CHAPTERV

CONCLUSION, DISCUSSION AND RECOMMENDATION

Trere are five parts incluckd in this craptey:

1 Conclusion

2 Discussion

3 Asciation Between  Accessibility, Qustorrer Perception and
Satisfection

4 The Conparisn a Different Demographic Characteristics and
Satisfaction

5. Recommendation

1. Conclusion

Cross:sectional cescriptive research wes done & Kantang hospital, Trang
province cburing the period of Jure 15 through August, 31, 2003 A self-aciministered
Questionnaire wes ckveloped and used as the tool of ceta collection. Reliaboility test of
the questionnaire wes done among 0 responckrts & Kantang hospital. The result using
Crontech’s Alpha Coefficient ws .734 for acoessibility, .93 for the quelity percention
and 942 for the satisfaction. Stratified sapling wes used to select 330 respondents,
The responcnts administered the questionnaire by themselves, bt the instructor wes
needied to onsenve thet all questions were conpleted andl acoounted for. The dbjective



were ansvered by Using descriptive statistics for the cuality of service andl using
Spearman’s Rark Conelation Coefficient to cetermine the relationship between
accessibility, custorer’s peroeption andl customer’s satisfaction. The resuits are &
follows.

The mejonty of the respondknts who took part inthis stucly vere fenveles, and in
the age groups of 36- 56, with exact percentage of 311 % The status with the highest
percentage Wes oouples & 73294 The ecucation level with the highest percentage wes
seconcary school and lower & 9%2%% The largest ocoupational sector wes agricuiture
a 60.8% The highest income rate ies 2,001 - 6,000 Bat per month. The nrejortty of
Visits were for the first time & 41.1% The highest responcents from femele ward were
471% 9./ were ordnary occupied becs. The most important resson for selecting to
teke care at this hosprtal wes convenience tocome & 800%

The custorrer’s accessibility and customers perception were two aspects of
Quality to answer the research questions andl ojectives. The aim of study wes o
ckscribe the customer’s satisfaction toward services a the In-petient cepartrrert of
Kantany hospital, and how acoessibility andl custoner’s perception were related to
satisfaction. A brief acoount of results of the study is as follows:

1 The level of satisfaction tonard service a Kantang hospital wes
mocerate

2 The association between the customer’s perception in' quality of
service, accessibility andl satisfaction is significant (p < 0.05) in a
positive dlrection weak to no association (0.188 t0 0.342).
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Detailedl resuits are in chepter IV,

2. Discussion

Cross-sectional research wes aporopriate to use in stuly, sinoe it wes cescriptive
research tret wes ceveloped In this current period of tie. It can be Used to help
unckrstandl the condition of health care services andl the level of customer satisfection
towarcs this concition. The tire periodl used or collecting cbia could ke anytime, since
this cepartment provicks the sae kind of services for medical health problenrs year
round

A self acministered questionnaire wes gopropnte to use, since the nuner of
Subjects in this stucly s high when conpared to the time and money allocated for the
research. The reliabolity test shouid not to be condluctedl twice a the same hospital, it
should be retested & the redl setting of tre study. However, this questionnaire can ke
reliable because it hed a high Cronbech’s Alpha Coefficient, on accessibility wes .73,
on custormer’s perception wes 933, and the satisfaction level wes 942

The ejority of participants who took part in this stuy were ferreles, similar o
tre study of Chaipayom (1999) and Bunjunt (2003). Bt in this study femeles were
more then meles in anomrdl proportion (el feele = 122) becase tre
responcnts collected from two of the three warcs vere femeles (Ferale ward ad
Postpartum verd) and some caretakers of peciatric petients were females too. The
rmjority of the subjects who visited the IPD were in the age groups of 36-55 & 3L1%
The stats with the highest percentage wes oouples & 732% The eclcationel level



with the highest percertage wes seoondary school and lover with 92.9% and showed
tret the gereral eclucation level of the subjects wes low: The largest ocoupational area
wes the agriculture & 608% The highest inconre rate wes 2001 - 6,000 Bat per
month & 634% Seemingly it wes agreeable between thelr ocoupation and incone,
Treir oocupetion and incorre compelled them to use service & rearty hospital. The
ejority of visits were for the first time with 41.1% Maybe, because this group of
participarts got their first service here, they couldl not conpere quality of service and
satisfection with their previous experience. The ajority of participarts were adtted
In orcinery bed with 83794 and 80%6o0f them heclthe inoortant reason to get service
here because of the convenience to come. This hospital wes agreesble with their
oooupoation and thelr inome too

Three parts of cliscussions are conpermed with the followdng

21 The customer’s satisfaction
211 Qustomer's satisfaction towardl convenience.
2.1.2 Qustomer's satisfaction toward co-orcination.
2.1.3 Qustomer’s satisfaction towardl courtesy.
2.1.4 Qustomer’s satisfaction toward meciical information
215 Qustomer's satisfaction towardl quality of service

22 Assooiation between custorer’s perception,  accessiblity ang
Satisfaction
221 Association: befween acoessibility andl satisfaction.
2.2.2 Association between custonrer’s perception and satisfaction



61

2.1 The customer’s satisfaction

As overall customer’s satisfaction, the Subjects rated the level of this vanable a
mockerate, 1t wies the sare & hypothesis setting in this study. This wes simlar to tre
stucies of Chaipayom (19%9), Bunjunt, (2003), Kiettisaksophon (19%) a
Poachchongrak (19%) and Eakbannesing(1991) where they found that most of
responcnts satisfaction tonard health service wes mocerate. Kantang hospital is a
commrunity hospital, 60 beck size and placed & the center of the Kartany district
Kartang is a sall district. ft hes no by-pess to other aistricts directly. People are
famliar and well-known to this hospital. The personnel here are relatives of Kartang's
people. Situated nearty and convenient to travel, andlwith the coverage of the conmon
besic services, the customers prefered to Use services here rmore then other hospitals,
Unless other necessary reasors foroed themito o otherwise. However, there wes allitle
oroup of 0.2 Yowho were dissatisfiedl and they were the same group who sued agairst
the hospital in this research period

2.1.1 The satisfaction toward convenience

98 9% 0f custorrers rated satisfaction in convenience as rmocerate wWhich agreed
with the stucly of Chaipayom (1999). It might be because Kantang hospital proviced dll
necessary steps starting from Registered roomy Examining room andl confortable to ke
aomitted ntl they were ciscrarged, they wiere satisfied a rocerate level. But the
customers & 116% were dissatisfied with corrfort in Bxamining room becase tre
coctor started work late. The customers hedl long waiting tirme which mack them moody
and spert rmore time to et doctor, In this Situation, the customers always coplained
to the nurses. They cbredl nat blae the coctor cirectly because it might affect themin
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the next visit. As for the researcher, this little issUe wes an inortant problem and if ve
oo ot solive it it might become bigger and wickr spreading from mouth to mouth,
which We b ot wert to happen Fere

2.1.2  The satisfaction toward co-ordination

The customer satisfaction in co-orcination wes & high and mockrate level &
395% which showed thet this hospital co-ordinates with other ciepartivents and within
organization ratier goodl in every itens. However, 05%of customers were dissatisfied
Inthis item By investigation it was found thet custorrers were dissatisfied in wiaiting
time for coctor & OPD, and when they wiere adimitted they were dlisatisfied in co-
orcintion with cloctor when they neecedl Inthis issue, the researcher is of the opinion
tret sometinmes oncluty doctors work all day and night and the next cy also. It mece
the doctor exaLsted and cielay to see patients when they nesckd

213 The satisfaction toward courtesy
04 %0f customers rated satisfaction towerd courtesy as high and mockrate
which agreedl with the stuoly of Stunp (1995) which found thet the courtesy manner of
tre persomnel hed effect on the satisfaction. But the custonrers & 5.3%and 6.0 were
dissatisfied with courtesy mamer and honor, and inecequete staff availability
respectively. Sometimes, the staff showed they were tired but the customers cid not
unckrstandl when they were ill, and they preferred to get the helpful staff always. To
prevent the oontrast between personnel and petients’ focus on the staff, the staff wil
have 0 enckavor more tren ather occupation and e walling to explain patient’s



questions until they are clear inevery sitution. Inaocition, they must e walling to help
atients who hedl eergency iliness before.

2.14  The satisfaction toward medical information

Tre custorer satisfaction in medicl information wes rated a high and
mocerate level a %94% A part of custorrer dissatisfaction in item of step of service
wes & 3% dissatisfaction In suggestion for the wsing place & 48 % ad
dissatisfaction in suggestion for preverting cenger within hospital & 58% By the
researcher’s view, the workdoad wes a prodlem for nurses. They cannot aoice and
explain customers In every cetal out they o as well as they can, which means when
they are free fromessential activities. This is abig proolem in the curart situetion. The
Inproverrent of the process of uality service by a quiceline of Hospital Accreditation
Institute is to ke used in the future

2.15  The satisfaction in quality of service
Tre custonrer satisfaction in cuality of service wes ratedl & high and mocerate
a 994% The most custorrer satisfaction & 70.3% wes the process of service. It is
because the customers who are admitted to IPD have more time to meet doctor every
cly and they are free to ask, and the problens are responced ciy by day. It is cifferent
from OPD patient. This agress with the responcents’ opinion on problens and
suggestions thet 99.38%of themwill come beck to cure here when they are il
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3. Association Between Accessibility, Customer Perception and
Satisfaction

3.1 Association between accessibility and satisfaction

The results found that 4 independent variables of accessibility are availability,
ability to access convenience to service and acceptability. All of relationships were
significant (p< 0.01) in a positive direction but were not strong (r< .8). The association
supported the previous finding that both accessibility and customer satisfaction were
related but of low level. It agreed with Chulz and Johnson (1990) and Penchansky and
Thomas (1989) and Chaipayom (1999) supported that the accessibility to service has
effect on customer’s satisfaction.

3.2 Association between customer perception and satisfaction

The variables of customer perception consist of physical environment, technical
skill, art of care, explanation of care, continuity of service and outcome of care. All of
relationships were significant (p< .01). This supported that the customer perception was
related with customer satisfaction. The customer who has a high perception has a high
satisfaction too. That can be explained by that the quality of service was what the
customer expected. The medical service is different from other services, the provider
has own setting of supply and demand. The customer gets what is available, but they
can determine whether the service they get meets the service they expected or not.
Therefore, the good manner of staff should be enhanced in health staff, and stress to a
principle expressed to all customers usually is a method to make customer impressed
and satisfied This agreed with Chang (1997) who supported that the customer
perception is related with customer satisfaction.
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4. The Comparison a Different Demographic Characteristics and

Satisfaction

41  Gender

In this study, the respondents were females: males at 1 2.2 which was more
than usual ratio of (1; 1.05). It was because the selected samples from two of the three
wards (Female ward and Postpartum ward) were female respondents, and some of
caretakers of pediatric patients at Male ward were females too. From study different
gender has different satisfaction at significant (p<.05). It agreed with Sirikammolsatient
(1999), because in every ward of Kantang hospital, service was provided in the same
kind, staff and same facilities both for ordinary and extra bed.

4.2 Time of service

There was no difference in satisfaction due to different times of service both
during official service hours and in holidays, and it was significant (p >.05). There was
the same condition of service provided as mentioned above.

4.3 Age, Educational level, Status, and Occupation

This study found that there was no different satisfaction in different age groups,
education level, status of customer, and it was significant (p C.05). But there was
different satisfaction in different occupation at significant (p < .05). It disagreed with
the study of Kiettisaksophon (1995) in item of educational level, she found that the
different educational level had different satisfaction. The result of this study showed
that most of the respondents had an education level of high school and lower at 92.9%,
and the occupation this group was agriculture and employee at 60.8%. But the two



aspects of respondents helped the same expected result toward service, because the
hospital provided the same services mentioned above, and thus there were no different
satisfactions.

4.4 Data collection

The researcher collected data at three wards at Kantang hospital on every
Monday, Wednesday and Friday, including Saturday and Sunday, except Tuesday and
Thursday during 15 June 2003 - 31 August 2003, because during this period, the
researcher changed the workplace for some time at another hospital in another district.
This situation limited her to collect data every day. However, it was possible to cover
highest number of patients in this period, and there was no worry about service patients
got because the same service was provided all year round by both the staff and health
SErvice.

45 Correlation between satisfaction and accessibility, quality perception

of service is low.

The details of Table 10 in chapter IV showed a significant positive relationship
was low because in this study, the samples received by sampling was ( =380). When
the large samples were tested for relationship, it made p-value decrease and related to
correlation (r) decrease and low too.

4.6  Association of satisfaction among wards.
Satisfaction among wards, tested by Chi-square, found that Male ward
satisfaction on service were 62.2% high, and 34.2% moderate, but all of satisfaction
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were not evidence to support the different satisfaction between three wards at p-value
<0.05

4.7 Satisfaction toward service.

All satisfaction toward service of Kantang hospital was moderate. In detail, it
was shown that satisfaction to convenience, and co-ordination were moderate at 52.6%,
52.4% respectively, and satisfaction toward service on courtesy, medical information
and quality of service were moderate at the same 52.7%. From the details above, it was
shown that most of the customers were confident in staff and quality of service. Thus
the hospital should maintenance the level of quality and seek an opportunity for
improvement in the future,

b, Recommendation

There are two major recommendations included in this study: one for the IPD,
Kantang hospital and another one for future studies.

5.1 Recommendations for the IPD, Kantang hospital.

511 The results of the study showed that the customer satisfaction
toward service was of moderate level. Therefore, the important
activities of IPD should be to maintain the good level of service
and to improve on it to achieve hospital accreditation. For
example, the courtesy manner of employees that show to the
customers should be enhanced, the dietary supply and the IPD
environment should be improved, and appropriate actions should



be taken on other suggestions made by customers. The head of
each section should have ideas for sustainability improvement, and
the drive and incentives for improvement,

5.1.2  The standard of quality of service should be assured by designing
and implementing of standard guidelines that are suitable for all
employees. The gquidelines should address to all possible
situations.

5.2 Recommendations for future studies

5.2.1 Quality of care should be measured from all aspects: perspective of
the provider, the organization and the customers. It will be helpful
to health care services in future studies to gather data from three
ahove-mentioned sources.

5.2.2 The future studies should consider the quality of service and
satisfaction of the customers in other departments as well such as
OPD, Emergency room, Labor room and all sections which
provide services, at least once a year for completion and
comparison.

5.2.3  The study should also be conducted on nurses’ satisfaction on their
work, together with patient satisfaction, and adjust the focus on
where they want to o for their future career and for the benefit of
the patients.
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