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Chidanan Kamanamool.(2008). Factors Influencing a Service Using Behavior at Jaidee
Clinic Salaya. Master Project, M.B.A. (Marketing). Bangkok: Graduate School,

Srinakharinwirot University. Advisor: Dr. Warangkana Adisornprasert.

The purpose of this study is to provide an understanding of factors influencing a
service using behavior at Jaidee Clinic, Salaya. Factors are categorized into demographic
characteristics: age, gender, education, occupation, average income, service mix: pre-,
during- , post-service factors and customers’ service using behavior. This study examines
the differences between demographic characteristics and service using behavior at Jaidee
Clinic as well as the relationship between service mix and service using behavior at Jaidee
Clinic.

The sample is composed of 339 customers of Jaidee Clinic Salaya. Questionnaire
is used as a tool to collect the data. Descriptive statistics of frequency, percentage, mean
and standard deviation are used to summarize and describe the data. The statistical
methods use to analyze the data are Independent Sample t-Test, One-Way ANOVA, Least
Significant Difference (LSD) for pair comparison and Pearson’s Product Moment Correlation

Coefficient. SPSS Version 11.5 is used for data analysis.

The results of the study are concluded as follows:

1. Service using behavior is more common in female, age between 21-30 years
old, high-school graduated, high-school or college students with average income less than
5,000 Baht per month.

2. Pre-service factors: free doctor consulting is the most influential factor of service
using behavior followed by doctors' reliability, staff's counseling performance and medical
instruments respectively.

3. During-service factors: doctor’s hospitality is the most influential factor of service
using behavior followed by well-mannered staff and doctor’s attention respectively.

4. Post-service factors: doctor’s skill is the most influential factor of service using
behavior followed by consistency of service quality and punctually opening hours
respectively.

5. Most customers received service utilization because of the reasonable price.

The presented symptom is acne. The most popular service is medical consultation. The

busiest work hour was 18:00-18:59 pm on Sunday. The frequency of average service



utilization was 3 visits per month. The average payment was 517.32 Baht and the average
treatment duration was 8.56 months.

6. Customers with different gender have different service using behavior in term of
the frequency of visits in 3 months at statistically significant level at 0.05

7. Customers with different age have different service using behavior in term of the
amount of money they spend at statistically significant level at 0.05.

8. Customers with different education have different service using behavior in term
of the frequency of their visit at statistically significant level at 0.05.

9. Customers with different occupation have different service using behavior in
term of the frequency of their visit at statistically significant level at 0.05.

10. Customers with different income have different service using behavior in term
of the amount of money they spend at statistically significant level at 0.05.

11. Pre-, during- , post-service factors have relationship with customers’ service

using behavior at statistically significant level at 0.05.
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sednsg
dszanan 14 lunnsidunian Aa gnAnunduLEnsinEaInAatinlan Aranen A9udn

WATUTN TINAWINL 2,218 AU (ATAFAIUGLABY WO ARNEU 2548 - RIMNAN 2550)
NANAIREN

1 v
1 = o

1 o EY a o dy A v dl o a o aa a
ﬂ@mmmwmlﬂummwmm AR Qﬂmmmiummﬁﬂmmm@uﬂ‘l@m ANA1EN
o o dl al o %’/ : [ % [ 1 o 1 =
mmmumﬂgu FINANUAUNNAU 2,218 AU Lﬂumﬂgmlumsmuummmﬂ@um@mﬂumm
NIILINUIULTTTNINIUUB L (Finite Population) 2849119 &nu1Le (Taro Yamane, 1973: 125)

2 o

gadsnivunuiadaedaaidusununfaesdszansiaunn Inaaiuaunings

1
al o

Aoat1eiinizanldldgnanals arunu AuunauInaesgnANszAuANLTeil 95%

AYNARIALARELLRIN TN NEaNTL TR 5% TIRATN1IMIAIANUILNGNARLNAINGATAIE

Taanualsl N = anuauilszanng
N = ANUIUFAIBEING
o dl dl o Y o ! o
e = 7eAUAMNAAIALARRURaNTUTS ANuuAWINGTL 0.05

;s Inengsnd (2005: 79)

uwnuan lugasssiuazles

2218

1+2218(0.05)°

338.88

AMATBINGNAat1elE uN1IAaAe 338.88 wTalsyunns 339 AU wazarldinnisiaen

siaeinelnaAnilatiananniinaziiiy (Probability Sampling)
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AU 1 Stratified Random Sampling A8 N1s@annguanatinelaeuilszansy

Anwuflungu (Strata) naazilugnAnndaiusnissnuens fsstelld

naxane AU
Fndnsisawiniy 20 T 680 AU
21-30 1 970 AU
31-40 1 333 A
41-50 1 175 AU
517 3l 60 AU
99U 2218 AU

o

UUN 2 Proportional Allocation Lun1siaann1suidunuuunnuuadadouniungs

¥ o a

v o S oA o X
AIYJNATINLLINTULITNT Tudiun 1 A9l

nauang FruUNINNA MUIUNFNAIRE
Fndnsisawiniy 20 T 680 AU 104 AU
21-30 1 970 AU 148 AU
31-40 1 333 AU 51 AU
41-50 1 175 AU 27 AU
517 gl 60 AU 9 AL

79U 2218 Al 339 AU
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Tad NN NaNauFUNI9LINFWINTL 0.897 sutladefiNaue5ULFNg Winf 0.907 LAY

1
o o o a !

Fnutlade NN A NAIFULFNTVINAL 0.919

LASRINAN b lunN5IaY
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¥

da¥ 1 A seAunsdndeya Usvinnuiniitya# (Nominal Scale) AnHuzAININ
ARAmauliiaan 2 n1a (Dichotomous Question)

o o o v = °o o . o ° ~

a9 2 a7¢ 3L ALNIIINTLA Uszinnizeeasy (Ordinal Scale) ANMELEAIDINT
Tuanuamevulsfiaen (Multichotomous Question)

% t:ll o = o [ Y% =l o [ .

109 3 7TAUNTANEN sLALNNTIATRYA UsTinnizedasy (Ordinal - Scale)
o o dld o v A . .
AnEUzAINNEraNeARaLliaen (Multichotomous Question)

17 Aﬂl = o v Y o a . o

189 4 817N sEAUNTTIATeya Ussinnuintyals (Nominal Scale) AnHUE

= o

ANDNNARNAANABL (Multichotomous Question)
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HR AN
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ANRALNARTH 3.41 — 4.20 MUY TTadan19AIudauLsLnaLNI9NITLIN1IHANTNG
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1 1

v [ al o v a A Y a o [ %
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o a . dJ o o = o v A .

WHuKANUeYUA (Nominal  Scale) FIaN U ANDINIRA LA RaulEaan (Multichotomous
Question)

o o ° = o I o o o o v =

427 2 ADININERTLeINNIAWANN U2 TneszAunsdadeyaidunuy
wnieyal® (Nominal  Scale)  ednwouzAnndnanaAamauliiaan (Multichotomous
Question)

v A 4. o dag . . o -

4o 3 Anxnaafulssinnuesudnisnld Tausyiunisdndeyaiduuuuuis
Toynl® (Nominal Scale) TansuzAannldnataanaulFiaan (Multichotomous Question)

b dl o tﬂl o o dl Y o a ] dl [ % [ %3 v [~]

427 4 AaNNeaALdundniuLINNsUeengn Inaszaunisdndayauiuuuis

aa

Tounl® (Nominal Scale) TansuzAanndnataanaulFiaan (Multichotomous Question)

o

]
v a

89 5 A1ansAgqiudawlanlun1sfuLEng Anerausuuudeuadidullsziny
(321981611 (Ordinal Scale) AansauzAa INNTuane A maslifiaan (Multichotomous Question)

% t:ll [J -dl o t:ll Y o a A o

489 6 ANDINNYIAUAND IUNNTENFULINNTIUIZEE 3 1AeY LARAN LY
wuudeun N Wulszinnemnsnaan (Ratio  Scale) ansazArnintdunuudaneila (Open-
ended Question)

b dl o dl [ % 1 7 Y a tﬂl 1 zj/

da9 7 Aronunaanueulszunnuan Manalunisldusnisineiaaasenss g
ansozuuudaunNidulszinnansidau (Ratio  Scale) anerauzAta Ntdukuudanaitles
(Open-ended Question)

9} ai o d‘ ' o 2'/ =3 [ 3

42N 8 ADNNERUTEeZNaINIIRIIaiNIAInATLInnetiaqiiu Inadnuo
wuvdaaunnulszinngmandau (Ratio Scale) ansrodeAronmduuuvlaneitla (Open-ended

Question)
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1. dayanRa)i (Secondary Data) lun1sAususndeyaanenansenadasne
a o/ ‘ﬂl
7

Y o @ I Y A o ¥
BASHANTIUIRENINE LB i")ﬂJ‘l’]\‘i@’]ﬂL’JUisﬁﬂWLﬂﬁl’lﬁlﬂ\‘i N UINIATWLLUER LN

a

2. Yayatlguni (Primary Data) lunisiiususmudeyalae liuuugeuainlunisiiy
dayaa1nnguAnetng A9 339 1A Teazaiiunisiiusausandeyaainngusaacieinls
nuualdauasuaInaIuu Insraausaueanngusaatwidnfuuinisaatinlan e

Tneligmauiflugnsanuuuaauninies (Self-Administered Questionnaire)

[ 2/ o v
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. a2 -

Science) T dunausiail

1. NMIAsIAdaLTaYA (Editing) §I48AT9ARAINANYINITBINITADLULILADLANN
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o . ° a v = v Y o Ay oo
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I
17 = o ¥
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AFaglinanisadandennrnans (Statistic Package for Social Science 3@ SPSS) 1ia
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a ¢ v
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~ o A 4o ' A Y
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1lsznaumqe AAUFULENNT TUEFULINNT LATUAISULENNT NRANINAFan17.aan IEU3N17ARTN
1af Aranen TnenismAade (Mean) wazdauideniuunimsgIu (Standard Deviations)
a Y dl o a A Y a % v dl
4.3 M3narvideyaineiunganssunisiaenldisnisaesgnen Tnadedn 1 uas
489 3 IngAANND (Frequency) wazA3aaas (Percentages) uazdad 6-8 laennsvATLaae

(Mean) quw,ﬁmmummgm (Standard Deviations)



42

4.4 MINAFRUANNAFIY
4.4.1 manpaeuannAgiudedn 1 dnwuznisdszansaansliun we any
o =K = v dl ] A = 1 a A Y a
FTAUNTIANENGIAR 21TN uazs e lddauypraladesamauinasenyfanssunisiaenldsnis
aa = o a v dl d’l U o a Y aa Zj/ [ % dgl
patnlan Aanen TnelunisinaeuannAgiuden 1 4 {aduavinmsilagldanAvians asall
= 1 a A Y a aa =
4.4.1.1 NMINARBLINANHARDN ANTINNIABN ELIN9ARTN AR
At Tnel9anm Independent Samples t-test NARBLAINBANANIEUIN 2 NN TILUAT

wa

a tﬁl [~ 9 o . a A Y a aa al
g aanAludeyauiniiayals (Nominal Scale) waznginssunisiaenldisnisaatinlas
Aanen dah 6-8 ludayatlszinndnaaau (Ratio Scale)
=l 1 a A Y a aa =
4.4.1.2 ManpgaLeyNuasengAnssinIaen isnsaatinlan
Aane Taeladm n133AnzfAanuulsisauniaden (One-Way ANOVA) %Q’rﬂ’]ﬂqLﬂwﬁ'ﬂH@
UszinniFeandu (Ordinal Scale) waznganssunIsidenidusnisadiinlan Aranen 4o 6-8
\{Hudiayatlszinndnsndou (Ratio Scale)
4.4.1.3 NMINARBLITAUNIIANENHUAFaNg ANITNNI9ReN [LFN19ARTN
ek Aanen Tnaldatis Independent Samples t-test lunns GeseaunisAnsuiudeyatlsziny
[3ENATAU (Ordinal Scale) wazngAnssunisaenlduinisaatinlan a1anan dai 6-8 ludaya
Usznnamsdau (Ratio Scale)
= = ] a A Y a aa a
4.4.1.4 NMINAFALBNINHNAFEN ANsINNITRen LEN19AATN 1Ak
Aanen Tudaun 1 Tneldada nsamssiaanuulsdsuniaien (One-Way ANOVA) @9

aa

7 A % o . a A Y a
seldseinetiudayatszinnuinttyofa (Nominal Scale) uazngfnssuniaaenlduinis
patinlan Aanen dai 6-8 ludayailszinndnsadau (Ratio Scale)

4.4.1.5 mampasune lddiuyARaRAtAaRaUNWANFANSTLNGANITNNIT

wenluinsaannlan Aranen Ineldadi n1saiaszdiaannulsdsaunnaien (One-Way

A

ANOVA) %qme‘wm'ﬁ@qmﬂié’ﬂu%g@ﬂ?xmmGméiﬂéfu (Ordinal Scale) uazNgaANITNNNT
Aanldiinnarannlan Aanen dait 6-8 \udayatlszinndnsndau (Ratio Scale)

4.4.2 MenprauaNNRigIuded 2 dadufudoutlsznaumianininimes]
dnisnnstlszneusiag neufuLsnig 2ueFULENNg WATUASTULENNT HAdNAuiusALngAnssy
AnadanldEnsAatnlan Aanen ludiud 3 e ldaaRanduiusuuLiefdu (Pearson
Product Moment Correlation Coefficient) (17 29A3Auz. 2546 : 314) Ldfaﬂ@’m%ﬁﬂ@ﬁ’mﬁ@ﬁﬂ
ﬁmmuﬂizﬂ@um\mWiu?‘mﬁﬁmﬂu%’mﬂ@ﬂizmmj”ummﬁ%u (Interval Scale) LazneFnITN

nswenldisnisaatinlad Aanan 489 6-8 udeyatlszinndnsndau (Ratio Scale)
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5.1 NM1sWIANSaEas (Percentages) tngldgns (Waliey wwasga@s. 2537: 110)

. ANUAIUNFRINTG
Anfetay = — v X100
RNUIUTIVNA

52 Aaas (Mean) Tneldgms (aen anfiaehinyan. 2545: 39)

>x

n

X =

158 X WU ANAZLULLRAE

ZX UNY HATINUDIALLULTINUNA

N Ui 291A299NgNA%8EN

5.3 draurliaaiuuannggu Ineldgns (Taen ailadtoyan. 2545: 39)

HE S.D WY ANANITEULUNIATT N
2 1 o o o/
X7 uNU HATINATUUUWARTANENNNAYAeY
2 & o
(X7) U NATINTRIATUULTIINANAIADY

n WAL TUNALBINGNFRBENS

5.4 ANANEUIAMNNWLLLFDUAIN WIATAMNTANY (Reliability) 284

43

wuudauan tdsuAdNlssansaann (Ol Coefficient) aasasauiin Tnaligns (faen

aaeliinyen. 2546: 449)

k covariance/variance

1+ (k - 1)covariance/variance
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ik 0 WY ANANTEN U ULILARLNNNTIR1TY
k WU AIUIUANDIN
covariance UMM ANRAETB4AIANNLLTLIIUIINTENINAIDINFN)
variance W4 AN@AYTEIAIAINLLTLTULEIAN DN
5.5 MINARAUANNAFIUNAFDLAMNUANANTEVINANLRRLUBINGH

Aating 2 naN lneldgns t-Test wuL Independent (fiagein aHitityen. 2544: 135)

f = X1 — X2
e t wny  AradaTdRansaunlu ¢-Distribution
X N v-n"n,fa?ilmmmiuﬁq@mqﬁ 1
Xs N ml,faalmmmiuﬁq@ﬂwﬁ 2
S? N mmmLLﬂiﬂmummﬂ@:wﬁTfmﬂ'Nﬁ 1
S; wnu ﬂ"]ﬂ’]’mLLﬂ@ﬂ?Qumﬂ\iﬂ@:Nﬁ’JﬂﬂN‘ﬁl 2
n, N mummmmjuﬁqmwﬁ' 1
n, N muﬁmmmjmﬁq@ﬂ'wﬁ 2
df Wi fuwisrrnanduBas n+n,-2)

5.6 NMINARDUANNAFILIUANNULANAITEUIANAREUDINGNADDEN NS
NN 2 NQN ld3tagrziiannnlsilsaunnaifian (One-Way Analysis of Variance) Tneig
A1ANLLITUII1RINAN919 Homogeneity of Variances Lazas [Mansaiagnziaina1 ANOVA
(F) %38 A1 Brown-Forsythe (B)

4RINTILATIZIANNULITLITIUNNGIALY ANOVA (F) (faen antaeiinyei, 2543:312-

(%
Yo A

313) gnunsnaulesiail
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ik F wnu  ANERATN WAl F-Distribution
MSB Wi AANLLsUsIusEdnanga
MSW Wl Araoablsdsaunnelungs

Tneipn df vise duuiamnuiluBasesyndnanguwiniu (k-1) uaznelunguviniu (n-k)

5.7 N1SNAAAUADADE19418URLNESAUW (Pearson  Product  Moment

Correlation Coefficient) (@ﬂ? WATRUY. 2546; 314)

~ ny XY-Q.X)0Q)Y)
T e -CohYr-Er)

R r Wl AndssAnsanduiug
> X WY NATINTBIAZUUULA X
Y WY NATINIBIAZUUULA Y
2 1 o o o
2 X WY HATINIBIAZLUL X UAAZFAENN1A9ERY
2 ! o o o
Y WY NATINTBIAZLUY Y UAAZAENNIAIERY
DXY W HATINTBINAAIEUIN X U Y
o A QI dld
n WY AUIUALYTRAINANE

IpanA1duL sz ANaauduRNUgarlAN9211919 -1.00 e +1.00 Tpadsnuaziaan pail
[ [~ | o a o
1. A1 r Wluay WAANIN X AT Y HANANAUS T An19nseiudng
1 [~ | = o o a a o
2. A1 r Lluuan LAANIN X AT Y HANANRUS LR AN1ameniu
3. A1 r HAALNA -1 WAANI X kA Y RANNENAUS Ui AN19msaiudng wazi
ANHANNIE NN
1 = 1% %4 | = ' o a a o a
4. A7 r NANANINR 1 LAA990 X BAZ Y HANAuNUS luAANI9Aenn asd
ANNHNANNUEAIUNIN
5. 87 r 1N 0 LAASIN X 1Az Y THANAuNUE T

6. 01 r NAWANLNA 0 WAANIN X LAY Y NANANAusiutas)
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gor

nsulannunangAENUszANEAUTNNUS (165 29A5muy. 2546 : 316)

oA o o o

1. fAnduilsc@naanduiusidn1ng 1 (Usznnns 0.70 D9 0.90) DednHAMNANRUETUgY (F1g

n91 .90 Nadnag lusyatiganin)

o & o

2. BAndusrdnsanduiusidnlng 0.50 (Usrann 0.30 D4 0.70) DBINHANNANAUS U 2

el®_

Tugzauiunang

v 5o

3. 8AANUsrAnsanduwus |Wnlnd 0.00 (Uszannd 0.30 WaZAINT1) DadnNANENAUS AU

el®_

Tugzaumn

4. BANFNLsrANTANANRUFITN 0.00 AR A A NANRUS T LA UR T
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N3ALATIETayaLaznTuaNaA NN BaINANTIAz By aadt LM ruadtyansnd

u a

o/ ! Q; a L83 o til/
B2 IS N ] Alglunnsimsei HA AU

n W IUANGNAIDEN

X WU Aed (Mean)

S.D. b mmmu‘jmmummgm (Standard Deviation)
t WY ANERRTIERANsIN £ -distribution

F Wy ANTiRAnsounla F-distribution

r Wy AdularAnaandusiug (Pearson Correlation)
H, Wi aNumAgIunan (Null Hypothesis)

WY ANNFFINIe (Alternative Hypothesis)
Sig. (2-tailed) Wy srAUdBdIATUNNADRAAINNTadaun Tl sunIn
sPsS Auansle lunnsagdnanimeasy

ANNFFNI
a9

A o o aa

* wu AdadnAnyneadanszau 0.05

¥

NMFUNAUANITAATISUTAYA

2

Adaliinanenan A NNI8999n19348 Taaiuiienng

232

n133LAgIEdaYa
wauaaaniiu 4 new Asstalldl
paun 1 nsnmzideyasulszansAans
= a o Y% ) a
Aaun 2 N1siAmziadesnudaulszneun1enIILEng
pau 3 N13RTTingAnssunadenldLIn1sAalinlan A

RAUN 4 N13ATZIdaY AN ARRLANNAT Y
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A1NAN39 10 WU HROLULLIABLINNNIIMNA 339 A doulug)Henyseudis 21-30 T

i i
yaa o | I o | o

AU 148 Au AalfuFanas 43.7 ﬁ“ﬂ\‘l@\‘]ﬁ\ﬂLﬂuNWN@WﬂW’]ﬂ'ﬁ’]LL@ZLW’mU 20 1 a1U9U 104 AL

a
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q q

1 a1uau 27 Au Fasaz 8.0 uaziludnengfaus 51 T30l 1o 9 Au Sesay 2.6

u

L

aInNnMsaAT idaya wudANRIeINgNAet1eiinIInszaneagun Astulunng

a 9 v R O a [ % I o I 1) v o dl [ % ael/
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zﬂ o
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FIAANABANAR 199 58.7
aouRTiALazaanluNF BN 154 45.4
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Imﬁfmﬁaﬁluq 3 0.9

AMNA3I 22 WUINHABULLLAALNINTINUNA 339 AW Hanisaimsidiunfunig
o :£I o 3| 17 = o o ¢=4I £ Y o -eil/
Sne Teanuunidusmedalae Fevarsuaanunainunnldies THal

ansaRdNNFUNNIINEAeAY HAauau 249 Au AniluFenas 73.5 a8A1AnAn
a o a | v v 9; al o a [ % a ao
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A1919 29 NMTNAKALAMNLANANNADINOANTTNNTLADN LIFLINITARUN AR AIA1EN

TR UNATNLWNA

t —test for Equality of Means

WOANTTN LA Sig.
KL S.D.
X L (2tailed)
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AN WA FULTNNT WIT Y 3 LR -
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WOANTTH ¢l X S.D. F Sig.
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ANNDIUNNTENFLLENNT AN wazwnAL 20T 9.62 3.08 220  0.088
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A1919 38 NTNAKALAMNLANANNADINOANTTNNTLADN LTLINITARUN AR AIA1EN

TaganunmnsglalaasAatnau

WOANTTH salplaferaiau Y S.D. F Sig.

ANNDIUANTEN  AINdNviTaNAL 5,000 UM 9.41 283 1398 0.243

Sutsnisluszey  5,001-10,000 U 8.94 3.09
3 1AaL 10,001-15,000 LN 8.90 264
15,001 unaiulal 8.48 3.93

dns1A1ganely AngnuFawingl 5,000 U1 400.63  192.38 8.706*  0.000
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AINAITIY 38 HANTTNAREL AIINLANFINTRIN ANTINNITAan UTn19AR TN AR
¥ ° Y 1 A Y aa a o a
Aranen ey Inasuunauseliseneu Ineldatn nsdnszipnnuudstsmuniaimas
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a ¥

A Y a aa 3 1 Yo Y a tzll 1 3'/ 1 o
wanldusniseatinlan ANanan AnuansA atelun s LI IntaAARATT WANANGA
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a 14 ai Y o a 1 A
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dautlsznaunieanisusnisaEsuULENNg n r Sig. TLALANNNANNUG
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1. ANAEAANAUNg UMl EU3N1S (Convenience)

AT aNDRIADLTITTas S ULEANT 339 0.102  0.060 PR Pt

ANNHLUNNZANTaNTaINTTT alasile

339 0.133*  0.015

LALLM ANIULALINNL

2. m’mgnrs’fmLLsiuz'iﬂus'mazLEﬂmﬁ’umuu‘%ms (Correctness)

nslfuInadulmuansuneaumnad 339 0.016  0.769 laifimanuduiug
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4. pnNdudaugenlutuaaun1ssuUsnIs (Complexity)

TE it auanurungaLay

Y a = %’/ lo Y
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339 0.050 0.357

LALLM ANIULALINNL

TadANA NS

aa a

5. ANNLSZAR UF599 LAZAMNNIN

a

DULUEUSTNNG (Carefulness)

s f:/ [~3 o
WANENANNNA laazFin e l1n195n

WANEINNSARUANANTANT AU TNEN
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(2-tailed)

6. AMNAINITOURIL LLENNS (Competence)
ANganFa TunsliLEnNg 339 0.037 0502 laifimanuduiug
AINNTIUNEYVDIUNNETPTIRIHAE 339 053" 0.005 szduATiAMIGAEaTU
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Audaausesundlunisesunadyuazdunaunisine SA1 Sig.(2-tailed)
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