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ABSTRACT

Clients’ satisfaction is the goal of service and be the indicator of care
quality because it reflects whether or not a given service is meeting clients’
expectation. So satisfaction measuring is necessary to improve the service for
serving the need of the clients.

The aim of this study was (1) to access the clients’ satisfaction level of the
outpatient pharmacy service on environment, quality of services and the others and
(2) to compare the factors concerning the clients’ satisfaction level of the outpatient
pharmacy service.

Three hundred and twenty clients at least 15 years of age who visited the
outpatient pharmacy service at Kaoleaw Hospital comprised the sample group by
accidental sampling. The data were collected by questionnaire. The reliability of the
questionnaire was .917. The percentage, mean, standard deviation, t-test, F-test,

Chi square and Correlation were used to analyze the data.

The results showed as following: (1) The clients’ satisfaction level of the
outpatient pharmacy service at a whole stayed in high level, when analysis each
aspect it also stayed in high level every aspect. Mean of satisfaction score of service
quality was the highest (4.20) while mean of satisfaction score of environment was
the lowest (3.86). (2) The comparison among all factors concerning the customers-
age, married status and occupation were found significantly different (p<.05) but only
age were positive correlation with clients’ satisfaction

The clients (17.5%) suggested that the outpatient pharmacy service should
be improved about high temperature, poor ventilation, inadequate light and excessive
noise.

Keywords: Satisfaction, The outpatient Pharmacy Service, Kaoleaw Hospital
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