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Satisfaction, Perception and Confidence of Clients toward Primary Health Care

Service of Udonthani Hospital Primary Health Care Network
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Abstract

The Ministry of Public Health cooperated with The National Health Security Office had created “Primary
Care Unit (PCU) Networking for Tertiary Hospital Development Project” in order to reduce teeming of clients at the
tertiary care hospital. The aims of this descriptive cross sectional study were to explore levels of satisfaction,
perception and confidence of clients and the relationships between these parameters. Ten PCUs network of
Udonthani Hospital which had the project of consultant physicians were targeted by purposive sampling. Four
hundred and twenty six clients were recruited from these PCUs by quota sampling. The interviewed questionnaire
was composed of the following three parts: (1) demographic data; (2) perception (know and not know) about
services in the PCUs; (3) rating scales for the level of clients’ confidence and satisfaction. The score of clients’
satisfaction pertaining to attaining their expectations when visiting the PCUs reached good level. The smallest scores
of satisfaction presented in the item saying about the level of satisfaction of physical examining, curing and wound
dressing processes, yet still in good level. The total mean score of clients’ confidence reached good level where the
item saying about their confidence in medical instruments was the highest score. The smallest of clients’ confidence
score was about the potential of the health care personnel to cure diseases and illnesses. Knowing how difference
between nurse, nurse practitioner, and physician was correlated with the clients’ confidence about potential of the
health personnel to cure their illnesses or diseases but not correlated with the clients’ satisfaction. Knowing that
there was consultant physician working at the PCUs and knowing that they would see the physician the day they
visited were correlated with the clients’ satisfaction. The results indicated that the clients had high expectation to
utilize services at PCUs. To reach the very good level of satisfaction and confidence of clients, there would be the
attempt to raise the quality of services at the PCUs. Good developing trend to create very good level of satisfaction
and confidence of clients at PCUs need strategic approaches, more investment in health personnel development in
all dimensions, medical instruments, excellent management system and public relations and potential development
among nurse practitioners. Policy makers may use these findings to build up concrete plans to sustainably shift
clients to utilize health services at PCUs and improve tertiary care at Udonthani Hospital in the near future.
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