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The two objectives of the study were (1) to reveal the degree of the users’ satisfaction
with the services in the Out-Patient Department (OPD) of the Mengrai Maharaj Camp Hospital in
Chiangrai Province.

Accidental random sampling was used to select the sample of 300 people who came for
services at the OPD of the Mengrai Maharaj Camp Hospital in August 2005, A questionnaire was
employed as a research tool. Percentage, mean and standard deviation were used to describe the
data, and t-test and F-test to test the hypotheses.

The findings were summarized below

1. The service users were satisfied with the services at a high level (X = 3.79 out of 5).
The first three components of satisfaction that were the most satisfactory were the service staff
(X =13.83), place (X = 3.82), and quality (X = 3.81). The service users were the least satisfied
with the service procedures. The factors found to have a significant relationship with the service
users Satisfaction were sex, age, education, income, reason for coming for the service, experience
in getting the service, and the right for medical care. That is, women were more satisfied with the
service than men. The 51-year-old group was more satisfied with the service than the less than
30-year-old group and the 31 to 50-year-old group. Those who completed secondary school were
more satisfied with the service than those who had lower or higher education. Those whose
income was 10,000 baht or more were more satisfied with the service than those who had a lower
income. Those who gave the reason for coming to get a service at the hospital that the medical

" staff paid close attention to the patients to were more satisfied than those who gave other reasons
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. Those who used to come for the service for 1-10 times were more satisfied than those who came
for the first time and those who used to come here more than 10 times . Those who had the same
right as government officials in medical care were more satisfied than those who used other
rights. On the other hand, occupation and type of service one came for had no relationship with
the service satisfaction. N

Recommendations

1. Service procedures should be clearly explained and sigiis should be clearly and easily
seen.

2. Enough hospital personnel should be recruited to speed up the services. Training

should also be given to the service staff,

3. Germ-free cleanliness, ventilation and lighting in the waiting room should be handled.



