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Abstract of thesis submitted to the Graduate School Project of Maejo University in partial
fulfillment of the requirements for the degree of Master of Business Administration in

Business Administration

EVALUATION OF UNIVERSAL COVERAGE PROJECT IN MUANG
AND MAERIM DISTRICTS, CHIANGMAI PROVINCE
By
KHRUEAON MANITTAYAKUL
NOVEMBER 2002

Chairman: Assistant Professor Donlakorn Kwankam
Department/ Faculty:  Department of Business Administration,

Faculty of Agricultural Business

The cbjectives of this study were: 1) To study customer's satisfaction among
hospitals under Universal Coverage Project; 2) To study customer's problems in
Universal Coverage Project; and 3) To study customer's suggestions for effective
services of hospitals in Universal Coverage Project. The data of this research were
collected from 400 customers using the service of hospitals in Universal Coverage
Project in Muang and Maerim districts in Chiangmai by using purposiv_e objectives and
reliable questionnaires. The data were analyzed by SPSS Program.

Referring to the questionnaires, most cf the customers were female, age of
between 20 - 30 years old, buddhist, married, finished grade six, labour and had
income between 2,001 - 4,000 bah/ month. Nakornping Hospital was regularly visited
because it was near their home/ offices. The average waiting time is 30 minutes. Most of

them knew about this project from cutouts and they thought that this project was useful.
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The customers were highly satisfied with hospital services, technology, and
buildings. However, they were moderately satisfied with the project.

The advantage of the project were equity, decrease health service cost to
family and decrease anxiety to patients and relatives. The disadvantage of the project
was that it did not cover some diseases. Customers can use only one hospital which
caused problems on migration, unequal hospital quality and services. The customers
were not referred to the hospital they regularly visited prior to the project and this
caused problems on continuity of treatment. Issuing identification card was found
inconvenient and time — consuming. The information about this was not clear to the
customers.

Problems on using the services were; patients have a long waiting time to
get the services and impolite communication; doctors and nurses did not pay enough
attention to the patients; and low quality of treatments and medicines. Besides,
customer's facility is not enough, car park, for example.

Suggestions made by customers were: rules on issuing and using
identification card should be ciear and well informed; hospital quality should be
improved and equalized; the card should be used in all hospitals without limitation;
services should be improved; waiting time should be reduced; buildings shouid be
better ventilated; medicines and services should be improved. In addition, hospitals

should provide adequate toiiets and car park.



