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Abstract

The objectives of this survey research were: (1) to explore attitudes towards,
and satisfaction with, communication behaviors in service provision of health-care
personnel in consumers’ view; (2) to explore communication behaviors in service provision
of personnel in consumers’ view; and (3) to assess the relationship between attitudes
and satisfaction and communication behaviors in service provision of health-care
providers in consumers’ view at Sam Chuk Hospital, Suphan Buri province.

This study involved a sample 400 outpatients selected out of all 27,225
outpatients at Sam Chuk Hospital in fiscal year 2020, as calculated using the Taro Yamane
formula and based on the specified criteria. Data were collected using a closed-ended
questionnaire from selected respondents. Based on the questionnaire’s Cronbach’s alpha
reliability tests, its confidence level was 0.94-0.98. Analytical statistics were percentage,
mean, standard deviation and Pearson's correlation coefficient.

The results revealed that: (1) the consumers’ attitudes towards and satisfaction
with care providers’ communication behaviors while providing health services at the
hospital were at a high level; (2) the consumers regarded care providers’ communication
behaviors at a good level; and (3) according to consumers’ view, consumers’ attitudes
and satisfaction were positively/highly associated with care providers’ communication
behaviors at the hospital, especially concerning skills in listening, clear information-giving,
un-biased information taking, and open-minded communication — all significantly
(P< 0.01). So, it is suggested that relevant administrators should support programs
or workshops for promoting personnel’s effective communication skills.

Keywords: Communication behaviors, Service provision, Personnel, Consumers’ view
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