AYIATIAKITIA:AIIWIWBIFADUINSTIUNISUSNISATUNIENIWUITR VauEUoe
[suwgnuraveusgunaluduna drdnurudanns:nsavansisudav IvANIAR:3uAn

SUIWEY 1Kdodunrniy NN.* USryryn Ussauurt Us.a.*
“IWUNNIENIWUITRA [SIWeUNaRRU 9INOKEIKU WHIR US:R0UASTUS 77110
“UKONYNALUNUNBIRIERUWOSH DNYNVAKIRU S11NDY=61 FINIAIWBSUS 76120

Abstract: The Patient’s Behaviour, Expectation, and Satisfaction on the Service
Quality of Physical Therapy Services in Government Hospitals Under the Office
of the Permanent Secretary, Ministry of Public Health, Western Thailand

Leungnarutai W, Bunjongmanee P

*Physical Therapy Department Hua Hin Hospital, Hua Hin, Prachuap Khiri Khan, 77110
**Stamford international University Hua-Hin campus, Cha-am, Phetchaburi, 76120
(E-mail: wanpenkku1234@hotmail.com)

The objectives of this research was1) To determine the behavior of patients who came to receive physical therapy services
at the government hospital, western region, 2) To study the patient expectations and satisfaction toward the Physical
therapy standard services, and 3) To compare between patient’s expectations and satisfactions with personal factors. The sample
consisted of 400 patients of Physical therapy department in government hospitals, Western region. The data were analyzed by
descriptive analysis consisted of percentage, mean, standard deviation, compared by t-test and one - way ANOVA. The finding
found that 1) Most of them were female over 61 years old, government/state enterprises occupation, and average income /
month not exceeding 10,000 baht. 2) The patients behavior, they usually came to Physical therapy unit at 08.00 -09.00 AM., in
orthopedics system treatment’s room, frequency over 5 times a month, and they paid money for service less than 200 Baht each
time. Most patients lived with family and had got the financial support from government and others. 3) expectations was at high
level, and the maximum was the facilities of instruments and equipment. 4) Overall satisfaction was at the highest level, which
maximum score was the physical therapy process. 5) The highest expectation of the patients over 61 years old was the facilities of
instruments and equipment. 6) The highest expectation of patients who did commercial/ private businesses occupation was
Physical Therapy staff. 7) The satisfaction after received physical therapy services standard was significantly higher than
expectation, p < 0.05

Keywords: Physical therapy services, Expectations, Satisfaction
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