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ABSTRACT

This study examined factors affecting satisfaction of the insurers under the Social
Security Act with medical services provided by their choice of social security hospital in the case
of Maharaj Nakorn Chiang Mai in Chiang Mai Province, as well as to assess the insurers’
knowledge and understanding of their entitlement to the social security benefits they can get from
the hospitals on infirmaries they have chosen to receive medical services. Data and information
were collected by questionnaire interview form 400 sample of social security insures in Chiang
Mai Province who registered for the access to medical services at Maharaj Nakorn Chiang Mai
Hospital. Analysis was performed upon the results of descriptive statistics and chi-square test.

The majority of the samples under study can be characterized as female, 31-35 years old,
with high school, vocational college education, married with children, private firm, business
employee, Blue-collar worker and having 5,000-10,000 baht monthly income.

Most insurers were found to have knowledge about the social security system which they

got from the personnel department on the company where they worked, knowing that part of their



earnings will be deducted monthly for remitting to the counterpart fund but not knowing the exact
amount, as well as learning the information about social security hospitals from the same sources.

Most insures expressed their high satisfaction with the aspects of medical tools and
equipment, the physicians, and medicines for treatment, in order, involving the social security
medical services they received from Maharaj Nakorn Chiang Mai Hospital and other clinics in its
network. Moderate satisfaction was expressed for the other three aspects of medical services
including the place, the manners of hospital personnel, and the speed of services.

The majority of the insurers under study (66.5%) indicated they did not have the thought
to switch to other social security hospitals because they were happy with their present choice, and
they were not certain whether the alternative hospitals would be as good as the present one, as
well as the reason of proximity to home or work place. The other 29.8% indicated they were not
sure whether they would switch to alternative hospitals while the remaining 3.8% reported they
considered the change for similar reasons like the wish to get better services, the trial to use
private hospitals’ services, and their disappointment with the services provided by hospital staff
and nurses at Maharaj Nakorn Chiang Mai.

From chi-square test, there existed no relationship between the satisfaction with medical
service quality and such factors as gender, age, marital status, occupation, and the nature of work.
The education and income factors of the insurers appeared to have relationship with satisfaction
level at 5% statistically significant level. Meanwhile, the level of satisfaction with medical
services quality of Maharaj Nakorn Chiang Mai hospital was found to be independent of
knowledge and the exploitation of the insurer’s right this social security benefits, specifically, the
knowledge about the right to switch to alternative social security hospitals, the adequacy of clinics
in the social security network, and the thought to switch to alternative hospitals, all were not
interrelated. However, the history of change to register in other social security hospitals and the

satisfaction level of the insurers were related at 10% statistically significant level.



