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Wilawan Chaipiriyakul. { 2008 ) .Customers’ Attitude and Behavior foward Bangpo Hospital Master's
Project, M.B.A. (management ). Bangkok : Graduate School, Srinakharinwirol University,

Project Advisor: Assoc. Prof. Sirivan Serirat.

The purpose of this research is to study the customers' personal data on the averall
satisfaction and to study relationships of customers' attitude in 7 aspects, which are products, medical
fee in nursing and other expenses, adverlising and public relations, doctors, nurses and officers,
medical process and physica! environment of the haspital in relation to the overait satisfaction of the
customers, to study relationships between the overall satisfaction and loyalty of the cusiomers and to
study relationships between loyally and behavior of the customers.

The samples used in this research are those who have used the services of Bangpo Hospital,
They are out patients not required to stay in the hospital for medical treatments, both male and femaie
with age over 15 years old. There are 400 sampies in the study which has employed a guestionnaire
with 55 quastions in the data collection process.

The statistical analysis is undertaken with SPSS for Windows Version 11. There are several
statistical analysis like percentage value, means score, standard deviation, minimum value, maximum
value, discrepancy analysis based on t-test, one-way analysis of variance, multiple comparison ; LSD
method and Pearson moment correlation coefficient.

The results are as follows :

1. for the analysis of the customers’ personal data toward Bangpo Hospital, most
custamers are female with age between 24 — 32 years old, bachelor degree, maritat status. Most of
them are employees of private companies with average monthly income less than 15,200 baht.

2. For the analysis of the customers’ aflitudes toward Bangpo Hospital in 7 aspects,
which are product, medical fee in nursing and other expenses, doctors, nurses and officers, medical
process and physical environment of the hospital, it is found that their attitude are in a good level but
their atlitude are in an undecided level for advertising and public relations.

3. For the analysis of the customers' overall satisfaction toward Bangpo Hospital, it
is found in a salisfactory level.

4. For analysis of the customers' loyalty toward Bangpo Hospital, it is found that
Bangpo Hospital would be recalled in the first place when they have a healthy problem. For
introduction of services to friends and revisit for the services, the loyaity 1s found in a satisfactery level,
For trials of new products, it is found in an undecided level.

5. For analysis the customers’ behavior toward Bangpo Hospital, the decision on  the

Service to be employed is mostly made by the customers. The visit periad for the service is between



10:01 AM. = 2:00 P.M. Mast of them generally use the service twice per year 1o the hospital while the
maximum visit is 30 times per year and the minimum visit is once a year. Thus the approximataly visit is
6 times per year,

8. Data analysis for test of hypothesis :

6.1 Difference in age, educaticnal level, status, and profession may affect the
customers' overall satisfaction toward Bangpo Hospital at the significant statistical level of 0.05.

6.2 The customers’ allilude in 7 asgpects which are products, medical fee in
nursing and other expenses, advertising and public retations, doctors, nurses and officers, medical
process and physical environment of the hospital are related 1o lhe customers' overall satisfaction
toward Bangpo Hospital in a medium level and in the same direction at the significant statistical level
of 0.01,

8.3 The cuslomers’ overall satisfaction are related o ther loyally loward Bangpo
Hospital when there is a healthy probiem, Bangpo Hospital may be recalled in the first place,
infroducticn of services to friends and revisit for the services. The relationship is in a medium levei and
in the same direction at the significant statistical level of 0.01. For new products or services which they
may triat for such services, the relationship is in a low level and in the same direclion at the significant
statistical level of 0.01.

6.4 The customers' loyalty are related {o their behavier loward Bangpo Hespital
When thare is a healthy problem, they may recalled Bangpo Hospital in the first place, introduction of
services to friends and revisit for the services, The relationship is in 2 low level and in the same
direction at the significant statistical level of 0.01.

7. Recommendations from this research, advertising and public relations on the hospital
should ne enhanced through media which could entertain the cuslomers who are waiting for the
medical treatment, including parking lot. The haspital shoauld alzo process modern medical aquiprnem
and instrument to properly. Besides chairs should be sufficiently arrangement to serve the customers

in the waiting area.
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