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ABSTRACT

This independent study aimed to explore patient’s satisfaction towards
Gastroenterology Unit Services at Chiangmai Ram hospital, Chiangmai province. Study
sampling group was determined to 366 out patients of the mentioned unit. Then, in order to
analyze data, the descriptive statistics, including frequencies, percentages, and means was
applied.

Based upon the study, it found that most respondents were married female in the
ages between 21-30 years with Bachelor’s degree. They mostly worked as private company
officers/entrepreneurs/employees with 10,000-20,000 baht as average monthly income and their
domicile was mostly located in Chiangmai province. It was found that they were familiar or
learnt about the Gastroenterology unit services at Chiangmai Ram hospital from
relatives/friends. Before coming to Gastroenterology unit services at Chiangmai Ram hospital,
most of them had never taken this service from other clinics or hospitals. The reason in coming
to this referred unit at Chiangmai Ram hospital was mentioned to the availability of specialists.
The payment was mostly done in cash and the use of health care service ‘s right was indicated
to self-payment. The health-check/treatment that they took from the mentioned unit was to

check up/heal the abdomen.



According to the study on service marketing mix factor, the respondents rated
their satisfaction average at high level for the following factors; people, product or service,
process, physical evidence and presentation, and place, in orderly. For the promotion factor,
they rated their satisfaction at moderate level only.

In terms of product / services, the respondents rated their satisfaction at high level
in average. The first two chose sub-factors which were rated at the highest level of satisfaction
were the check-up and the treatment done by specialists, and the information service given
through telephone (such as appointment confirmation or appointment postponement in
advance), in orderly.

In terms of price, the respondents rated their satisfaction at high level in average.
The first two sub-factors which were rated at the highest level of satisfaction were the payment
done through credit card, and the charge of medical certification, in orderly.

In terms of place, the respondents rated their satisfaction at high level in average.
The first two sub-factors which were rated at the highest level of satisfaction were the
convenient location for transportation as well as the location where was considered as a good
landmark to see, and the appropriateness of opened-closed hours, in orderly.

In terms of promotion, the respondents rated their satisfaction at moderate level in
average. The first two sub-factors which were rated at the highest level of satisfaction were the
distribution of document related to the treatments, and the advices to patient’s relatives, in
orderly.

In terms of people, the respondents rated their satisfaction at high level in average.
The first two sub-factors which were rated at the highest level of satisfaction were the kind
attention in listening to the patients when they talked about their systems, including the great
advices of how to take care self-health and the clear explanation of checking up’s results, as
well as the good knowledge and skillfulness in checking up and nursing of the doctors, in
orderly.

In terms of physical evidence and presentation, the respondents rated their
satisfaction at high level in average. The first two sub-factors which were rated at the highest
level of satisfaction were the fame of doctors as equally as the good dressing of officers and the

sufficiency seats for resting and waiting for the checking cue, in orderly.



In terms of process, the respondents rated their satisfaction at high level in
average. The first two sub-factors which were rated at the highest level of satisfaction were the
related information about diseases they got as provided by doctors or related officers and the
advices on drug usage, the consultations and remedy principles to be informed before, during,
and after the treatment, the accuracy in receiving all medicines instructed by doctors, and the
accurate and clear information providing such as remedy procedures, and expense to be paid, in

orderly.



