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ABSTRACT

Patient satisfaction with the hospital services is a basic requirement of
hospital accreditation that all hospitals have to perform. The objectives of this study
were to determine the level of patient satisfaction with services of out-patient
department and to identify factors affecting patient satisfaction at San Pa Tong Hospital.
Nine factors proposed to affect patient satisfaction were place, medical equipment, step
of services, time of service, response of service, relibility of service, safty of services
and provision of health information. A cross - sectional study was undertaken during
November - December 2005. A rating-scale questionnaire wused to collect the data was
reliable and valid. A sample of out-patients (n=200) was asked to fill the questionnaire
after seeing the dortor. Descriptive statistics, t —test and multiple regrssion were uesd to
analyze the data at the significance level of 0.05 by SPSS 10.0 for Windows. Results
showed that the level of patient satisfaction was 83.5 %. The factors significantly
affecting patient satisfaction were time of services, step of services and safety of services.
These factors accounted for 27 % of satisfaction variance. In conclusion, this hospital
could meet the basic requirement specifying the patient satisfaction of 80%. However, the
hospital has to maintain or to increase the level. To improve the three main factors

could satisfy patients.
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