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Abstract

The objectives of this survey research were to study: (1) personal factors;
(2) the level of marketing mix factor as per clients’ opinions; (3) the importance levels of
clients’ decisions to choose services; and (4) personal factors and marketing mix factors
that influence clients’ decisions, at Khon Kaen Ram Hospital.

The study was carried out in a sample of 380 outpatients, randomly selected
from all 34,924 outpatients visiting the hospital’s outpatient department every day from 8
a.m. to 8 p.m. last year. Data were collected using a questionnaire (on personal factors,
marketing mix factors, and decisions to choose services) with the validity and reliability
values of 0.83 and 0.97 respectively, and then analyzed to determine means, percentages,
standard deviations and multiple regressions.

The results showed that: (1) of all 380 respondents, most of them (246) were
female with an average age of 4l1.14years, graduated with a bachelor’s degrees or
equivalent, worked as business owners, had a monthly income of 10,001-20,000 baht on
average, paid for their own medical expenses, and were old patients visiting the internal
medicine department; (2) the overall marketing mix factors were at the highest level,
except that place and promotion factors were at a high level; (3) the overall importance
levels of clients’ decisions were highest, accept for information search being at a high
level; and (4) personal factors (being business owners, completing a bachelor’s degree,
and having had experiences at the hospital) affected clients’ decisions in the same
direction. Similarly, marketing mix factors including products and services, physical
features, service process, prices and promotion packages had an influence on clients’
decisions.

Keywords: Marketing mix, Hospital services, Decision-making process
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