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ABSTRACT

The objective of this research was to study the frequency of service utilization according to the
patients’ rights under universal coverage for health insurance project, the characteristics of illnesses and
the degree of illness and to study the factors influencing service utilization. It was quantitative survey
research using a questionnaire asking the opinions of over 15 years patients. The samples were out-
patients of the main contractors in Nonthaburi province utilizing the services according to their rights,
i.e. 241 patients of Pranangklao hospital, 67 patients of Bangyai hospital, and 92 patients of Sainoi
hospital, a total of 400 patients. Descriptive statistics including frequency, percentage, mean and
standard deviation, and analysis statistics, which is multiple regression analysis, were applied.

Most of the patients were female, with an average age of 57 years, and had finished primary
school. Almost half of them were housewives, with an average income of 2,462 Baht/month, slightly
over half had no income, over half used the gold card with 30 Baht payment, almost all of them had not
received a referral from other health services since they were not seriously ill. Most of them had
experiences in the service utilization of the health services indicated in the card before holding the card,
and had the convenience in traveling and utilizing the services at the date and time of services.

As for the satisfaction with the services of the health services indicated in the card in the whole
picture, it was found that almost all of them were satisfied in the high level. High level of satisfaction
was the expenses in the services utilization, the quality of the services, the coordination in services, and
the convenience received from the services. Moderate level satisfaction was the information received
from the services, and the courtesy of service providers.

In the 6 months prior to the study, the patients had been ill an average of 5.6 times, and the
average number of times that the service was utilized was 3.8 times. Compared to the incidence of
illness, the incidence of utilization was 64.4 percent. Most of the patients did not receive the treatment
according to the patients’ rights indicated in the card all the times when they were sick. Their
preference was to choose a medicine for self-medication. When taking the first illness into
consideration, it was found that the amount of chronic as compared to acute illnesses was about the
same and most of the illness were mild.

As for the factors influencing service utilization according to patients’ rights arranged in order
of the magnitude of influence, it was found that age, education level, the satisfaction with the services
of the health services indicated in the card, and experiences in the service utilization at health services
indicated in the card influenced service utilization significantly.

These findings can be applied in the process of planning, development. They are the
fundamental information for improving the health services participating in the project to meet the need
of people, for example, improving the quality of service system, emphasizing all aspects of health care,
i.e. promotion, prevention, treatment and rehabilitation through the community involvement.
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