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Abstract

Many Cambodian patients seek medical services at King Chulalongkorn Memorial Hospital (KCMH)
with the number increasing every year. The main objective of this study was to understand the Cambodian
patients’ expectations and perceptions of our services which will provide an important key to improve our
service quality.

The study was a cross-sectional descriptive survey among 120 Cambodian patients traveling for
medical visits at the Family Medicine Clinic, KCMH from March to August 2018. By using a validated question-
naire in Cambodian language (Item-Objective Congruence Index >0.5, Cronbach’s Alpha Coefficient=0.917),
the expectation before receiving a service and the perception after our services were explored and analyzed
by descriptive statistics and Wilcoxon Signed Rank Test.

Most of the patients (74.2%) visited KCMH for the first time, and for 70% this was their first medical
visit in Thailand. More than 80% wanted a referral to specialists especially gastroenterologists, general
surgeons and orthopedists. Moreover, 65.8% visited for an annual check-up. The expectation and perception
of Cambodian patients regarding the service quality on a scale of 1-5 were at the ‘high’ level of expectation
and satisfaction (X = 4.05 SD = 0.41, X = 4.16 SD = 0.39). After receiving the service, the overall of
satisfaction level was above their expectation (P<0.05).

The hospital should arrange their service according to the needs and expectations of Cambodian
patients. Further studies could focus on opinions from service providers and Thai patients toward
Cambodian patients for more understanding from different points of view.
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