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APPENDIX

To the Respondents

My nare Is Pomlacioa Boonjun. I studying for my Mester’s Degree,
in'the fietd of Health Systes Developmert, at the. College of Pblic
Health, Chulalongkom” University. My thesis topic IS "Quality of
Service and Customer Satisfaction Townarcs Health Care Services, at
the Medcal Outpatient Departent (OD M), Bamrasnaradura
Institute, 2003” Iwould like to ask foryour cooperation in conﬁletlrg
this questionnaire aout your permp?llgun of quality of health care
services and your satisfaction with these services, This questionnaire
15 civickd Into 6 sections over 10 pages,

Your cooperation, at this time, will help cevelop and provice

aopropriate health care services. However, If you co not want o

participate in this questionnaire, you can state your iceas without any

Impact to the services you received. The infoiration you provice is

corffickntial, and the researcher will not reveal It to any unconcemed

Pﬁgsspns, o use It for any purpose, other than to summanze in the
5.

fyou have an%rproblens with this questionnaire, please co not
nesitate to ask for help. When you have completed the fomm please
refum it to the collector or drop it in the box proviced in front of the

Pharmaceutical Room
Thank you for taking time to conplete this questionnaire
Pormlac Boonjun
MPH stuckent

Tre College of Public Health, Chulalongkom University




QUESTIONNAIRE

a\/inﬂehxorﬁlllntmmrkams (et forinformation

Section]. Cereral Data (Sociocenmographic characteristics)
L AR Years
AN ADNde  2) Feale

A )Gakd  E2Qakb6  n JGard
"ZDGade]z Ab) CartificateDiplorra

Ep
N 3 Goverrmert officer/State enterpnse
n 4 Prvate businessioommercial

A5 Famer

AUt A DO (Jeorfy)
5. Incorre/ month (B)

A @NIE n 1)<2,000

n 2200-4000  n 340016000
0 4)6001-8000 0 5)8001- 10000
[ 91000-30000 7 7)>30000
6. Norver of CFDAsits
n DActtime  HE2 Soondtimes HS) Thee tines or o



Section2. Quality of Care in the Customer Perception

I-vastroneg oo you agree or disagree with the following health care
SeIVICES?

Please put @ Vin the box that shows your level of agreement or
disagreement

Haharesenice Y A Dsagee oy
+ Clinc Miiew

R e




Halh Caeenice U@y g Distree Jorgly
o Staff Conpetence

r}%& staffwes well
Ak
» "Persoral interest
4 1% egletion of




Section 3. Qustorrer Satisfaction towarcs Health Care Service at the
CFDMd Bamrasnaracra Institute

Howsatisfied were you with the following health care services.
Please put a Vin the box that shows your level of satisfection.
Health Care Service Saﬁﬁ'ed Satisfiedl  Dissatisfied s
|. The Registration /Informetion Center
m&@mmm

iy




How satisfied were you with the following health care services.

Helth Gre Service

oy st

‘_‘:

ik

LN



How satisfied were you with the following health care services

Health Care Service

25. The doctors who
treated you respected

you.

%6 T edoctorwas
riendly to you.

27, The nurse’s aids were
willing to take care of you.

28. The doctor thoroughl
checred yourhea(fhug Y
problem

29. The docor??ve ou
an aP oIntmen
continued care.

30. The doctor instructed
ou on hchw to maintain
?ou heal

Y tisfied
e i B
|ns ruc ted.

52 You unders 0od #he
octor?ms ructlg or
medical care needed.

33. The nurses
remembpered to check the
edical ¢ re at the

octor ordered.

34. The nFrses instructed

ou on self are%oprevent
ﬁses or

problems

35. YOliunders tood the
medjcal information
received from the nurses.

36. The waiting time for
the me cation"was
acceptable.

Satisfied  Dissatisfied
Sat |3Wed

Ver
Dissall

Xfled



How satisfied were you with the following health care services.

Health Care Service Satisfied  Dissatisfied Disya?lrgfie ’

37, The staff was eager to
take care of you.

38.. The staff had a warm
s(r)mle while taking care of
you.

IV. The Pharmaceutical Room

39, The staff was very polite
to you.

40. The cashiers spoke
politepy ith you. P

41, The cashiers paid
attention to you.

42. You were satisfied with
grgaef fwork coorda}nation ofth

illgétrTthce[l%r\{\ée{nglga[ln for
tHe meélcatlon. Paying

PR,
art?éjst the medi%aq use X?the

45, The instructions on the
megical package were glear
and easy to understand.

€

46. In addition to these sections, did you go to any other section
today?

nYes N No
If yes, please select the section you visited on the next page.

If no, please skip to Section 4.



How satisfied were you with the following health care services.

Health Care Service

V. The X-ray Room

47. The waiting %nefor the
X-ray was acceptabl

48, The wait m&l time for th
X-ray s[ﬁg

accepta

49. You.understood the

instructions during your X-
ray.

ggthe staff spoke with you

VI. The Laboratory Room

F . The waiting time for th
a orat%ry Work was
acceptable

52. The staff gave you a
warm smile.

F . The results of the
ora or work were sent to

e r|g erson.
b4, The staff mfPJmci(d you

how. long It wou ?
receive the lab results

VII. The Social Welfare

b5, The waiting tim |n Social
Welfare was acceptab

%rhe W|II|n nes of the
staf kec re o you was
acceptab

SaYi%Ye d Satisfied  Dissatisfied DiSS\E{l?%e d



How satisfied were you with the following health care services.

Health Care Service SaYigWe d Satisfied  Dissatisfied Diss\é?félﬁe d

hT. Youund(frst?od the
Process needed for medical
inancial aid.

VIII. The Counseling Room
58. The waiting time in the
Counsewg Room was
acceptanle

59. The staff acted pa |en
%13 was Wal Lng to cpounse

60. The staff was well trained
In their area.

Section 4.

10How satisfied with the health care services in this department were
you?

1 4) Very satisfied 1 3) Satisfied
1 2) Dissatisfied 1 1) Very Dissatisfied
2. Ifyour relatives or friends needed to visit a health care setting, |
would you recommend this setting to them.
4) Strongly Agree 1 3)Agree
2) Disagree n 1) Strongly Disagree

Section 5. Your arrival time at this iINSHIULE WAS....vciieereeerssereesreenens

Your departure time from this inStitute Was.......mevre



Section 6. Your recommendations and comments for further
improvement of health care services at this center will be greatly
appreciated.

|.The Registration Room/ Information Center
2.The Screening Center

3. The Examining Room

4.The Pharmaceutical Room

5.0thers services

Thank you for taking the time to complete this
questionnaire.
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