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ABSTRACT

This independent study aimed at exploring Customer Satisfaction Towards Service Marketing Mix of AMS
Clinical Service Center, Faculty of Associated Medical Sciences, Chiang Mai University. Data collection was compiled
from the distribution of questionnaires to 400 Walk-in customers. The given data were analyzed by applying
descriptive statistics composing of frequency, percentage, mean and standard deviation and inferential statistics ; t-
test, ANOVA and Importance-Performance Analysis (IPA) technique.

In the study’s findings, most customers lived in Chiang Mai , were female, aged between 41 to 60 years
old, married and graduated with Bachelor’s Degree. They were employees of the government whose monthly
incomes were between 10,000 to 30,000 baht. They knew about this service via word of mouth, Most of customers
were the existing customers and had the government rights. Most of them used this service from Sriphat Medical
Center for treatment or follow up. All of them will recommended the AMS Clinical Center to another people.

In this study, the total mean and sequence of importance and satisfaction of Marketing Mix:7Ps  showed
importance score was 4.24 from 5 and satisfaction score was 4.13 from 5. Both importance and satisfaction of
Marketing Mix:7Ps have the first favorable in People while Price and Promotion were the last.

Then the gap analysis of the mean was analyzed, it showed that the importance score is higher than the
satisfaction score in all factors of the Marketing Mix:7Ps. Promotion has the biggest gap and Price has the smallest
gap. Classify Quadrant was analyzed from the mean importance score at  4.24 and the mean satisfaction score

at 4.13. We found that the most of factors in marketing mix were in  Quadrant B (Keep up the good work), these
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features were important to customers and had a good response such as consistant of Product , Place, People,
Process and Physical Evidence and Presentation. Price and Promotion were in Quadrant C (Low Priority) which less
important to customers, therefore the improvement plan could be done later .

Gap analyse of the mean in minor factors showed, importance score was higher than satisfaction score in
the most of the minor factors of Marketing Mix:7Ps , except Price factor (gap = -0.03) ). The Price factor has
satisfaction score higher than importance score because customers be able to pay for the service by several routes.
Then the IPA was used to analyze, it showed that Price factor fit in Quadrant A, the most of the minor factors were
in Quadrant B and some factors were in Quadrant C.

The analysis of testing in different in gender, age, occupation and income at 95% confidence. It showed
that difference in gender, age and occupation have effect in importance and satisfaction. However, with incomes,

there was a difference in satisfaction only.
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ANEDIEnaay 95 THuuasaetnes wan 400 518 TaeT¥Asnnsdendagrouuninsnuaassitezdin (Non-
Probability Sampling) Tagivinnnsgusnagnefaedinisguainazaan (Convenience Selection) Tngutissnuunmnu

gaaan1silinsuuannsuesgnAnluusasfwinnisfiannss

M157199 1 meﬂﬁﬂn_i\iLﬁuﬁmquﬁﬁuuﬁmﬁmwﬁwLq'm

IIUIN [AI9IRT L1 (7.30-12.00 4.) AA199% (13.00-16.30 1.) 1§i% (17.00-20.00 %.) 99N

IUNS
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WEANUR
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300 50 50 400
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4. 38msifustusandiayas
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dawil 1 Jayarindanyansresfasuuuuaauax
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dauii 2 dayaifeaiuysraunisalaesysuuinig

D

D

doul 3 doyaifgaiuadnfanalauarszfua a1 A uesausTauN19N19ARIA (Marketing Mix :

7Ps) 2B9ARNNWARANTITUNNE

o o

dmTun1saATsidayasAuANaNAty warszAuAdNRanels (Importance—Performance Analysis :

ady o 1 A

IPA) Tunsalfidayalinszanesianusisziufl 1.00-5.00 aneasna HAtfidnse Haautigjsandangtu Quadrant

U
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e Fednuenaaudnunciifnaauandnaiemsnsadinmsitieyauazit s lendli Tnalidade
289 2 unuiuqadin

fayafildannuunsauainazsitnyiantainasd TaeadfiBonasoin (Descriptive Statistics) T
ANE (Frequency) §a8iay (Percentage) Ania@e (Mean) dqmﬁmmummifm (Standard Deviation) kaziviaiia

N199LAT129 IPA (Importance-Performance Analysis : IPA)
NANTSANE

fayalUdanyarszaedaauuuusauay
arnuani1sAnenudn gunliudnns doulnaifiganegiudmin@odni Seuar 68.2 iwmemds
Sapar 64.0 fo1g5ende 41-60 U Fauay 48 Raaunnanss Seaay 59.2 svdunisnendussiudiygyins

Zaeay 53.8 $a7TW5UT1BN1T 3088z 34.0 H978 (8 9511979 10,000-30,000 U1 3p8ims 40.2

a

#ayaieaiulszaun1sainadsuuinig
nan1sAnEnudn funtiusnisdaning 39nguivanismaianisunndaafindunienisuanseainam

o

n 3auay 62.8 daubng)iugnidniaennsuuinisuda seaas 76.2 Wanssenistunisdszduinas

o€ alle

puar 52.0 d@mgdunliuiniaiienissnen Jeuar 67.2 Zedanlnaifinntiuinis snengudadiasd

'
Y a a

puay 44.0 uazdmivajeruanseDigauntiuansfiguiuiniswaiianisunmdaatin Savay 97.0

ae

ﬁﬂﬁﬂLﬁﬂQﬁ/ﬂizﬁ’Uﬂ’J’mﬁ’lﬁi}jLL‘a::ﬂ’J’INﬁ\‘iW’ﬂ?’Q’d’ﬂx‘id’JuﬂS::’NNVI’Nﬂ”I%‘GI@’Iﬂ (Marketing Mix:7Ps) 289
ARRMIARANISUNNS

AINNITANEINUIT AleABLazATL2EITzAUAEFIA Yy uasRanalaraedaudsrannienisnana
(Marketing Mix : 7Ps) 289pRRnmARANITWNE SANGALIINTB9TEFUAINAA T IB9AIUL 2 AN 9N3AATA
(Marketing Mix : 7Ps) el 4.24 dvagtusziuauddanniign duneiifdiniessnasssiunsfoelans
FUUEANNI9N19ARA (Marketing Mix : 7Ps) 8l 4.13 eog wazduaainfionalanan Tnagunlduinas
WiarudAguazaufnelastodanlszasnisnantuddufivia g du fa duyaas udduuen daudim
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A15197 2 agUARAILATAIRUIRIANEA T uazRenalaunsdanl sraNN1IAATA(Marketing Mix :7Ps)

apgpARnWIARANITwAne

tlaqeaanl sz aNI9NISARIN prwaAsy | &y | Awdewala | aneu
FTUHANNI 4.37 3 4.30 2
FNNABININNITTATINRYNE 4.27 5 4.15 4

ARNTLUIRATS 4.38 2 4.25 3

ATRNITREIUALHILAUBRNHRENNNIYATN 4.30 4 4.13 5

wUang HnNga NN

URANHIUANANRREVBITETUANAIA Y WAL AN AINE T92B9RINLTEANNIIN15ARIA(Marketing Mix : 7Ps) 2@9ARTN

waRAnIsUNNg auwnaRia IPA (Importance-Performance Analysis : IPA)

\eAinsninasinsrasssiuazIIRRENL AzuUsERUAINATATY gIndrsziuaERanelatumn
faduraedanlaszann1snan (Marketing Mix:7Ps) Tneiflal¥Anndsrasseiuasudifyuazaaufionala As
424 URY 413 ATNAFY Lﬂuf«gméfmﬁmmﬂ Quadrant fiwudnifaqaaaulnajegiu Quadrant B LLﬂ:ﬂ@ﬁ/ﬂﬁﬂﬂTN
Quadrant € T fTadufna1a uaz Auauadsniasnann Tnawudn gandnsiifAnsnnfigadaiiadedndossy
n1anaanazaanisiitdonfigadeiadaiiuaian fuanslupngned 3 ugasniad3dsnifaudiais iy

pNAN Ay uazAE e TaasduLsEaNN19N1IRaTa (Marketing Mix : 7Ps) 2a4aafinmATianiTunmsl
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{e9RauUseANNIINITARIN STAU ATTHNG IPA NIUA
ATTHATATY wala Quadrant
(X) (Y) (X=Y)
P4 : ANURILEIHATSARTIA 3.79 3.61 C 0.18
P7 : ANRAISREIUALHIAHBRNHRENNNIYATN 4.30 4.13 B 0.17
P5 : AMRASEUIRANS 4.38 4.25 B 0.13
P3 : ANRABININNITIAITNHNY 4.27 4.15 B 0.12
P6 : FuYAAR 4.47 4.35 B 0.12
P1: AIRNRRAN NI 4.37 4.3 B 0.07
P2 : ANR5IAT 4.12 4.09 C 0.03
ANRRLSIN 4.24 4.13
WUANA NINTIFA HIN
iapn
(gnifinamaga)
4.4 - A fatiinmaila | B: Aavialadonan fwniazuing
4.3 (Concentrate here) @ Pl ® P6 (Keep up with good work)
¢ P5
42 4 | -
v ok 0@3;,-‘, _ niwdmnniiga
Yol i 4.1 1 ¢ P2 (Aamalanm
(namalatian
391 C: hifinadlianmindagnn D: Viiimalidnn
3.8 4 {Low priority) wignd Tabsoulinud Aty
‘ (Possible Over Kill)
3.7 4
36 ®P4
35 1 ‘
3.4

3.7 3.8 39 4 4.1 4.2 4.3 4.4 4.5 4.6
afigiiou
(anfnian Jatiam
AN 2 UEAINITIATITAlRemATA IPA WBBLTiBLsERUANAALaTANRINe lerBe AN T AN

N19AA1A (Marketing Mix : 7Ps) 289ARRNIATRANITUNYIE
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%’ﬁgaLﬁmﬁ'ﬂ@huﬂszﬂumemmmm (Marketing Mix : 7Ps) fifinasiaseauauAguasauianalanasadinmaia
ﬂ'lﬂmm—ﬁ"nLmﬂﬁnwﬁaﬂaflﬁfﬂdquqﬂﬁ@m@aé’m’auLtuuﬁﬂ‘uﬂ’l&l maniAada IPA (Importance-Performance Analysis : IPA)
ANOVA uaz T-test

’Vﬂﬂ“ﬁ@ﬁﬂﬁﬁm‘ﬁ:ﬁ\fﬁ ﬁjﬁﬂmﬁ\iﬁﬂﬂ@ﬁﬁmmﬁmmLﬁlmLﬁmLﬁﬂfimmmﬁmﬁumuqﬂm i LA B
2% 518 [ dﬂﬁw@ﬁﬂ‘ﬁzﬁuﬂ'J']S\INO’IﬁigLL@tV”]'J"INﬁﬂWﬂT@&iﬂﬁuﬁﬁﬂ%ﬂU%ﬂ"l‘iﬁ?u"[ aglsfiaziiuannuidesu 95%
FULHAATHLN A

INENHRFIMARII97 HO: inAlifinasinsiunnddtuazsiunansfonealarasgninfisntiiuinns
Tog wmny Wianwuddnyuazanalassiusnn daunemdgs Tiaaudidgseausnniign uaslinafonela
sEfuNn fesiumuBeii 95% Tasnudnneadnaseassiuaudryuazauinelsuusasifadodoses
a8t nUTANNITANIA THUAR AW 7 F1

aqU i WATiFnsuRNasasyUAMEER Y uazAERenelaisneiu fesenn furietuiladudoai
U5 HO Btnsfiae 1 4 (P < 0.05) uaziiiavinumaanssiaumaia PA Tumeyng fifadediogln Quadrant A
Toun Fusnen

FIURNATNBE

1y
a a

ANANYAFMAGIFF7 HO: ﬂﬁﬂf&iﬁwﬂ@]‘ﬂizﬁucﬁm’mﬁﬁﬁmLLﬂzizﬁ‘Uﬂ’)’mW\‘IWﬂT"V“ﬂﬂQ@”ﬂﬁﬁﬁﬂ’ff‘%ﬂ%ﬂ’ﬁ
wud yngasenyia N Ay srAunniige sndngasany 21-40 3 WanuddAgyazdunin uaztisziy
pranelaszduannynaseny eniueny 60 TaulUATiasAuanuelasziunniign Aszdunanadedu
95% Tnawudn angiinasasyiuaudAguazannfovalaluudariadesanensiiadedouszannisnaintus
avfinuia 7 Fw

aqUlsidn ﬂﬂqﬁﬁmﬁuﬁwmm:ﬁummﬁﬁﬂ"ﬁyLmewﬁQWﬂT@ﬁﬁmﬁu dosann funsielutledadand
Ufjias HO aeeties 14 (P < 0.05) wazidl A ssiannmaia IPA Wudne1g 60 Pl ﬁﬁ@é’ﬂﬁ@%isfu
Quadrant A (un fusian
FUUAATHEIEN

NFHYAMAREG HO: D1 EnTfinasas AU sd @t LazasAuna e larasgninfinnTiianis
wudn feunnandnimandidgsyiunin enduendn inBewinfnun 50519015 waznBenydneenu
Tﬁmmzﬁﬂﬁmizﬁwmﬁqm uazynendntiisziuauieneleasziuann andundeoydnen AlsziumNs
WﬂT@izﬁuuﬂﬂﬁqm flszsumnnu@eiu 95% Taenudtedninasosziuaiusifyuazanuiwelaluusias
laseenyvgstiadusaularannisnataiuusaz i 7 Fm

aquldn andniidnsiuinasiassiuaaddyuazaaafonelafivnei asenfiudetuiiadudes
7 Ugias HO ptinsting 1 (P < 0.05) uazndavimnAinanssinamailn IPA wudnfitfaduiiagTu Quadrant A THur

Fusan Tunguminensgiamie wazinBenydnenmu

a9
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NRFBTTAUAITNRIATY

N‘gﬂfﬁdﬁ e lETAnsiuRnasananienelafisnein Wesenn funsieluiledudasd Ufias HO Bging

1
a A
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HaFBITAUANATATY 1Hevann P > 0.05 Tunnilade uaziflarindmsngdianumain IPA wudnfiiledediag iy
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HANSANET AeRnsziuAMEEFLazAERIne larasdIuLsTANN9NIIRATA (Marketing Mix : 7Ps)
fneglu Quadrant B iudauig) %ﬂLﬂuﬁ}\aﬁﬂ%ﬂ%mﬁﬁqwg%@gLLﬁfJ Ao @mﬁﬂwmzﬁﬁmwﬁﬁﬁm@iﬂgﬂﬁ’nm:
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uazaafonelafifuanstiduddugarine uaziiafinasidausnsfiusamudifidandnsiosfign (0.03)
uandnaAiigiEnfslas R uisuwindufianands udausdnsfiudaadnnignann wodnddausinsgega
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