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ABSTRACT

This survey research aimed at evaluating satisfaction levels and finding out
what factors related to the satisfaction of out patients in the Physical Therapy Division
Department of Orthopaedic and Physical Therapy, Faculty of Medicine Siriraj Hospital.
Data were collected in April 2009 by questionnaire and interviewing. A total of 239
outpatients, who received physical therapy and care at the 10" floor of North
Chalermprakiet Building, participated in the study. Data analysis included frequency,
percentage and chi-square.

Results showed that overall satisfaction regarding care given was at a high
level (92.4%). When considered by items, the respondents had the highest satisfaction
with convenience of services (58.6%). With regards to predisposing factors, it was
found that respondents’ satisfaction on care service significantly increased with age (P
= 0.039). For patient characteristics, results showed that patients’ level of satisfaction
varied by type of illness and physical therapy needs significantly (P = 0.050 and P <
0.001 respectively). The factor involving service system (service entrance, time and
treatment) was also significantly related to patients’ satisfaction (P < 0.001).

It is recommended from the research that a computerized queue system
should be developed by integrating with the department’s computer system. Also,
better maintenance of medical tools for physical therapy is necessary. Moreover, the
physical therapists and personnel who serve as the major care providers could create
better patient satisfaction, so, academic training should be provided to improve their
quality and potential. This also would help them provide excellent service behaviors
and sustain further physical therapy research efforts. Lastly, motivation is also crucial
for building self-satisfaction and excellence in services.
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