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Abstract

The purposes of this study were to study time spent and satisfaction on out-patient
service at Lanna Hospital, The samples were out- patient clients of Lanna Hospital in August,
2000, For the time spent study, the samples selected by convenient method , were 649 clients at
registration unit, 266 clients at waiting area, 277 clients at the examining room, 14 clients at the
blood laboratory room, 345 clients at cash room and 385 clients at the phamacy room. For the
study of satisfaction, the samples were purposively selected and consisted of 200 clients.
Research instruments used in the study were watch , the time record form and the out- patient
clients’ satisfaction questionaire. The satisfaction was devided into 6 parts including technical —
professional behavior , interpersonal characteristics of the providers , educational relationship,
convenience of the service , service quality and out of pocket cost. The questionaire was
validated by 3 experts and tested for its reliability. The overall reliability by the mean of
Cronbach’s alpha coefficient was .96 and each parts were .80, .91, .86, .88, .96 and .92
orderly.The data were analyzed by using frequency, percentage, mean and standard deviation.
The results of the study showed that the average time spent at the registration was 1.4 minutes,
5 minutes for waiting the doctor , 2.6 minutes for physical examining, 45.92 minutes for blood
examination , 5.8 minutes for paying, and 11.4 minutes for receiving medicine . The clients’
satisfaction on the over all out patient service was at high level . The ciients satisfaction

on technical professional behavior, interpersonal characteristics of the providers, educational




relationship were at highest level .Convenience of the service , service quality and out of pocket
cost were at high level.
The results of this study can be used as guidelines to the improvement of the quality of

the out patient services in Lanna Hospital in the future.



