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ABSTRACT

This independent study aimed to examine satisfaction and learn about the existing
problems of heart disease patients towards the services of Chiangmai Ram Hospital. Data
collection was gathered from 270 Thai heart disease patients. Then, in order to analyze the data,
the following applications were applied: the descriptive statistics including frequencies,
percentages, means, and standard deviations, the analysis of relationship of personal factors on
expectations and the perception with statistic-basis, the Paired t-test, the Independent t-test, and
the Analysis of Variance: ANOVA.

The results showed that most respondents were male aged between 50 — 59 years,
holding or studying in the Bachelor’s degree. They were mostly businessmen/entrepreneurs and
earned individual monthly income at the amount of 30,000 — 39,999 baht in average. In the
meanwhile, the household income was averagely ranked at over than 50,000 baht. They revealed
that they themselves were responsible for all medical expenses and the frequency in having Heart
disease treatment at Chiangmai Ram Hospital was ranked at 1 — 2 times a month.

Findings of comparative study between level of expectation and level of actual
perception in regards to the service marketing mix factors showed that the rank of respondent’s
expectation towards almost all elements of relevant factors was higher than the rank of
respondent’s actual perception, except for the following elements of which the actual perception
were ranked higher than the expectation: the fame and the good image of the ideal

hospitals/medical centers for Heart Disease, as well as the discount offering by the ideal Heart



center to the VIP Card or Family Folder Card carriers. According to these two mentioned
exceptional elements, the satisfaction of customers towards the services they got from the hospital
was reflected.

Hereafter were shown the elements ranking indifferently for level of expectation
and level of actual perception, which signified to customer’s satisfaction: the ideal Heart Center
should have security at the parking area by installing closed circuit cameras or having security
guard and should allow patients to always get treatment from their regular doctors.

It was observed that the top 5 elements, of which level of expectation and level of
actual perception were ranked differently, were from the Price factor. As a result of this
observation, it signified that the customers satisfied with the Price factor less than other
factors. Therefore, the Price factor should be urgently improved and highly focused. In addition,
the following factors were also needed to be improved: Place, People, Physical Evidence,
Product, Promotion, and Service Process, in orderly.

Regarding the study on existing problems of Heart disease patients towards the
services of the hospital, the results revealed that the majority or 71.11 % of respondents did not
find any problem in receiving services but 28.89% of them did. Most of them complained about
the problems on inappropriate treatment costs comparing with services they received, insufficient

parking areas, and the delay found in each service process.



