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Savitree Petchdee. (2008). Satisfaction and Behavior toward the service of The Veterinary
hospital in Nonthaburi Province. Master's Project, M.B.A. (Maketing). Bangkok:

Graduate School, Srinakharinwirot University. Project Advisor : Dr.Panid Kulsiri.

The purpose of this research is to study the satisfaction and behavior toward the
service of the Veterinary hospital in Nonthaburi province. Independent variables are
demography, and satisfaction toward marketing mix . The Dependent variable is customer’s
behavior toward the service of the Veterinary hospital such as frequency of visit, types of
service, average cost, day of visit , choices of service, and tendency of repetition.The
sample composed of 362 customers of veterinary hospitals in Nonthaburi. The
Questionnaire was utilized to collect data.The statistical methods of data analysis are
percentage, average, mean, and standard-deviation. The hypotheses were tested by
Pearson chi-square and Cramer’s V or Somers’d .

Results of the study show that most of the customers are female,age between 26-
30 years old ,bachelor’'s degree graduates, work in private companies, and earn monthly
salary between 15,001-20,000 Baht. They have 1-2 pets to make them plesant.

The service satisfaction is analysed by comparing the differences between
customers’ expectation and perception of the service marketing mix. Results show that are
dissatisfied with every aspect of the service marketing mix (P-E<0). The most average
difference between expectation and perception is promotion.

Results of the hypotheses testing at the statistical significance level of .05 are as
follows

1. The frequency of visit is associated with age, occupation, education, income,
number of pet, objective, and satisfaction with product and price.

2. Type of service is associated with age, occupation, education, income, number of
pet, objective,and satisfaction with product, place and time, promotion, personnel,
service process, physical evidences.

3. Average cost is associated with gender, age, occupation, education, income,
number of pet, objective, and satisfaction with product, price, place and time,
promotion, personnel, service processes.

4. Day of visit is associated with age, occupation, education, income, number of
pet, objective, and satisfaction with price, place and time, personnel, service

processes.



5. Choices of service is associated with age, occupation, education, income,
number of pet, objective, and satisfaction with product, price, place and time,
promotion, personnel, service processes .

6. Tendency of repetition is associated with occupation, education, and satisfaction
with product, price, place and time, promotion, personnel, service processes,

physical evidences.
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