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ABSTRACT
The main objectives of this research were to study: (1) the context of Phrao hospital
before and after the implementation of the universal coverage project, (2) the clients’ satisfaction
toward the hospital services according to the health assurance policy, (3) problems z2nd obstacles

derived from the policy implementation, and (4) a strategic plan of the Phrao hospital services

under universal coverage project.

A systematic random sampling technique was applied to select 250 clients who had
health assurance cards and used the services of the out-patient and in-patient sections of Phrao
hospital. A set of questionnaires was used to collect data from the samples.

The results of the study were as follows:

The contextual comparison between bcfore and afier the implementation of the health
assurance and universal coverage project of the hospital showed a better sign cf development in
every aspect. The hospital administration showed a hetter financial plan with clearer budgeting
allocation system. The clients indicated that the hospital could develop better management for
their access right to the hospital care without any complication, but simple understanding. That
aspect was responsive to the decentralization policy of the Government’s authority. The hospital
also showed that it could conduct its personnel management as required.

The clients were highly satisfied with the hospital services as operated according to the
health assurance policy both on general and specific aspects. The specific aspects were composed

of equality, efficiency and alternatives for using the hospital services.

The problems and obstacles as perceived by the clients were unequal treatment of
services in order as given by the officers, long time waiting for the doctor investigation, narrow
and insufficient waiting space for patients, dirty toilets, unfriendly speaking service officials, and
insufficient medicine provision as previously prescribed. The clients would like to see better
services such as the service officials informing them about self treatment, regular investigation
made by nurses at night in the in-patient section, quicker transfers of patients with clear
explanation given to the patients’ cousins, and suitable food prepared for the patients.

The researcher applied the results of this research to develop a strategic plan of Phrao

hospital services under universal coverage project.





