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Abstract

This independent study aimed to examine service marketing mix affecting customers
towards using services of an outpatient department, Sriphat Medical Center, Chiang Mai
University. The Samples were specified from 300 Thai outpatient of Sriphat Medical Center,
Chiang Mai University. The questionnaire was used as a research tool to collect data; then, all
derived data were analyzed by the descriptive statistics consisting of frequency, percentage and
means.

The results showed that most patients were female aged between 41-50 years old,
holding bachelor’s degree, working as government officer and earning monthly income at the
amount of 15,001-35,000 baht and most patients stayed outside Chiang Mai and the majority
claimed for the health care rights from government.

Based upon the study on opinion towards service marketing mix affecting customers
Towards using services of an outpatient department, Sriphat Medical Center, Chiang Mai
University, the results suggested that there were top three factors affecting the selecting decision
of those patients the most: have the doctor that had the knowledge and expertise of doctors, the

doctors were medical lecturers and the reliability of the hospital.



In product factor, the top three important elements were the reliability of the
hospital, specialization in specific illnesses and the reputation and good image of the hospital.

In price factor, the top three important elements were being able to pay by credit
card, being able to claim from health care rights of the government and being able to claim from
health care rights from life insurance or from the company’s welfare.

In place factor, the top three important elements were the location located near
community area, widely parking area and sufficient parking area.

In promotion factor, the top three important elements were the advices provided by
the old patients, arrangements of some health promotion activities and the arrangements of some
social-related activities such as health care academic lectures, exhibitions and trainings for the
patients.

In people factor, the top three elements were having the doctor that had the
knowledge and expertise of doctors, the doctors were instructor doctor and reputation of doctors.

In process factor, the top three elements were the explanation of the service process,
the uncomplicated medical communicate for treatment process and one stop service.

In physical evidence factor, the top three elements were the high technology and
sufficient medical equipments, the cleanliness of the medical equipments and the cleanliness of

the hospital.



