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ABSTRACT

A universal coverage scheme based on a 30 baht contribution for visits to public
hospitals was established in Thailand in 2001. A gold card allows patients access to
services outside their registered health facilities in cases of accident and emergency
illness.

The objective of this research was to explore the experiences of people utilizing
service outside registered health facilities, perceptions of gold card rights and the
meanings given to emergency illness under the Universal Coverage Scheme. Data
were derived from 141 informants, 52 patients and 89 relatives. The informants were
selected from 15 community and general/regional hospitals in 6 provinces. Informal
and group interviews were used for data collection.

The experiences of the informants in utilizing accident and emergency services
outside their registered health facilities were classified into 2 categories: situations in
which the gold card could be used and situations in which it could not. The reasons
that lead patients to use the service outside their registered health facilities were
summarized into 5 categories: hospital staff, patient, gold card coverage, severity of
disease and accessibility of services.

The result showed that people got information about how to use a gold card
outside registered health facilities in cases of accident and emergency from many
channels including mass communication, hearsay from relatives, recommendations of
health personnel, and past or current experiences. The study revealed that there was a
lot of misunderstanding about the criteria of using such service outside registered
health facilities which affected patients’ behavior in utilizing services subsequently.

The meanings of emergency illness from the informants’ view were classified
into 5 groups: First, the illness happening suddenly and unpredictable; secondly, the
illness happening outside hometown; third, the illness happening during the nighttime;
fourth, being a coma state; finally, the illness being caused by on accident.

The most frequent problems related to the service utilization in the patients’ view
were behavior of the provider, quality of service, and perception about gold card
coverage.

The findings gave useful information about experiences, perceptions, meanings
and reasons of utilizing services outside registered health facilities including,
problems, obstacles, attitudes and suggestions for accident and emergency service. It
can provide the basic information for improving and developing policy to increase
both quality and benefit of accident and emergency service for the patients.
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