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ABSTRACT

The objective of this independent study was to study the level of customer satisfaction
towards service marketing mix of fhe General In-patient Department at Lanna Hospital, Chiang -
Mai Province. The data were collected by using questionnaires which were distributed to 400
people who used to receive service provided by the General In-patient Department at Lanna
Hospital. The group of samples was selected according to conveniences sampling. The collected
data were analyzed by usmé descriptive statistics; such as frequency, percentage, average, and
the importance-performance analysis. The inf;erential statistics were used for hypothesis testing;
such as t-test and one-way ANOVA analysis as well.

Results of the study found that most of the questionnaire respondents was female, aged
under 30 years old, had a below Bachelor Degree level of education, self employed/freelance,
f:amed under 15,000 baht of income, originated from various districts in Chiang Mai, received
medical care only through internal medicine division, received these cares through this

department for more than 3 times, claimed the medical expenditures from life insurance
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companies, and the reason for u;ing the service from Lanna Hospifal was “used to come for a
service” and “like the service”.

The shidy result about the importance and satisfaction of the service receivers towards
service marketing mix factors found that the service receivers ranked high level in the importance
on service factor, price factor, channel of distribution factor, people factor, physical evidence
factor, and process factor, and ranked high level in the satisfaction on those factors as well. For
the marketing mix factor on integrated marketing communication, the service receiver ranked the
importance as high level, but put their satisféction as moderate level.

The analysis which was done through the importance-performance analysis found that
service factor, channel of distribution factor, people factor, and physical evidence factor were in
the quadrant that indicated highly important factors and highly satisfied factors. Therefore, the
hospital must maintain its quality in the high level. By comparing with other service marketing
mix factors, it was found that the process factors were in the quadrant indicating that they were
important, but the service receivers did not receive the satisfactdry service. This showed that the
hospital must immediately pay more attention to improve the process-factor, especially the sub-
factors of prompt and suitable procedure for checking out to return home. The service receivers
ranked the importance as high level, but ranked the satisfaction as moderate level. For price and
integrated marketing communication factors, they were in the quadrant indicating low importance
when compared with other factors. The service receivers did not receive the service at the
satisfactory level. There was no need for the hospital to solve the situation at once, but should
proceed on improving this incident in the following order.

The comparison of the service receivers’ satisfaction towards service marketing mix
factors by sorting from personal factors found that the average satisfaction value in service
marketing mix factors were not different in age, occupation, number of service received, and
ward that service was provided. But, the difference showed in the average satisfaction value in

service marketing mix factors on sex, hometown, level of education, and monthly income.
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Female service receivers had higherr satisfaction level towards all éeyen service marketing mix
factors than male. The service receivers whom hometown was outside Chiang Mai had higher
satisfaction level towards service and price factors than the service receivers whom hometown
was inside Muang Distriét, Chiang Mai. The service receivers who had a below Bachelor Degree
level of education had higher satisfaction level towards integrated marketing communication
factor than the service receivers who had a Bachelor Degree level of education. And, the service
receivers who earned a monthly income under 15,000 baht had higher satisfaction level towards
process factor than the service receivers who earned between 15,001-30,000 baht of monthly

income. These differences were statistically significance at 0.05 level.





