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Background: Out-Patient department is the first place
where patients and relatives met hospital team.There are
many steps for hospital service delivery. Hospital consum-
ers satisfaction is an important measure of service quality
in health care organizations. Therefore, a hospital consum-
ers satisfaction on Out-Patient department was studied.
Objective: To assess the period of time consumed for
receiving services; to assess the level of satisfaction of
hospital consumers in each step of Out-Patient department
service: and general opinion related to out-patient activites.
Design: A descriptive research.

Setting: Out-Patient department, Srinagarind Hospital,
Faculty of Medicine, Khon Kaen University

Subjects: 803 patients and relatives were selected by
purposive sampling. The subjects were new and former
cases. They were not limited by sex and age.
Measurement: Interviewed questionnaires with reliabil-
ity 0.85 were used. The data were collected by interview-
ing the subjects in front of Pharmacy unit which is the last
step of hospital service.

Results: The mean (xSD) age of participants was
40.8 + 13.8 years. The most of 19.9 % and 15.1 % were
checked and treated in medical and general practitioner
check-up room respectively. Average time consumed in
waiting for doctor was 1 hour and 29 minutes with maxi-
mal waiting time more than 5 hours. Average time con-
sumed for the whole process was 2 hours and 51 minutes
with the longest waiting time more than 8 hours (2 cases).
The study also found that the dentist check-up room was
longest waiting time with 1 hour 45 minites. The time to
wait in medicine check-up room and at general pratitioner
check-up room was 1 hour 42 minites, and 1 hour 32

90 AUASUNT VI 2542; 14(2) e Srinagarind Med J 1999; 14(2)



) o 4

3 FOANT Uaznm

e Chusri Kuchaisit et al

muaAL  daupaninalaseqatinisane wudngiu
Uinsilmanuianalasianinig Ingsantunans uaznudn

v

sdmmmmmquwalﬂ mu?mimmmuﬂ?:‘mﬁuwuﬁmn
al

NQR ’Qm_liﬂ’]’i"ﬂHiUUi‘ﬂ’]?NﬂQ’]NW\?W@1Q%@ﬂVIﬂIﬂﬂ‘r] ns

q
-

U3N17789%89N19RU mummmqwmmiquwahWa
mmmmLmun;dﬁ_lwuﬂn'wnmum@u‘luﬂavmummma‘lm@m
nslwmang wazFneiiaadestumaduis

a9 GuAMslaanentng AITIAUNUUAZANTEUNNIWRLY
yaansusungiaauen  aasdauinisiidnialuqmias
{one-point service) LL@Wﬁ”m“uuﬂizmumumﬂ‘luivwdﬁwm
1sn19sinen Taehienszuumsniiaimes (computer) A3
mwummmmumammimmLLuunuﬂqau@n‘luLLmavmumu
Widaian mummuma‘lnmLLumeLuummmq (Two-way
communication) wazA29an lRiinnsanedalafaafuganin
wazduReUNITAMATNEUIRNLNELeuan

minites, respectively. The result show that the hospital
consumers were moderate by satisfied with the services.
The highly satisfied service was in Public Relations. The
least satisfied service was cashier room. However, some
hospital consumers were less satisfied to all steps of
out-patient education and counselling related to their
illness.

Conclusion: Hospital administrator should plan to
improve and implement Qut-Patient manpower develop-
ment program to orientate the hospital employees to the
various aspects of health service. It is necessary to pro-
vide one-point service and to provide a computer system
to coorperate among the clinical departments. Furthermore,
it is highly recommended that the standard of care and
two-way communication should be more clearly brought
into use in each step as a measure of the ongoing.
Keywords: Satisfaction, Out-Patient Services,
Srinagarind Hospital
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