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ABSTRACT

This independent study aimed to explore the service marketing mix factors affecting the
satisfaction of In-patients or influencing people towards decision to use services from In-patient
Division at Chiangmai Ram hospital, Chiang Mai province. Research samplings were specified to
400 Thai In-patients of Chiangmai Ram hospital by using questionnaires as the research tool to
collect data. Then, the statistics used to analyze all derived data was frequency, percentage and
means.

Most respondents were 20-29 year-old married female, holding Bacheldr’s degree,
working as traders/business owners and eaming monthly income at the amount of 10,001-20,000
baht. The majority claimed for medical treatment expenses from the insurance company and had
visited the hospital as the inpatient at less than once a month. |

Results of the study indicated that in product or service factor, the top three sub-elements
that the respondents satisfied with the most were the high-technology of medical tools or devices,
the quality of medicines resulting to the effective remedy as found from the patient’s recovery
and the reliability of hospital by having in-serviced specialists at all times. In contrast, the lowest

satisfaction was given to the comprehensive treatments to all diseases.
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In price factor, the top three sub-elements that the respondents satisfied with the most
were the acceptance of the medical claims from the insurance company or E)rganization welfare,
the discount for VIP card holders and the clear notification of medical charge in advance. In
contrast, the lowest satisfactions were given to the reasonable medical treatment cost comparing
to the services received and the reasonable medical treatment cost in compared with other
hospitals.

In place factor, the top three sub-elements that the respondents satisfied with the most
were the In- community-area location, the convenient location to access and having public
passenger cars or taxi cabs passing through the hospital.

In promotion factor, the top three sub-elements that the respondents satisfied with the
most were the publicity of health information via media i.e. newspaper, radio, television, Internet
and signboards, the journal publishing on medical treatments and new medical technologies
circulated to patients and the advices and descriptions done by hospital officers. In contrast, the
lowest satisfaction was given to the special activities for members such as seminar and training to
gain knowledge to customers.

In people factor, the top three sub-clements that the respondents satisfied with the most
were friendliness, expertise, and competence of doctors and expertise and competence of nurses.
In contrast, the lowest satisfaction was given to expertise and competence of other officers in -
related fields such as the financial officers and public relation officers.

In process factor, the top three sub-elements that the respondents satisfied with the most
were the issue of medical testimonial, the advice on certain direction to take medicines, and the
document preparation for medical reimbursement as well as the openness for comments and
opinions from customers In contrast, the lowest satisfaction was given to the rapidness in,
delivering supportive claiming documents to the insurance company.

In physical evidence and presentation, the top three sub-elements that the respondents
satisfied with the most were the hygiene of medical devices, the high technology and new medical
devices, and the beauty of patient’s room. In contrast, the lowest satisfaction was given to

sufficient parking area.





