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ABSTRACT

This study has three objectives : 1) to study customers’ behavior in choosing physical
therapy service centers in the area of Mueang District of Chiang Mai Province: 2) to study factors
affecting customers’ choice of these physical therapy service centers; and 3) to study customers’
satisfaction in using these physical therapy service centers.

Primary data were used in this study. They were obtained, using questionnaires, from
a random sample of 200 customers who used physical therapy services from government and
private centers, 100 for each group, in Mueang District of Chiang Mai Province during March to
June 2008. Simple descriptive statistics, such as frequency and mean values, were used in the
analysis of data.

For the first objective, the results of the study showed that more than half of
customers who used physical therapy services from these centers were for pain symptom
treatment. The most cited reason for choosing government service centers were that they had to
do so as specified by the regulation of the Civil Servant Medical Benefit Scheme. While the most

cited reason for using private centers were these centers are close to their houses. Most



customers’ service fees for those who used government centers were covered by the Civil Servant
Medical Benefit Scheme or by the Social Security Scheme for those who chose private center
services.

On the study of factors affecting their choice of service centers, the results of the study
revealed that centers’ personnel were the most important factor. Next, in order of importance,
were those relating to product, place, price, and promotion, respectively.

On the study of customers’ satisfaction, the results of the study showed that customers
were highly satisfied with factors relating to personnel and product, both government and private
center groups. They were highly satisfied with factors relating to place for private centers, but
were moderately satisfied for government centers. For price factors, they were highly satisfied
with private centers and were moderately satisfied for government centers. For promotion
factors, they were highly satisfied in the case of private centers but moderately satisfied for

government centers.



