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Abstract

The purpose of this research was to study factors affecting the behavior of public health services in
Somdechprapinkloa Hospital Thonburi, Bangkok. The sample in this research was 400 users of the hospital’'s
outpatient department, with the data collected by paper questionnaire. The research focused on seven aspects of

the marketing mix: product, price, place, promotion, people, process, physical evidence. It also explored aspects
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of image affecting customer behavior. Statistics used for the data analysis were the frequency, percentage, mean,
standard deviation, t -Tests (between the means of two independent population or random samples, and between
the means of more than two samples by using one-way analysis of variance statistics), and Pearson’s simple
correlation.

It was found that age affected behavior regarding the number of service visits, and educational level
affected the level of service referral. Gender, rights of medical treatment, occupation, and monthly income did not
differentiate the health service behaviors of service users. Overall marketing mix factors did not relate to the
number of service visits per year, but did relate to repeat service visitation (with a moderate positive relationship)
and to the referral of service (also a moderate positive relationship). With regard to image, there was a slight
negative relationship to the number of service visits per year; image had a moderate positive relationship to
service revisitation and a high positive relationship to service referral. The research suggests the hospital could
implement a health program based on the demographic characteristics of service users, with a marketing focus
on promoting research of human resource development. In relation to the hospital's image, the research suggests

a focus on improving service quality would further improve positive consumer attitudes.

Keywords: Marketing mix, Public health services, Behavior of public health services
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