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Abstract

The objectives of this independent study were to study the satisfaction of fast-track
outpatients at Nakornping hospital at Chiang Mai province in marketing services which comprise
products, pricing, distribution, promotion, personnel, physical environment and service delivery
process. Convenient sampling was conducted by gathering data with questionnaires from 350
fast-track outpatients who received services. Data were analyzed by frequency, percentage, and
mean using descriptive statistics.

The results of the study showed that people who answered questionnaires are mostly
females aged between 51-60 years old, married, with bachelor degree; working as government
officers with monthly income less than 8,000 baht; and have health care right which allow them
to reimburse their health care fees from the government. They know these fast-track services by
referrals from physicians or nurses. The reasons for coming to use these services are convenience
and speediness of the services. Frequency of their visits is once every 2 month. Overall, they are
satisfy with the services and will definitely recommend to relatives, friends or acquaintances.

In terms of products and services factor, most answered with very-satisfy on all sub-
factors. The top three sub-factors with the highest mean are quality of medicine and medical
supplies, suitability of medicine with each patient, and experiences and specialty of the physician

respectively.



In terms of pricing factor, most answered with very-satisfy on almost all sub-factors.
The top three sub-factors with the highest mean are ability to exercise government official right
for direct payment without having to pay in advance, medication fee, and service fee
respectively.

In terms of distribution factor, most answered with very-satisfy on almost all sub-factors.
The top three sub-factors with the highest mean are easy to access location, cleanliness of the
building, and a good ventilation system respectively.

In terms of promotion factor, most answered with somewhat-satisfy on all sub-factors.
The top three sub-factors with the highest mean are provision of special services such as free
bone mass measurement; special activities such as technical exhibition and health care education;
and advertisements in various media such as billboard, leaflets, flyers, radio, and newspaper
respectively.

In terms of service personnel factor (physicians), most answered with very-satisfy on all
sub-factors. The top three sub-factors with the highest mean are knowledge and experiences in
service delivery, personality and trustworthiness, and good communication using simple and easy
to understand language respectively.

In terms of service personnel factor (nurses), most answered with very-satisfy on all sub-
factors. The top three sub-factors with the highest mean are human relations and good
temperament, caring and willingness to service, and personality and trustworthiness respectively.

In terms of service personnel factor (other staffs such as pharmacists, registration
personnel, financial personnel, lab personnel, and etc.), most answered with very-satisfy on all
sub-factors. The top three sub-factors with the highest mean are caring and willingness to
service, human relations and good temperament, and personality and trustworthiness
respectively.

In terms of physical environment factor, most answered with very-satisfy on all sub-
factors. The top three sub-factors with the highest mean are the separation of check-up room
from general patients, check-up room not crowded, and separation of other functions from the
ones that serve general patients respectively.

In terms of service delivery process factor, most answered with very-satisfy on all sub-

factors. The top three sub-factors with the highest mean are recommendations from pharmacist



about medicine usage, information about the illness from physicians, and steps to register and get

patient ID card respectively.



