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ABSTRACT

This research aims to: 1) examine basic factors of insurance members using hospital
services; 2) study the insurance members satisfaction towards hospital services; 3) investigate the
insurance members’ expectations towards hospital services; 4) compare levels of the insurance
members satisfaction towards hospital services and the basic factors; 5) examine the relationship
between the insurance members basic factors and their satisfaction towards hospital services; and
6) study the relationship betweeﬁ the insurance members’ expectations and their satisfaction
towards hospital services. The sample group, which was drawn by quota sampling, consisted of 400
insurance members working in Rojana Industrial Park Area. With descriptive statistics of
frequencies, percentages, means, and standard deviations. One-way ANOVA was analyzed using t- .
test and F-test values. Also, the relationship correlation was tested and determined.

Findings indicated that:

1. The basic factors of the insurance members in terms of attitude and belief, economic
factors, and service access moderately affected their satisfaction towards hospital services.

2. The insurance rpembers, satisfaction was at a high level towards hospital services
regarding service information, promptness of services, and fees.

3. All of the insurance members’ expectations towards hospital services were at a high level.

4. The comparison of levels of the insurance members~ satisfaction towards hospital
services showed that differences in their ages, education background, job positions, incomes, and
career periods affected levels of their satisfaction towards hospital services.

5. The analysis of the relationship between the insurance members_ basic factors and
their satisfaction indicated that the basic factors related to the satisfaction at a high level.

6. The analysis of the relationship between the insurance members expectations and

their satisfaction showed that the expectations related to the satisfaction at a moderate level.
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