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ABSTRACT

This study aims to examine the satisfaction, influencing factors, level of understanding,
and problems of business employees who are insured under the Office of social security’s
program with a focus on-service business sector in Muaeng District, Chiang Mai Province.

Information for this study was obtained from questionnaire interview of 200 samples of
pertinent business employees (service enterprises) identified by stratified sampling method. Logit
Model was applied for the analysis.

The finding reveal that 64% of the insured persons under study were satisfied with their
contribution of counterpart payment while the other 36% felt otherwise. Those who were
contented did so because they wanted to have insurance coverage in case of illness as the
predominant reason (43%) followed by the reason concemning unemployment compensation
(7.5%). The majority of the insured persons (63.5%) considered the existing level of counterpart

payment to be rather high and suggested 0.00-3.00% level would be appropriate.
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The factors influencing the insured persons’ s satisfaction were found to be the low level
of existing income, the meager understanding about the rights and benefits or indemnity of this
insurance policy, and the fact that last year they experienced high medical expenses.

Those who had meager understanding about the rights and benefits of insurance policy,
with score range of 0-4.99, constituted 42% of all samples under study.

The group that expressed their satisfaction with their contribution of counterpart payment
indicated that they encountered little problems about the following common complaints
concerning hospital services namely hospital workers being ill-mannered, show and
unenthusiasitic in providing service; nursing staff’s discriminating practice when compared with
the case of general patients; physicians failing to the explain or explaining unclearly about the
illness of the insured persons resulting in the difficulty for the sick persons to take care of
themselves properly: pharmacists or dispensary officers giving unclear drug administration
instruction; and low quality medical supply (medicines). On the country, those who expressed
their unsatisfaction complained the encountered much difficulty in getting medical service.
Meanwhile, the group satisfied with their contribution of counterpart payment still had some
comments regarding the overly costly medical expensed and their lack of knowledge about the
criteria concerning insurance coverage for certain diseases or treatments. These facts caused their
inability to estimate in advance the additional medical expense they had to pay since it was not
totally covered in the insurance policy and to reimburse fully the medical bills from the Office of
Social Security. Their unclear knowledge about the exact amount of compensation money from
the Social Security Fund they are entitled to also cause them worry.

Those who felt satisfied with their contribution of counterpart payment indicated that
they encountered least problems in the following areas; unclear medical instruction from nursing
staff due to the use of difficult scientific term, unfriendly response upon patients’ s questions; the
examining physician speaking not politely or lacking enthusiasm and friendliness in professional
practice; the loss of privilege from the company” s medical compensation policy if one uses his
right from the Social Security program; not understanding the procedures or the entitlement to
receive medical treatment in hospital; and the delay in getting compensation or aid money from

the Office of Social Security.



