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THAI ABSTRACT  

ทาว ดาวิน : ความพอใจของผู้ดูแลเด็กอายุต ่ากว่า 5 ปีที เข้ารับการรักษาในภาควิชา
ศัลยกรรม ณ โรงพยาบาลเด็กแห่งชาติพนมเปญ ประเทศกัมพูชา. (SATISFACTION 
FROM CAREGIVERS OF CHILDREN UNDER AGE OF FIVE FOR SURGERY 
DEPARTMENT OF NATIONAL PEDIATRIC HOSPITAL PHNOM PENH 
CAMBODIA) อ.ที ปรึกษาวิทยานิพนธ์หลัก: ผศ.ดร. อุษณีย์ พึ งปาน, 119 หน้า. 

การศึกษาภาคตัดขวางนี้เพื อต้องการที จะประเมินระดับความพึงพอใจของผู้ดูแลเด็ก
อายุต ่ากว่า 5 ปีในกรณีที เข้ารับการรักษาในภาควิชาศัลยกรรม โรงพยาบาลเด็กแห่งชาติ 
พนมเปญ ประเทศกัมพูชา และเพื อดูความสัมพันธ์ระหว่างระดับความพึงพอใจกับปัจจัยอื นที 
เกี ยวข้อง พร้อมกับน่าเสนอข้อเสนอแนะและความคิดเห็นของผู้ดูแลเด็ก 

การสัมภาษณ์ด้วยแบบสอบถามได้จ่านวนผู้ให้ข้อมูล 245 คนที เข้ามารับบริการใน
ภาควิชาศัลยกรรม โรงพยาบาลเด็กแห่งชาติ การศึกษาครั้งนี้ใช้สถิติเชิงพรรณนาในการอธิบาย
ระดับความพึงพอใจ และดูความสัมพันธ์ด้วยการใช้ไคสแควร์ทดสอบ 

จากค่าคะแนนเฉลี ยแล้วพบว่า ระดับความพอใจของผู้ดูแลคนไข้นอก คือ 65.46 และ
คนไข้ใน 80.06 ในจ่านวนนี้ร้อยละ 15.6 พอใจมากกับการบริการสุขภาพคนไข้นอก ในขณะที ร้อย
ละ 24.2พอใจมากกับการบริการสุขภาพคนไข้ใน ผู้ดูแลคนไข้นอกพอใจมากในเรื องมารยาทของผู้
ให้บริการ (ร้อยละ 21.2) ความสะดวกในการรับบริการสุขภาพ (ร้อยละ 20.7) และคุณภาพของ
การให้บริการ (ร้อยละ 19.0) ในขณะที ผู้ดูแลคนไข้ในพอใจมากในเรื องมารยาทของผู้ให้บริการ 
(ร้อยละ 30.3) คุณภาพของการให้บริการ (ร้อยละ 27.3) และความสะดวกในการรับบริการ
สุขภาพ (ร้อยละ 24.2) ระดับการศึกษา รายได้ครอบครัว มีสถานที ให้บริการสุขภาพ สถานะทาง
การเงิน และการยอมรับผู้ให้บริการมีความสัมพันธ์กับระดับความพึงพอใจ ส่วนใหญ่มีความคิดเห็น
เกี ยวกับค่าใช้จ่ายทางการแพทย์ ศูนย์ข้อมูล ความสะอาดของสถานที  เวลาท่างานของแพทย์ และ
จ่านวนแพทย์ที ต้องการ โดยเฉพาะอย่างยิ ง ศัลยแพทย์ตกแต่ง และกระดูก 

จากการค้นพบนี้ จึงมีข้อแนะน่าว่าภาควิชาศัลยกรรม โรงพยาบาลเด็กแห่งชาติควรจะ
พิจารณาค่าใช้จ่ายทางการแพทย์ ชั วโมงท่างาน และรับแพทย์เฉพาะทางเพิ มขึ้น รวมถึงกา ร
สื อสารซึ งกันและกันกับผู้รับบริการ ความพอใจของผู้ดูแลควรจะด่าเนินการไปพร้อมๆ กับความ
พอใจในงานของผู้ให้บริการ มีความเข้าใจความกังวลที ท่าให้ผู้ดูแลไม่พอใจ และแก้ปัญหาให้
สอดคล้องกัน 
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ENGLI SH ABSTRACT  

# # 5678825353 : MAJOR PUBLIC HEALTH 
KEYWORDS: SATISFACTION/ CAREGIVER/ CHILDREN AGING UNDER FIVE 

THOL DAWIN: SATISFACTION FROM CAREGIVERS OF CHILDREN UNDER AGE OF FIVE 
FOR SURGERY DEPARTMENT OF NATIONAL PEDIATRIC HOSPITAL PHNOM PENH 
CAMBODIA. ADVISOR: ASSISTANT PROFESSOR USANEYA PERNGPARN, PH.D., 119 pp. 

This cross-sectional study was conducted to determine level of satisfaction from 
caregiver of children aging under five toward health care services at Surgery Department of 
National Pediatric Hospital, Phnom Penh, Cambodia, and to determine the association 
between satisfaction level and explanatory factors. Suggestions and comments from 
caregivers were also revealed in this study.  

The structure questionnaire conducted by face-to-face interview was derived from 
245 participants consuming health care services at Surgery Department. Descriptive statistics 
were used to describe satisfaction level and explanatory factors variables while the 
association between these factors was determined by Chi-square test. 

The average score for Outpatient satisfaction was 65.46 and Inpatient satisfaction 
was 80.06. 15.6% of the respondents were highly satisfied with Outpatient health care 
services while 24.2% of the respondents were highly satisfied with Inpatient health care 
services. Caregivers of Outpatient were highly satisfied with courtesy of health provider 
(21.2%), convenience in getting to health care (20.7%), and quality of care (19.0%). While 
Inpatient, respondents were highly satisfied with courtesy of health provider (30.3%), quality 
of care (27.3%), and convenience in getting to health care (24.2%).  Education, family income, 
availability of health care services, financial accessibility and acceptability to health care 
provider were significantly associated with satisfaction level. Majority of comments from 
respondents mostly concerned with medical expense, information center, cleanliness of 
places, working times of doctor and number of required doctor especially for Plastic Surgery 
and Traumato-Orthopedic (Osseous) health care services. 

From this finding, it is recommended that improvement is needed in few items 
connected to medical expense, working hours and recruitment of more doctors, and two-way 
communication during the provision of service is also recommended.  Caregivers’ satisfaction 
should be done in parallel with job satisfaction of service providers to understand the 
concern that make respondents not satisfied and solve the problems accordingly. 

Field of Study: Public Health 

Academic Year: 2013 

 

Student's Signature   
 

Advisor's Signature   
 

 

3
1

0
2

5
0

5
3

3
0


	THAI ABSTRACT
	ENGLISH ABSTRACT
	ACKNOWLEDGEMENTS
	CONTENTS
	LIST OF TABLES
	LIST OF FIGURES
	FIGURE                                                                                                    Page
	LIST OF ABREVIATIONS
	CHAPTER I INTRODUCTION
	1.1 Background/Rational
	1.2 Research Question
	1.3 Research Objectives
	1.4 Conceptual Framework

	Independent Variables:                                                 Dependent Variables:
	Remark: This conceptual framework is adjusted from the concept of Aday and
	Anderson
	1.5 Variables and Operational definitions

	Dependent variable
	-Caregivers’ satisfaction refers to feeling and contentment of caregivers with utilizing hospital services. The indicator for satisfaction in this study consists of convenience, courtesy and quality of care that adjusted from the concept of Aday and A...
	Independent variables
	1. Predisposing factors of individual caregiver: age, gender, education, occupation and family income.
	Education of caregiver was classified into five categories
	5.    Others
	- Occupation of caregiver: the job or work that the respondent does to generate their income to support their family.
	CHAPTER II LITERATURE REVIEW
	The aim of this study is to determine the level of satisfaction from caregivers of children aging under five who accessed their sick children to Surgery Department health services at National Pediatric Hospital, Phnom Penh, Cambodia. This chapter pres...
	2.1 Global Health Status of Children under Five
	2.1.1 Children Mortality Rate


	Even so, in some countdown countries like in Afghanistan and in sub-Saharan Africa, aging under five-child mortality rate are reported to be lagging behind. The mortality rate in these countries is still remaining high, which there are number 100 deat...
	2.1.2 Cause of Death of Children under Five

	There are various types of diseases have roughly wiped out the life children aging under five. For instance, infectious diseases such as Malaria, Pneumonia, Diarrhea, Sepsis, Measles and AIDS are attributable to almost two-third of children deaths in ...
	More than this, infectious diseases in synergetic relationship with under nutrition have caused more than half of all children mortality rate. Poor nutrition has increased the children’s susceptibility to infectious diseases such as Pneumonia, Diarrhe...
	2.2 Cambodia Demographic and Health situation
	2.2.1 Demographic Situation
	2.2.2 Cambodia Health Status of Children under Five
	2.2.2.1 Infant and Child Mortality Rate
	2.2.2.2 Cause of Death of Children under Five


	2.3 Cambodia Health Care System
	2.3.1 Health Service Delivery Model
	2.3.1.1 General Characteristics of the Health Care Delivery System
	2.3.1.2 Cambodia Health Service Delivery

	2.3.2 Cambodia Health Network Providers


	Another provider network is referral hospitals, which divided into national, provincial and district referral hospitals. They are classified in to three levels based on the number of working staffs, beds, medicine, equipment and clinical activities in...
	Besides, health centers and health posts play an important role in providing minimum level of primary health care services mainly for rural populations. There are 1,049 facilities that cover around 10,000 to 20,000 people in each one of them. The serv...
	2.3.3 National Pediatric Hospital
	2.3.3.1 Surgery Department of National Pediatric Hospital


	Source: Bureaucratic of National Pediatric Hospital
	Source: Bureaucratic of National Pediatric Hospital
	Figure 4 presents type of surgical interventions in SD from 2010 to 2012. The diseases that encountered children for surgical intervention were Trauma, Orthopedic, New born Surgery, Plastic Reconstructive, Infectious, General Abdominal, Neuro-Surgery,...
	2.4 Satisfaction
	2.4.1 The Meaning of Satisfaction
	2.4.2 Components of Satisfaction


	Even so, there are variety ranges of definition of access to health care. As determined by the World Health Organization (WHO), the General Concept of Access to Health Service defines accessibility as the opportunity or ability to obtain heal...
	3. Acceptability refers to the capture of people’s willingness in health seeking care services. Acceptability is low when patient perceived ineffective services or when social and cultural factors such as language, age sex ethnicity or religion of the...
	Another study from an article written by David H. PETERS et al. (2008), “the Poverty and Access to Health Care in Developing Countries”, documents disparities in access to health services in Low and Middle Income Countries (LMICs), by using a framewor...
	Figure 5 below indicates that quality of care is centered in the middle of all the four main components of ‘access’ to health care. It is an important component of each dimension and it ultimately relates to the technical ability of health services th...
	Figure 5: Conceptual Framework for Assessing Access to Health Services
	This study pointed out that despite the improvement in providing access to health care in developing countries, substantial proportion of their population have limited access to health care. The poor in these countries suffer from a disproportionate b...
	Nevertheless, this study also inserted that the outcome of the above issue is not inevitable. Success partly depends on a local understanding of the dimensions and of the determinant of access to health services. Success also comes along with determin...
	Aday and Anderson, “The Framework for the Study of Access to Medical Care”, studied about satisfaction of people toward health care delivery in United States during 1970-1975, mentioned that there are six factors related to patients’ satisfaction in m...
	2.4.3 Theoretical Model used for Construction of Conceptual Framework

	Figure 6: A Framework for the study of Access to Medical Care
	2.5 Related Research

	CHAPTER III RESEARCH METHODOLOGY
	3.1 Research Design
	3.2 Study Area
	3.3 Study Period

	The study was conducted in a period of one full month of March 2014 excluding Saturday and Sunday.
	3.4 Study Population
	3.5 Sample and Sample size

	(0.05)2
	Sampling technique
	Inclusion and exclusion criteria
	3.6 Data Collection
	3.6.1 Data Collection Tool
	3.6.2 Data Collection Procedure
	3.6.3 Data Management and Analysis
	To make data entry easier, coding was done in the data collection tools. Collected questionnaire was verified in the hospital for completeness and consistency, and data was edited accordingly at every evening of collection. Before processing data, da...
	3.6.4 Measurement of Variables


	1. Age was divided into five age groups with interval of ten years in between.
	It was listed as following:
	2. Gender of respondents broke into male and female. It was coded as follows,
	3. Education had the following group and coding,
	5. Family Income was divided into groups as follows,
	6. Relationship with children was classified as
	Question: 1-5 on geographical accessibility with the total score (0-5)
	Availability (4 items)
	Financial accessibility (2 items)
	Office registrar (3 items)
	Doctor (6 items)
	Nurse (3 items)
	1= Not good (1-3)
	Pharmacist (2 items)
	3.7 Reliability and Validity
	3.8 Ethical Consideration

	CHAPTER IV RESULTS
	Part 1:  Predisposing Characteristics
	Part 2:  Enabling factors
	- Geographical accessibility
	- Availability
	- Financial accessibility
	- Acceptability
	Part 3: Need factors
	- Health problem
	- Health expectation
	- Health personnel service
	Part 4: Caregivers’ satisfaction toward health services at Surgery Department
	Part 5: Association between dependent and independent variables of OPD
	Part 6: Suggestions or comments for improving health services at Surgery Department.
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	In this study, the predisposing factors including age, gender, education, occupation, and family income. Relationship with children, and number of child sibling were also revealed in this study. The study result described as follows:
	Age
	Gender
	Educational level of the respondents was divided into the following five categories composed of illiterate, primary school, secondary school, bachelor, and higher education. For Outpatient respondents, secondary school was the largest group composed o...
	Occupation
	Family income
	In regard to the Inpatient, majority of the respondents account for 48.5% was also in the income group of 600.001 Real and above (150$ and above) whereas other 27.3 % was in the income group of 0 to 150.000 Real (0-35$). Plus, there was 18....
	Relationship with children
	In connection to the relationship with children, Out of the total Outpatient respondents account for 77.4% was mother of the children, 12.2% was father and 10.4% was other people who brought those sick children for getting health care servi...
	Number of sibling
	4.2 Enabling Factors

	Enabling factors consisted of four sections including geographical accessibility, availability, financial accessibility, and acceptability. Each section in this part presented as below sequences:
	Geographical accessibility
	There were five questions concerning geographical accessibility section. Those questions related to how participants knew Surgery Department whether by themselves or by other people’s suggestion, the traveling time spent for visiting Surgery Departmen...
	The result in table 2 of this study showed that more than half of the total Outpatient respondents account for 50.5% knew the hospital by other people’s suggestion while other 49.5% knew the hospital by themselves. In addition to this, 88.7 % of the r...
	Similarly, more than half of the Inpatient respondents account for 54.5% knew the hospital by themselves whereas 45.5% of them knew the hospital by other people’s suggestion. The result of this study further revealed that 84.8% of the respondents ment...
	Availability
	Four questions were included for the availability of health service. Those questions corresponded to the availability of examining rooms, plenty of seats in the examining room, sufficiency of health workers and medical equipment in Surgery Department....
	With respect to the Inpatient, 97% of the total respondents also agreed that there were adequate examining rooms and proper used for them. Surprisingly, all of the respondents 100% accorded with adequacy of seats in the examining room, sufficiency of ...
	Financial accessibility
	Concerning financial accessibility part, there were two questions asking the respondents regarding their ability in afford to pay for the transportation cost, and cost of medical care for their sick children at Surgery Department.
	Table 4 below illustrated that 87.3% of the total Outpatient respondents could pay for transportation cost of health care for their children while less than half of them (37.7%) had to pay for cost of health care services more than they could afford.
	In regard to the Inpatient, 72.7% of the respondents could pay for transportation cost of health care. However, more than half of the respondents composed of 63.6% had to pay for cost of health care services more than they could afford.
	As showed in table 5, there were six questions in this section. Acceptability was raised to caregivers concerning their belief in the suggestion given by doctor, and nurse which relevant to health care condition of their children. More than this, the ...
	The result of this study proved that almost the whole of Outpatient respondents consisted of 97.6% had acceptance to nurse’s suggestion. Plus, 94.3% of the respondents believed in doctor’s suggestion and 89.2% of them had acceptance to doctor’s sugges...
	With respect to the Inpatient, to the point of doctor’s knowledge and skill, this study revealed that from the entire respondents account for 100% said the doctor seemed very knowledgeable. The result further indicated that the total 100% of the respo...
	The overall percentage of enabling factors
	4.3 Need Factors
	4.3.1 Health Problem


	In health problem part, four questions were deployed to caregivers in correspond to their previous time experience in visiting Surgery Department, the seriousness or condition of their children illness before they brought to the hospital, the underlyi...
	Table 7 above indicated that more than half of the Outpatient respondents (50.9%) had never before experienced visiting Surgery Department while other 49.1% of them had previously visited Surgery Department. The result further revealed that more than ...
	In relevant to the underlying reasons for serious condition of sick children, account for 23.1% of the entire caregivers responded that health condition of the children was serious because they thought the condition could bring about life long disabi...
	Concerning the current health problems brought children to the hospital in Surgery Department, the diseases were categorized into following related groups including General Pediatric Surgery, specialized treatment related to Osseous, Club Foot, Abdome...
	Correspondingly, 51.5% of the total respondents of inpatient had their earlier times visiting Surgery Department, whereas 48.5% of them had never once visited Surgery Department. In addition, majority of the respondents made up of 72.7% stated that th...
	In connection to the reason for serious condition, majority of the respondents account for 18.2% feared of life loss of their children while other 18.2% feared of life long disability. Plus, 12.1% of the respondents also feared for unknown cause of d...
	Besides, the result of this study also unveiled that more than half of the Inpatient respondents (60.5%) admitted to the hospital for General Pediatric Surgery treatment, 27.3% for Plastic Surgery and followed by each of 6.1% for Osseous Specialized ...
	4.3.2 Health Expectation

	In regard to health expectation, four questions were carried out to assess the expectation from caregivers toward Surgery Department health care service before their actual hospitalized. The questions were asked in connection to several issues such as...
	In the case of Inpatient majority of the respondents (87.9%) also showed their expectation to an excellent of the technical equipment, 72.7% to an excellent of the supply of medicine in hospital and other 39.4% to an excellent of the support from serv...
	4.3.3 Health Personnel

	Physician’s behavior
	In this part, there were 4 questions asking caregivers about how health personnel (health registrar, doctor, nurse and pharmacist) greeted them during service delivery. Table 9 below illustrated that out of the total Outpatient respondents account for...
	As regard to the Inpatient, 100 % of the total respondents mentioned that health registrar greeted them nicely while other 90.9% of respondents said that doctor ,and nurse greeted them nicely and with the same percentage of 9.1% very nicely. Beside th...
	Physician’s attention
	There were three questions were employed regarding the attentiveness of health personnel (health registrar, doctor, and nurse) toward caregivers in listening to their children problems during service delivery. Table 10 below showed that 84.9% of Outpa...
	In the case of Inpatient, from the total respondents account for 93.3% told that they got somewhat attention from health registrar and 6.7% got much attention. Similar to this, other 87.9% of the respondents said nurse listened to their children probl...
	Physician’s opportunity for caregiver to talk
	There were two questions in this section which related to the opportunity given by doctor and nurse to caregivers to speak about their children problems. Table 11 below indicated that 76.4% of the Outpatient respondents mentioned that doctor had given...
	For Inpatient, table 11 also illustrated that 84.8% of the respondents got fully time from doctor to speak about their children problems, while 15.2% of them could partially have time to speak about their children problems. Relating to the opportunity...
	Physician’s explanation to Caregivers
	There were three questions in this section, which intended to ask caregivers’ opinion toward the explanation they got from physician. It included the information for cost of health care from health registrar, the laboratory test explanation from docto...
	For Inpatient, out of the entire respondents account for 87.9% got full explanation from doctor about the necessity of laboratory test and 12.1% of them got partial explanation from doctor. Besides, majority of respondents account for 52.2% got somewh...
	Physician history talking
	Concerning about the history talking of sick children from doctor to caregivers, 74.1% of the Outpatient respondents said that doctor fully asked them about the history of their children health condition while 22.6% of them partially got history talki...
	Physician’s physical examination
	Regarding doctor’s physical examination toward sick children, 67.5% of the total Outpatient respondents mentioned that their children fully got physical examination while 29.2% partially got the physical examination. Respecting to the Inpatient, 84.8%...
	Overall percentage of services from health personnel
	The overall percentage of health personnel service toward Surgery Department consisted of office registrar, doctor, nurse, and pharmacist. The result hereby presented as following sections.
	Office registrar
	Table 15 below showed that more than half of the Outpatient respondents (63.2%) got fair services from health registrar and 34.9% got good services. In the case of Inpatient, out of whole respondents account for 56.7% got good services from health reg...
	Doctor
	With respect to doctor, table 16 below illustrated that out of the whole Outpatient respondents more than ninety percent (91.0%) got good services from doctor and only 9.0% of them got fair services. While Inpatient, the total 100% of the respondents ...
	Nurse
	In correspond to nurse, table 17 showed that majority of Outpatient respondents (68.4%) got good services from nurse while other 31.1% of them got fair services. As regard to Inpatient, majority of respondents (84.8%) got good services from nurse whil...
	Pharmacist
	With respect to pharmacist, table 18 below indicated that majority of Outpatient respondents account for 83.5% got fair services from pharmacist and 16.5% got good services.  With respected to Inpatient, more than half of the respondents (69.5%) got g...
	4.4 Caregivers’ Satisfaction

	In order to measure the satisfaction level of caregivers, convenience, courtesy and quality of care were used as indicators. The satisfaction section consisted of 19 questions. The level of satisfaction of caregivers toward Surgery Department health c...
	The overall satisfaction of caregiver toward Surgery Department health care services of National Pediatric Hospital was computed by dividing into three levels, which is high satisfaction, medium satisfaction, and low satisfaction level. Mean and SD of...
	In this study, Overall percentage of high satisfaction in Outpatient Department was 15.6%, medium satisfaction was 70.2%, and low satisfaction was 14.2%. While in the case of Inpatient, their high satisfaction was 24.2%, medium satisfaction was 57.6% ...
	Convenience
	Regarding the convenience of health care services, eight questions were used to ask caregiver toward their satisfaction level on convenience section. Those questions concerned with the ease of finding the Surgery Department, the appropriateness of arr...
	Courtesy
	The component related to courtesy had four questions asking about the introduction from doctor and nurse to caregivers before examination, the permission from caregiver before doctor’s physical examination, the attentiveness from doctor and nurse whil...
	Quality
	With connection to quality of care from Surgery Department, seven questions were employed to assess caregiver’s understanding about the child illness and treatment, the use of medicine prescribed by doctor, the willingness of doctor and nurse in treat...
	In general, the Outpatient respondents seemed to be satisfied with all components, except the components related to cleanness of toilet (50.0%), availability of medicine in the hospital (45.0%), waiting time for getting health services (43.4%), and ap...
	4.5 Association between Dependent and Independent variables of OPD

	The association between the predisposing factors, enabling factors and need factors of caregivers and caregivers’ satisfaction were determined by Chi- square test. Some of the variables including age, gender, education, occupation, geographical access...
	As shown in table 25 below, the association between education, family income, availability, financial accessibility, acceptability and level of satisfaction were found associated while other independent variables were found not associated with satisfa...
	Significant at p-value <0.05
	Age was classified into two groups from 15 to 34 years and from 35 to above years. Respondents aging from 15 to 34 were found having low proportion of high satisfaction level (13.5%) in comparison to respondents aging from 35 years and above (23.8%). ...
	A comparison between gender in association with satisfaction level was also revealed in this study. Female had higher proportion of high satisfaction level (16.9%) than male (6.9%). Nonetheless, there was no significant different association between m...
	For determining an association between educational level with satisfaction level, education was classified into two groups. One group composed of illiterate and primary school while the other group made up of secondary school and higher education. The...
	Respondent’s occupation was also compared to find out the association with satisfaction level. It was divided into three categories such as 1=farmer and daily labor worker, 2=housewife, and 3=business, service agent and civil servant. Respondents work...
	The result from table 25 further indicated that respondents from family monthly income of (450.0001 and above) had lower proportion of high satisfaction level (8.6%) comparing to (26.2%) of those with lower family monthly income (0-450.000) Real. The ...
	The relationship between geographical accessibility and satisfaction level was also determined. This study result revealed that majority of respondents with high geographical accessibility had higher proportion of high satisfaction level (17.1%) in co...
	Availability was also included to find the association with satisfaction level in this study. The result pointed out that availability had significant difference association with satisfaction level confirmed by statistical test (p-value .000). Virtual...
	Another variable in this study, financial accessibility, was also found having significant difference with satisfaction level proven by statistical test (p-value. 037). Table 25 above revealed that respondents with high financial accessibility had low...
	Plus, an association between acceptability and satisfaction level of this study revealed that respondents had acceptance to health personnel had higher proportion of medium and high satisfaction level of 70.9% and 16.0% while respondents had no accept...
	Besides these, an association between health problems of children and satisfaction level was also included in this study. It was found that respondents of the children with serious health condition problem had higher proportion of high satisfaction le...
	4.6 Suggestions or Comments

	In connection with respondents’ suggestion and comment on what should be improved for better health care services from Surgery Department as showed in table 26, respondents also provided their idea about how to improve those things as well. Their idea...
	The hospital should consider about health care cost reduction for patient especially for poor people because they need to spend money not only for health care cost but also for other means to get to the hospital. Being a government hospital, health ca...
	Number of specialist doctor and working days especially in area of Plastic Surgery and Thromato- Orthopedic Osseous should be increased. Doctor and nurse should be friendlier when interacting with patient. They should smile and speak with beautiful wo...
	Toilet and spaces should be clean more often. Sign in front of examining room should be bigger and well seen. Cost of health care should be post on bill board for the sake of transparency. Staff at information office should be available for customer d...
	CHAPTER V DISCUSSION
	In this study, the questionnaire was comprised of total seventy-one main questions concerning predisposing factors, enabling factors, need factors, caregivers’ satisfaction, suggestions and comments by the caregivers to improve health services at Surg...
	5.1 Methodological Concerns

	This study was conducted in the hospital during working hours and after time receiving service delivery of caregivers. The questionnaire was designed for interviewing in order to minimize any confusion about question and missing data. Systematic rando...
	5.2 Caregivers’ Satisfaction toward Surgery Department

	According to the result of the overall satisfaction in this study indicated that the percentage of high satisfaction in Outpatient was 15.6%, medium satisfaction was 70.2%, and low satisfaction was 14.2%. While in Inpatient, high satisfaction was 24.2...
	In connection to the result, the proportion of Outpatient high satisfaction level (15.6%) was slightly lower than high satisfaction level of the Inpatient (24.3%). Satisfaction in this study was also lower than satisfaction level of the study conducte...
	As one can see, there are wide variations in the satisfaction level received by patient in different studies conducted in various times and places. Mentioning about variation of times and places, one also can see the different satisfaction level of th...
	With regard to the level of satisfaction of the three components namely convenience, courtesy and quality, this study revealed that Outpatient respondents were highly satisfied with courtesy of health service providers at 21.2%, convenience of health ...
	With respect to convenience component, eight questions were composed.  Among these eight questions, majority of the Outpatient respondents more than half were satisfied with the ease in finding Surgery Department, the availability of required doctor i...
	In this study, courtesy of health provider possessed highest level of satisfaction. Majority of Outpatient respondents more than half were satisfied with all components of courtesy of health providers especially to the point of attentiveness from doct...
	In quality part, more than two third of the Outpatient respondents were satisfied with all components while Inpatient almost the whole respondents were satisfied with all components. However, quality of care in Outpatient had lower proportion of high ...
	5.3 Predisposing characteristics, Enabling factors, and Need factors

	The minimum age of Outpatient respondents was 17 years while the maximum age was 64 years. The mean of age was 30.87 and standard deviation was 7.35. The youngest aged group ranged from 15-24 years and the oldest aged group ranged from 55 years and ab...
	With reference to gender of respondents, it was found that female had higher proportion of high satisfaction level (16.9%) than those of male (6.9%); however, the association was not proofed significant by statistical test. This study resulted was con...
	Regarding educational level, the result of this study found that respondents who belonged to illiterate and primary education group had higher proportion of medium (73.8%) and high (20.2%) satisfaction level than secondary and higher education group (...
	Occupation was categorized into three groups. 1=daily labor worker and farmer, 2=housewife, and 3=business, service agent and civil servant. Farmer and labor worker had higher proportion of high satisfaction level (18.8%) than housewife (16.0%) while ...
	In regard to family monthly income, respondents who could earn between 0-450.000 Real (0-110$) had higher proportion of high satisfaction level (26.2%) than those in the group of family monthly income from 450.0001 and above (8.6%). Family income was ...
	Enabling factors consisted of four parts: geographical accessibility, availability, financial accessibility, and acceptability. The result of this study revealed that availability, financial accessibility and acceptability were found significant assoc...
	Regarding health problem part, it was found that respondents who thought the condition of their children was serious had higher proportion of high satisfaction level (17.2%) than respondents with children had no serious condition (11.9%). On the other...
	The total Outpatient respondents 100% expressed their expectation to all questions especially to the question concerning medical expense which respondents expected to be acceptable and technical equipment used in the hospital that was expected to be e...
	CHAPTER VI CONCLUSION AND RECOMMENDATION
	6.1 Conclusion

	Surgery Department of National Pediatric Hospital is the only public hospital in the capital city of Phnom Penh, which provides services to for sick children nationwide. The main purpose of this study is to determine the level of satisfaction from car...
	This study was designed to assess the level of satisfaction from caregiver toward Outpatient and Inpatient health services of Surgery Department and to find out the association between dependent and independent variables. The dependent variables of th...
	A structure questionnaire was used in the study for data collection instrument. There are five sections in this questionnaire: the general information of individual caregiver, enabling factors, need factors, caregiver’s satisfaction toward health serv...
	The result of this study revealed that the age of caregivers from Outpatient was between 17 to 64 years while Inpatient was between 21 to 62 years. The mean and SD for Outpatient were 30.87 and 7.35 while Inpatient were 35 and 10.51. Majority of Out a...
	For enabling part, most of the total respondents of Outpatient had access to health care services at 99.0%. By looking at each item, 97.2% of Outpatient respondents had acceptance to health personnel, 94.8% to availability of health care service, 71.7...
	In health problem part, almost half of the Outpatient respondents (49.1%) had previous time visiting Surgery Department while Inpatient 51.5% of them had visited Surgery Department.  Majority of the respondents of Outpatient (68.4%) and Inpatient (72....
	The result of this study showed that the total respondents 100% expressed their expectation to all questions especially to the question concerning medical expense which 47.6% of respondents expected to be acceptable, the technical equipment used in th...
	In correspond to health personnel services, out of the whole respondents more than ninety percent (91.0%) got good services from doctor while other 83.5% got fair services from pharmacist, 68.4% got good services from nurse and 63.2% got fair services...
	Overall percentage of high satisfaction of Outpatient was 15.6%, medium satisfaction was 70.2%, and low satisfaction was 14.2%. While Inpatient, high satisfaction was 24.2%, medium satisfaction was 57.6% and low satisfaction was 18.2%. The low proport...
	Regarding the distribution of satisfaction level, it was found that caregivers of Outpatient were more satisfied with the courtesy of health providers (21.2%), convenience of health services (20.7%), and quality of medical care (19.0%) respectively. I...
	The relationship between independent variables and satisfaction level was analyzed by Chi-square test. The result of this study found that there was significant difference association between educational level, family income, availability of services,...
	Caregivers provided suggestions and comments which were mostly concern with medical expense, information center, cleanliness of toilet and places, interpersonal manner of service providers, working times of doctor and number of required doctor especia...
	6.2 Recommendations

	Recommendation for action
	This study brings the number of recommendations for contributing to the improvement of the health care services at Surgery Department of National Pediatric Hospital as follows:
	1. Waiting time for receiving services and number of specialist doctor has been among the concern of caregivers.  In this regards, the hospital should consider more about working day times and recruitment of more doctor especially in specialized area ...
	2. Interpersonal manner of health providers also should be considered to improve as much as possible. Two ways communication with politeness and friendliness should be applied during the provision of health care. Good communication model should be est...
	3. This study also pointed out that caregivers concerned more with medical expense. The number of patient paid out of pocket money was more than those without paying anything. Medical expense is not affordable for most of caregivers. For this reason, ...
	Recommendation for future research
	1. Qualitative should be conducted together with quantitative for future study on satisfaction with health care services. Open questions are very essential to cross check the satisfaction level of caregivers. Thus, interviewers should encourage caregi...
	2. Further study on caregivers’ satisfaction should be performed in parallel with job satisfaction of health providers which will be useful to cross check with caregivers’ dissatisfaction and help solving problems accordingly.
	6.3 Study Limitation
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	APPENDIX A
	Part I: Predisposing factors of individual caregiver:
	Part III: Need factors:
	2. What is the current health problem of your child that brings him/her to this hospital today?
	3. Before arriving at this health care service, what did you think about the condition of your child’s illness?
	3. ( Doctor
	4. ( Kinesitherapist
	5. ( Lab technician
	6. ( Pharmacist
	7. ( Supportive staff
	9. What do you think toward service providers during their time spent with you?
	Office Registrar Respect-
	How did office registrar greet you at registration office?
	13. Privacy –
	14. Nurses Respect-
	a. Do you feel they listened to your questions attentively?
	b. Do you feel they have given you opportunity to speak freely about your child problem?
	17. Attention-
	a. Do you feel they have given you opportunity to speak freely about your child problem?
	b. Did you receive the explanation about the purpose of kinetherapy?
	18. Lab technicians Respect-
	19. Attention
	a. Did you receive the explanation about the purpose of the test?
	Part IV: Satisfaction of services
	Based on the reaction of patient to each statement below, please tick (√) in the appropriate box to mark correctly the satisfaction level of caregiver with the following statements:
	Scale: 5= Very satisfied, 4= Satisfied, 3= Neutral, 2= Dissatisfied, 1= Very dissatisfied
	Part V: Suggestions or comments for improvement of the services
	Name of the interviewer: ---------------------------------------------------------
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