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ABSTRACT

The purposes of this research were to study 1) outpatients’ satisfaction with services
of the Qutpatient Department at Maharaj Nakorn Chiang Mai Hospital, and 2) their problems
and recommendations for improvements in the department’s services. The data was collected
during September-October 2003 by means of questionnaires from 400 outpatients randomly
selected from those using the Outpatient Department’s services , and analyzed by using the SPSS.

The results revealed that most of the outpatients were married women, 16-30 years
old, were employed and had a family income between 5,001 and 10,000 baht per month, Most of
them hold a bachelor’s degree, paid their medical expenses by using their fringe benefits as
government employees, employees of state industrial enterprises, or students at Chiang Mai
University, and chose this hospital because of its medical specialists,

It was found that the outpatients using the services of the Outpatient Department at
Maharaj Nakorn Chiang Mai Hospital had a high level of satisfaction with personnel’s services,
coordination of services, information obtained, and costs of services, and a moderate level with
facilities provided.

It was also found that the most common problems of outpatients using the services
of the outpatient Department at Maharaj Nakorn Chiang Mai Hospital were insufficient parking
lots, slow services, insufficient space in the buildings, and insufficient number of places offering
services. All of these were moderately severe. Less severe problems were inconvenient service
procedures, personnel not accepting outpatients’ suggestions, personnel’s unwillingness to
provide services, high medical and scrvice expenses, and unclear signs showing locations of

working units,
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Other problems were failure to adhere to a first-come-first-served basis for services,
for example allowing people to cut in line, followed by long distances among services points; and
breakdown of elevators at the hospital. In addition, there were no wastebaskets in the rest rooms,
causing dirtiness and diseases.

The hypothesis test revealed that the outpatients had a high level of satisfaction with
overall services,

The outpatients suggested that the hospital should improve its services by improving
its staff and facilities. Communications between staff and outpatients should be improved. If the
doctor the patient expects to see cannot make it, the patient should be informed so that he doesn’t
feel that he has been neglected. The hospital should increase the number of medical personnel and
officials to be sufficient to serve an increasing number of outpatients.

The hospital should also provide parking lots in the hospital or very close to the
hospital for the outpatients’s convenience. Moreover, a special building should be constructed for
parking for outpatients. There should be wastebaskets in rest rooms for sanitary reasons. There
should be special facilities for disabled people and senior citizens such as walkways, lines for
elevators, and rest rooms for disabled people. Service points should not be far away from one
another or they should be in the same building for the outpaticnts’s convenience and enough seats

should be provided for waiting outpatients.
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2.2 WIAIUARYUNINMIIMUIMS (Service Quality Model)
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