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Abstract

This research had objective to study patient experience perceived by patients admitted to
seven inpatient care units of the surgical and orthopedic department, a 1,400 bed, super-tertiary
university hospital in northeastern Thailand. Study sample were 364 patients or caregivers selected
with inclusion criteria as age equal or more than 18 years old, hospitalized more than 48 hours, good
conscious and able to read and write. Study instrument was a patient experience survey included eight
dimensions with 23 items. The responses were 1(never), 2(sometimes), 3(usually), and 4(always).
Content validity and reliability testing of the instrument were done. After getting the IRB approval, data
were collected during July, 2021-October, 2021. The results indicated that overall, 88.7% of the total
sample rated the best hospital possible (9-10 out of 10 points). During the hospital stay, after the
patients pressed the call button, they always get help from nurses as soon as they wanted it (82%), 79.4%
received care courteously from nurses and 87.1% from doctors. Regarding the hospital environment,
only 53.7% of the total sample experienced area around patient room always quiet at night, 52.8% received
help from nurses or other hospital staff in getting to the bathroom. Before giving new medicine, nurses
and doctors always describe what the medicine was for (75.1%), and possible side effects of medicine
(58.9%). To improve patient experience, the nurses and other hospital staff should increase service value
by quickly respond to the patients’ need and their discomfort when asking for help, organize times for
nursing activities during the night time to keep quiet environment for patient rest. The nurses and

doctors should always explain the information about possible side effects of medicine.
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