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TRANSMITTED INFECTIONS CLINIC, BANGRAK HOSPITAL
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ABSTRACT

While providing medical services it is necessary to consider client
satisfaction. If the service meets the standards and needs of the client, it leads to a
good impression and the highest level of satisfaction. The purpose of this cross-
sectional study was to measure client satisfaction and assess their needs at a sexually
transmitted infections clinic at Bangrak Hospital. The data were gathered from 1
January to 31 May 2011, by distributing 352 questionnaires to clients. There were 300
questionnaires returned with a return rate of 85.2%. Chi-square test, Pearson’s product
moment correlation coefficients, and multiple regression were used for analyses. In
addition, 15 clients were interviewed in-depth using semi-structured interview
guidelines.

The results showed that overall client satisfaction towards the sexually
transmitted infections clinic, Bangrak Hospital was at a good level (52.7%),
satisfaction with overall accessibility to services was at a good level (66.4%), and
overall perceived quality of services was at a good level (90.5%). There were
significant associations between overall accessibility to services, overall satisfaction
with perceived quality and each dimension of perceived quality of services and client
satisfaction (p<0.001). Stepwise multiple regression analysis revealed that empathy,
tangibles and reliability could predict 23.4% of client satisfaction (R? adj = 0.234). It
is recommended that the administrator should give priority on service quality and
client’s actual needs. Reduction of waiting time by combining services to be a one-
stop service would also help improve client satisfaction. Having a clean facility, and
providing all manner of facilities such as a car park could also increase client
satisfaction eventually.
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