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ABSTRACT

A study of Clients’ satisfaction at out-patient department using Universal Coverage
Scheme residential Bangkok in using The service Chulalongkorn Hospital, Thai Red Cross Society,
the objectives were 1) to study the level of satisfaction classified by demographic factors related
to Clients’ satisfaction at out-patient department using Universal Coverage Scheme residential
Bangkok in using The service Chulalongkorn Hospital, Thai Red Cross Society 2) To study the level
of knowledge about benefits Universal Coverage Scheme Of patients seeking out-patient
department using Universal Coverage Scheme residential Bangkok in using The service
Chulalongkorn Hospital, Thai Red Cross Society 3) to study the relationship between number of
service per year and Clients’ satisfaction at out-patient department using Universal Coverage
Scheme residential Bangkok in using The service Chulalongkorn Hospital, Thai Red Cross Society
4) to study the relationship between perceptions about universal health insurance benefits and
Clients’ satisfaction at out-patient department using Universal Coverage Scheme residential
Bangkok in using The service Chulalongkorn Hospital, Thai Red Cross Society. By collecting data

from questionnaires using a research Non-Experimental Design data collection, field, cross-



sectional research 391 peoples, Data were collected from questionnaires (SD-scale scores 0 to
10). The statistics were percentage, mean, Standard Deviation (S.D.), test hypotheses by t-test, F-
Test, one-way ANOVA, and analyzing the relationship of the variables by using Pearson's r
Coefficient.

The research found as follows: The level of satisfaction of outpatients used the Universal
Coverage Scheme residential Bangkok in using The service Chulalongkorn Hospital, Thai Red Cross
Society, They were satisfied with the outpatient service had mean at score 7.9802 , the standard
deviation (S.D.) was 1.43069 , the sample 58.10% were female, have a level of satisfaction with
the outpatient service had mean at score 7.8223 (S.D. = 1.72742). Most of the sample groups
were 61 years and over 56.80% have a level of satisfaction with the outpatient service had mean
at score 8.3017 (S.D. = 0.60164). Most of them have an education level below a Bachelor's degree
59.10% have a level of satisfaction with the outpatient service had mean at score 8.2649 (S.D. =
0.77442). Have marital status 75.70% have a level of satisfaction with the outpatient service had
mean at score 8.0806 (S.D. = 1.19669). Most of the sample groups were have a freelance job 35%
have a level of satisfaction with the outpatient service had mean at score 8.1941 (S.D. = 0.66802).
And most of them earn less 10,000 baht 39.60% have a level of satisfaction with the outpatient
service had mean at score 8.2575 (S.D. = 0.70327).

Found that the demographic factors including gender, age, educational level, marital
status, occupation and income different this affects the satisfaction level of outpatient users in
Chulalongkorn Hospital, Thai Red Cross Society. Overall and each aspect is different.

Found that the level of knowledge about benefits Universal Coverage Scheme of the
sample were mean at score 7.9268 (S.D. = 1.66192), high score level.

Found that the relationship between number of service per year and Clients’ satisfaction

at out-patient department using Universal Coverage Scheme residential Bangkok in using The



service Chulalongkorn Hospital, Thai Red Cross Society, with the value r between -0.241 and -
0.075 means that the relationship is very low to the lowest level. In the opposite direction.
Found that the relationship between knowledge about benefits Universal Coverage
Scheme and Clients’ satisfaction at out-patient department using Universal Coverage Scheme
residential Bangkok in using The service Chulalongkorn Hospital, Thai Red Cross Society, with the
value r between 0.533 and 0.588 means that the relationship is moderate in the same direction.
Recommendations hospital management importance service development process
such as waiting time reduction treatment, public relations, introducing procedures for receiving
services, technology is used in the service medical record system, patient screening, service
payment and drug reception. Developing and improving staff services with enthusiasm, caring for
those who receive the service. Including various facilities such as parking lot, drinking water service

point, waiting for service. In order to achieve maximum service satisfaction.

Keywords: Satisfaction in using the service, Universal Coverage Scheme
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