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ABSTRACT
1710056

Patients’ evaluation of care has become a prominent method of assessing the
quality of health care services. With growing emphasis on consumerism and competition
in the health care system, patients’ assessments of care have been advocated as an
essential component of quality assessment. Therefore patients’ satisfaction was assessed.
The purpose of this cross-sectional descriptive study was to measure patients’ satisfaction
with outpatient medical services focusing on pharmaceutical care of Kalasin Hospital
(public hospital) and Teerawat Hospital (private hospital), and to determine the opinions
of stakeholders both hospitals about the factors that patients felt most satisfied about.
In addition, this study was designed to compare patients’ satisfaction between both
hospitals. Data was gathered from 150 respondents at each hospital during Febuary-April,
2005 using interview with the “Satisfaction with Pharmaceutical Services Questionnaire
(SPSQ)”, translated to Thai language.

Overall, the results revealed that almost all patients felt that pharmaceutical
services were poor but patients’ perceived satisfaction levels of Teerawat Hospital were
higher than for Kalasin Hospital, significantly in the “physical attributes dimension” and
“waiting time item”, but patients’ perceived satisfaction of Kalasin Hospital was
significantly higher in “technical competence dimension” (believable and trustful
pharmacists). Most dimensions of SPSQ strongly correlated with the satisfaction with

pharmacy services (r = 0.42 - 0.84, p < 0.001).
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Important factors from opinions of Kalasin Hospital stakeholders were explanation,
consideration (waiting time, personnel and serviceable behavior) technical competence,
physical attributes, medical supplies, operation and management system. And Teerawat
Hospital stakeholders thought that same as Kalasin Hospital except in explanation. The
opinions of stakeholders at both hospitals correlated with SPSQ except in the “general
dimension”. SPSQ did not contain details about medical supplies, operation and
management system.

The suggestion from this study is that satisfaction of patients at the outpatient
pharmacy services department of Kalasin and Teerawat hospital can be increased by
improving many factors. Training and workshops for increasing technical skills,
explanation and courtesy from the provider, better counseling to patients about how to
use drugs, using new technology in the service system as well as providing pleasant,

polite and friendly service will all contribute to increasing patients’ satisfaction.



