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ABSTRACT

According to health system reform, the services at Primary Care Units were
developed to serve the needs of people through health service accessibility, quality and clients’
satisfaction. The clients’ satisfaction is one indicator of the standard of Primary Care Unit.
The purpose of this descriptive study was to describe the satisfaction level of services at Papong
Primary Care Unit, Papong subdistrict, Doisaket district, Chiang Mai province. Sample included
200 clients, age 15 years or older, who received services at Papong Primary Care Unit during
January to April, 2006. The research instrument used was an interview form that was modified
from Nongnuch Saenchatchawan (2006) based on Gronroos concept. Content validity index and
reliability were 0.88 and 0.96, respectively. Data were analysed by descriptive statistics.

The results of study revealed that the clients’ satisfaction was at the moderate level
(X =221 SD = 0.50) .When considering the clients’ satisfaction in each part , it was found that
three parts were ranked at high level : professionalism and skills (i =2.45 SD =0.51), attitudes
and behavior (X =2.32 SD = 0.77), and serviscape (X =231 SD = 0.43). Four parts were
ranked at a moderate level : accessibility and flexibility (i= 2.19 SD = 0.43), reputation and
credibility (X =2.17 SD = 0.36), service recovery (X=2.06 SD=0.54) and reliability and

trustworthiness (X =2.01 SD = 0.46).



The results of this study can be used as guidelines to improve quality services to serve
the satisfaction of clients at Papong Primary Care Unit and to improve the services to reach the

standards of Primary Care Unit.



