
C H A P T E R  I

IN R O D U C T IO N

1 .  B a c k g r o u n d  a n d  S i g n i f i c a n c e  o f  t h e  p r o b l e m

I n  t o d a y ’ s  m a r k e t ,  i n d i v i d u a l s  a r e  f a c e d  w i t h  m a n y  d i f f e r e n t  o p t i o n s  w h e n  

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

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

h e a l t h  c a r e  o r g a n i z a t i o n ’ s  r e p u t a t i o n  f o r  i t s  c o m m i t m e n t  t o  q u a l i t y  a n d  p a t i e n t -  

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

h e a l t h c a r e  s e r v i c e  p r o v i d e r .  S t a v i n s  ( 2 0 0 6 )  s a i d  t h a t  t h e r e f o r e  m e a s u r e m e n t  o f  p a t i e n t  

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

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

ร ณ d i e s  o f  p a t i e n t ’ s  a t t i t u d e  t o w a r d s  h e a l t h  s e r v i c e s ,  h e a l t h  p e r s o n n e l  a n d  

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

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

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

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

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

f o r  b e t t e r  s e r v i c e  i n  t h e  f u t u r e .
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N o n e  o f  US a r e  p e r f e c t  i n  t h e  w o r k  w e  d o  a t  t i m e s .  W h e n  w e  f a i l  a t  t i m e s ,  t h e r e  

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

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

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

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

s e r v e  p a t i e n t s  i n  f u t u r e .

T h u s  t h e  a i m  o f  t h i s  ร ณ d y  w o u l d  b e  t o  a t t a i n  v a l u a b l e  i n f o r m a t i o n  f r o m  t h e  

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

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

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

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

d u r i n g  t h e i r  s t a y  i n  t h e  h o s p i t a l  [ l e n g t h  o f  s t a y  ( L O S ) ] .  T h e r e  i s  a  n e e d  f o r  s u c h  

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

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

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

h o s p i t a l .

E v e n  t h o u g h  t h e r e  h a s  b e e n  q u i t e  a  f e w  p a t i e n t  s a t i s f a c t i o n  s t u d i e s  c o n d u c t e d  

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

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

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

s a t i s f a c t i o n  h a s  b e e n  l o o k e d  i n t o  i n - t e r m s  o f  l e n g t h  o f  s t a y .  T h e  a v e r a g e  l e n g t h  o f  s t a y
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2 .  H e a l t h  S t a t u s  i n  T h a i l a n d

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

T h a i l a n d  i s  6 2 , 8 2 9 , 0 0 0 .  T h a i l a n d  a s  a  n a t i o n  h a s  b e e n  p r o g r e s s i n g  t o w a r d s  

d e v e l o p m e n t  a n d  i n  t h e  d e c a d e  t h a t  e n d e d  i n  1 9 9 5 ,  t h e  T h a i  e c o n o m y  w a s  o n e  o f  t h e  

w o r l d ’ s  f a s t e s t  g r o w i n g  e c o n o m i e s  a t  a n  a v e r a g e  r a t e  o f  8  t o  9  p e r c e n t  a  y e a r  ( W o r l d  

B a n k ,  2 0 0 7 ) .  T h a i l a n d  i s  a l s o  r e c o g n i z e d  f o r  i t s  t r a d i t i o n a l  h e r b a l  a n d  m e d i c a l  

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

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

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

t e c h n o l o g y .

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

f o l l o w i n g  1 9 9 7 ,  t h e  T h a i  e c o n o m y  h a s  y e t  a g a i n  b o u n c e d  b a c k  o n  t r a c k  a n d  o n  t h e  

p r o c e s s  o f  a  b e t t e r  f u t u r e .  A s  s t a t e d  b y  t h e  W o r l d  B a n k  ( 2 0 0 7 )  T h a i l a n d ’ s  g r o w t h  

a v e r a g e d  a t  5 . 6  p e r c e n t  f r o m  t h e  y e a r  2 0 0 2  t o  2 0 0 6 .  T h e  n a t i o n ’ s  g r o w t h  h a s  

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

b e t t e r  a c c e s s  t o  h e a l t h  c a r e  f o r  t h e  T h a i  p e o p l e .  M o r e  t h a n  9 7  p e r c e n t  o f  t h e  

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

w a t e r  a n d  s a n i t a t i o n  ( W o r l d  B a n k ,  2 0 0 7 ) .  T h a i l a n d  h a s  b e e n  t a k e n  a s  a n  e x a m p l e  i n  

t h e  i n t e r n a t i o n a l  a r e n a  f o r  t h e r e  e f f e c t i v e  r e s p o n s e  a g a i n s t  H I V / A I D S  b y  i n t r o d u c i n g  

p r o g r a m  s u c h  a s  “ 1 0 0 %  c o n d o m  u s e ”  s i n c e  t h e  m i d  1 9 9 0 s  ( U N A I D S ,  2 0 0 0 ) .  M o s t

in hospital in Thailand ranges from 3.1 days in private for profit hospitals to 8.74 days
in public university hospitals. (Tangcharoensatgien et al, 1999)



4

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

t h e  l o w  c o s t  ( 3 0  b a h t  s c h e m e )  u n i v e r s a l  s e r v i c e s  s c h e m e  ( A p r i l  2 0 0 2 ) ,  w h i c h  h a s  a s  o f  

N o v e m b e r  2 0 0 6  b e c a m e  f r e e  o f  c h a r g e  ( U n i t e d  N a t i o n  D e v e l o p m e n t  P r o g r a m  

[ U N D P ] ,  2 0 0 7 ) .

T a b l e  1 :  T h a i l a n d  H e a l t h  O u t c o m e s  
( W H O  -  C o u n t r y  h e a l t h  p r o f i l e )
O U T C O M E S D a t a Y e a r

P u b l i s h e d

L i f e  e x p e c t a n c y  a t  b i r t h  ( y e a r s ) :

M a l e : 6 9 . 5

F e m a l e : 7 6 . 3

2 0 0 8 *

I n f a n t  m o r t a l i t y  r a t e  
( p e r  1 0 0 0  l i v e  b i r t h s )

1 5 . 2 2 0 0 8 *

U n d e r - f i v e  m o r t a l i t y  r a t e  
( p e r  1 0 0 0  l i v e  b i r t h s )

2 0 . 4 2 0 0 7

M a t e r n a l  m o r t a l i t y  r a t i o  
( p e r  1 0 0 , 0 0 0  l i v e  b i r t h s )

1 4 2 0 0 3

*  I n s t i t u t e  f o r  p o p u l a t i o n  a n d  s o c i a l  r e s e a r c h ,  M a h i d o l  U n i v e r s i t y

3 .  P r e s e n t  H e a l t h  C a r e  S y s t e m  i n  T h a i l a n d

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

s e c t o r s .  T h e  M i n i s t r y  o f  P u b l i c  H e a l t h  ( M O P H )  i s  t h e  m a i n  a g e n c y  r e s p o n s i b l e  f o r  

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

w e l l - b e i n g  o f  t h e  T h a i  p e o p l e .  I n  a d d i t i o n ,  t h e r e  a r e  s e v e r a l  o t h e r  a g e n c i e s  p l a y i n g  

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

M i n i s t r y  o f  E d u c a t i o n ,  M i n i s t r y  o f  I n t e r i o r ,  B a n g k o k  M e t r o p o l i t a n  a n d  p r i v a t e  s e c t o r .  

T h e s e  a g e n c i e s  h a v e  h e a l t h  f a c i l i t i e s  i n c l u d i n g  h o s p i t a l s  t h a t  p r o v i d e  p r i m a r y ,
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secondary and tertiary medical services to the people of Thailand. [Health Policy in
Thailand (2006)].

T a b l e  2 :  T h a i l a n d  H e a l t h  F a c i l i t i e s  
( W H O  -  C o u n t r y  h e a l t h  p r o f i l e )

F acilities D a t a Y e a r
P u b l i s h e d

N u m b e r  o f  h o s p i t a l  b e d s 1 3 4 , 4 5 3 2 0 0 2

P o p u l a t i o n  p e r  h o s p i t a l  b e d 4 6 5 2 0 0 2

H o s p i t a l  b e d s  p e r  1 0 , 0 0 0  p o p u l a t i o n 2 2 2 0 0 2

N u m b e r  o f  h e a l t h  c e n t r e s 6 9 , 3 3 1 2 0 0 2

T a b l e  3 :  T h a i l a n d  H e a l t h  H u m a n  R e s o u r c e s  
( W H O  -  C o u n t r y  h e a l t h  p r o f i l e )

H um an resources D a t a Y e a r
P u b l i s h e d

N u m b e r  o f  p h y s i c i a n s 1 8 , 9 8 7 2 0 0 2

P o p u l a t i o n  p e r  p h y s i c i a n 3 , 2 9 5 2 0 0 2

P h y s i c i a n s  p e r  1 0 , 0 0 0  p o p u l a t i o n 2 . 8 2 0 0 2

N u r s e s  p e r  1 0 , 0 0 0  p o p u l a t i o n :  
P r o f e s s i o n a l  n u r s e s

1 3 . 7 2 0 0 2

4 .  H e a l t h  C a r e  F i n a n c e  i n  T h a i l a n d

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

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

r e s o u r c e s  t h a t  h a v e  b e e n  a l l o c a t e d  f o r  h e a l t h  s y s t e m  h a s  b e e n  g r a d u a l l y  i n c r e a s i n g  i n
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the years. In year 2003 the total expenditure on health care was at 3.3% of GDP which 
has increased to 3.5% in year 2004. The total health expenditure in Thailand is 
covered by the public (61.6%) compared to the private (38.4%) (Health Policy in 
Thailand, 2006).

5. Rationale of the Research
The following are the rationales of my research:

5.1 Identify difference in patient satisfaction with length of stay (LOS)
5.2 Identify difference in patient satisfaction with the services offered to the 

patient at the hospital
5.3 Identify difference in patient satisfaction with general services that were 

available to the patient at the hospital

6. Research Objective
There is a rise in interest of assessing patient satisfaction with health services 

all around the world. My research will be performed in a hospital setting for the 
primary purpose of identifying specific patient satisfaction items by different length 
of stay (LOS) at the hospital.

This valuable information can provide further data to improve overall 
satisfaction of patients in terms of length of stay, service deliveries and the quality of 
health care provided during the time of hospitalization.
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7. Conceptual framework for the study
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Figure 1 ะ Conceptual Framework



Independent variables:
> Length of stay
> Demography
> Assessment of services offered at the hospital 

Dependent variables:
> Patient Satisfaction
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