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ABSTRACT

The purposes of this survey rcscarch were to: (I) assess outpatients' satisfaction towards the quality

of phlebotomy services and assess physicians and nurses' satisfaction towards the quality of laboratory services;

(2) compare all of the socio-demographic characteristics of the outpatients that affected their satisfaction; (3)

study problems and obstacles of phlebotomy and laboratory services, and make suggestions for service

improvement.

The research population was comprised of all outpatients who used phlebotomy services, all

physicians and all nurses in Pramongkutklao Hospital. The research sample included 227 outpatients, 33

physicians and 83 nurses randomly selected. The research instrument was two questionnaires with the levels of

reliability of 0.924 and 0.935, respectively. Statistics used for research data analysis were percentage, mean,

standard deviation, Mann-Whitney test, Kruskal-Wallis test and least signiticant difference test.

The research findings indicated that: (I) outpatients' satisfaction towards the quality of phlebotomy

services and physicians and nurses' satisfaction towards the quality of laboratory services were at a high level;

(2) the factors that affected outpatients' satisfaction were differences in age, educational level and address, at

the 0.05 significance level; (3) the problcms of phlebotomy services were delayed services, inadequate service

area, inadequate numbers of chairs and bad service behaviors, while the problems of laboratory service were

delayed test-reports and bad service behaviors.

Strategies for raising clients' satisfaction level include the improvement of services that the patients

were unsatisfied with and those given priority by service providers. For future studies on this matter, it is

recommended that they should be conducted on providers' satisfaction so that the results will be used in

improving the services and resolving the problems faced by patients. Moreover, a comparative study should be

carried out on phlebotomy and laboratory services in other comparable hospitals to get in-depth information for

use in designing a plan for service improvement.

Keywords: Client satisfaction, Service quality, Phlebotomy and laboratory services


