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Abstract TE 132614

The purposes of this descripuve study were (o investigate clients” and providers
opmions loward health services under universal health coverage program  at Mactahluang
hospital. Chiang Rai province. The clients were 350 patients chosen purposively from those who
sought health services at Macfahluang hospital during April 24 — May 3, 2002. The providers were
all 55 staff members at Macfahluang ho.ﬁuital, who were responsiblc for the program’s scrvices.
Study tools were interview form and questionnaire that were modified from the instrument called
“SERVQUAL". The content validity, which was verified by a pancl of experts, was 0.9. Internal
consistency using Cronbach’s alpha coefficient for the reliability of the interview form and the
questionnaire were (0.8 and 0.7 respectively. Data were analyzed by using descriptive statistics.

The results showed that the opinions towards universal health coverage program were
as follows: Most of the patients agreed that the program provided continuous services without
worrying about the cost and they were also received the cquitable scrvices ( 96% and  95.7%
respectively). Most of the providers agreed that the program could reduce the inequity of services

and decreased health expenditure of the people (92.7 % and 85.5 % respectively).

The opinions regarding impact of the universal health COVETage progrant were as
follows: Almost all patients agreed that the program decreased their anxicty, they could follow
the steps of services correctly and the hospital’s services were mproved. (98.9%, 96.6% and
96.6% respectively). Providers mostly agreed that stalf members understood about the benefit
package of the program quitc well and their workloads were not the obstacle of personal
development (92.7 % and 90.0% respectively).

The opinions toward quality of services under universal health COVETAZC WCIC as
follows: Most of patients and providers agreed that all 5 aspeets of quality of services; tangibihty,
rehiability. responsivencss, assurance and empathy. were at the high level.

Some patients and providers, however, perccived that people did not have the
opportunity 1o take part in determining benefit package (21.1% and 29.1% rcspcclivcly). They
also thought that the program would increase the number of visits of patients (33.4 % and 21.8 %
respectively). Some patients and providers noticed that patients still did not understand the steps
of services (15.7% and 36.4% respectively) and the hospital did not have clear and
understandable signs and symbols (10.0% and 18.2% respectively). A number of providers agreed
that they could not respond 10 the need of all patients properly (20%).

This study indicated that both the patients and the providers agreed that the services at
Macfahluang hospital under the universal health coverage program was in a good quality level.
Anyhow the hospual should develop and improve the quality of services to enhance the
understanding of people about the steps of services by public information through suitable
channels in order that the hospital will gain the acceptance and fulfill 10 the nced of clients

properly.





