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ABSTRACT

A¢stract of thesis subnjwitted to the Graduate $chool Froject of Maejo University in partial
fuhllment of the requiﬁerﬂnents for the degree of Méster of Business Administration in

Business Administration

EVALUATIQN OF UNIVERSAL COVERAGE PROJECT IN MUANG
AND|MAERIM DISTRICTS, CHIANGMAI PROVINCE
By
KHRUEAON MANITTAYAKUL
NOVEMBER 2002

Chlirman; Assistant Professor Donlakor Kwanka
Department/ Faculty  Department of Busineés Admlnistration,

Faculty of Agricultural Businebs

The objecti*ea of this study were: 1)' To stl;dy customer's satisfaction among
ho#pitals under Univeifsa}l Coverage Project# 2) Tb study customer's problems in
Un1versal Coverage Pﬂpje}ct; and 3) To stucﬁy cuskomer's suggestions for effective
serlices of 1ospitals_ir1 Universal Coverage Frojectl The data of this research were
col!ected from 400 cu#tofners using the se&ice 0‘1 hospitals in Universal Coverage
Project in Muang and Maajrim districts in Chialﬁgmai 4>y using purposive objectives and
religble questionnaires. The data were analyzed by SASS Program

Referring to|the questionnaires, most of the customers were female, age of
bet?veen 20 - 30 years old, buddhist, marriéd, ﬁnibhed grade six, labour and had
inc?me between 2,001 +4.000 baht/ month. Nakornqing Hospital was regularly visited
beqause it was near theﬂzr home/ offices. The a\)prage \kvaiting time is 30 minutes. Most of

then knew about this project from cutouts and they thdught that this project was useful.
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The custodiners were highly satisfied witl‘f hospital services, technology, and
anildings. However, th{ay were moderately satisfied V\fith the project.

The advadtage of the project were equi)ty, decrease health service cost to
fahily and decrease qnxiety to patients and ;relativqs. The disadvantage of the project
wps that it did not coyer some diseases. Gustomerk can use only one hospital which
céused problems on Mgration, unequal hosbital qd:ality and services. The customers
were not referred to 1he hospital they regularly vi$ited prior to the project and this
céused problems on‘continuity of treatmedt. lssufng identification card was found
intonvenient and ime| — consuming. The informatign about this was not clear to the
customers.

Problems ¢n using the services Were; patients have a long waiting time to
th the services and iiﬂpolite communicationi doctofs and nurses did not pay enough
atlention to the patients; and low quality of tredtments and medicines. Besides,
customer's facility is ndt enough, car park, for example.

Suggestiorls made by customers wefe: rules on issuing and using
idéntification card should be clear and well infofmed hospital quality should be
improved and equaliz{ad; the card should be used' in all hospitals without limitation
sefvices should be improved; waiting time should |be reduced; buildings should be
bejtter ventilated; medicines and services should bg improved. In addition, hospitals

shbuld provide adequaite toilets and car park.



