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Abstract

The objective of this study was to study the influential factors which effected out patients
in buying or not buying drugs from Maharaj Nakorn Chiang Mai hospital and to study problems of
out patients who used service in buying drugs from out-patient drugs distribute unit pharmaceutical
department Maharaj Nakorn Chiang Mai hospital.

The study method was a survey research. The data was based on questionnaires, collected
from 321 clients out-patient in January 2000, by using accidental sampling method. The collected
data had evaluated by computer program spss/pet using statistic percentage, frequency, mode and
mean.

The majority of selected group who complete questionaires were female, ages between 20-
30 years, employed in private sector. They also had educational level in Bachelor degree, and low
salary. Only 66.4 percent of the out patients always brought drugs from the hospital, 21.5 percent
brought drugs from the hospital sometime, and 12.1 percent did not brought drugs from the
hospital.

The result from this study shown that main factors effecting out patients in not buying
dmgs were that had long time waiting in buying process, too complicated in buying process, non
urgency for treatment, not received free drugs or can’t to draw money back from department and
not impress in drugs distribute unit service. The factors that out patients specified that had moderate
effect were got advice from reference group to buying drugs from outside, not received complete

volume and high price.



Factors effecting out patients in buying drués were following;

Marketing factors

- Product and service factors founded that the convenient and rapid service in
buying process was the most effect factor in this category. Follow by drugs buying process,
reliability in service, the depth of product mix, product package, product quality, the consulting
about drugs using by pharmacist and the impression in drugs distribute unit, in order. While co-
service such as had television had moderate effect.

- Pricing factors founded that the knowledge about price before payment and low
price drugs were two moderate factor in this category.

- Location factors founded that the many drug distribute unit was top of the list.
Follow by the cleanliness of place, a notice of drug distribute unit, in-out way to drug distribute
unit, the position of drugs distribute unit, the environment of waiting area, the waiting area and
parking space. While light and air condition system had moderate effect.
| - Promotion factors founded that the ability of official in drugs distribute unit, the
formal dress, the acceptance in comment from clients and had media to understand in drugs
information were more effect factor in this category.

External factors, the advice from doctor to buying drugs from inside was the most
important factor in this category. Follow by economy. While the advice from pharmacist, nurse to
Buying drugs from inside had moderate effect.

Personal factors, the value of drugs buying, not knew any place to buying drugs
and received free drugs had moderate effect.

Psychological factors, the violent of disease was top of list. Follow by the trust in
personal officer, the impression in hospital service and the well-known of hospital. While
information service, public welfare service, lab or x-ray service and emergency service had
moderate effect to buying drugs.

In conclusion, out patients who came to out-patient service have moderate satisfaction in
senfibe of drugs distribute unit. The problem that faced by most of out patients was the service
problem of drugs distribute unit. The out patients wanted the improvement of tardy service, the
human relationship of the officers, the number of drugs distribute unit and officers and drugs

buying process.



