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The purposes of this research were to evaluate the client’s satisfaction with
pharmacy service using two types of Satisfaction with Pharmacy Services Questionnaires
(SPSQ). This involved the standard questionnaires and that adapted by setting expectations
as a reference point. The results from both questionnaires were compared. The study was
conducted at the outpatient department of Sirinthron Hospital, Khon Kaen Provice. A total
of 204 subjects were recruited using a convenience sampling. These patients were
interviewed using a questionnaire translated from SPSQ and that adapted from SPSQ having
expectation as referent point.  The data were analyzed by the SPSS computer package
using using descriptive statistics for satisfaction scores, Cronbach’s alpha for reliability of
the questionnaires and Wilcoxon test for comparison of results from both questionnaires.

The results showed that the client’s satisfaction with pharmacy service at the
outpatient department of Sirinthron Hospital, Khon Kaen Province, for overall and each
domain satisfactions was lower than 80 %. Consideration had the lowest score (61 %)
and explanation had the highest score (72 %). Both questionnaires showed to have good
internal consistency reliability. The questionnaires using expectations as a reference point
had slightly higher Cronbach’s alpha than the standard SPSQ (Cronbach’s alpha 0.84 v.s.
0.83).



