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The objectives of this cross-sectional experimental research were to assess clients’
satisfaction and examine the correlation between demographic characteristics, clients’ perception of the
Universal Coverage Scheme, service utilization, access to care services, service provider’s behaviors
and clients’ satisfaction with Sappasitthiprasong Hospital, under the Universal Health Insurance
Coverage Scheme. Self-reported questionnaires were applied to collect data. At the Out-Patient
Department, 330 clients, who were legitimately registered and received the Scheme’s basic benefit
package, were interviewed during Januvary 1-10, 2002. Statistics employed in analyses included
frequency, descriptive statistics, percentage, mean and standard deviation. In inferential statistics,
Pearson’s Product Moment Correlation, and Chi-square tests were methodologically used.

Results demonstrated that the overall satisfaction of clients was at a high level (62.7
percent). Considering each aspect, it was found that convenience, courtesy, notified information, and
quality of care were also at a high level: (53.6%, 75.5%, 73.0% and 82.7%, respectively). The
satisfaction in the aspect of service coordination was at a moderate level (54.8 percent). Most of the
clients, 51.2 percent, were females and 28.5 percent were aged between 21-30 years. About 50.6
percent possessed an elementary level of education, and 44.5 percent were in the agricultural or labor
sectors. In terms of income, there were 29.4 percent whose income per household ranged between
2,000-3,999 Baht a month. For perception, 51.2 percent perceived the Scheme at a moderate level.
Moreover, around 54.8 percent undertask the service 1-2 times. At this time of service, 68.5 percent
accepted to come willingly. In terms of service convenience, 97.9 percent accepted that the hospital
provided sufficient service procedure guidance signs, while 89.4 percent agreed that there was a
provision of personnel for giving guidance, and 83.0 percent preferred the convenience of service
procedure. In the aspect of service, waiting time, for instance, 21-30 mimutes of registration waiting
time was reported among 31.8 percent; more than 30 minutes of waiting time for physician diagnosis
was reported among 43.0 percent, and about 10 minutes on less of waiting time for medicine was
reported among 29.7 percent. Most of the clients (77.9 percent) accepted that service provision
behaviors were at the average. The correlation tests showed that age, educational level, full-time job,
income, the perception towards the Scheme, service procedure guidance signs, service-rendered
process, waiting time for physician’s diagnosis and medicine, service provision behaviors were
corrclated with service satisfaction with statistical significance. The proposed recommendations are
that the hospital shounld improve physical environments and coordination, and notably, service rapidity.
This also includes public relations techniques for enhancing clients’ understanding and perception
towards the Universal Health Insurance Coverage Scheme, so that all aspects of client expectations, as
well as all targeted goals of the scheme, can be optimally satisfied.
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