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Abstract

This research was aimed to study quality of service under Out Patient
Pharmaceutical Department : Roi-Et Hospital, Roi-Et Province in 3 goals as
A) quality level; B) its quality according to difference in gender, place of living,
age range, marital status, monthly income, education level, and career; and
C) opinions and suggestions to reveal service status and desiring for service
improvement. 399 clients as sampling size gained via accidental sampling technique
frc__)m 27.8119 subjects of those clients who received services from the department in
fiscal year 2008 as the population by using Taro Yamane formula. They conducted
étructured questionnaire which comprised 3 parls respectively to the 3 research goals.
The first was a one choice check list, the second was a 5 level rating scale of 46
items and the last ﬁart was open-ended questions, The second part reached reliability
at 0.97, passing through Cronbach Alpha Coefficient. Basic statistics, t-test and
ANOVA were applied for data analysis at .05 level of statistically significant

difference. The Results were as follows;

Research result found that:
1) Most clients who received the service of Out— patient Pharmaceutical
Department, Roi— et Hospital, Roi—et Province, were female, age below 30 yrs.,

married, residents in Muang District of Roi— et Province, with monthly income



below 5,000 Bath, with golden health card {free — charge), Bachelor’s degree
education, and being government servant/government enterprise career.

2) The overall quality level of Out— patient Pharmaceutical Department,
Roi— et Hospital, Roi- et Province, was at a moderate level and once considered by
aspect found at a moderate level in all aspects possible. Ordering from high to low
scores as follows : good outcome to life quality, the absence of failure on reliability
aspect, the meeting of service receiver, reliability to service receiver, service concrete
aspects, and service receiver perceptions.

3) The quality comparison of service offered by Out-— patient
pharmaceutical Department, Roi —et Hospital, Roi—et Province, found that the
differences in sex, age and marital status have no difference in opinions by aspect
and overall of service receivers whereas service receiver from other districts have
opinion on service reliability, service concreteness, and non — faulty operation
differently in higher lever than urban residents. Those who earned less than 5,000
baht per month express opinions on non— fault service working differently in higher
fevel than those who earned 10,001 —20,000 baht per month. The gold card
authorized persons (pay 30 baht) volunteered more opinions on concrete service
and meeting the receiver’s needs compared to the refundable category of people.
The persons with higher education than Bachelar’s degree have opinion on reliability
qualities, and responding to the needs of service receivers aspects differently in
higher level than those who gained vocational certificate/diploma. The labour have
higher opinion on meeting the service receivers need, understanding and known of
the service receiver’s needs differently which higher than those own a business with
statistic significance at 0.05.

4) The service receivers of Out— patient pharmaceutical department, Roi— et
Hospital, Roi-et Province, express that good service was given and should be
continued and suggested that the services should be as scheduled, don’t waste there
time, sufficient seats should be provided, the pharmaceutical zone was quite

congested, insufficient ventilation, officers should give more attention, queue cards



should be introduced and served as queued, the drug label was not clear enough
and have following recommendations : personnel should be more willing to answer
the inquiry and to give advice. The staff should be polite with a smile on their
face, public relation should be done for better understanding and should have more

drug description spaces.



