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(Management). Bangkok: Graduate School, Srinakarinwirot University.

Project Advisor: Dr.Paiboon Archarungroj

The purpose of this research was to study factors affecting the behavior of public
health services in Somdechprapinkloa Hospital Thonburi, Bangkok. The sample in this
research was 400 users of the hospital’s outpatient department, with the data collected by
paper questionnaire. The research focused on seven aspects of the marketing mix:
product, price, place, promotion, people, process, physical evidence. It also explored
aspects of image affecting customer behavior. Statistics used for the data analysis were the
frequency, percentage, mean, standard deviation, T-Tests (between the means of two
independent population or random samples, and between the means of more than two
samples by using one-way analysis of variance statistics), and Pearson’s simple correlation.

1. According to the population attributes of respondents, it was found that the
majority of the sample were female aged over 56 years and exercising the right of medical
treatment from their responsible agency (via the Comptroller General’'s Department). A
majority were government officials/state-enterprise officers with an educational level below
Bachelor’s degree, and with monthly income ranging from 10,001-20,000 Baht.

2. While consumers’ attitudes towards Somdechprapinkloa Hospital were positive
in terms of four of marketing mix factors (product, price people and physical evidence),
attitudes were found to be moderate in terms of place, promotion and process.

3.Attitudes towards Somdechprapinkloa Hospital on image factors affecting
customer behavior were also at good levels.

4. According to the health service behaviors of service users in
Somdechprapinklao Hospital, it was found that the majority (equivalent to 46.00%) used the
service an average of four to six times per year. Over half (50.50%) would return and use
the service again, and just less than half (44.75%) would recommend the service to others.

According to the hypothesis tests, it was found that:

5. Differences in the age of health service users in Somdechprapinklao Hospital
impacted usage behavior, specifically the number of service visits per year.

6. Differences in educational levels also affected the level of recommendation to

others to use the service.



7. Differences in gender, rights of medical treatment, occupation, and monthly
income did not differentiate the health service behaviors of service users in
Somdechprapinklao Hospital.

8. Consumer attitudes in terms of the overall marketing mix factors did not relate
to the number of service visits per year at the 0.05 level of statistical significance.

9. Consumer attitudes in terms of the overall marketing mix factors did however
impact repeat visitation of outpatient services. There was a statistically significant moderate
positive relationship between the two variables at the 0.05 level.

10. Consumer attitudes regarding the overall marketing mix factors also related to
the recommendation to others to use the services. There was a statistically significant
moderate positive relationship between two variables at the 0.05 level.

11. Attitudes regarding the overall image of Somdechprapinklao Hospital related to
the health service behaviors of service users with regard to the number of service visits per
year. There was a statistically significant low negative relationship between the two
variables at the 0.05 level.

12. Attitudes regarding the overall image of Somdechprapinklao Hospital also
related to the health service behaviors of service users with regard to repeat visitation of
the outpatient services. There was a statistically significant moderate positive relationship
between the two variables at the 0.05 level.

13. Attitudes regarding the overall image of Somdechprapinklao Hospital related to
the health service behaviors of service users with regard to the recommendation to others
to use the services. There was a statistically significant high positive relationship between

the two variables at the 0.05 level.
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#i1: Kotler, 1997 and Payne, 1993
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2 ﬂqmu"l,ﬂ@sflﬂiammmﬁ:ﬁmmmLLﬂsﬂsaumaL@m (One way analysis of variance:
One way ANOVA) ialnasousuufgiu ul 1 a1y anuwmw szaumsdns adw
Y =)
nelddatfan
' > > 6 ] >3 t:i a 1 Qs Y aa
2.3 NARAUAANMNFNNUTIZWING 2 euds Mdudaszdeny leavldada

L =) QF o a ] 1 a . .
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