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ABSTRACT

This independence study aimed to examine satisfaction of outpatients towards
services of the Social Security Division at Maharaj Nakorn Chiang Mai Hospital. Questionnaires,
as the tool to collect data, were equally distributed, in according to the convenient sampling
method, to 399 samples; equally divided into199 males and 199 females at 50% each. Most of
them were in ages between 21-30 years old, single, holding Bachelor’s degree, working as
government officials, earning monthly income at the amount of 10,000-20,000 baht, residing in
Chiang Mai province and recognizing or learning about services of the Social Security Division at
Mabharaj Nakorn Chiang Mai Hospital from its previous customers. The majority had never taken
health care services from the Social Security Divisions at any hospital and their frequency in
taking health care services from the Social Security Division at Maharaj Nakorn Chiang Mai
Hospital was found at less than once in a month. Reasons in taking services from the Social
Security at Maharaj Nakorn Chiang Mai Hospital were referred to the location where was located
nearby their residence/working place and the availability of specialists.

According to the study on Importance-Performance Analysis: IPA, the findings
presented that the following sub-marketing mix factors were ranked in Quadrants A — things
needed to have special attention and urgent improvement, as being important for customers but
without sufficient reaction, which led to customer dissatisfaction: attention to customers,

rapidness in offering medical assistance, process of diagnosis, equality in providing services,



convenient contact with officers, queuing arrangement and advices to be provided at before,
between and after remedy.

Sub-factors mentioning on being acknowledged on their diseases by doctors or
officers, having comfortable atmosphere and having good air circulation system in the building
were ranked in Quadrants B — things that customers paid high level of importance on and received
positive response from the service provider. These sub-factors, however, could probably be
dropped into Quadrants A, as being ranked at high level of importance but earning moderate level
of satisfaction. Thus, these sub-factors should be aware of and latterly improved.

Sub-factors mentioning on diagnosis time period that doctor spent, length of
time waiting to see doctors, inquiry on patient background and body checkup as done by doctors,
length of time to check patient’s rights, clean and sufficient toilets, information given to patients
while receiving services without request, length of time waiting for medicines, appropriate service
hours, pick-up and drop-off services, length of time waiting for payment, facilities such as
television and drinking water, public relations on news and information distributed to government
and private organizations, distribution of documents related to medical treatment and convenient
parking space were ranked in Quadrants C — things that the service provider could delay
improving process, as being unimportant things for customers.

Sub-factors mentioning on being diagnosed by specialist, offering medical care
for all sickness, giving answers to all questions and warm welcome to customers, having beautiful
and modern decoration, being located at the convenient location, having convenient service areas
and serving customers with medical certification were ranked in Quadrants D — things that the
service provider paid over importance on; but affected to customer decision at low level of

importance.
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