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APPENDIX A

Questionnaire of consumer satisfaction with services of Primary Care Unit
under the 30 Baht Policy in Muang District, Phatthalung Province.

Explanation; The objective of this questionnaire was to collect the consumer
satisfaction with health services at Primary Care Units (PCUs) under the 30 Baht Policy
In Muang District, Phatthalung Province. Please answer this questionnaire truthfully.
You do not need to sign your name. Your opinion will be useful to improve health
services at PCUs in the future. Thank you for your valuable time.

The questionnaire consists of 3 sections
Section 1; the general data of consumers
Section 2; the need of consumers in designing a mocel PCU
Section 3; the consumer satisfaction level with services at PCUs

When you have completed answering all questions, please return this
questionnaire in the box, which is on the counter.

Researcher
Kanya Asawasudsakom
Phatthalung Provincial Public Health Office
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QUESTIONNAIRE
Number of the questionnaire..............

Consumer satisfaction with services of Primary Care Unit under the 30 Baht
Policy in Muang District, Phatthalung Province.

The name of PCU
1( ) Bansuan 2( ) Natom
3( ) Paksa 4( ) Banpal

Section 1; The general data of consumers

Explanation; Please make the symbol / ( ) infront of the answer that you choose
and complete the blank spaces truthfully.

1 Gender
1( ) Male 2( ) Female

2. AGe (FUT)rrvrrrvrrrvvrrrvrrnn year

3. Marital Status
1( ) Single 2( ) Married
3( ) Widowed, Divorced

4. Education level
1( ) Primary education 1- 4 2( ) Primary education 5-7
3( ) Junior high school 4( ) Senior high school



5 ) Certificate of profession 6( ) Diploma

7( ) Bachelor’s degree or higher 8( ) Other, SpeCify.....cc.couuere
5. Occupation

1( ) Agriculture 2( ) Commerce

3( ) Employee 4( ) Housewife

5( ) Student 6( ) Other, Specify.......c.cu...
6. The number of members in your family....... ......... Persons

7. Family level /month

1( ) Lessthan 2,000 Baht 2( ) 2,001 -4,000 Baht

3( ) 4,001 -6,000 Baht 4( ) 6,001 -8,000 Bant

5( ) 8,001 - 10,000 Baht 6( ) Higher than 10,000 Baht
8. Which type of Health Insurance Card (Golden Card) do you here?

) The co-payment (30 Baht) 2( ) The non co-payment

9. Next year, if you can chose a PCU, will you chose the present PCU?

1( ) Yes 2( ) Uncertain

3( ) No
10. Since 1 October 2001, How many times did you come at this PCU?

1( ) 1-2 times 2( ) 34 times

3( ) 56 times 4( ) Upper 6 times

5( ) Never came here

11, For your current illness, have you ever visited another health place?
1( ) Yes 2( ) No

12. Day of service
1( ) Weekday 2( ) Weekend



13, Time of service
1( ) 08.30-12.30 2( ) 12.30-16.30
3( ) 16.30-20.30
14, Today, what diagnosis was given regarding your current illness?............ccuuuren

15. Ifyou becomesick in the future do you come to this PCU for treatment?
) Yes 2( ) Uncertain
3( ) No

16. Ifyour relatives become ill, would you advise them to come here for treatment?
) Yes 2( ) Uncertain
3( ) No
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Section 2; The need of consumers in designing a model PCU
Introduce for answer; The meaning of need level from percentage that you need.

Level 5 or most Is need between 81 - 100%
Level4 or much Is need hetween 61-80%
Level 3 or medium Is need between 41-60%
Level 2 or little IS need between 21-40%
Level 1 or least Is need between 0-20 %

Explanation; Please make the symbol / in the space, that is the most your opinion,
only one.

Level of need

STATEMENTS most much medium little least

O @4 @ 0 0

1 Tohavea Medical Mobile Unit &t the village level
2. PCU to be establish in all Health Center
3. The provide advice on telephone
4. To increase the number of home visit teams
5. To have a physician on duty everyday at the PCU
6. To increase health officer at the PCU
1. To have a health service team from the

Phatthalung Hospital
8. The have the PCU opened everyday
9. To have the out time clinic (16.30-20.30)
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Section 3: The consumer satisfaction level with services of PCU

Introduce for answer; The meaning of satisfaction level from percentage that you satisfy.

Level 5 or very satisfied is satisfied between 81- 100%
Level 4 or satisfied Is satisfied between 61-80%
Level 3 or fairly satisfied s satisfied between 41-60%
Level 2 or dissatisfied Is satisfied between 21 -40%

Level 1 or verydissatisfied  Is satisfied between 0-20 %

Explanation; Please make the symbol /i the space, that is the most your opinion,
only one.

Level of satisfaction
Very Fairly Very
satisfied Satisfied satisfied Dissatisfied dissatisfied

e @ § (1)

STATEMENTS

1.Satisfaction with convenience

1.1 Travelling time
1.2.0ffice waiting time
1.3.Place for waiting
1.4.Convenience of service step
1.5.Convenience for
communication
1.6.Cleanliness of place
1.7.Time service (08.30 - 20.30)
1.8 Appropriateness of location
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Level of satisfaction

STATEMENTS ~ vew Ry o ey
satisfied Satisfied satisfied Dissatisfied dissatisfied
(5) (4) (3) (2) (1)

2.Satisfaction with coordination

2.1.Availability of all services
you needed

2.2.The concern of health officer
for your health, such as
physical and mental

2.3.Health officers have follow

up care

3.Satisfaction with courtesv
of officers

3.1.Reception

3.2.Individuality of officers

3.3.Conversation

3.4.Manner/Courtesy

3.5.Familiarly

3.6.Human relation

3.7.To look after and take care

3.8.Be willing to service

3.9.To acknowledge your health
problem

3.10.0pportunity for question
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Level of satisfaction

STATEMENTS vey - Ry o Vey
satisfied Satisfied satisfied Dissatisfied dissatisfied
(5) (4) (3) (2) (1)

4 Satisfaction with medical
information

4.1.Describe kind of services

4.2 .Explanation of service steps

4.3.Explanation about the cause
and symptom of disease

4.4 Introduce to behave

4.5.Introduce for using the drug

h.Satisfaction with aualitv
of care

5.1.Knowledge and competence
of health workers for service

5.2.Responsibility of officers

5.3.Hospitality

5.4.The diagnosis’ period

5.5.Preparation of tools

5.6.Services” assurance

5.7.Needs are responded

5.8.Creditability

5.9.Correction of prescription

5.10.Quality of care in general
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Level of satisfaction

STATEMENTS Vey  Fary o Vey
satisfied Satisfied satisfied Dissatisfied dissatisfied
(5) (4) (3) (2) (1)

6.Satisfaction with out —of

pocket cost

6.1.The fee (30 Baht)

6.2.The all expenses
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30

-1

5

-4

1

-6

4



) 2,000
3( ) 4,001 -6,000
5( ) 8,001- 10,000

10. 30 (

11.

12.

13.
) 08.30-12.30 .
3( ) 16.30-20.30 .

2() 2,001-4,000
4( ) 6,001-8,000
6( ) 10,000

1 2544)

2( ) 12.30-16.30
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14.

15.

16.
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0/

(16.30-20.30

)

81-100%

61-80%
41-60%
21-40%
0-20 %
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1.2.
13.
14.

1.5.
1.6.

1.
1.8.

(

08.30 - 20.30

)

%
81- 100%
61-80%
41-60%
21-40%
0-20 %
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2.1,
2.2.

2.3.

3.1
3.2.
3.3.
3.4.
3.5,
3.6.
3.1.

3.9.

3.10.
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4.1.
4.2.
43,
4.4,

4.5,

5.1.
5.2.
5.3.
5.4.
5.5.
5.6.
5.7.
538.
5.9.
5.10.

6.1. 30
6.2.
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APPENDIX B

Table to consider sample size; opinion of KREJCIE & MORGAN

Population Sizeof Population Sizeof Population Size of
Sample Sample Sample
10 10 220 140 1200 291
15 14 230 144 1300 297
20 19 240 148 1400 302
25 24 250 152 1500 306
30 28 260 155 1600 310
35 32 270 159 1700 313
40 36 280 162 1800 317
45 40 290 165 1900 320
50 44 300 169 2000 322
55 48 320 175 2200 321
60 52 340 181 2400 331
65 56 360 186 2600 335
70 69 380 191 2800 338
75 59 400 196 3000 341
80 66 420 201 3500 346
85 70 440 205 4000 351
90 73 460 210 4500 354
95 76 480 214 5000 357

100 80 500 217 6000 361
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Population iz o Population Size of Population Size of

Sample Sample Sample
110 86 550 226 7000 364
120 92 600 236 8000 367
130 o7 650 242 9000 368
140 103 700 248 10000 370
150 103 750 254 15000 375
160 113 800 260 20000 31T
170 118 850 265 30000 379
180 123 900 269 40000 380
190 127 950 274 50000 31
200 132 1000 278 75000 382
210 136 1100 285 100000 384

SOUrce: Purachai Piamsomboon (2529,458) Adjust from Krejcie, R. V., and Morgan,
D. . “Determining Sample Size for Research Activities” Educational and

Psychological Measurement (1970): 607-610.



No

L

2.

3

APPENDIX ¢

General data of Primary Care Unit (PCU.)

Name of
PCU.

BANSUAN

Total
NATOM

Total
PAKSA

Total

Network of
Health Center

Bansuan
Kuanmapraw
Kaodang
Kuantop
Lampam
Pakpra

6 Health Centers
Natom
Banlam
Hurae
Kokcha-ngay
Huatanon
Tongyay

6 Health Centers
Aay-noi
Makok-tai
Prang-mhu
Tasampao-tai

Paksa

5 Health Centers

Number of

Health
workers

5

4

4

3

4

2

22 persons 38 villages

3
3
4
3
5
3

21 persons 37 villages

3
3

3
4

17 persons 21 villages

In Muang District, Phatthalung Province

Number
of villages

10
8
6
4
7
3

8
5
4
6
11
3

2
4

2
7

100

population
who have
golden card
5,305
2,789
1,826
2,516
2,705
1,788
16,929 persons
3,321
2,257
2,086
2,091
2,599
2,176
14,530 persons
1,075
1,811
2,785
1,471
3,275
10,417 persons
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Name of Network of Number of Number of populatior

No PCU. Health Center Healt villages Who hae
WOrkers golden card
4. BANPAI Banpai 3 6 2,473
Proak-ron 4 6 3,002
Na-nhod 3 4 2,940
Tonsali 4 7 3,172
namlaed 4 10 3,863
Tong-lan 4 1 3,207
Trao 3 7 2,551
Total 7 Health Centers 25 persons 47 villages 21,808
persons

Total in

Muang  4PCU. 24 Health Centers 85 persons 143 villages 63,684
District persons

Source: Health Insurance, Phatthalung Provincial Public Health Office
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APPENDIX D

Table of service of Bansuan Primary Care Unit

Days Activity Remark
08.30-12.00 12.00-16.30 16.30-20.30
Mon Treatment Home visit Treatment ‘Treatment”
Tue Treatment Home visit Treatment mean general
Wed Treatment Family planning ~ Treatment out-patient
Thu Treatment Home visit Treatment ~ Services
EPI (every 3 “Home visit”
Thursday of month) mean provide
Fri School-age health Home visit Treatment health services
Sat Treatment Treatment Treatment ~ atpatient’s home
Treatment Treatment Treatment
Table of service of Natom Primary Care Unit
Days Aoty Remark
08.30-12.00 13.00-16.00 16.30-20.30
Mon Treatment Home visit Treatment ‘Treatment”
Tue Treatment, ANC Home visit Treatment mean  general
Wed Treatment Home visit Treatment out-patient
Thu Treatment Home visit Treatment services
Family planning Family planning “Home visit”
Fri Treatment Home visit Treatment mean provide
Health in school health services
Sat Treatment Treatment Treatment at patient’s home
Treatment Treatment Treatment



Days

Mon
Tue
Wed
Thu

Fri

Sat

Days

Mon

Tue

Wed
Thu

Fri

Sat

Table of service of Paksa Primary Care Unit

08.30-12.00
Treatment
Treatment
Treatment
Treatment
Family planning
Treatment
Treatment

Treatment

Table of service of Banpai Primary Care Unit

08.30-12.00

Treatment

Treatment
Treatment
Treatment
Treatment
Treatment

Treatment

Activity
13.00-16.00
Home visit
Home visit
Home visit

Health in school

Treatment
Treatment

Treatment

Activity
13.00-16.00

Home visit
EPI

Home visit
Home visit
Home visit
Home visit
Treatment

Treatment

16.30-20.30

Treatment
Treatment
Treatment

Treatment

Treatment
Treatment

Treatment

16.30-20.30

Treatment

Treatment
Treatment
Treatment
Treatment
Treatment

Treatment
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Remark

‘Treatment”
mean  general
out-patient
services

“Home visit”
mean provide
health services

at patient’s home

Remark

‘Treatment”
mean  general
out-patient
services

“Home visit”
mean provide
health services

at patient’s home

Source: Health Insurance, Phatthalung Provincial Public Health Office
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APPENDIX E

THESIS EXAMINATION

A

KANYA ASAWASUDSAKORN

PHATTHALUNG PROVINCE

INTRODUCTION |

*The services must be standardized and satisfied the people
who used the service.

"*The universal health insurance is not assisted by the
Lgovernment, however, any individuals have their own rights
to access the healthcare service.

J*Anyone are equally received the free health sendees from the
government as stated  the law.

(Health Insurance Office, 20(2)

RESEARCH PROBLEM

In this study, the consumers’
satisfaction plays a significant role in
the analysis of the healthcare services
by PCU, which started from front line
care, ongoing care, comprehensive
care and coordinated care. )

(Health Insurance Office,2002)

TITLE

“Consumer satisfaction with
services of Primary Care Unit under
the 30 $BHT policy in Muang
District, Phatthalung Province.”

INTRODUCTION (cont)

# The 30 SBHT policy was proceed in
Phatthalung Province since the 1st of October, 2001.

# The result of this study is hoped to conduct the
future improvement of the healthcare services by PCU.

# The targeted people will receive the standard
and equal heclthcare service, due to the legal policy by
the current government.

N

SIGNIFICANCE OF THE PROBLEM

The 30 SBHT policy is the new project in
Muang District, Phatthalung Provinceso

- We don’t know about consumer

g

- No survey has been done aboutconsumer

satisfaction, and

satisfaction




1§ 1 GENERAL OBJECTIVE

g9
cgc  Toanalyze the level of consumer

g satisfaction toward the services of PCU
g g under the 30 $BHT policy in Muang
S0 District, Pretthalung Province

g

($) SPECIFIC OBJECTIVES (cont.)

Il/\l/_

g0 3 Toicentify the association between

the personal factors andl other refated
A factors with the level of corsumer
g satisfaction

gr OPERATIONAL DEFINITION
fCq1)

-CONSUMER means people who have universal health
fAgp*  insurance card (golden card) and come to use services at

gNvJ  PCU in Muang District, Phatthalung Province. (Except in
Muang Municipality)

[g"c  -PROVIDER is defined as a person (a health officer)
who has the responsibilities to serve patients and give
treatment, at the PCU.

A SPECIFIC OBJECTIVES

1. To determine the personal factors and other related

factors of consumer.

2. To determine the level of consumer satisfaction with
g g g services by PCU in regards to: the convenience of the
fgT'* service, the coordination of the service, the courtesy of
g \g the health workers, the offer of medical information, the

quality of care and out-of pocket cost.

ft?  RESEARCH QUESTION
A

<jg> 1 \What is the level of consumer
g 0 - satisfaction with services of PQUin Mg
g0 Ditrict Patthalung Provinoe?

g 2 What factors are associated with
0 ¢ satisfaction level with services of POL?

g r OPERATIONAL DEFINITION (cont.)

-SERVICE OF PCU means the healthcare
services offered in PCU such as, providing
treatment, promoting healthy lifestyle,
giving preventive methods and offering
<rg rehabilitation. fc\

g o f

[{=> T {e B S}
O a e wm
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ptr OPERATIONAL DEFINITION (cont.)

\ " t'YSATISFACTION means the assessment in positive
ppp*feedback from the acknowledgement and feeling of
Ph-Oconsumer toward the healthcare services of PCU, which
PP"Care; satisfaction of service’s convenience, satisfaction of
<fPp>service’s coordination, satisfaction of the courtesy by
ANVTTiealth officers, satisfaction of medical information
fAPgiven, satisfaction of the quality of care given, and
PPvJsatisfaction with out-of pocket cost.

REVIEW OF THE LITERATURE

Aday and Anderson studied about consumer
satisfaction toward healthcare services in USA in
1970. They asserted that 6 basic factors are
related to consumer satisfaction of healthcare.
Moreover, the integrity of patients is the most
important indicator to evaluate/ assess the medical

systemservice.®

CONCEPTUAL FRAMEWORK

Of...x

Consumer satisfaction with services %
of Primary Care Unit (PCU)

(This conceptual framework adjust from

[
\Q\P‘ concept of Aday and Andersen)
f

OPERATIONAL DEFINITION (cont.)
"I

-GOLDEN CARD means the social welfare benefit
pPP from the government regarding the reasonable

healthcare provision. The golden card is specified to
Ppp'l apply within regulated areas and hospitals. The

card’s owner has the rights to receive the health

services, along with the 30 SBHT policy.

REVIEW OF THE LITERATURE (cont.)

] Satisfaction has been divided into 6 groups, which are;
1. Satisfaction of service’s convenience,
2. Satisfaction of service’s coordination,
3. Satisfactions of the courtesy by health officers,
4, Satisfaction of medical information given,

5. Satisfactions of the quality of care given, and

6. Satisfaction, with out-of pocket cost.
Aty L ohuten Rk 55




RESEARCH METHODS

]

It was a descriptive

and survey research,

used cross-sectional study. §

POPULATION & SAMPLE (cort)

Table to consider sample size;
opinion of Krejcie & Morgan

Population Size of Sample

10000 370
15000 375
20000 377
30000 379
40000 380

In Muang District.
Phatthalung Province
Numbers of people who
came to use the services at
PCU during Oct. 2001 -
Sep. 2002 = 19,000 pops
So, numbers of sample

is 377 samples.

POPULATION & SAVPLE (cont)

At the time, when received the
number of sample in4 PCU, then selected
the sample by systemetic sampling every
5 person. Collected the samples every
weekend and weekdays until to reach the
numoers that satisfied.

POPULATION & SAMPLE

This research sampling by
the probability sampling;
stratified random sampling

and systematic random sampling.

31 Sanples

(Opinion of Krejcie & Morgan)

POPULATION & SAMPLE (cat)

Numbers of people who came Numbers
PCU to use the services at PCU of sample
(Oct. 2001-Sep. 2002)
BANSUAN 4,638 92
NATOM 4,699 93
PAKSA 5,450 108
BANPAI 4213 84
Total 19,000 pops 377 samples
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DATA COLLECTION

Consumer who have the golden card
and come to use services at PCU in
Muang District, Phatthalung

&

Province.




DATA ANALYSIS

After the chia collection conpleted
i taken to aralysis by Lsing statis
follow

1 Usedl cescripive statistics; frequency,
[erCenta ,msogeandstandarddeviaiim,
{0 cesorite the Cita

o
3
= =

DATA ANALYSIS (cent

2 Used inferential statistics:

- Unpaired t-test (2 grougs)

- one-viay ANOVA (> 2 grous)

{0 test relationship between varigble

108

ACTIVITY PLAN @&

)
- Wrote a proposal 2
— Reviewed the literature, sources of information
Aug-Nov 2002
— Planned the research study Dec 2002-Feb 2003
- Interviewed the rescarch participants Feb-Mar 2003
|

Activity Time

Aug-Scp 2002

ACTIVITY PLAN (cont.) 3

Activity Time

- Collected the data Feb-Mar 2003
- Analyzed the data Mar 2003

~ Wrote up thesis and requested for submission Apr 2003

:

BUDGET
- Materials 1,000 B
- Photocopies of documents 1,500 B
- Personal 10,000 B
- Decoding’s expense 2,000 B

BUDGET (cont.)

%
;

- Analyzing the data 5,000 B

- Printing the report 2,500 B

- Miscellaneous expenses 500 B
TOTAL 22,500 B
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N
A INSTRUMENT RESULTS
i/ A: To present the results as the follow:

- . Section 1; The general data of consumers
O p Tm mStrument for used Section 2; The need of consumers for model of PCU
<0> CO"@Ct tm d’ita In thlS S[ldym Section 3; The consumer satisfaction level with
S0 aconstructed and pre-tested services o1 PCU
" 1 = Section 4; The relationship between the personal

8 FS) qﬁsumre (Ald’ﬁ Ogm) factors and other related factors with the
N 0 level of consumer satisfaction

-5 SECTION 1

The general data of consumers 1.1. The personal data of consumers

Name of PCU Consumers The personal data Consumers
Numbers Percentages Numbers Percentages
25.0
Eantan i ° Gender  Male 114 29.1
Natom 95 242
Female 278 70.9
Paksa 109 27.8
. 2 Total 392 100.0
Banpai 90 23.0
Total 392 100.0
1.1. The personal data of consumers (cont.) 1.1. The personal data of consumers (cont.)
2
The personal data Consumers The personal data Consumers
Numbers Percenitages Numbers Percentages
Age (year) Lower 20 34 8.7 Marital Single 69 17.6
20-40 205 52.3 status Married 299 76.3
41 -60 123 31.4 Widow, Divorce 24 6.1
@ Upper 60 30 7.1 - Total 392 100.0
A\
Total 392 100.0 =
Mean=38.95 SD=13.88 Min=12 Max=75




1.1. The personal data ofconsumers (cont.)

The personal data Consumers

Numbers  Percentages

Education  Primary education 1-4 126 321
level Primary education 5-7 78 19.9
Junior high school 66 16.8

Senior high school 80 204

4 » Certificate of profession 20 51

Diploma 16 41

Bachelor's degree or higher 6 15
Total 392 100.0

1.1.The personal data of consumers (cont.)

\' T h e personal data Consumers
Numbers Percentages

pP-J Member 1-3 persons 95 24.2
in family 4-6 persons 255 65.1

< p* 7-9 persons 37 9.4

10-12 persons 5 13
iSS* Total 392 100.0
S o Mean=453 SD=165 Min=1 Max=12
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1.1. The personal data of consumers (cont.)

The personal data Consumers

Numbers _ Percentages

Occupation Agriculture 173 44.1
Trade 46 11.7
\i Employee 86 219
Housekeeper 57 14.5
Student 30 v £
Total 392 100.0

rVK 1.1. The personal data of consumers (cont.)

' The personal data Consumers
Numbers Percentages
""", " Income level Lower 2,000 Baht 49 12,5
( in family/  2,001-4,000 Baht 140 35.7
J'P'nJ month 4,001-6,000 Baht 98 25.0
P 's 6,001-8,000 Baht 59 15.1
8,001-10,000 Baht 29 74
P S Higher 10,000 Baht 17 43
ko[ Total 392 100.0

1.2. The other related data of consumers

The other related data Consumers

Numbers Percentages

Kind of The co-payment 201 513
golden The non co-payment 191 48.7
card Total 392 100.0
;a;'— - Weekday 296 75.5
of service ~ Weekend 96 4.5

Total 392 100.0

1.2. The other related data of consumers (cont.)

The other related data Consumers

Numbers Percentages

Period time 08.30-12.30 183 46.7
of service 12.30-16.30 181 46.2
" 16.30-20.30 28 7.1
ﬁ\ Tetal 392 100.0
PR




SECTION 2

The need of consumers for model of PCU

(N = 392)

X
-To have the health service team from Phatthalung Hospital ~ 4.18

-The Medical Mobile Unit set up in the village

-The PCU serve everyday

-To have the out time clinic (16.30-20.30)
-The PCU set up in all Health Center
-To increase health officer in PCU

-The doctor come to diagnose at PCU everyday

-To increase home visit team
-The service on telephone

Total

416
408
4.08

A 4.06
M 4,04

393
381
343
397

Mean score of consumer satisfaction with service’s convenience group

o —~N o Ol B W N

Mean score of consumer satisfaction with courtesy by health officers group

O o~ O Gl B W N

(N =1392)
Time service (08.30 - 20.30)
Cleanliness of place
Convenience for communication
Appropriateness of location
Convenience of service step
Place for waiting
Travelling time
Office waiting time

Total

(N =1392)
Familiarly
Reception
Human relation
Conversation
Be willing to service d
Individuality of officers
Manner/Courtesy
To look after and take care

To acknowledge your health problem

10 Opportunity for question

Total

X

431

4.27

4.20

4.19 3
4.18

417

4.13

3.95

4.18

Y
432
429
428
4.27
4.26
425
423
421
421
420

4.25

SECTION 3
The consumer satisfaction
with services of PCU

(N =392)
1 Familiarly
2 Time service (08.30-2030)
3 Reception
3 Correction of prescription
Total

level

X

432
431
4.29
4.29
4.18

Mean score of consumer satisfaction with services of PCU

Mean score of consumer satisfaction

with service’s coordination_group

(N =392)

Availability of all services you needed

{3 Health officers have follow up care

Total

1 The concern of health officer for your health

4.22
4.14
4.10
4.15

ITv]

ro

Mean score of consumer satisfaction

with medical information given group

(N = 392)

1 Introduce for using the drug

o Introduce to behave

3 Explanation about the cause

and symptom of disease

4 Explanation of service steps

5  Describe kind of services
Total

4.25
4.19
413

4.06
3.98
412



Mean score of consumer satisfaction with quality of care given group 3
F Mean score of consumer satisfaction
(N = 392) ,
1 Correction of prescription 429 With out-of peckef cqst group
2 Knowledge and competence of health workers 422
3 Responsibility of olTlcers 420
4 Creditability 418 m o,
5 Hospitality Ly (N=392) X
5 Services'assurance L7 1 The fee (30 Baht) 4.20
5 Quality of care in general Ly
Needs are responded 415 2 The all expenses 4.00
9 The diagnosis’ period 414 Total 4.10
10 Preparation of tools 4.12
Total 4.18

The mean score

# SECTION 4 &

Gender of consumer satisfaction
1 2 3 4 5 6 7
The relations |cpbetween
the ersona actors and Male 440 433 454 425 444 413 452
other related f Ct?rs Female  4.49 431 451 437 445 422 446
Con\évlﬂrnerhseatlegactlon p-value 0.191 0.692 0.595 0.111 0.812 0.227 0.338
Tn=Convenience  3” Courtesy 5= Quality of care T Total of Service
V 2" Coordination 4" Medical information 6= Out-of pocket cost

The mean score
of consumer satisfaction

The mean score ) -fig
Education

Age (year) of consumer satisfaction | ) 3 s 5 6 7
Lz 3 45 6T Primary 14 448 433 449 430 443 423 446

Primary57 445 43 451 421 445 423 447

Lower20 453 432 459 456 459 429 462 riorhghshool 439 414 445 433 445 415 444
20-40 450 431 455 434 444 419 448 Seiorhighschonl 455 441 463 445 450 416 453
41-60 438 431 445 431 444 420 444 Certificate 430 440 460 430 440 410 455
Upper60 450 437 457 433 440 400 447 E;pr';madeg igg iij jgg igg ij;‘ :;g igg
chelor's degree 4. . . . ¥ . .

pualue 0312 0969 0353 0057 0475 0669 0395 pvaue 0628 020 0525 0687 0973 0758 0927

1* Convenience - 3= Courtesy
21 Coordination 4 = Medical information 6 = Out-of pocket cost

5= Quality of care

7" Total of Service

1* Convenience - 3= Courtesy
2=Coordination 4“Medical information 6= Out-of pocket cost

5* Quality of care

7* Total of Service



The mean score

Occupation 1A ofconsumer satisfaction

1 2 3 4 5 6 7
Agriculture 450 432 451 427 446 421 446
Trade 439 439 452 437 450 4.02 450
Employee 441 424 449 431 438 423 448
Housekeeper 4.49 428 454 444 440 419 446
Student 450 443 463 453 460 423 4.60

p-value

0.685 0.552 0.795 0.150 0.372 0.458 0.736
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The mean score
Income of consumer satisfaction

1 2 3 4 5 6 7
< 2,000 Baht 457 447 A6T 447 45T 439 463
2,001-4,000 Baht 449 431 452 431 443 416 447
4,001-6,000 Baht 443 432 454 443 450 412 447
6,001-8.000 Baht 447 434 446 419 441 427 449
8,001-10,000 Baht 445 422 448 428 431 414 441
>10,000 Baht 418 424 424 424 435 406 418
p-value 0281 0336 0103 0.129 0294 0.189 0.074

1* Convenience  3“ Courtesy

5- Quality of care

7" Total of Service

2" Coordination 4 Medical information & “ Out-of pocket cost

The mean score
PCU of consumer satisfaction
1 2 3 4 5 6 7

Bansuan 443 424 445 419 428 416 442
Natom 442 420 447 424 451 417 448
Paksa 455 443 464 449 456 417 454
Banpai 446 438 451 440 444 428 447
p-value 0.377 0.030% 0.062 0.002* 0.002* 0.569 0.463

1* Convenience  3“ Courtesy 5 Quality of care 7* Total of Service
2=Coordination 4= Medical information 6= Out-sf pocket cost

The mean score

Day of service [ of consumer satisfaction

1

2

3

4

5

6

1* Convenience  3“ Courtesy 5~ Quality of care 7* Total of Service
2* Coordination 4- Medical information 6- Out-of pocket cost

The mean score
of consumer satisfaction
2 3 4 5 6 7

Kind of

golden card 1

Theco-payment 442 429 452 425 441 416 447

The non 451 434 452 442 449 422 449
co-payment
p-value 0110 0413 0913 0.006* 0.185 0402 0.722

1= Convenience 3 Courtesy 5 Quality of care 7* Total of Service
2=Coordination 4 Medical information 6= Out-of pocket cost

The mean score
of consumer satisfaction
1 2 3 4 5 6

Period time

%
7

Weekday 446 426 449 431 443 419 445
Weekend 449 448 460 442 451 420 455

08.30-12.30
12.30-16.30
16.30-20.30

4.48
4.45
4.46

4.32
4.30
4.32

4.58
4.49
4.36

4.38
431
4.18

4.49
441
443

4.23
4.14
421

451
4.45
4.46

p-value

0.629 0.003* 0.068 0.143 0210 0910 0.114

1* Convenience 3= Courtesy  5- Quality of care 7" Total of Service
2=Coordination 4= Medical information 6= Out-of pocket cost

p-value

1= Convenience
2 = Coordination

0.937 0.959 0.077 0221 0351 0.408 0553

3“Courtesy 5 Quality of care 7" Total of Service
4* Medical information 6= Out-of pocket cost



CONCLUSION ctr CONCLUSION (cont.)

A

fir  Consumer satisfaction for PCU with fLP Weshould stuly about Health Wrkers
many consumers and PCU with a few a1 Stisfaction for served consumers in PQU

v consumers should be contributed in the ¢ | sLogest the study about te factors
future, V'l]  thet inflbence towerd satisfaction of
CONBUTEY,
a7
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