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Abstract

This research aimed toassess the satisfaction of the quality of phlebotomy rooms and
services. The participants consisted of the service recipients from the outpatient department and
the Noppharat Rajathanee Hospital staff, who received venipuncture services of the phlebotomy
room at the 1% floor of Chaloem Phrakiat Building, Clinical Pathology and Medical Technology
Department, Nopparat Rajathanee Hospital, between July 1, 2022 - August 31, 2022. There were
305 and 106 participants, respectively. The results of the study revealed that the outpatients were
satisfied with the quality of the phlebotomy room and services at high levels, at 78.35% and
79.48%, respectively. However, they were least satisfied with the waiting time from card scan-
ning to venipuncture finish and bruising after venipuncture, at 70.00% and 52.40%, respec-
tively. When comparing their satisfactions with the quality of the phlebotomy room and
services, it was found that the outpatients with different gender, education, and venipuncture
history had significantly different satisfactions at p < 0.05, whereas the outpatients with different
marital status, age groups, and monthly incomes had comparable satisfactions with the quality
of phlebotomy room and services. Moreover, the Nopparat Rajathanee Hospital staff were satisfied
with the quality of the phlebotomy room and services at high levels, at 68.9% and 70.20%,
respectively. However, they were least satisfied with the number of waiting room chairs and
bruising after venipuncture, at 62.6% and 58.20%, respectively. Concerning about their
satisfaction with the quality of phlebotomy room and services, it was found that the Nopparat
Rajathanee Hospital staff with different venipuncture history had significantly different
satisfaction at p < 0.05, while the Nopparat Rajathanee Hospital staff with different genders, age

groups, marital status, educations, and monthly incomes had comparable satisfaction with the
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quality of phlebotomy room and services. This study showed that venipuncture involves several
steps; therefore, the service recipients might be confused and had to wait for hours for the
venipuncture process. In addition, the number of waiting room chairs was not enough. The
proposed satisfaction improvement is to reduce steps in the venipuncture process and to provide
staff to help and advice, so that service recipients have convenient and rapid services from the

phlebotomy room.
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Table 1 Demographic data of participants.
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Outpatients Nopparat Rajathanee Hospital staff
Personal data N o - 7
Genders
Male 128 42.0 13 12.3
Female 174 57.0 91 85.8
Not specified 3 1.0 2 1.9
Age (year)
<16 3 1.0 0 0.0
16-25 30 9.8 3 2.8
26-35 31 10.2 18 17.0
36-45 41 13.4 21 19.8
46-55 53 17.4 28 26.4
56-65 59 19.3 31 29.2
> 65 75 24.6 0 0.0
Not specified 13 4.3 5 4.7
Marital status
Single 90 29.5 28 26.4
Married 154 50.5 65 61.3
Divorced 19 6.2 7 6.6
Widowed 38 12.5 3 2.8

Not specified 4

1.3 3 2.8
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Table 1 Demographic data of participants. (Cont.)
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Outpatients Nopparat Rajathanee Hospital staff
Personal data . o - o
Education
Under Primary School 25 8.2 1 0.9
Primary School 69 22.6 2 1.9
Junior High School 45 14.8 16 156.1
Senior High School 49 16.1 30 28.3
Associate degree 28 9.2 14 138.2
Bachelor degree 67 22.0 36 34.0
Master degree 18 5.9 7 6.6
Doctorate Degree 1 0.3 0 0.0
Not specified 3 1.0 0 0.0
Monthly income (baht)
< 5,001 88 28.9 3 2.8
5,001-10,000 68 22.3 19 17.9
10,001-20,000 63 20.7 45 425
20,001-30,000 36 11.8 16 15.1
> 30,000 27 8.9 23 21.7
Not specified 23 7.5 0 0.0
Venipuncture history (times)
1-3 193 63.3 55 51.9
4-6 29 9.5 11 10.4
7-9 39 12.8 3 2.8
>9 37 12.1 13 12.3
Not specified 7 2.3 24 22.6
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Table 2 Percentage of satisfaction with the quality of the phlebotomy room.

Nopparat Rajathanee

Outpatients
Satisfaction Hospital staff
% level % level
1) Cleanliness of the phlebotomy room 85.6 Excellent 76.6 Good
2) The signs clearly indicated the service procedures 81.6 Good 70.6 Good
3) The convenience from receiving of venipuncture 79.6 Good 71.4 Good
4) The number of waiting room chairs 71.2 Good 62.6 Fair
5) The comfortable of waiting room chairs 75.6 Good 64.4 Fair
6) The adequacy of light in the phlebotomy room 83.4 Good 71.0 Good
7) The starting time of venipuncture at 06.30 am. 79.2 Good 70.4 Good
8) The waiting time from card scanning to venipuncture 70.0 Good 63.2 Fair

finish

Overall 78.35 Good 68.9 Good
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Table 3 Percentage of satisfaction with the quality of services.

Nopparat Rajathanee

Outpatients
Satisfaction Hospital staff
% level % level
1) Phlebotomists provided services with willingness and 87.80 Excellent 76.60 Good
good hospitality
2) Phlebotomists provided information and advice as you  85.00  Excellent 73.80 Good
require.
3) Phlebotomists provided services with enthusiasm 86.00 Excellent 75.00 Good
4) Phlebotomists had single venipuncture is successful 88.40 Excellent 75.80 Good
5) Phlebotomists had ability to make you feel relax 84.40 Excellent 71.60 Good
6) You had a bruise after venipuncture 52.40 Fair 58.20 Fair
7) You had advice about bruises 67.20 Fair 58.40 Fair
8) Phlebotomists were willing to listen of various problems ~ 78.20 Good 67.60 Fair
and helped you solve problems
9) You received the equable services as others 85.60  Excellent 75.00 Good
Overall 79.48 Good 70.20 Good
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Table 4 Comparisons of satisfaction with the quality of the phlebotomy room.

Outpatients Nopparat Rajathanee Hospital staff
Personal data  getyeen  Within = p-value Between  Within = p-value
Groups  Groups Groups Groups
Genders 20.528 338.522  9.156 0.000* 1.243 92.918 0.689 0.504
Age groups 10.046  349.004 1.221 0.291 7.592 86.568 1.754 0.129
Status 1.449  357.600  0.304 0.875 0.871 93.289 0.236 0.918
Educations 23.691 335.358 2.614 0.009* 1.936 92.225 0.346 0.910
Monthly incomes  8.335 350.714 1.421 0.216 2.200 91.960 0.604 0.661
Venipuncture 12.891  346.1588  2.793 0.027* 10.448  83.712 3.151 0.017*
history
* p<0.05

5) waulssudisuanunineladenamums
v )
Wusms
A’ =4 = = 1
woufssuisuanuianeladenann
Y a 1 Yo a k2l d’d
ms”lwmmiwmw@mmmmwuﬂg«lﬂwuanm
ANUUANFIAUMIMULNE M5ANY waziszia

A IS = '
N13L1C LN Nﬂ')’lﬂWQWﬂi'ﬂ]ﬂﬂﬂﬂ!ﬂTWﬂ?i

THuSmsuanaefuedleiitsddeymedaanszau

p < 0.05 dwiudivuimunundiheuenii

¥

AN meshaﬁ'umqﬁmmq dgoumn uaznela

1 A IS) == 1 Y a
detnon NANuWaneladenumnmTIiLIMs
Tiuaneafiu luvaznyamnslsamenauniau-
dd‘d 1 [ VY wa
SRR ANNLana1aduUMaAulsEIang
- = = 1 Y a
[IziaendANNNIneladenuMWIIHYIMS
1 s ] A o o as Qad’ o
uaneafuegelitisdAmeaianszdu p<0.05
dvfuyaanslsangiuauniaunssininny
UANATUMIMULNA 18 dOIUMW MIFANEN
Y =) IS = 1 Y
uazneladeneuiianuianeledenmunnwmsli
usMslduaneany (Table 5)

Table 5 Comparisons of satisfaction with the quality of services.

Outpatients Nopparat Rajathanee Hospital staff
Personal data  getween  Within Between  Within

Groups Groups p-value Groups Groups p-value

Sex 21.922  427.960  7.735 0.001* 1.792  110.104  0.838 0.435

Age groups 10.185  439.697 0.983 0.444 6.019 105.877 1.173 0.346
Status 3.687  446.195  0.620 0.649 1.308  110.588  0.299 0.878

Educations 24299 425583  2.113 0.035* 2510  109.387  0.379 0.891
Monthly incomes  8.335 441.547 1.129 0.345 2.927 108.970 0.678 0.609
Venipuncture 22.822  427.060  4.008 0.003* 12.435  99.461 3.157 0.017*

history

*, p <0.05



ANNanelavedsuYTMIIden $U | o1MSRANNIHNYIA aneriaunsaus1vs1il

a o
01501

NARAMIANINUTIATVLTNMTUNUA
¥ IS} =2 ' K4
WiheueniinnuianeladenmnInvedriod
Iz@eauazAumMuMsluImslagsueyly
szduanuanelamn deandesfiunamsnmn

®)

Vo9 UATINYIIEN ATENaYUAT" AnuhANu

wawelavesfFuusmademslviuimsvesunun
diheuanlsangiandiauasgilaeningiu
nanunanelaegluszdvinn uazmsdnyives

(©))

anial wazanz® Anuhanuianelaves

ee  ENe

Fursmsluunungtheuen Tsaweiunagudms
UNNGAAINTZNNIAUN BN TOINTIBNINT
Tagsamegluszdvinn Welnsananuianely
wnnnga wuhdiuuimsunungihsueniiany
Waneladendudzernvesriedtaizidenuas
k% k2 d‘ A 2: S Yo « 4‘
Wmhimziaeaniuaeladiiaunaiga 019
| 1Y =~ 1 o v ¥ =~
Wumnghveanziaealmiihlivieasnziaen
dzeln matzidenadeumszdifyediadves
Jiuusms Tagdiuuimsmanianezlaiums
A z I Yo 1 IS 9: s
zidenaniuadladianazhifiseswerivda
« T
manziaeanazididniganelildy ey
vimsunundiheuenldsuuimsdananmuany
s =< o Y Yo a Y IS
mands I igTuuImsununiiheueniianu
< 1 A z ) 3 < 4‘
Wanelademsinziaeanisagiduiamnnga
¥ o =2 .
d0anaR3INUMIANYIUBY Cembrowski uaz

19wyt GFuusmslianuddaanniiga

AR
A X dy A
flo ANNAZOIAVDINUNTBAIIZLADA ANINATNIID
v oy A - Soa og A A
voudwmihnnzidenniufeddise tienasan
=2 ¥ 4‘ 1 Yo a v
anuiawelatiesnganuhiusmsunundthe
uaniianuaneladeszeznalumsselnziden
U v
GuAudmaunuinsauzideadianazms
a IS 9\: s A 4 d‘ |
WaseslwIsmdunzideatiosiga a1y
mnzhmanz@enimaeduneu MIHHTULIMS
duauuazUjialigndes ndde 1) A5uuims
4 o/ d‘?] o/ a al a Qf
fesaunuiasdsznsuiidgaunuiingdi 2) Wadns

8613

M3 INeensIvdevdns 3) Wlunemsasa

L. TAdq

¥ 4

% s a v Y -~ C% =
nIautiasaxn 1 v NTie L1z taeatiuin
£ ) o = o = 4;9.} =
Yoy 4) ilutsz@uldsszFuinvieansiau
5) WMthnfiednzidennatsgnALNe g1
(9121080 NANTTVIUMIAINGN FMIARTULIMS
v A 4, Y “ Y Xy,
aoudulyvanendeuazldmziaen Nalidsy
vimsdulngiudgeerguazenrmsneuan
[iziden MIARTLLIMILIINYIBMIIzIGen
U Jivyinmsdesnsmslduinisiazain
579157 lisednnu warndamsanziaeatase

¥V
135508138791 aeAAd0INUNITANYIVDY

10 Fanuhiihelianu

Cembrowski wacaus
o 'd‘ A < A
difinniga Ae ANuIVhanAMIIIaen
Tuvaznyaainslsaneruiauniausss i
WiFvyimsiianuianeladenmninvesrien
[izieauaznaumwasirusmslaesin eglu
szduANuNanelnn tiennsananuianely
nANga wuhyamnslsaneuauniaunysil
uanuianeladennuazernvesriedtlziaen
Yy v dgy a v < o o =~
waziimihnlrusmsmeanudnle dsndeluns
S < I s o o
nananga orvdumnsinduyamnsludadia
@Iy Hanufunsuazainauniy leNansan
anunanelatiosiiga wudyaaInslsaneiua
o N = ' v X
uniausysiiianuianeladetingiase
(zdeAuazuilses eIt IMdIIzden
4 d' < 1 1 v A Y o
Hesga eradumnziluudaziuiidansedy
N a & o S ooy v X
vimainzideadudinunn Junarlimg
HesetaziaealitioanedenuAeIn1sves
U a Xy A = <
AIUUSMs vennnilvieunzdealvinaLdnuaz
o I Y Vs a A v o a
Auuay unaligTuusmstuuedaiuasauTm
% Y Y A
Munthvie1ziaen

asy

Q

MsvsmsiamInamnuesvieaziaen
uazAMWMsIHLITMINANNG Age138e e



8614

% % A I 1 % % a wva
merieanziaeaiumuninvesviesfiams
P Aoug v a YA (Ao o &
nenanidugasndviuimslatilfduiuslneass
v Yo a a ya o g v
AUHTULIMS and wazilndsa msdadaunli
MINZANUAZYAADIMIINATIUAINAKATMIIH
VIMIMUINATPIUURIN BN UNTNANUFITN
a a % I s n:i o a d'
sussTunazssTnAaaIuduifedendrdan
QYUY v A a = o
mlrdanuyimsieanuianela anuyszivls

wazaNerulumsniuusms

a )
fAaanssulszma
veveUNIEAMAIN T ULIMIKAzYAIINS
Tsmeauniaunsmiinlansanlranusiuie
lumsaeuuvudeuntn Aaniyan I5yAs
ﬂmqmmf,ﬁ ATy wazAmATUYY uaUATd
% % dl 1 a o a a )
Wmihinguaddsuazsziumalulad aumal
Insudu vIsaninvesaNAlIaNeIAUNTAU-
= d' v £4 [ -~ A %
w5 Nldnganlianugremaslumsdudu
9 ne A4 o ,
Yoya tencdnsnuIdeninedrtes Usnw wuzih
nieuasrurgaNNadzalInlunsany1dIde
uaznsuwndinisslng wnlsde feuaems
. - 4 ¥ X 4
Tanennauniaunsmil Anjaneeedniui
lumsdnide

LBNA591904

1. The Medical Technical Council. The
Medical Technical Council regulations
on restrictions and conditions for practicing
the profession of medical technology,
B.E. 2553. Royal Gazette 2010; 127:
69-71. (in Thai)

2. Lima-Oliveira G, Lippi G, Salvagno GL,
Picheth G, Guidi GC. Laboratory diagnos-
tics and quality of blood collection. J] Med
Biochem 2015; 34: 288-94.

10.

giiet g

Lalongo C, Bernardini S. Phlebotomy, a
bridge between laboratory and patient.
Biochem Med (Zagreb) 2016; 26: 17-33.
Cortizas ME. The risks associated with
phlebotomy decentralization, Lab Notes
1997; 7: 1-3.

Sriratanaban J. Quality of medical
services: a marketing-oriented approach.
Chula Med J 1994; 38: 169-78. (in Thai)
Rutstein DD, Berenberg W, Chalmers TC,
Child CG 3rd, Fishman AP, Perrin EB.
Measuring the quality of medical care. A
clinical method. N Eng J Med 1976; 294:
582-8.

Yamane T. Statistics: an introductory
analysis. 3™ edition. New York: Harper
and Row; 1973.

Trakulboonnate N. The satisfaction of
out-patient department service in the
Princess Mother Navuti Hospital. J Pol
Nurses 2017; 9: 64-74. (in Thai)
Sukanimit T, Moonsart S. Satisfaction of
clients at HRH Princess Chakri Sirindhorn
Medical Center. EAU Herit J Sci Tech
2015; 9: 87-96. (in Thai)

Cembrowski GS, Strauss S, Waldeland LJ,
Kropp E, Adlis SA. Are phlebotomy
services completely satisfying our patient
customers. 1995 Institute on Critical Issues
in Health Laboratory Practice: Frontiers
in Laboratory Practice Research, Institute
Proceedings, Krolak JM, O’Connor A,
Thompson P, eds. 1996: 198-208.



