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ABSTRACT

The independent study on “Customer Satisfaction towards the Services of Infertile
Clinic: A Case Study of Kullapat Medical Clinic™ aimed to investigate the satisfaction of infertile
women towards the services marketing mixed factors of Kullapat Medical Clinic. This study was
done by using the purposive sampling method, which 150 samples of infertile women who used
to get services from Kullapat Medical Clinic during October 2001 to October 2002 were selected
as research population. The study was based on questionnaircs. Then, the rescarcher applicd
descriptive statistic: percentage, frequency, means and standard deviation, to analyze all data.
Results of the study were presented as follows:

It was found out that the majority of respondents were in the age of 26-35 with bachclor
degree. They were all infertile women who stayed in Chiang Mai and Lumpoon provinces with
20,001 — 40,000 baht as monthly income. Most of them had faced with the infertile period for
over 5 years. The most effective medium that leaded respondents to access into the clinic’s
information was the recommendation from friends or relatives. Most respondents had admit the
treatment from this clinic twice and used to be treated in infertile problem from other ¢linics.
Although they had not succeeded in infertile treatment, they believed that Kullapat Clinic would

be re-selected and be advised to other infertile couples.



In term of satisfaction towards service marketing mix factors, it found out that the
average of respondents’ satisfaction was highly towards factors as follows: service process,
product, people or officer, physical evidence and presentation, promotion and place, in orderly.
However, the satisfaction towards price factor was in mederate mean.

Respondents were highly satisfied with service process cspecially in parts of clear and
accurate information such as treatment process, payment, complicated symptoms, risk and side-
effect, cause of infertility of customers and treatment’s result.

Product or service factor was also in high rank of satisfaction particularly the ability and
proficiency of doctors and medical staffs.

Another high satisfaction towards the services from Kullapat Clinic was people. They
were most satisfied in politeness and good relation of officers in terms of nice conversation,
friendliness, and their kindness for example.

Respondents were highly satisfied in  the physical evidence and presentation : ¢lean and
well-managed atmosphere. |

For the promotion factor, it was very satisfying especially Medical Kullapat Newsletter
which satisfied customer both in its figure and content.

The satisfaction of respondents towards place was very high because it was located
nearby their residence or working place. However, the price factor was satisfied in moderate

range.



