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THE GUIDELINE FOR USES OF MARKETING MIX IN ENHANCING THE SERVICE
OF THE OUT PATIENT DEPARTMENT OF THE NAKHONPATHOM HOSPITAL
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M.A. (PUBLIC ADMINISTRATION)

THESIS ADVISORY COMMITTEE: NOPPADOL UDOMWISAWAKUL, Ph.D.,
SOMBOON SIRISUNHIRUN, Ph.D., SANGTIEN YOUTHAO, Ph.D.

ABSTRACT

This research used quantitative and qualitative methods. The objectives of
the research were to study: 1) the level of marketing mix, satisfaction, and the service
efficiency of the outpatient department of Nakhonpathom hospital; 2) the correlation
between marketing mix, service efficiency and satisfaction; 3) to study the capability
of marketing mix in explaining the service efficiency and satisfaction. The sample size
included 401 people and 5 members. Questionnaires and interviews were used for data
collection. Data was statistically analyzed using percentages, means, standard deviations (S.D.),
Pearson’s product moment correlation, and Multiple Regression Analysis.

The results found that marketing mix, efficiency of service, and satisfaction of
service users were all at a high level. The correlations between marketing mix, efficiency of
service, and satisfaction of service user were at a moderate level with positive correlations.
In analyzing the capability of the marketing mix in explaining the satisfaction of the service
user, the results showed that price, people, physical environment, and process could explain
the satisfaction of the service user with regression coefficients of 0.157, 0.180, 0.236, and
0.242 and the variance explained at 54.0% (R? = 0.540). For the overall service, product,
price, people, physical environment, and process could explain the efficiency of service with
regression coefficients of 0.081, 0.140, 0.096, 0.255, and 0.196 and the variance explained
at 50.2% (R? = 0.502).

KEY WORDS: MARKETING MIX/ THE EFFICIENCY OF SERVICE/
SATISFACTION
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M3197 6: MIMUBUIMIMITAEINGINE (X)), MINHUATIAWAZNIAAAIDTNG (X)),

yaansIdmsusms (X)), anmadeumsuins (X,), nszaumsmsuims (X,) awiszaninimms

UIMNI (Y)
frauls Regression Coefficient Sig.
UIMIMITAEIMEIIA (X)) 0.081 0.017*
MIMNUATINWAZAMIAAMLTNT (X,) 0.140 0.000%
yaansilHATuEMI (X 0.096 0.025*
anmuadeumsusng (X,) 0.255 0.000*
ATTUIUMIMIUINT (X,) 0.196 0.000*
(Constant) 0.887 0.000*
*p<0.05
aumsii 14 fo:

Y =0.887 +0.081 (X,) +0.140 (X,) + 0.096 (X,) +0.255 (X,) +0.196 (X,)
R’ =0.502
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THE GUIDELINE FOR USES OF MARKETING MIX IN ENHANCING THE SERVICE
OF THE OUT PATIENT DEPARTMENT OF THE NAKHONPATHOM HOSPITAL
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EXTENDED SUMMARY

1. Introduction

According to the State Administration in Act (No.5) B.E. 2545 (2002)
article 3/1 and the Good Governance Regulation Act B.E. 2546 (2003) which aimed to
response to the needs of the people, efficiency and achievement, cost-effectiveness,
and effective operational process. (OPDC; Office of the public sector development
commission, 2004). Nowadays, many public hospitals prepare to become autonomous
hospitals. Hospitals need to be competitive and more flexible in order to attract clients.
So, hospitals need to pay more attention in the application of service marketing mix
strategies in making nursing and health services to become more flexible and better
serve the clients’ needs. The Ministry of Public Health has reformed healthy service
system since 1997. The focus was for the public hospitals to develop quality, standard,
promptness and efficiency in servicing the clients. In doing so, public hospitals were
to follow the patterns of other private hospitals that had proved to be successful.

The concept of the New Public Management (NPM) considers that there are
no differences in the management of public and private sector, and the management
principle is universal. Thus, public sector has taken the tools used in private management
and applied them to the public sector. One of the tools is marketing strategy, which is an

important part to achieve the goal in both clients and business needs. In order to meet the
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clients’ expectations, one must answer the questions: to whom the services are being
provided, and what the clients’ needs are.

The result of evaluation preceding statistical data in Out Patient
Department or OPD found that the system of service in that department was not
effective enough due to service bustling in OPD unit. This made the service users
confused and unappreciated. They then blamed staffs for the slow process and vague
information given regarding their sicknesses. (Nakhonpathom, 2005)

Previous studies in the application of marketing concepts in health and
nursing services found that private hospitals used marketing strategies in response to
clients’ needs. According to the research of Dhidarat butyojanto (2000), it was found that
using marketing tools in service development resulted in clients’ impression of quality,
comfort and prompt service as well as creating new services. Moreover, using marketing
tools has made clients receptive to more services. Marketing tools helped to increase the
ability to respond to clients’ needs in the quality, cost-saving and safety of service.

The study of using Marketing mix for enhancing the service of out patients
department of nakhonpathom hospital used the Marketing mix concept of Boom and
Bitner (1981) consisting of 7 components: Product, Place, Price, Promotion, People,
Physical environment, and Process, as the tools in managing services which helped to
increase awareness of the hospital services among users. Marketing mix helped to
develop better services and responded to the users’ requirement. Users felt worthwhile
using the services and satisfied to use the service in the future. Marketing mix helped

organization to achieve its goal as set in its strategic plan.

2. Abstract

This research used quantitative and qualitative method. The objectives of the
study were to examine the correlation between marketing mix and service efficiency and
satisfaction, and to examine the capability of marketing mix in explaining about service
efficiency and satisfaction. The populations in the research study included 619,456 persons
who used the service of Out Patient Department at Nakhonpathom hospital. The studied
group of 401 persons and 5 staffs were interviewed at outpatient department. The research

instrument was the questionnaire developed in accordance with the related concepts,
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principles and theories. The questionnaire content validity was tested by certain qualified
experts. The data was collected and analyzed using SPSS for Windows to find out the
frequency, percentage, mean, Standard Deviation, and correlation analysis with the method
of Pearson’s Product Moment Correlation Coefficient and Multiple Regression Analysis to
explain variables.

The results showed that Marketing mix, efficiency of service, and satisfaction
of service user were at a high level. The results of correlation analysis between marketing
mix, efficiency of service, and satisfaction of service user were at moderate level with
positive correlation. In analyzing the capability of marketing mix in explaining about the
satisfaction of service user, the results showed that price, people, physical environment, and
process could explain the satisfaction of service user with the regression coefficient at 0.157,
0.180, 0.236, and 0.242, and the variation at 54.0% (R? = 0.540)

In analyzing the capability of marketing mix in explaining the efficiency of
service, the results showed that product had the regression coefficient at 0.081, that is, if
price increased for 1 unit, the efficiency of service would increase for 0.081 as well. Price
had the regression coefficient at 0.140, that is, if price increased for 1 unit, the efficiency of
service would increase for 0.140 as well. People had the regression coefficient at 0.096, that
is, if people increased for 1 unit, the efficiency of service user would increase for 0.096 as
well. Physical environment had the regression coefficient at 0.255, that is, if physical
environment increased for 1 unit, the efficiency of service would increase for 0.255 as well.
Process had the regression coefficient at 0.196, that is, if process increased for 1 unit, the
efficiency of service would increase for 0.196 as well. The variation level was at 50.2% (R?
=0.502)

3. Research questions

How Marketing mix relate to service efficiency and satisfaction of customer
at Out Patient Department (OPD) Nakhonpathom hospital?
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4. Objectives

1. To study Marketing mix, satisfaction of service user, service efficiency
of Out Patient Department (OPD) Nakhonpathom hospital.

2. To study relationship between Marketing mix and satisfaction of service
user, and the relationship between marketing mix and service efficiency

3. To study the influence of marketing mix on satisfaction of service user,

and to service efficiency.

5. Scope of thesis research

5.1 Population and sample group scope
The populations of this research were the service users of Out Patient
Department of Nakhonpathom Hospital consisting of 10 work sections with 619,456 people.

The sample size of 401 was calculated using Taro Yamane’s formula.

5.2 Scope content

To study the guideline uses of marketing mix in enhancing the service of Out
Patients Department nakhonpathom hospital. This research was conducted with reference to
marketing mix concept of Booms and Bitner (7 P’s), health service satisfaction theory of

Aday and Anderson 3 facets, and the efficiency of service concept of Chattraporn Samejai.

5.3 Time Scope
This research was conducted during February 2011 to May 2012.

6. Research Hypotheses

There is relationship between Marketing Mix and service efficiency and

satisfaction of service user of Out Patient Department of Nakhonpathom hospital.
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7. Research Methodology

This research used quantitative and qualitative method. The populations in
the research included 619,456 people who used the service of Out Patient Department
of Nakhonpathom hospital. The population sampling was based on Yamane’s formula.
From the calculation of all populations, there were total 401 subjects (Tablel). After
that, the proportional sampling was done according to all departments of the Out
Patient Department of Nakhonpathom hospital (as detailed in Table 1).

Table 1: Sampling of SRT people who used the service of Out Patient Department at
Nakhonpathom Hospital

No. Departments Subijects
1 Medicine 165
2 Surgery 46
3 Orthopedics 35
4 | Obstetrics-gynecology 41
5 Ophthalmology 23
6 ENT (Ear, Nose, and Throat) 10
7 Dentistry 28
8 Psychiatry 11
9 Physical medicine and 33

rehabilitation (PM&R), or
Physiatry
10 | Health screening 9
Total 401

Ref: annual of nakhonpathom hospital year 2010

The objectives of this research were to study the relationship between the
Marketing Mix and service efficiency and satisfaction of service user. The data was
collected from the service users who used the service of Out Patient Department of
Nakhonpathom hospital. 1) The marketing mix comprises of 7 components as followed; (1)

product (2) place (3) price (4) promotion (5) people (6) physical environment (7) process. 2)



v

Wunsail avuma unagiuuanyseinsngs /172

The satisfaction of service users comprises of 3 aspects as followed; (1) satisfaction in
convenience, (2) satisfaction in coordination, (3) satisfaction in medical information. 3) The
service efficiency comprises of 4 components as followed; (1) reducing labor and material
cost (2) the participation of service user in service process, (3) adapting flexible demand, (4)
the feedback of service user. The sampling was selected from the service user of 10 sections,
619,456 people. The sample size was determined to be 401 people by Taro Yamane’s
formulation.

The tool used in this research was questionnaire, which was developed after
reviewing all related documents and theories. The questionnaire was divided into 4 parts:

Part 1 was collections of personal data comprising of sex, age, education
attainment, status, occupation, salary and the reason for using the health service. Part 2
was the questions regarding the Marketing Mix. Part 3 was the questions regarding the
satisfaction. Part 4 was the questions regarding the service efficiency, and open-ended
questions regarding problems, obstacles and recommendations.

The researcher consulted with advisor and external experts to check content
validity and words accuracy of the questionnaire to ensure respondents’ understandings.
The questionnaire was then tested by 30 respondents at Out Patient department, Raikhing
hospital of similar characteristics as the targeted respondents. The questionnaire was re-checked
again by advisor and external expert to complete the final version.

Then, the researchers calculated the data to find out the reliability. The
researcher brought the reliable questionnaires to collect data with thirty respondents
who had similar characteristics as the targeted respondents. After that, the collected
data was analyzed with Cronbrach’s Alpha-Coefficient. The criterion of Cronbrach’s
Alpha-Coefficient’s value of reliability was equaled to or over 0.7. However, the result
of data calculation as collected from the trial samples was 0.9152 for the Marketing
Mix, 0.8529 for the service of efficiency, and 0.8675 for the satisfaction of service
user. Thus, this proved the reliability of the questionnaire.

For qualitative study, the researcher used purposive selection, with Non-
probability selection sampling. In-depth interviews were conducted with 5 staffs of Out
Patient Department at Nakhonpathom hospital. The staffs interviewed included the chief
of out Patient Department, the chief of nursing department, vocational nurse, technician

nurse, and patient assistant. Interviewing questions included (1) How marketing mix,



JUNAINGIay YH1INGI[INTAA arLa. (Sgilszanaumnans)/ 173

efficiency of service and satisfaction were. (2) How marketing mix related to the
satisfaction and efficiency of service (3) How marketing mix helped to enhance the
efficiency of service. (4) Recommendations for developing each marketing mix to

enhance the efficiency of service

8. Statistical Analysis

The result of Statistical analysis is illustrated in tables. Statistical analysis
used were percentage, mean and standard deviation to describe samples’ personal data,
opinion on the Marketing Mix, the level of the satisfaction of service user, and the
efficiency of services of Out Patient Department at Nakhonpathom Hospital. Person’s
Product Moment Correlation was used to analyze relationship between Marketing Mix
and satisfaction of service user, and relationship between the Marketing Mix and the
efficiency of service. Multiple Linear Regression (MLR) was used to analyze influence
between the Marketing Mix and the satisfaction of service user, and influence between
the Marketing Mix and the efficiency of service.

9. Results

The results of this study were divided into 6 parts as followed;

9.1 General information on service user of Out Patient Department at
Nakhonpathom hospital

Out of 401 service users of the Out Patient Department of Nakhonpathom
hospital, 54.6% were male and 45.4% were female. Regarding the service users’ ages, most
subjects were among the age of 50 years or older (23.9%) and 26-33 years old (20.9%).
Education levels of the subjects were bachelor’s degree (28.4%) and primary school
(22.7%). 58.9% of the subjects were married, and 34.2% worked in farming and agricultural
area as well as independent workers. 38.7% of the subjects earned monthly income of
5,001-10,000 baht, and 30.3% indicated using the services because the hospital was near to
their houses.
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9.2 Result of studying the Marketing Mix

The results of the study of Marketing Mix of the Out Patient Department of
Nakhonpathom hospital was at high level overall. Mean was 3.71 and Standard Deviation
was 0.51. When considering each aspect, it was found that all 6 marketing mix resulted in
high level. For product, price, place, process, physical environment, people, the result were
at 3.82, 3.80, 3.79, 3.71, 3.70, and 3.69 respectively. Promotion was found at moderate
level, 3.35.

Table 2: Mean, Standard Deviation and level of Marketing Mix of service user of Out

Patient Department of Nakhonpathom hospital

Marketing Mix Mean | S.D. | Interpretation
Product 3.82 | 0.69 High
Place 3.79 | 0.67 High
Price 3.80 | 0.65 High
Promotion 335 | 092 Moderate
People 3.69 | 0.66 High
Physical environment 3.70 | 0.65 High
Process 3.71 | 0.71 High

Total 3.71 | 0.51 High

9.3 Results of studying the satisfaction of service user of Out Patient
Department at Nakhonpathom hospital

It was found that the level of satisfaction of service user was at high level
overall, having average score at 3.81. When considering each aspect on satisfaction of
medical information, satisfaction of coordination and satisfaction of convenience, the score

were in high level at 3.93, 3.83 and 3.66 respectively.
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Table 3: Mean, Standard Deviation and level of the satisfaction of service user of Out

Patient Department of Nakhonpathom hospital

The satisfaction of service user | Mean | S.D. | Interpretation
Satisfaction in convenience 3.66 | 0.79 High
Satisfaction in coordination 3.83 | 0.65 High
Satisfaction in medical information | 3.93 | 0.70 High

Total 3.81 | 0.61 High

9.4 Results of studying the efficiency of services of Out Patient Department
of Nakhonpathom hospital

The level of efficiency of services in Out Patient Department of Nakhonpathom
Hospital was high with average score of 3.76. When considering each aspect, the
participation of service user in service process, the feedback of service user, the adaptive
demand, the reduction of labor and material cost were 3.91, 3.80, 3.68, and 3.65

respectively, which were considered to be at high level.

Table 4: Mean, Standard Deviation and level of the efficiency of service of Out Patient

Department of Nakhonpathom hospital

The efficiency of service Mean | S.D. | Interpretation
1. reducing labor and material cost 3.65 0.74 High
2. the participation of service user in 391 0.74 High
service process
3. adapting flexible demand 3.68 0.73 High
4. the feedback of service user 3.80 0.81 High

Total 3.76 0.57 High
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9.5 Results of studying the correlation between Marketing Mix, the

satisfaction of service, and the efficiency of service

9.5.1 Correlation between Marketing Mix and the satisfaction
of services in Out Patient Department of Nakhonpathom hospital

The overall findings of the relationship between Marketing
Mix and the satisfaction of service within Out Patient Department of Nakhonpathom
hospital were that marketing mix showed positive correlation with the satisfaction of
service user within Out Patient Department of Nakhonpathom hospital with statistical
significant level at 0.05 (r=0.692). This result complied with the hypothesis. When
considering each aspect the results were as followed:

Physical environment, process, people, and price showed moderate
positive correlation with the satisfaction of service user within Out Patient Department of
Nakhonpathom hospital with statistical significant level at 0.05 (r=0.632, 0.625, 0.595, and
0.526 respectively)

Place, product, and promotion showed low positive correlation
to the satisfaction of service user within Out Patient Department of Nakhonpathom
hospital with statistical significant level at 0.05 (r=0.399, 0.394, and 0.350 respectively)

9.5.2 Correlation between Marketing Mix and the efficiency
of services in Out Patient Department of Nakhonpathom hospital

The overall findings of The relationship between Marketing
Mix and the efficiency of service within Out Patient Department of Nakhonpathom
hospital showed that the marketing mix showed moderate, positive correlation to the
efficiency of service within Out Patient Department of Nakhonpathom hospital with
statistical significant level at 0.05 (r=0.679). This result complied with the hypothesis.
When considering each aspect the results were as followed:

Physical environment, process, people, price showed moderate
positive correlation with the efficiency of service within Out Patient Department of
Nakhonpathom hospital with statistical significant level at 0.05 (r=0.619, 0.592, 0.542,
0.515 respectively)
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Place, product, and promotion showed low positive correlation
with the efficiency of service within Out Patient Department in Nakhonpathom hospital
with statistical significant level at 0.05 (r=0.421, 0.394, and 0.365 respectively)

9.6 Capabilities of Marketing Mix in explaining the satisfaction of service
user and the efficiency of services in Out Patient Department of Nakhonpathom
Hospital

9.6.1 Capabilities of Marketing Mix in explaining the satisfaction
of service user

At this stage, the data on Marketing mix in 7 aspects was analyzed:
product, place, price, promotion, people, physical environment, process. This analysis was
to find out which aspect was able to explain the variations associated with satisfaction of
service user in 3 facets: satisfaction in medical information, satisfaction in coordination, and
satisfaction in convenience. The analysis was based on the multiple regression analysis with
the following representing symbols:

Dependent variable: Y = the satisfaction of service user

Independent variable:

X1 = product, X, = place,

X3 = price, X4 = promotion,

Xs = people, Xg = physical environment,
X7 = process

Table 5: Projection of price (Xs3), people (Xs), physical environment (Xg), process (X;) based

on the satisfaction of service user

] Regression )
Variables o Sig.
Coefficient
price (Xs) 0.157 0.000*
people (Xs) 0.180 0.000*
physical environment (Xs) 0.236 0.000*
process (X7) 0.242 0.000*
(Constant) 0.759 0.000*

*p<0.05
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The obtained equation was:
Y =0.759 + 0.157 (X3) + 0.180 (Xs) + 0.236 (Xg) + 0.242 (X7)
R”=0.540

From the above equation, the variables that showed positive
influence on satisfaction of service user included price with multiple regression value at
0.157, that is, if price increased for 1 unit, the satisfaction of service user would increase for
0.157 as well. People resulted in multiple regressions value at 0.180, that is, if people
increased for 1 unit, the satisfaction of service user would increase for 0.180 as well.
Physical environment resulted in multiple regressions value at 0.236, that is, if physical
environment increased for 1 unit, the satisfaction of service user would increase for 0.236 as
well. Process resulted in multiple regressions value at 0.242, that is, if process increased for
1 unit, the satisfaction of service user would increase for 0.242 as well. In conclusion, they
were able to explain the variation at 54.0% (R? = 0.540)

9.6.2 Capabilities of Marketing Mix in explaining the
efficiency of service

At this stage, the data on Marketing mix in 7 aspects was analyzed:
product, place, price, promotion, people, physical environment, process. This analysis was
to find out which aspect was able to explain the variations associated with efficiency of
service in 4 facets: reducing labor and material cost, participation of service user in service
process, adaptive demand and feedback of service user. The analysis was based on the
multiple regression analysis with the following representing symbols:

Dependent variable: Y = the efficiency of service

Independent variable:

X1 = product, X, = place,
X3 = price, X4 = promotion,
Xs = people, Xg = physical environment,

X7 = process
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Table 6: Projection of product (X3), price (X3), people (Xs), physical environment
(Xs), process (X7) based on the efficiency of service

Variables Regre-ss-lon Sig.
Coefficient
product (Xy) 0.081 0.017*
price (Xs) 0.140 0.000*
people (Xs) 0.096 0.025*
physical environment (Xg) 0.255 0.000*
process (X7) 0.196 0.000*
(Constant) 0.887 0.000*

*p<0.05

The obtained equation was:

Y = 0.887 + 0.081 (X1) + 0.140 (X3) + 0.096 (Xs) + 0.255 (X¢)
+0.196 (X7)

R” = 0.502

From the above equation, the variables that showed positive
influence on the efficiency of services included product with the multiple regressions value
at 0.081, that is, if product increased for 1 unit, the efficiency of service would increase for
0.081 as well. Price resulted in multiple regressions value at 0.140, that is, if price increased
for 1 unit, the efficiency of service would increase for 0.140 as well. People resulted in
multiple regressions value at 0.096, that is, if people increased for 1 unit, the efficiency of
service would increase for 0.096 as well. Physical environment resulted in multiple
regressions value at 0.255, that is, if physical environment increased for 1 unit, the efficiency
of service would increase for 0.255 as well. Process resulted in multiple regressions value at
0.196, that is, if process increased for 1 unit, the efficiency of service would increase for

0.196 as well. In conclusion, they were able to explain the variation at 50.2% (R? = 0.502)
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10. Discussion

10.1 Correlation between Marketing Mix and the satisfaction of
service user

For the correlation between Marketing Mix and the satisfaction of service
user of Out Patient Department of Nakhonpathom hospital, positive correlation at
moderate level was found. The results of factor analysis in each facet of Marketing
Mix showed that 4 facets of marketing mix had positive correlation at moderate level.
3 facets of marketing mix showed low positive correlation with the satisfaction of
service user. These results were relevant to the research of Anchalee Khudhamrongkul
(2010) regarding the influence of marketing mix on the satisfaction of service user in
Out Patient Department of Nakhonpathom hospital. The results showed that all 7
Marketing Mix had positive correlation with the satisfaction of service user.

The factor with the highest positive correlation was physical environment (r =
0.632). Second highest factor with positive correlation was process (r = 0.625), followed by
people (r = 0.595) respectively. This was consistent to Sarinya jaturavichanun (2003) for
service marketing factors influencing the selection of hospital in the social security program
by the employees of the northern region industrial estate, Lamphun province. The research
found that the first three service marketing factors influencing the selection of hospital were
people, process and physical environment. All 3 factors were the most important of service
marketing. This seemed to be in accordance with the concept of Boom and Bitner (1983)
which stated that service marketing must add 3 Ps (people, physical environment, and
process) into the service work. The reasons as followed: service work needs to have the
service, the people who provide the service, the production and delivery of the service, all of
which to take place at the same time.

This was in accordance with the interview conducted with chief of nurse
section at Nakhonpathom hospital (interview; February 2012) who communicated that one
component of the service marketing mix that was most associated with the satisfaction of
service user of Out Patient Department of Nakhonpathom hospital was process. Efficiency
of treatment was considered a strength, as the hospital was well-equipped with medical
instruments, as well as doctors who provided adequate information about disease, caring

treatments and communicated well with patients. Second was people. Nakhonpathom
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hospital had good doctors and experienced staffs at all level of servicing, and the service
fees were reasonable. Third was physical environment. Nakhonpathom hospital provided its
service environment that was convenient to users. Enough seats, toilets and litter bins were
provided. However to feel more satisfied, service users suggested to improve on cleanliness
and hygiene.

In comparing the results and the established hypothesis, it showed that the
Marketing mix was positively correlated with the satisfaction of service user of Out Patient
Department of Nakhonpathom hospital at moderate level. (r = 0.692)

10.2 Correlation between Marketing Mix and the efficiency of service

The result showed that overall Service Marketing Mix was positively correlated
with the efficiency of service at moderate level (r = 0.679). The results of factor analysis in
each facet of service Marketing Mix in correlation with efficiency showed that 4 of
Marketing mix had positive correlation at moderate level with the efficiency of service. 3
facet of service marketing mix had positive correlation at low level with the efficiency of
service. The factor with the highest positive correlation was the physical environment (r =
0.619), followed by the process (r = 0.592), the people (r = 0.542), and the price (r = 0.515)
respectively. This was consistent with Sarinya jaturavichanun (2003) of service marketing
factors influencing the selection of hospital in the social security program by the employees
of the northern region industrial estate, Lamphun province. The research found that the first
three service marketing factors influencing the selection of hospital were people, process
and physical environment. All 3 factors were the most important of service marketing mix.
Factor with low positive correlation was the place (r = 0.421), the product (r = 0.394), and
the promotion (r = 0.365) respectively.

For the physical environment, chief of vocational nurse of Out patient
Department said that Nakhonpathom hospital provided the service proportionally, each floor
was separated into each sections. Medicine rooms were located on the 1%, 3 floor, and in
the emergency building to provide enough service throughout. Moreover, Nakhonpathom
hospital made efforts to improve on its physical environment. Its attractive environment
made people who used the service felt satisfied. These results were relevant to the concept
of Utis siriwan (2010) who stated that organization must made effort to show the quality of

service through physical environment, the same way as hotels’ environment whose
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customers looked for clean and prompt service as well as other benefits when using the
service.

For the process, chief of nurse section said that nakhonpathom hospital made
efforts to improve on the process of service such as for patients with diabetes. It provided
these patients with medical service near their home. It also provided a fast service for blood
test, which patients could check their sugar level by doing bloodletting on fingertips.
Moreover, Nakhonpathom hospital provided bloodletting service on Saturdays and Sundays.
Patients could do the bloodletting and then received treatments on the same day. If the
hospital could improve on the process of service, it would result in the more convenient and
faster service to users. These results were relevant to the concept of Benjamas mapobsuk
(2007) which stated that in managing the process, the service needed to be fast and easy
without unnecessary steps in the process. Thus, this would help to develop the efficiency of
service effectively.

For the people, chief of nurse section said that the people facet of marketing
mix of Nakhonpathom hospital was the most important reason to use the service, meaning
that Nakhonpathom hospital had experienced doctors. These results were relevant to the
concept of Somboon chaisitthiporn (2005), which stated that employee who was
participative in presenting the service had an influence on customers’ experience. If
employee presented the service appropriately with quality and met with customers’
expectation, customers would be satisfied with the service.

When comparing the results and the established hypothesis, it showed that the
service marketing mix had positive correlation with efficiency of service of Out Patient

Department of Nakhonpathom hospital (r = 0.679).

10.3 Results of studying Marketing Mix in explaining the satisfaction
of service user of Out Patient Department of Nakhonpathom hospital

Service Marketing Mix were analyzed in 7 aspects: (1) product, (2) place, (3)
price, (4) promotion, (5) people, (6) physical environment, (7) process. And service user’s
satisfaction was analyzed in 3 aspects: (1) Satisfaction in convenience, (2) Satisfaction in
coordination, (3) Satisfaction in medical information. Analysis was done to understand if

and how they were able to explain the variation to service user’s satisfaction.
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The results showed that the variable with positive influence on the satisfaction
of service user was price, multiple regressions level at 0.157. That is, if price increases for 1
unit, the satisfaction of service user would increase for 0.157 as well. People resulted in
multiple regressions level at 0.180, that is, if people increases for 1 unit, the satisfaction of
service user would increase for 0.180 as well. Physical environment resulted in multiple
regressions level at 0.236. That is, if physical environment increases for 1 unit, the
satisfaction of service user would increase for 0.236 as well. Process resulted in multiple
regressions level at 0.242; that is, if process increases for 1 unit, the satisfaction of service
user would increase for 0.242 as well. In conclusion, they were able to explain the variation
at 54.0% (R? = 0.540). To elaborate, when price, people, physical environment, and process
increased for 1 unit, they would affect the satisfaction of service user by more than 50% or
at 54%.

This was consistent to Napapat Akkarakulrit (2009)’s findings on service
marketing factors influencing users’ satisfaction when using the service at hospitals within
Bangkok region. The research found that there were 6 factors of service marketing mix
which influenced users’ satisfaction when using the service at private hospitals. Among the
6 factors: process, people, promotion, physical environment, price and product, this study
found that promotion, product and place did not have influence on service users’
satisfaction.

It can be explained that pricing had influences on satisfaction of service user. If
price were to be reasonable with quality of service, users would feel satisfied. People
providing the service had influences on service users’ awareness. The employees
represented the organization. When employees were well-presented, quality of service had
met with service users’ expectation. Physical environment was also well-presented and used
by service users. Efficiency in the process provided service users with quality of service.

Thus, improving on the process and making it more flexible helped to satisfy service users.

10.4 Results of studying Marketing Mix in explaining the efficiency of
service of Out Patient Department of Nakhonpathom hospital

Analysis was done on the 7 aspects of Service Marketing Mix: (1) product, (2)
place, (3) price, (4) promotion, (5) people, (6) physical environment, (7) process, and the 4
aspects of service efficiency: (1) reducing labor and material cost (2) the participation of
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service user in service process, (3) adapting flexible demand, (4) the feedback of service
user. They were analyzed to consider whether and how they were able to explain the
variation regarding the service efficiency.

The results showed that variables that had positive influence on service
efficiency included the product, multiple regressions level at 0.081. That is, if product
increased for 1 unit, the service efficiency would increase for 0.081 as well. Price resulted in
multiple regressions level at 0.140; that is, if price increased for 1 unit, the service efficiency
would increase for 0.140 as well. People resulted in multiple regressions level at 0.096; that
is, if people increased for 1 unit, the service efficiency would increase for 0.096 as well.
Physical environment resulted in multiple regressions level at 0.255; that is, if physical
environment increased for 1 unit, the service efficiency would increase for 0.255 as well.
Process resulted in multiple regressions level at 0.196, that is, if process increased for 1 unit,
the service efficiency would increase for 0.196 as well. In conclusion, they were able to
explain the variation at 50.2% (R” = 0.502). To elaborate, when product, price, people,
physical environment, and process increased for 1 unit, they affected the service efficiency
by more than 50% or at 50.2%.

This was consistent with Wareeporn Chusri (2009)’s study on the influence of
internal marketing mix on effectiveness of the operation of staff: a case study of business
hotels located in Hatyai Municipality area. The research found that internal marketing mix
had positive influence on effectiveness of the operation of staff. It explained that
effectiveness of the operation of staff increased when the organization provided them with
enough numbers of staff and with well-established system, employees’ participation,
training and skills-development.

This was in accordance to the interview conducted with chief of Out Patient
Department at Nakhonpathom hospital (interview; February 2012), who said that efficiency
was depended on the following marketing mix: product, price, people, physical environment
and process. The product included efficiency in treatments, experienced doctors and modern
medical equipment. Price involved easy payment system such credit cards and health
insurance.

For people, Nakhonpathom hospital provided staff training and development at
all level of the organization to support multi-functioned skills. When needs arose, employees

would be transferred to work in other areas accordingly. On the process, unnecessary steps
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were eliminated for faster operations. Nakhonpathom hospital could provide additional
service channels and make the queuing more manageable. Hospital staffs were to be able to
allocate patients with different needs, such that emergency needs were to be taken care of at

once. Thus, this would help to improve on efficiency of the service.

11. Recommendations

For the study of the guidelines of uses Marketing Mix for enhancing the
services of Out Patients Department Nakhonpathom Hospital, the researcher has the

following recommendations:

In administrative

Administrators may use this study as guidelines in developing service
system of Out Patient Department Nakhonpathom hospital to respond to the requirement
of service users following the standard of hospital accreditation (HA) aimed at

continuous quality development.

In practical

Nakhonpathom hospital is a non-profit organization which has 2 targeted-
market groups: (1) the primary target, the group which is eligible for social service under
the national health security program, which the organization must take responsibility to
provide for. (2) the secondary target, the group which is able to support the public health
service or provide fundings to the hospital. This group may be organizations, foundations,
associations or people who want to work for public interests. Nakhonpathom hospital
needs to focus more on its secondary target.

The reason is that we must realize that organization needs to have revenues
in order to continue its operations. Nakhonpathom hospital must proactively administer
its revenue-earnings, possibly focusing on activities that support its key business. This
may be establishing sporting events or fitness center similar to that of Siriraj Hospital
whose service includes care for elderly as well as making the hospital more like a home
with professional nurses. Its revenue-earning services include Healthcare SPA and Heart

Center.
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Nakhonpathom hospital should study personal factor of service user and
marketing mix which have influence on users’ selection of health services. This should
be used as criteria for selection of the targeted market and for determining the hospital’s
strategic position. This should be done together with customer relationship management/CRM
concept to improve on the service in details in order to respond to the requirement of
customer. By tracking history of previous use of service, together with service use at
present, it could provide useful information about the customers’ need. This could result
in customers’ royalty, reduced expense, increase revenue, and thus making the hospital

more profitable.

12. Recommendations for further study

The researcher has suggestions for further studies as followed:

1. Further study may be a comparative study of the service efficiency and
other group of hospital to learn of overall settings of the hospital.

2. Further study may be a qualitative study using several techniques, such as
interview, observation, discussion in focus group, etc., and including data triangulation
to acquire in-depth quality data.

3. Further study may be done on other marketing factors influencing service
efficiency of organization, such as consumer behavior, motivation factor in marketing, etc.

4. Further study may be done on service marketing mix related to both
previous user sample and new user sample. This is to acquire data that can be used in

developing strategy to create royalty among previous users and attracting new users.
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