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ABSTRACT

The objective of this independent study was to investigate the satisfaction of health
insurance holder of universal coverage health insurance scheme toward Mactha hospital *s service.
The 320 samples were selected by purposive sampling method from the holders of universal
coverage health insurance scheme of Maetha Hospital. The 280 samples were the customers of
outpatient department and 40 samples were inpatients. Questionnaires were used for data
collection. The data was analyzed by using descriptive statistics to generate frequency,
percentages and means.

The result of this study showed that most of the holders were female, married, and
lived in Amphur Maetha in Lumphoon province. Most of them were employees and have average
family income about 5,000 — 15,000 Bath per rhonth.

The holders, who were the customers of outpatient department, wére satisfied with
Service Marketing Mix factors at moderate level and they were respectively satisfied in price,
product, place, physical evidence, process, promotion, and people factors.

Regarding product factors, the first 3 items which the holders were respectively
satisfied were security process, drug was effective for used to cure diseases, and the follow-up

‘process of the hospital was proper.




Regarding price factors, the first 3 items which the holders were respectively satisfied were price
30 bath was proper, the cost-effectiveness of this scheme about it was time saving because the
hospital was near their home, and the cost-effectiveness of this scheme about service was fit to
price, |

Regarding place factors, the first 3 items which the holders were respectively
satisfied were the hospital was in the location which convenience to go, the room such as the
treatment room the laboratory room x-ray room and pharmacy room were ncar by and
convenience, and there were enough seats for outpatient department.

Regarding promotion factors, the first 3 items which the holders were respectively
satisfied were the hospital had provided public relation about activity of hospital and service
process of hospital for the user, the hospital gave them the information of health in form of
brochure, poster and the hospital also had activity with other organization in community.

Regarding people factors, the first 3 items which the holders were respectively
satisfied were the officer was alert to service té customers and their relative, next were pharmacist
gave the clearing information about drug, and physician were polite and friendly.

Regarding process factors, the first 3 items which the holder were respectively
satisfied were the hospital operated on time, next were the convenience in contact with nurses who
were in front of treatment room and the laboratory room.

Regarding physical evidence factors, the first 3 items which the holders were
respectively satisfied were the hospital was clean, the interior and exterior scene of the hospital
were beautiful, also the lavatory rooms were good hygiene, the uniform of the officers were

isuitable.

The holders, who were the customer of inpatient department, were satisfied with
Services Marketing Mix factors at moderate level and they were respectively satisfied in physical
evidence, people, promotion process, price, product, and place factors.

Regarding product factors, the first 3 items which the holders were respectively
satisfied were security process, drug was effective for used to cure diseases, and the medical
equipment of the hospital was modern and sufficient for services.

Regarding price factors, the first 3 items which the holders were respectively

satisfied were price 30 bath was proper, the cost-effectiveness of this scheme about service was fit




il

to price, and the cost-effectiveness of this scheme about it was time saving because the hospital
,was near their resident.

Regarding place factors, the first 3 items which the holders were respectively
.satisfied were it was convenience to go to the hospital, inpatient and outpatient department were
comfortable and sufficient for services.

Regarding promotion factors, the first 3 items which the holders were respectively
satisfied were the hospital had provide public relation about activity of hospital and service
pi‘ocess, the hospital provided them the information of health in form of brochure, poster, and also
the hospital had activity with other organization in community.

Regarding people factors, the first 3 items which the holders were respectively
satisfied were pharmacist and physician were polite and friendly, also gave them the clear

| information about drug.

Regarding process factors, the first 3 items which the holders were respectively
satisfied were the convenience in using laboratory process and also convenience in contact with
| nurses who were in front of treatment room.

Regarding physical evidence factors, the first 3 items which the holders were

satisfied were the hospital was clean, the interior and the exterior scene of the hospital were

beautiful respectively,




