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ABSTRACT

This descriptive research aimed to describe the level of clients’ satisfaction towards health
service, and the relationship between background characteristics, service factors and clients’
satisfaction towards health services at PCUs in Suratthani Province, and to describe the problems
and recommendations from the clients. Three hundred and two service users were interviewed
using questionnaires from 2"_30" April 2006. Data were analyzed by using percentage, mean,
standard deviation, Chi-square test, and Pearson’s Product Moment Correlation Coefficient.

Results revealed that the overall satisfaction of clients was at a moderate level (68.8%), a
high level (16.3%) and a low level (14.7%). The satisfaction with service cost, medical
information, convenience, quality of care, courtesy, and setting and environment were at a high
level (47.4%, 22.6%, 18.9%, 18.3%, 7.8% and 15.6%, respectively). Age had a significant
correlation with client’s satisfaction of setting and environment, health information, quality of care
(at the 0.05 level), and courtesy (at the 0.01 level). Education levels had a significant relationship
with client’s satisfaction of setting and environment, quality of care, cost of service and overall
client satisfaction (at the 0.05 level). Occupation had a significant relationship with satisfaction of
quality of care (at the 0.001 level) and cost of service (at the 0.05 level). Family income had a
significant correlation with overall satisfaction (at the 0.001 level). Health status had a significant
relationship with satisfaction of health information at the 0.001 level. Distance between home and
PCU had a significant correlation with overall satisfaction at the 0.05 level. Type of service had a
significant relationship with satisfaction of convenience (at 0.01), setting and environment (at
0.05) and overall satisfaction (at 0.01). Time interval of services had a significant correlation with
satisfaction of convenience, setting and environment, health information, courtesy, and cost of
service (at the 0.05 level), quality of service (at the 0.01 level) and overall client satisfaction (at the
0.001 level). Frequency of visit had a significant correlation with overall client satisfaction at the
0.05 level. Service system, service process and service providers had significant correlation with
client satisfaction of convenience, setting and environment, health information, courtesy, quality of
service, cost of service and overall client satisfaction at the 0.001 level. The clients indicated that
there were problems in terms of setting and environment, quality of care, service providers and
accessories and machines but not cost of service.

Recommendations from this research are that administrators of PCU take responsibility
for increasing the number of personnel, developing the personnel competency and improving
setting and environment of the PCU. The community health nurses should improve the service
health quality in order meet the needs of clients in the community.

KEY WORDS: PRIMARY CARE UNIT /SATISFACTION /
CLIENTS’ SATISFACTION

104 pp.






