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(M=6.17, SD=.62) 5848311A8 #1UUAAINT (M=4.14, SD=.61) AuNansd el (M=3.99, SD=.66)
AUNTEUIUNITIIUINNS (M=3.87, SD=.79) mMudaenen1sliu3nis (M=3.84, SD=.70) inus1A1 (M=3.83,
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SD=.60) an¥ULNINEAN (M=4.30, SD=.54 way M=4.24, SD=.60) kagnNTLUIUNISUSNNS (M=3.76,
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AdnATY : N135U3, nagnsdiuUsraunsnan, fliuing
Abstract

The purpose of this descriptive research was to study the clients’ perception followed by
service marketing mix strategies: product, price, place, promotion, people, physical evidence,
process, and overall aspects of the out-patient department of medicine, Police General Hospital.
Clients had 5 groups composed of police officer, self-pay, government officer, social security and
universal coverage. The convenience sample included 381 persons at the out-patient department
of medicine, Police General Hospital. The research instruments were questionnaires (45 items)
developed by the researcher. The indices of item objective congruence (I0C) were .8-1.0, and
Cronbach's alpha coefficient was .97. Data were analyzed by percentage, mean, and standard
deviation.

The results showed that: 1) Hospital service perception followed by marketing mix strategies
of clients in the out-patient department of medicine all 7 parts was at a high level (M=3.89, SD=.57).
The physical evidence showed the highest mean score (M=4.17, SD=.62), followed by people
(M=4.14, SD=.61), product (M=3.99, SD=.66), process (M=3.87, SD=.79), place (M=3.84, SD=.70), price
(M=3.83, SD=.66), and promotion (M=3.50, SD=.79), respectively. 2) Hospital service perception
followed by marketing mix strategies of 5 groups of clients in the out-patient department of medicine
revealed that the groups of police officer and universal coverage had the high level of mean score
of all 7 parts ; product (M=3.98, SD=.70 and M=4.12, SD=.68), price (M=4.01, SD=.65 and M=3.86,
SD=.72), place (M=3.91, SD=.67 and M=3.98, SD=.66), promotion (M=3.58, SD=.88 and M=3.55,
SD=.81) people (M=4.23, SD=.64 and M=4.14, SD=.60), physical evidence (M=4.30, SD=.54 and
M=4.24,5D=.60), and process (M=3.76, SD=.81 and M=3.83, SD=.89), respectively. The groups of
self-pay, sovernment officer, and social security had the high level of mean score of all parts except
the part of promotion had the moderate level of mean score (M=3.49, SD=.76; M=3.46, SD=.80, and
M=3.41, SD=.60, respectively).

Keywords: perception, service marketing mix strategies, clients
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iiunsuInsasudiluieii easian e
AuuAnsing Judunagnsifienisionsuy
AR Unnisnatngalnadsdeddviniudiay
ﬁ’m%"aqqﬂﬁﬂé’uﬁué (customer relationship
management) \iasnnan eI odudiy
anunsnaendsusuuiulalagldinanlyuiuy
LAnNSUIANTRaneduusAA azvinliignan
AnAMUANFLuREUAININNT
Tsangunaenvuliinnagnsnisnain
uldegrsunsnanguruiuauvlimednwsiu
anAinlvinsey TaudanshsgegnAsglvg
Tfidonlduinis Fans oalonisnannd
gniunldlugiausn Ae dudsezaunisnain
(marketing mix) 138091 & P’s &3 Mc Carthy
(as cited in Booms & Bitner, 1981) na1371
Usznoaualy NandaaiuIng (product) 511
(price) ¥94N19N1539ATIMUY (place) way
n15daLasUN13MaIn (promotion) siau Yud
wazUniues (Booms & Bitner, 1981) lelaus
Tlusaauinistiu nagns 4 P’S asdadlésu
nsUsuitelimnganiunisuingg Lieannn
nsuimsuddaisidne ldannsadudosls
andmseflduinisiwosmdydnualfiay
arusndadunuainld uenand lu
NIPUILNTIHAR wardsuauUIMItuaznIEYin
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Svsnadatuiaue fuiy yuduastniuos
Jawaueliiiiindn 3 P’s Ao dnwairmisnenin
(physical evidence) U Aa1NT (people) tha e
ARZUAUNSIAUS NS (process) LaTmIsenan 7 P’s
Tsangruiadsiadulsmeunaseau
aRandvunn 650 e Wuanuuinisesy
affadriinaussrauiend viadseglanans
os iusmsUae 7 anvvidn lawn engsnssu
Aaenssu 9eslsUANd aRtsUnTsd NUNSHINTTY
M1 wary Ao AN I lduIn1sYaeuen
T 2560 Wity 740,571 A3e/D videindeTuas
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3,035 AU (Medical Record and Statistics
Section, Police General Hospital, 2018) 9
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41019314 JC (joint commission international)
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Tuns$nwn uag 5) AUAN KN DULAZAIY
Uaaady wuin anuiisnalavesliuinimes
nyralsrenysnsudazuumaiie 5 A1y fail
AMUAMAINUTNIT/NIEUIUNT Saeaz 69.01
ATUYAAINT T08aE 76.85 ATUAMAINYDS
\3nsile gunsalnnsaninun fosas 74.09
aualddnelunissnw feeaz 75.50 uaveu
anmuinaeuiazAulaendy Sevay 65.25
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N13ANYIAUAIIVBINITY WU druuseay
nsaanlegniunldiduiai esdelugsia
U3nsedeniise sawvdlulsmeua Wy
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i3 eadlalunisfnunive ileaviwadilely
Wudeyalunisuiulganisuinisg Laziile

WaurAunnkazAuUasndelunisaua
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Jufnssuiifendestussdeuitnisuazau
UFUATud1unisus i viiaueli iy
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551 leslunsagnszuiunisanuisadla
Na18AINTTU AIUUWA JUBUURAETT NS
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Hadvdulszaunisnisnaindidnanse
nsandulaltusnisisanetuia a1nnnsAnel
Tulsangnunatenvuvunalug) lwangame il
AnudrAyegluseauin lawn diudsva
FuNAnsuel sudaIufiuinis sutemiede
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anwarn1an1gnIn drutlavvdiudsaunig
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(Raknak, 2013)
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YoeranSuuINg lulsmenuia :nnsAnwves
Na Bangchaeng and Archarungroj (2015)
wui1 Jadvdrulszaunianisnandisinane
neAnIITUNISIITUUINITaun ey luseey
110 Ao UaTuA T UNERA U ATUSIAT AU
UAAINT LAZAIUAILINE BUNIINIBNTN dIU
Y7 0d 1UUTLAUNINITAAIAT T HARD
NeANIITUNISUITUUINITaun ey luse ey
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NNNITAAA WAATUNTTUIUNNT

£ fa o
NQUILAIAIVY

W afn®IN13TUT UTNIIAINNTOU

& 2 )
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ABALTUNTIVY

Uszns Wugisnliuinnsviesnsne
15A0185n 35U Lsaneuradsialul w.e. 2561
\deifiouay 8,000 Ay

aavg19 Wuuildusnisiesnsie
91950333 L3ane1u1aisne Aeunalaely
4n5v041115 811U (Yamane, 1973) Al
UoyaadAUTEYINIELUITUUIAIT 311U 8,000
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l95eeag 5 vibalavundiedny egreiioy 381
au lunmsiiudeyagideldnisdadondiegng
M1uazAIN (convenience selection) A1NEHN
SUUININRINTIA0EINTIY 15N 1UAsNTIR
fifiony 15 Ul Tuideudiquiou 2561 14
fognasIuIuTieA 381 au audisuily
Fufsmedmiunmhluinneideyasioly

wspsilefldlums3de Wunuuasuay
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11Uy wazdeeoulall i elvteyadiaiu
Wuady LazdanuuuIAnvesd niaunas
Juues (Zeithaml & Bitner, 2000) 31474
45 4o uuudu 2 neu

nou 1 Teyasialuvesfuae & 4 4o
1#un o7y sEAuNsAne Avsn1sine S1unu
adsiflduinng

AoU 2 deuaNiAgITuNSUINITANL
nTaUNagNSdIUYTLANNTIINAIAUINITAY
N153U3 v buTN1T Usenausiy 7 A1y
U 45 U8 lawn MUKEASueITIuI 5 7o
AIUIIAT I 5 U9 ANUTBIMNITIAUTNIS
911U 8 U9 AUNITANATUNITNAIN T1UIUY
4 U9 ANUYAAINT 91U 10 U8 AUdNYE
VNN FIUIY 6 T8 hATAIUNTEUIUNTT
Thusn1s 91w 7 9o dnvasdaraiudu
LUUNINTUTZUIUAN (rating scale) 5 2AU
Ffaustiosiign (1) fannfiga (5)

mMsulanadoya Tianadedusedu
waglaesiu wiadu 5 99

SEAUATUUY 4.21 - 5.00 nueils
msuimsTiviulasuasslussduanniian
FEAUAZILUY 3.41 - 4.20 NUNEDS
nsuimsiviuleiuaidusdunn
SEAUATLUN 2.61 - 3.40 MUNHDY
mMsuimsivuldsuaidussfudiunan
seAUATUUY 1.81 - 2.60 nueils
mMsuimsTviulafuassluseduiios
FEAUAZILUY 1.00 - 1.80 nu1wds
msuimsiviulisuaidusedulesiian
a3 e9il o WuN13MTI9@0 VN
ATy 3 v eun enansdnetuna
2 11U NYIUNATEA UK USUIT 1 VU WA
N19M52980UA1UNTIALLE 817 (content
validity) A1889HlA1NADAARDITDITDAINIM
ﬁui’mqﬂﬁzaqﬁ (index of consistency: I0C)
wuin eglutnasiauin (.80-1.0) wazileth
wuvasuaulunaassldiufuilduinisvies
529918350358 15ane1U1a7i Ad1eAd 9y
lalameeng S1uau 30 519 Idedudseans
woan1993AIBUUA (Cronbach’s alpha
coefficient) neausisatuwiniu .97
nsARnganS n133Teildsuenia
NAULDUNTTUNTNINTANTYTITUNNTIVY
Tsameu1aisn lvfleysld 92.04/2562 Tne
n15ud9Tnguszasd sneazdealunisnau
LUUEBUNN $aNTmNansENy uazUsylomid
ety ldEunnnidendell Tnesednad
naukuvasunufesadaslalunisdnTInide
LagannsanouiieananTidedlelafle
lnglidmansznuaanissuuinisusogiale
waziileldsudoyanndiegisaunsund §3de
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MNNGuNUNIUIS T5INeUIaf1T9 1Ly
Teyandogudiuau 381 au unlduinng
W09w52913ADNEYINTIY LTMETUIAFTI

2. ddlumsiiudoyalaegideies 344
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20 U9l

3. thdoyaviueilfinasaaouniu
auysal wdhumiieswiteyansisnsmeta

msnaidaya ldmsieseiseas
Aiade uazanudosuunmsgy

NAN133Y

1. Yoyaluvessedna dninajony
51-60 U Anluseuay 28.61 s0%@nAe 018
wnnin 60 Py Andufosas 27.03 o7y
41-50 U Anlusosay 22.31 91g 31-40 U
Aoduiesar 14.96 uazegn1nii 30 I
Anduiowar 7.09 fszaunisAnuUsanins
wsowigumin Anlusesay 38.85 s03awfe
seaudsoudne Andudesay 19.95 sz
Uszaufne Amdudosas 15.22 seaugend
Useyns Anndudewag 11.55 Uav.-Uad. fn
Juforaz 9.97 eytsayay Andudosas 3.15
wagluladnur Amdusovay 1.31 806
N55nw1915813uLes Antdusouay 23.88
5098911A 0 1151901591923 Antduiesas
22.83 nsudydnans Andusesay 22.05
Usziugunin Aadusesas 18.11 way
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Usziudeey Andufosay 13.12 waglduinig
wnni 1 ada Andufesas 96.00

2. M3UINITUTNIIANUNTBUNAYNS
d1uUTEaunNIINAIAUINITAINNITTUS V03
fliuznslaosau flenedseglusziuinn e
WTUITIYATY WUTT AUANBUENINIEATN
fifladvgegn s0908nA0 AuyAaINT Fu
HEAAMI A1unszuIUNITIiuInIg Ay
Y9IN1INITITUT AT A1UIIAT WATA 1Y
NMSALEAIUNITAAIA AUEAU

3. N1133U3N15UTNIIAUNTOUNAYNS
dulszaun1snaInuinIa 7 du Ao du
HARANI AIUTIAT AT1UYDINNITIAUTAS
AUNITAUATUNITAAIA ATUUAAINT AU
ANYUENINIEAIN LAZAIUNTEUIUNIS
TiU3N13 voanquildansuinig 5 nqu lawn
U1519N1561599 T1923UL0 NINTYTNAI
Usenudenuuazseiuguain wuin n1ssus
Y83 2 nqu bown 9151901561599 wazUsziu
gunn dn133U3n1suInsnnaiueyluseeu
1IN @IUN135UINITUTNITAIUNTOUNAYNS
drutsraun1snaInuiniens 7 §u vesdn 3
nau dn1s3uiAuNdanuel f1us1A1 Ay
YBINNITIAUINIG IIUYABINT AIUANYE
V9NN WAEATUNTEUIUNTIRUINSag Y
syauun lon 915zRues nsutydnans waz
UsgAudeny gnidu N155U3N15UIN1TAN
NTBUNAYNSAIUYTTAUNITNAIAUINITAU
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UUNAe AUEAY
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NI 1 NANTUINIIANTBUNAYNSAIUUTEANINSIANAUSNTHNTTUTURE LTINS 5 Naa (h=381)

41515 .. o o . Useiu
sz, 151 P15 RULY  NSUURYPTNAI  UseNUFIAU A Tngss!
(n=91) (n=84) (n=50) ’
N13AAN (n=87) (n=69)
M SD M SD M SD M SD M SD M SD
1. AUNAATUN 3.98 .70 400 62 402 63 384 66 412 68 399 .66
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