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ABSTRACT

Patient Behaviorél intention to phagmacy service of the Highly-Active
Antiretroviral Therapy (HAART) P;ogram affects the success of the program. The
purpose of this study was to assesé the relationship among service quality, patient
satisfaction and patient behavioral intention in pharmacy service of the HAART
Program. The study divided into two phases. In Phase I, ‘PSQ-HAART’ questionnaire
was developed. The study was implemented through four steps: (1) item development,
(2) expert review of the instrument, (3) patient review of the instrument, and (4) three
times of the instrument testing in 736 patients from nine community hospitals in
Chiang Rai province. A total of 732 questionnaires were returned (99.5% returned
rate). Of them, 683 questionnaires were usable for data analysis (93.3% usable rate).
The instrument was revised based on exploratory factor analysis, confirmatory
factor analysis and item analyses, resulting 33 service quality items in six dimensions,
ie., tangibles-reliability (8 items), assurance-empathy (4 items), empathy (2 items),

responsiveness I (5 items), responsiveness-assurance (8 items) and responsiveness Il



vil

(6.items). In addition, the instrument also included a patient satisfaction part (15°
items) and a patient behavioral intention part (4 items). The developed instrument
exhibited Cronbach’s coefficient alphas = 0.71-0.96 and construct validity which
measured from factor loadings = 0.38-0.76.

In Phase I study, patient expectation, patients’ perceptions of service quality,
patient satisfaction, Iﬁatient behavioral intention, and their relationship in pharmacy
service of the HAART Program were examined. The study also explored patients’
comments on pharmacy service. Data collection was conducted using a cross-sectional
survey. Six hundred and thirteen batients were selected using systemically random
sampling from the ‘Access to Care’ Clinics of 16 community hospitals in Chiang Rai
province. A total of 607 questionnaires were returned (99.0% returned rate). Of them,
569 questionnaires were usable for data analysis (93.7% usable rate). The results
showed that mean scores of patient expectation, patients’ perceptions of service
quality, patient satisfaction and patient behavioral intention to pharmacy service were
430, 4.30, 4.17 and 4.69, respectively. Path analysis suggested that patients’
perception of service quality had positively direct correlation to patient satisfaction,
and patient satisfaction had positively direct correlation to patient behavioral intention
(B = 0.824 and 0.481, respectively at p < 0.001). Patients’ perceptions of service
quality had no correlation to patient behavioral intention (B = -0.117 at p = 0.071); but
it had positive indirect effect on patient behavioral intention through patient
satisfaction which acted as a mediator in the association among these variables B =
0.358 at p < 0.001).

In summary, quality improvement for pharmacy service of the HAART
Program should be targeted on increasing patients’ perceptions of quality of the
service, which will improve patient satisfaction to the service. Using this approach,
positive patient behavioral intention to pharmacy service will be engaged, resulting in

the success of antiretroviral treatment of the patients.
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