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ABSTRACT

The purposes of this research were Lwo-fold @ (1) to
investigate the level of ocubtpatient’s satisfaction in medical care
rendered at Maharaj Nakhon Si Thammarat Hospital in the following
internal administrational units: (i) Patient Registration and Records
Unit, (ii) Physical Examination Unit, and (iii) Medicine Distribution
Unit and (iv> all 3 units combined and (2) to compare the different levels
of outpatient’s satisfaction in medical care under study which was
different.iated in terms of the subject’s idiosyncratic factors, and
medical care accessibility factors. The subjects were 400 outpstients
sesking the medical care for the first f.ime at Maharaj Nakhon Si
Thammarat Hospital during April 20, to June 20, 1990 were systematically
and randomly investigated. The instrument for data callection was a
home-pade questionnaire, subdivided into three sections * the first was
respondents’ idiosyncratic datas; the second a Likert-scale questionnaire
concerning the respondents® satisfaction in medical care; and the third
open-ended questions. The data obtained were analyzed for t-test and
F-test, then, the Scheffe method was finally employed,

The major findings of this research were as follows: the
outpatient’s satisfaction in the hospital staff’s courtesy at. the three

units was at a medium level. The satisfaction in the capascity at the



ii

Patient Registration and Records Unit, the convenience, prompt care and
information at the Physical Examination Unit, the services at the
Medicine Distribution Unit was also at a medium level. The outpatient.,
waibing less than 30 minutes at ;he Patient Registralion and Records
Unit, was more satisfied with medical care provision than those waiting
longer. However, the outpatient’s age, income, waiting time and trip
to hospital had significantly differentiated their sat.isfaction at the
Physical Examinat.ion Unit and the Medicine Distribution Unit.
Consequent ly, Mgharaj Nakhon Si Thammarat Hospital should
enhance the sense of service in her staff, particularly the staff’s
courtesy. The number of staff, in the Rigistration and Records Unit
and the Physical Examination Unit, should be increased in line with
the peak hour. Finally, the courtecus, considerate and communicated
personnel are recommended to be stalioned in the Registration and Records

Unit, and the Medicine Distribution Unit.



