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iWamsnaseunegieisnsues Scheffe’ Wuh

anuianalazaddsanenuannglianuuaneeny

(m'mﬁ 2)
wWisudisuanuiianelagiheuanssninunun

U
I

algusmsnuiienuuanannueteiivadiaang

v
aaa [

dneNIzOU 0.05 (é’fqmiwﬁ 3) diavhmsnagau
eFIIEIZNIVRN Scheffe’ WuaNNAawalazes
udasununiigianuiianalauaneedu (s 4)

nnMsGemauanuianelagihauanngulse-
wenwa nanlssnenagud (A) wuanuiewela
gailsmennanmnsuasaisssuny (Sooay
86.40) sa9aaanlawn lsawenuadiazny (Sasay
85.40) uaslaawenunagiuns (508az 84.80) M-

o v 1

10U d@unigans TaneIuaunsieg 39uin

Faslva (3owaz 65.20) (15197 5)
nMsEeaauanyivawalagiheuanngulse-
wennaimly () wuamaiiawelagegafilsanentna-
#WNaa (3a8az 90.40) FavanINfAalNneNagEsIil
(5089 89.80) wazlsanwenuauszaiunszus (See-
av 89.60) MuMAU duiltgadslsawena-
e (5882 69.80) (m'mﬁ 6)
nnmMsEemauanuianalagihauanngulse-
wenavly (M1) wummﬁma%gmmﬁiw—
WENUBFT WHIAUATAIEIINY (58882 95.60)
FNAINNAB NN WINIUATNFTNT TN
UATNBIN (58882 90.60) waslHaWeNUIABUNSYS
Faniadaiyd (Gasar 90.40) muddu dhuiiinge
o Tsawennathumil RNInany3 (Seeaz 70.60)

I 1 anadisnalagihavanszrinanalsang1ualag One way ANOVA

uvaaNNuwlsUsIU SS MS F p
FENINNGY 53.134 26.567 52.465 <0.001
melungu 13038.867 25749 0.506
ERH 13092.002 25751

M50 2 mwl,wmGhamwﬁawaﬂa@'ﬂaﬂuafmﬂgi‘zlmmT'Nwmumﬁ'asﬁ%wm Scheffe

Tsawenuna (@08 Tsawenunague Tsanenwamly (8)  Tsawenuamld (M1)
Tsawenwagud 3.99 - -0.04565* -0.12055*
Tsawenuiam v ) 4.04 0.04565* - -0.07491*
Tsawenuamld (M1) 4.12 0.12055* 0.07491* -

M5197 3 anuitanalagihauanszniauuunlag One way ANOVA
wvasaNNusUTIU SS df MS F P
FENINNGN 289.336 11 26.303 52.883  <0.001
melunga 12802.665 25740 0.497
I 13092.002 25751

2
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M5190 4 mwmeehqmwﬁawahmmmung"ﬂmuaﬂfﬂwmmad’m‘%ﬁ"m Scheffe’

LLNUN Lﬂalil LLNUN
1 2 3 4 5 6 7 8 9 10 11 12

1 3.98 -0.075 -0.064 -0.364* 0.130* 0.130 -0.017 -0.130* -0.025 -0.098* -0.105* -0.295*
2 4.06 0.075 0.011 -0.289* 0.205 0.0568 0.058 -0.055 0.055 -0.023 -0.031 -0.220*
3 4.05 0.064 0.011 -0.300* 0.195* 0.088 0.088 -0.066 0.040 -0.034 -0.042 -0.231*
4 4.35 0.264* 0.389* 0.300* 0.495* 0.348* 0.348* 0.240* 0.340* 0.266* 0.258* 0.069
5 3.85 -0.130* -0.2056* -0.195*% -0.495* -0.147* -0.147* -0.261* -0.155* -0.229* -0.236* -0.426*
6 4.00 0.017 -0.058 -0.048 -0.347* 0.147* 0.000 -0.114* -0.008 -0.082 -0.089 -0.279*
7 4.00 0.017 -0.058 -0.047 -0.348* 0.147 0.000 0.114* -0.008 -0.082 -0.089 -0.279*
8 4.11 -0.130* 0.055 0.066 -0.234* 0.236* 0.114* 0.114* 0.106  0.032 0.025 -0.165*
9 4.00 0.025 -0.050 -0.040 -0.340* 0.155* 0.008 0.008 -0.106 -0.074 -0.081 -0.271*
10 4.08 0.098* 0.023 0.034 0.266* 0.229* 0.082 0.082 -0.032 0.074 0.088 -0.179*
11 4.09 0.106* 0.031 0.042 -0.258* 0.236 0.089 0.089 -0.025 0.081 0.008 -0.189*
12 4.28  0.296* 0.220* 0.231* -0.069 0.426* 0.279* 0.279* 0.165* 0.271* 0.179* 0.189*

M0 5 mmﬁawa‘lag}i"ﬂmuanmﬂT'sawsnmamjm‘[’smmma@uﬁ” (A)

Mau Tsanenuna Semaz | @eu Tsanenuna Saua
1 lSawenuanmNBuATAIsIINGY 86.40 15 Isawenunaaynsang 81.00
2 Tsawenunaedaziny 85.40 15 Tsawenuanmnslass 81.00
3 Tsawenunagiuns 84.80 17 Tswenunalinssenansze 80.80
4 Tsawenunagessil 84.60 18 Tsawenunasssadsemsng 79.00
5 lsawenwadis 83.80 19 Tsawenunamays 78.60
6 laawenuawnsausz 83.80 20  Tsawenunauesigw 78.20
7 lsanenuadenide 83.80 21 Tsawenunazauuny 76.20
8 lamenunaaszys 83.00 22 Tsawennanis 71.60
9 Tsawenunasdsswanduszaed 83.00 23 Tsawenunamalva) 75.40
10 Tsawentnawsziand 82.60 24  Tsawenunadnauas 74.80
11 Tsawenunagiugsonil 82.20 25  lsawenunanmys 71.40
12 Tsawenuandszquie 82.00 26 lsamenunanszunsAIaese 69.60
13 TsawenuamNsuasNIaan 81.60 27 Tsawenunauasiad el 65.20
14 Tsawenunay3sng 81.40

NP0 LRWEIUD Szed aynsUTIMT gea Weas gasind ihwssenadeguasunIays wssunnadunys

T Y o kot L4 G o ‘U T vV = v Y o = =
hlwuagammmmmuﬁﬁ’maaﬂau VIDNNIUIUMNIBYNUDEY QQISJIG]U’]N’]LVIEIULF]EN
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M99 6 mwﬁqwahg”ﬂ:lﬂuannejaﬂiawmmaﬁ'ﬂﬂ (S)

U Tsanenuna Sowaz | aau Tsawenuna Souaz
1 Tsawenwanings 90.40 16 lsswenunaviuaeag 79.80
2 lsswenwagiesil 89.80 17 Tsawenunadiyu 79.40
3 lsmenwnavszanudsdus 89.60 18 Tsawenwnaglave 78.60
4 TRawennauws 89.20 18 lsawenunaumansmu 78.60
4 Tsawenwauasngn 89.20 18 Tsawenunaaga 78.60
6 lsawenuanan 88.40 21 Tsawenunaniaas 78.20
7 T9IWenwa 50 WITH) WNEnaNsal  88.20 22 Tsswenunamwdug 77.40

gUaNYsIH 23 Tsawenwadienw 77.20
8 Tsamennauaswuw 86.00 23 lsswenunaasza 77.20
9 Tsawenwagnmes 85.80 25 lsawenuazani 76.80
10 Tsawenuageunmuisuns 84.80 26 lSNWAUNENINBUATUNS  76.00
11 Tssnenuiawsten 84.00 27 Tsawenunaszuay 72.40
11 Tsawenuaynenins 84.00 28 lsamenunau 71.80
13 lsmennanae 83.20 29 Tsawenunanszasuinduwgsys  71.40
14 lswenwnaunusil 82.60 30 Tsamenunadinaaiy 69.80
15 Isawenwanuaaiag 81.40

WREIE  TRINENUIATNLAINIZN NS ANAIANNTANATIN UNTDY TIaU35uE nazd twasysal &3 esdenad

Faniawidessay alass e MUNILWES WAAWAWEVLE MYAUYT UNan JIVITAMN FNHINTZA-

4 ta( U a e W I o/ Vv U o W =
MNFUNVIIY YUNWILYAIYANAND WINU ‘\]Qﬂ'}ﬂﬂi%ﬂ'}ﬂﬁiﬂu’g ‘U']‘LlI‘IJQ NHINNGUI Witu?i’]ﬂﬂiﬁ\l%’]iﬁﬁ

L QI = o g = < v = 1Y o ¥
WNHININYT UNBEYN WMWIATIYI FNLOANISYWINYFIEUND LLa%I’NWEI']U’]aﬁGlGﬂu 1NN?IBERH']L°ZI'W]’]N
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Abstract: Satisfaction of Outpatients at Central and General Hospital Fiscal Year 2018, Thailand

Virat Prawantao, B.Sc, B.P.H., B.L., M.P.H., Ph.D.*; Jamjuree Pheantham, B.E.**

* Office of the Expert Committee, Department of Disease Control; ** Bureau of Public Health Office of
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Journal of Health Science 2022;31(2):307-18.

This survey research aimed to (1) determine the satisfaction of outpatients at central and general
hospitals, (2) compare the satisfaction of outpatients based on the hospital settings, and (3) determine the
relationship between gender, education, occupation, service days and the satisfaction. Altogether 25,752
out-patients were recruited from 103 hospitals, divided into 30 regional hospitals (A), 44 general
hospitals (S) and 29 general hospitals (M1) through random sampling. Data were collected by using a
5-level estimation questionnaire which had validity index of 0.8—-1.0 and reliability was 0.88; and the
data were analyzed with descriptive statistics (mean, percentages) as well as the tests for association using
one-way ANOVA and Pearson correlation. It was found that most of outpatients were female, secondary
education/diploma, age 30-59 years; and their occupation included government or state enterprise
worker, trade/private business, farmer and general employee. The common days for hospital visits were
Monday, Wednesday and Thursday; and the main out-patient departments were internal medicine, surgery
and obstetrics. Maximum satisfaction was expressed by 80.87% of the samples; the highest was in the
areas of service personnel, and the lowest on service procedures. The details were as follow: (1) officer:
highest satisfaction was with honesty in performing duties, and the lowest was about empathy, enthusiastic
and ready to service; (2) service procedures: high satisfaction was with the intended service, the lowest
was convenience and fast service, (3) facilities: satisfied with the clear and easy to understand signs and
public relations, the lowest was about inadequate amenities such as toilets, drinking water, waiting seats;
(4) service quality: high satisfaction was in receiving good service and quality. Comparing satisfaction
based on hospital size, there was a high level satisfaction on M1 general hospitals (82.40%), followed
by S level general hospitals (80.80%) and center (A) hospitals (79.80%). Age and occupation were

found to be significantly associated with satisfaction of the outpatients services (p<0.05).

Keywords: satisfaction; outpatient; central hospital, general hospital
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