v e  

i m p r e s s i v e  s e r v i c e .  F r o m  t h e  r e s u l t  o f  t h i s  s t u d y ,  i t  c a n  b e  o b s e r v e d  

t h a t  w h a t  t h e  p a t i e n t  d i d  n o t  l i k e  m o s t  a b o u t  t h e  s t a f f  w a s  t h e y  w e r e  

u n e n t h u s i a s t i c ,  b a d  m a n n e r s ,  u s i n g  i m p o l i t e  w o r d s  a n d  d i d  n o t  p a y  

a t t e n t i o n  t o  t h e  p a t i e n t  w h i l e  s e r v i n g  c a r e .  T h e n ,  c o n s i d e r i n g  h o w  t o  

i m p r o v e  t h i s  s e r v i c e  m a y  b e  h e l p f u l  f o r  h e a l t h  c a r e  s e r v i c e s  a n d  i t s  

s a t i s f a c t i o n .

3. A sso c ia tio n  B e tw een  Q u a lity  o f  S e rv ice  a n d  S a t is fa c t io n

A l l  o f  t h e  r e l a t i o n s h i p s  w e r e  s i g n i f i c a n t  ( p < 0 . 0 5 )  i n  a  p o s i t i v e  d i r e c t i o n ,  

b u t  w e r e  n o t  v e r y  s t r o n g  ( r < .  8 ) .  T h e  a s s o c i a t i o n  s u p p o r t s  t h e  p r e v i o u s  

f i n d i n g s  t h a t  b o t h  q u a l i t y  o f  s e r v i c e s  a n d  c u s t o m e r  s a t i s f a c t i o n  w e r e  

r a t e d  a t  m o d e r a t e  l e v e l .  T h e  r e l a t i o n s h i p  b e t w e e n  q u a l i t y  i n  c u s t o m e r  

p e r c e p t i o n  a n d  s a t i s f a c t i o n  w i l l  s h o w s  a s  f o l l o w s .

2 .2 .4  T h e  P h a rm a c e u tic a l  R oom
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C o n v e n i e n c e  w a s  t e s t e d  a n d  t h e  r e s u l t  s h o w e d  a  s i g n i f i c a n t  p o s i t i v e  

r e l a t i o n s h i p  ( r  =  . 6 0 1 ,  . 6 1 7 ,  . 6 3 1  a n d  p <  . 0 5 ) .  T h i s  r e s u l t  a g r e e s  w i t h  

t h e  c u s t o m e r ’s  s a t i s f a c t i o n  t h a t  6 8 . 5 %  w a s  r a t e d  i n  m o d e r a t e  l e v e l ,  

t h e  m o s t  s t r o n g l y  r e l a t i o n s h i p  w a s  t h e  p e r s o n a l  i n t e r e s t .

C o u r t e s y  o f  s t a f f  a l s o  h a s  p o s i t i v e  d i r e c t i o n  a n d  s i g n i f i c a n t  ( r =  . 5 6 7 ,  

. 6 0 1 ,  . 6 2 6 ,  p < .  0 5 ) ,  t h e  s a m e  a s  6 1 . 3 %  o f  t h e  r e s p o n d e n t s  r a t e d  t h e i r  

s a t i s f a c t i o n  w i t h  m o d e r a t e  l e v e l .  T h e  s a m e  a s  c o n v e n i e n c e ,  f a c t o r s  o f  

w h i c h  i n f l u e n c e d  c o u r t e s y  s t a f f  w a s  t h e  p e r s o n a l  i n t e r e s t .

T h e  t h i r d ,  c o o r d i n a t i o n  a n d  q u a l i t y  o f  c a r e  s h o w  t h e  s i g n i f i c a n t  

c o r r e l a t i o n  ( p < .  0 5 ) .  T h e  s t r o n g  c o o r d i n a t i o n  o f  a l l  d e p a r t m e n t  o r  i t s  

s e r v i c e s  c a u s e d  t h e  h i g h  o f  t h e i r  s a t i s f a c t i o n .  T h e  c o r r e l a t i o n  b e t w e e n  

t h e m  i s  r  =  . 5 1 9 ,  . 6 1 3 ,  . 6 2 3  a n d  p <  . 0 5 .  T h i s  a l s o  a g r e e s  w i t h  t h e i r  

s a t i s f a c t i o n  t h a t  i n  m o d e r a t e  l e v e l .

T h e  l a s t ,  m e d i c a l  i n f o r m a t i o n  w a s  c o r r e l a t e d  w i t h  c l i n i c  m i l i e u ,  s t a f f  

c o m p e t e n c e ,  a n d  p e r s o n a l  i n t e r e s t  o f  t h e  O P D  M e d .  T h e  r e l a t i o n s h i p  

a m o n g  t h e m  w a s  i n  p o s i t i v e  d i r e c t i o n  ( r  =  . 4 9 7 ,  . 5 9 1 ,  . 6 2 0  a n d  p <  . 0 5 ) .  

W h e n  l o o k  a t  t h e  s a t i s f a c t i o n  l e v e l ,  m o s t  o f  t h e  c u s t o m e r ,  5 4 . 5 % ,  w e r e  

m o d e r a t e l y  s a t i s f i e d .

F r o m  t h i s  s t u d y ,  a l l  v a r i a b l e s  o f  q u a l i t y  o f  s e r v i c e  a n d  c u s t o m e r  

s a t i s f a c t i o n  o f  t h e  O P D  M e d ,  B a m r a s n a r a d u r a  I n s t i t u t e ,  s h o w e d  

s i g n i f i c a n c e  i n  t h e  p o s i t i v e  d i r e c t i o n s .  T h e r e f o r e  q u a l i t y  o f  s e r v i c e  t o o k  

a n  i m p o r t a n t  r o l e  i n f l u e n c e  t h e  s a t i s f a c t i o n  l e v e l .  H e a l t h  c a r e  

p r o v i d e r s  a n d  t h e  o r g a n i z a t i o n  m a n a g e m e n t  w i l l  b e  c o n s i d e r e d .  

P e r s o n a l  i n t e r e s t  g o t  t h e  h i g h e s t  r e l a t i o n s h i p  b e t w e e n  h e a l t h  c a r e  s t a f f  

a n d  t h e  c u s t o m e r  s a t i s f a c t i o n .  T h e r e f o r e ,  a s  t h e y  a r e  t h e  m a i n  

r e s o u r c e s  o f  h e a l t h  c a r e  s e r v i c e ,  t h e  p a t i e n t s  m a y  u s e  t o  p r e d i c t  h o w  

w e l l  o r  b a d  o f  i t s  q u a l i t y .
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4. R e c o m m e n d a tio n s

T h e r e  a r e  t w o  m a j o r  r e c o m m e n d a t i o n s  i n c l u d e d  i n  t h i s  s t u d y :  o n e  f o r  

t h e  O P D  M e d ,  B a m r a s n a r a d u r a  I n s t i t u t e  a n d  a n o t h e r  o n e  f o r  f u t u r e  

s t u d i e s .

4 .1  T he R e c o m m e n d a tio n s  fo r th e  OPD M ed, B a m ra s n a ra d u ra  
I n s t i tu te

A s  p r e v i o u s  m e n t i o n e d  t h a t  t h e  I n s t i t u t e  i m p l e m e n t e d  a  p o l i c y  t o  

i m p r o v e  q u a l i t y  o f  s e r v i c e  b y  u s i n g  T Q M ,  Q C  a n d  H A .  T h e  c u s t o m e r  

w a s  i n f o r m e d  t h a t  t h i s  I n s t i t u t e  w a s  c e r t i f i c a t e d  t h e  s t a n d a r d  o f  

s e r v i c e  w i t h  I S O  9 0 0 2 .  B y  l o o k i n g  a t  t h e  r e s u l t s  o b t a i n e d  f r o m  t h e  

q u e s t i o n n a i r e ,  t h e  r e s e a r c h e r  w o u l d  l i k e  t o  r e c o m m e n d  s o m e  c h a n g e s  

t h a t  s h o u l d  b e  m a d e  a t  t h e  O P D  M e d ,  B a m r a s n a r a d u r a  I n s t i t u t e ,  

s u c h  a s  p o l i c y  i m p l e m e n t i n g ,  s u p e r v i s i o n ,  a n d  s k i l l  i m p r o v e m e n t .

4 .1 .1  P o licy  Im p le m e n tin g

4 . 1 . 1 . 1  M a i n t a i n  t h e  g o o d  s e r v i c e  t h a t  m e t  t h e  c u s t o m e r ’s  

p e r c e p t i o n  f o r  e x a m p l e ,  c a r r y  t h e  p a t i e n t  f i l e  b y  n u r s e  a i d ,  

k e e p  c l e a n  i n  a l l  a r e a s ,  a n d  a s s i s t  a  p a t i e n t  w i t h  a n  

i n c o m p l e t e  r e c o r d  i n s t e a d  o f  h a v i n g  t o  g o  b a c k  t o  t h e  

p r e v i o u s  s t a t i o n ,  a  n u r s e  w i l l  h i m  o r  h e r  i n  o b t a i n i n g  t h e  

m i s s i n g  i n f o r m a t i o n .

4 . 1 . 1 . 2  I m p r o v i n g  o f  w a i t i n g  t i m e  t h a t  i s  t o o  l o n g .  T h e  d o c t o r  

s h o u l d  b e  m o r e  c o n s i d e r a t e  o f  t h e  p a t i e n t s  w h o  a r e  w a i t i n g .  

E a r l i e r  v i s i t  o f  O P D  c l i n i c ,  a s  h a s  p r e v i o u s l y  b e e n  t h e  

p r a c t i c e ,  s h o u l d  b e  p r a c t i c e d .

4 . 1 . 1 . 3  I m p r o v e  s t a f f  f r i e n d l i n e s s .  T h e  n u r s e s  a n d  o t h e r  s t a f f  

w h o  p r o v i d e  p r e l i m i n a r y  s e r v i c e s  s h o u l d  b e  t r a i n e d  t o
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b e  m o r e  f r i e n d l y  a n d  h a v i n g  c o m f o r t i n g  w o r d s  w h e n e v e r  

t a l k i n g  w i t h  t h e  p a t i e n t

4 . 1 . 1 . 4  I m p r o v e  t h e  i n f o r m a t i o n  o r  n o t i c e s  o f  t h e  s e r v i c e s  b y  

m a k i n g  t h e m  c l e a r e r  a n d  m o r e  u n d e r s t a n d a b l e  s i g n s ,  

e s p e c i a l l y  a t  t h e  R e g i s t r a t i o n  C e n t e r  a n d  t h e  

P h a r m a c e u t i c a l  R o o m .

4 . 1 . 1 . 5  A s s u r e  s t a n d a r d  o f  q u a l i t y  o f  s e r v i c e  b y  d e s i g n i n g  a n d  

i m p l e m e n t i n g  o f  s t a n d a r d  g u i d e l i n e s  t h a t  a r e  s u i t a b l e  

f o r  a l l  e m p l o y e e s .  T h e  g u i d e l i n e s  s h o u l d  a d d r e s s  a l l  

p o s s i b l e  s i t u a t i o n s .

4 . 1 . 1 . 6  I m p r o v e  t h e  w a i t i n g  a r e a s  t o  b e  m o r e  p l e a s u r a b l e ,  f o r  

e x a m p l e ,  s h o u l d  b e  s u p p l i e d  w i t h  T V ,  c h a i r s  t h a t  i s  n i c e  

t o  s i t ,  a n d  c u r r e n t  r e a d i n g  m a t e r i a l s  f o r  p e o p l e  t o  u s e  

w h i l e  w a i t i n g .

4 . 1 . 1 . 7  D e c r e a s e  a n y  a c t i v i t i e s  t h a t  c a u s e  c o n f u s i o n  t o  t h e

p a t i e n t  b y  m a k i n g  a g r e e m e n t ,  b e t w e e n  s e r v i c e  s e c t i o n s ,  

f o r  e x a m p l e  t h e  E x a m i n i n g  R o o m  a n d  t h e

P h a r m a c e u t i c a l  R o o m  w h e n  u s i n g  t h e  m i c r o p h o n e  t o  

c a l l  t h e  p a t i e n t .

4 .1 .2  S u p e rv is io n

4 . 1 . 2 . 1  I n c r e a s e  t h e  o p p o r t u n i t y  o f  t h e  o r g a n i z a t i o n  t o  b e  t h e  

w i n n e r  i n  c o m p e t i t i o n  a m o n g  h e a l t h  c a r e  s e r v i c e  b y  

s u p e r v i s i o n  a n d  t r a i n i n g  t h e  s t a f f  t o  i m p r o v e  t h e i r  

p r o f e s s i o n a l i s m  i n  c u s t o m e r  c a r e .

4 . 1 . 2 . 2  M a i n t a i n  t h e  t e a m  a n d  W o r k  I n s t r u c t i o n  ( W I )  s t r a t e g i e s  

t h a t  w e r e  s e t  f o r  q u a l i t y  c o n t r o l ,  u s i n g  s p o t - c h e c k i n g  

t e c h n i q u e  d u r i n g  t h e  o p e r a t i n g  h o u r s  i n  a l l  a r e a  o f  s e r v i c e .
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4 . 1 . 2 . 3  I m p r o v e  o r  m a i n t a i n  t h e  b e s t  s e r v i c e s  t o  o v e r c o m e  t h e  

c o m p o s i t i o n  b y  c o n s i d e r  h a v i n g  a  y e a r l y  s u r v e y  i n  

q u a l i t y  o f  s e r v i c e s  i n  m e a s u r i n g  t h e  c u s t o m e r  

s a t i s f a c t i o n .

4 .1 .3 . S k ills  im p ro v e m e n t

4 . 1 . 3 . 1  M a i n t a i n  t r a i n i n g  p r o g r a m  f o r  a l l  s t a f f ,  s u c h  a s  

U n i v e r s a l  P r e c a u t i o n s  ( U P ) ,  E x c e l l e n t  S e r v i c e  B e h a v i o r  

( E S B ) ,  C o u n s e l i n g ,  a n d  I n t e r p e r s o n a l  C o m m u n i c a t i o n .

4 . 1 . 3 . 2  M a i n t a i n  t r a i n i n g  p r o g r a m  i n  E m e r g e n c y  c a r e  o r  

S c r e e n i n g  t e c h n i q u e .

S u m m a r i z i n g  t h e  r e p o r t  a n d  s u b m i t t i n g  i t  t o  t h e  A d m i n i s t r a t o r  o f  t h e  

I n s t i t u t e  w i l l  a d d r e s s  t h e  r e s u l t s  t h a t  w e r e  e s t a b l i s h e d  i n  t h i s  s t u d y .  

F o r  t h e  c o n t i n u a t i o n  o f  q u a l i t y  i m p r o v e m e n t s ,  a  s y s t e m a t i c  a p p r o a c h  

n e e d s  t o  b e  t a k e n  t o  a d d r e s s  t h e  p r o b l e m s  i n v o l v e d  i n  c u s t o m e r  c a r e .

4 .2  R e c o m m e n d a tio n s  fo r F u tu re  S tu d ie s

4 . 2 . 1  Q u a l i t y  o f  c a r e  s h o u l d  b e  m e a s u r e d  f r o m  a l l  a s p e c t s :  

p e r s p e c t i v e  o f  t h e  p r o v i d e r ,  t h e  o r g a n i z a t i o n ,  a n d  t h e  p a t i e n t .  

I t  m a y  b e  h e l p f u l  t o  h e a l t h  c a r e  s e r v i c e s  i f  t h e  n e x t  s t u d y  

g a t h e r s  t h e  d a t a  f r o m  t h e  t h r e e  a b o v e - m e n t i o n e d  a s p e c t s .

4 . 2 . 2  T h e  s t u d y  s h o u l d  c o n s i d e r  t h e  q u a l i t y  o f  s e r v i c e  a n d  

s a t i s f a c t i o n  o f  t h e  p a t i e n t  t o  i n c l u d e  t h e  3 0  B a h t  s c h e m e .

4 . 2 . 3  T h e  s t u d y  s h o u l d  b e  a p p l i e d  t o  t h e  I n p a t i e n t  D e p a r t m e n t  a s  

w e l l ,  b y  c o n s i d e r i n g  t h e  a p p r o p r i a t e  v a r i a b l e s ,  f o r  e x a m p l e  

e q u i t y  o f  s e r v i c e .
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4 . 2 . 4  T h e  s t u d y  s h o u l d  b e  c o n d u c t e d  i n  a l l  d e p a r t m e n t  o f  t h i s  

I n s t i t u t e  f o r  c o m p l e t i o n  a n d  c o m p a r i s o n .

4 . 2 . 5  T h e  s t u d y  s h o u l d  b e  c o n d u c t e d  a t  t h e  O P D  o f  a  d i f f e r e n t  

h o s p i t a l  t o  c o m p a r e  t h e  r e s u l t s  w i t h  t h i s  s t u d y ’s  r e s u l t s  o f  

t h e  O P D  a t  B a m r a s n a r a d u r a  I n s t i t u t e .
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