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ABSTRACT

This independent study aimed at investigating customer satisfaction towards
services marketing mix of General Outpatient Department at Lanna Hospital, Chiang Mai
province. Samples of this study were specified to 400 general outpatients of the studied hospital.
Questionnaires were used as the tool to collect data and data analysis was conduct by the use of
descriptive statistics: frequency, percentage and mean.

The findings presented that most respondents were female, aged 31-40 years old,
graduated in Bachelor’s Degree, worked as business owner/freelance, earned monthly income at
the amount of 15,001-30,000 baht and resided in other districts in Chiang Mai province. They
mostly asked for the medical treatment from Medicine Division, had taken services from General
Outpatient Department at Lanna Hospital for over 3 times and claimed for medical expense from
the insurance company. At that time, they were waiting for the medical service at Obstetrics and
Pediatrics Division. Most of them were not a membership of VIP card as offered by the hospital.
The reason of selecting Lanna Hospital was referred to the impressive experience as they got
from the hospital.

Regarding the study on customer satisfaction towards marketing mix of General

Outpatient Department at Lanna Hospital, Chiang Mai province, the respondents ranked their



satisfaction at high level towards physical evidence and presentation, place and product factors,
but at moderate level towards people, process, price and promotion.

For product factor, the respondent ranked their highest satisfaction to the top three
sub-factors as follows: having full sets of medical devices, having call center service to provide
information (including confirming or postponing the appointment with physician in advance), and
selecting appropriate medical technology and medicine in according to the actual necessity and
disorder of each patient, accordingly.

For price factor, the respondents ranked their highest satisfaction to the acceptance
of credit payment; but moderate satisfaction to the clear billing that presented medical expense in
details.

For place factor, the respondent ranked their highest satisfaction to the top-three
sub-factors as follows: the convenient location to travel to, the prominent location where was easy
to see, and the appropriateness of working hours, accordingly.

For promotion factor, the respondents ranked their highest satisfaction to the top-
three sub-factors as follows: the offer of special medical treatment rate, the distribution of
document related to the certain medical treatment, and the offer of discount rate (for its member
or the elderly), accordingly.

For people factor, the respondents ranked their highest satisfaction to the top-three
sub-factors as follows: having specialists, having skillful physicians to provide medical treatment,
and having friendly nurses and staff, accordingly.

For physical evidence and presentation factor, the respondents ranked their highest
satisfaction to the top-three sub-factors as follows: the cleanliness and well arrangement of
working area, the sufficiency of light in internal area, and the cleanliness, beauty and modernity
of the hospital area, accordingly.

For process factor, the respondents ranked their highest satisfaction to the top-three
sub-factors as follows: being provided information related to his/her disease from physicians or
staff, the length of time in processing a new patient card as equally as being provided medicine

instructions, and getting wholly medicines as prescribed by the physicians, accordingly.



