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B il

This researh on the Marketing Mix (7Ps) and Service Factors affecting to the

satisfaction of patients of Huachiew Traditional Chinese Medicine Clinic in Bangkok .There were
two objectives developed under this aim.These objectives were 1) To explore how the Marketing
Mix(7Ps) have an effects on patients satisfaction of Huachiew TCM Clinic in Bangkok. 2) To
explore how the Service Factors have an effects on patients satisfaction of Huachiew TCM Clinic
in Bangkok. The questionnaire was applied for the Data Collection. The Targets groups of this
study are the users of the Huachiew TCM Clinic in Bangkok and The sample sizes used in this
study were 400 service users, were selected by 3 steps. 1) Using Stratified Random Sampling
2)Using Systemic Sampling and 3) Purposive sampling. The 2 statistical methods used for data
analysis were descriptive statistics including frequency, percentage, mean and standard
deviation ,while the Inferential statistics used in this research were t-test , F-test (Analysis of one
way ANOVA) and Multiple regression analysis.

The study on the Marketing Mix(7Ps) and Service Factors have an effects on
patient satisfaction of Huachiew TCM Clinic in Bangkok The results showed that the Marketing
Mix(7Ps) have an effects on patient satisfaction and the six factors of 7Ps , namely product, price,
promotion, people, physical evidence and processes ,had a significant positive influence on
patient satisfaction. However, only one factor, which is Place, did not on the statistical
significance 0.05.0verall, The Marketing Mix(7Ps) can predicted changes of patients satisfaction

with 48.5 percent. The results also showed that service factors have an effects on patients



()

satisfaction too, and the two factors of Service Factors ,namely personality and training , had a
significant positive influence on patients satisfaction, excepting the only one,which is customer
relationships, did not on the statistical significance 0.05 as well as service factors can predicted
changes of satisfaction with 58.6 percent.

On the conclusion of this study showed that the service factors have more impact
on patients satisfaction than The Marketing mix(7Ps). However, both factors are still important. If
the business brings both factors together .It will have much more long-term benefit for the TCM
Clinics.Finally, There may be other factors or variables, which impact on patients satisfaction of

TCM Clinic and this will require further study.
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1.4 NSOUNUINAVDINITIVY

fansdase (independent variables)

Jadpaudszaumanisnaina 7pPs

( Marketing Mix '7Ps)

a [ I'd
Mumanfaed ( Product )

#1310 ( Price )

MUFDININMTIATINUY ( Place )

MumMIauasuMINaIA ( Promotion )

AuyAa1N3( People )

AMUNENFIUNIINMENIA ( Physical Evidence )

MUNTZVIUMI( process )

s (dependent variables)

= Y a
anuiawalavasdliusms

(Customer Satisfaction)

mslHusmsveaminnuineUa e

PI19IIAG

A Yo o o
wan g5 UNaInssnm

ademumslviusms

(Service factors)

- uﬂﬁﬂmw ( Personality )

Y o o

- @NAEUNUT ( Customer Relationship )

Y a Yy ..
- ousaz 1¥1INIANS (training)

A

WAL S MIUDIAAIN

A o s aa
- ¥DUFIIAZHNINNIUVDIAAUN

MUN 1 NIDVLUIAANITING

fi31: 1999910 Kotler and Keller(2016),Marketing management ; Armstrong and Kotler(2015),

Marketing : An Introduction.
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9y =K tﬂl [ =y .
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% ﬁ' Y Aa
2) lmamumMsaoaIsHazn N aHB I an
2.1) TupanszuIumMsaAnedoals (Communication process)
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(Perrault,Cannon and McCarthy,2012:634)
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2.3) TueaaAuTUNTABUAUDY (Response hierarchy model)
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U A:slll ~ dy a 9 A a = A oA A 1 3 o w
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) v Ag g i o X
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2.3.1)Tuaa AIDA (AIDA Model)
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2.3.2) lumamauvuYeINansenU(Hierarchy of effect model)

2.3.3) lumamseeusuuInns s (Inovation adoption model)

2.3 .4)Tmm MIAANDAD AT (Communication effects pyramid)

2.3.S)Tmmaﬂszmuﬂﬁmmﬂ'@ga (The information processing model)
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T RERIE ‘]Jﬂgﬂi]”lﬂ Kotler and Keller Marketing Management(2016:585) .
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3.4.2 a0ABI9HIY (Inferential Statistics)
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a 4 =)
2) MIAATIRHANULLTUITIUNNUAYY (One-Way ANOVA)

a 4
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e X, = aundededialungu 1
X, = Aundesiesalungu 2
S} = anunlsilsaudiealungu 1
S; = anulssudedalungu 2
N, = 11Iud081 IuNgy 1

n, = wuatednalungqu 2

1.1.2) eanuualsilsavesdlszans iy gasildlSeuiioy

5351 NAUIAITGNT,2553:136)

®
&Lo
=he
—
£
@




149
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3) mﬁmﬁwﬁmmﬂnaﬂmmm ( Multiple Regression Analysis )
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F. =52.663 Sig. = 0.000 Durbin-Watson = 1.827

SIS

* PHedAYNNTDANTZAY 0.05

1NA15 19N 32 WANITIVINVIT 91ANNITNIITAUIAT Durbin-Watson IHA1T 14

WU A1 Durbin-Watson 110D 1.827 $99g52119 1.5-2.5 naasndwsdaszMiunldlu

msnaaov ludanudunusmeludiues uaziladoaulssaunansnain7Ps daHaIFauIn

1 = Y Aa Aaa o =S = ] A v o w Aaa [
ﬂf)ﬂ’NiJWQWfJGI,‘ﬂ‘U@QEﬁ%ﬂﬁﬂﬁﬂauﬂﬂTﬁLLWVIEJLLWu%uﬁ’JLﬂEJ’J DYNUUIFIAYNWADANTEAU

0.05 Tagfia1 F 1171 52.663 A1 Sig. (M10U 0.000 F1 98031 0.05 HATAINITANIUIEANY

= & o Y
waneolalumsldusms 1d5oeay 48.5 munso@euaumsnensal 1aaail



193

Unstandardized Y =b, + b X, + b, X, +....b X_
= 9Y A Aana o =S = v 1
anwitane lvwesd lFusmsnatinmsunndunuiuiafen@ndetediuilsz au
N13AA1A7Ps) = 0.816+ 0.204 (X,)+ 0.089 (X,)+ 0.003 (X3)+ 0.114 (X,)+ 0.205 (X5)+ 0.090
(X )+ 0.127 (X,)
A = v Y a Y] 4
o X, o0 dadeaumann
= v Y
X, #1909 Jadea1usinn
= v Y 1 v o 1
X, 1111804 1998A1U¥09IN19N139ATIHUY
X, vne Tasamumsaudiunisnaia
= v Y
X, 11804 1998a11u1AaIng
= v 9 [
X, 11903 199U ang IUN1INIENIA
= v Y
X, 11804 1998a11UN 52 UIUMS
HANMINATOUANNFUIUTIINA13199 32 NUN
v 1 a o ' J 1" W
Joseaudszauniensnain7bs AUNaAN Ml 1A1 Sig. 19IAY 0.000 Hoe
(] ) o Tt Y I T YR | Y a [ g 1
AMszaUtsd AN 0.05 uaaslimundatsaiulszauninsnaIn7Ps ATUKAANUN dIND
a 1 =< Y a aan J S v A
FeuanaeaNuiiane luuesdlFusmanadnmsunndunuduiaied
Jadeaulszauniamsnaia7bs a1451A1 U1 Sig. (M7 0.015 HasnIn

v
9 w A

Qs W o < J o 1 1 a
szavisd i 0.05 naasldmuiiledsdinilszaunianisnainzps A1 dIHAFIUIN
' =< Y a aa Jd = v A
AR aNe 9o g 19Us MsnainmMsuNnaurUI U IR,
YadeaIulseaun1emsnaIn7Ps AUFINIINIIATINUIY TAT Sig. (MN L
1 [ v o w { < 1 [
0.898 MINANIZAUNEdIAYN 0.05 naalduntedediulszaunianisaainzPs a1y
Foan1Mssatmiie lidewadsanaeanuiawe lavesd lFus nisaadinmsunndunuiv
v A
MR
Jedoaiudszaunieansaain7Ps AUMTAUAsUMTAAIANAT Sig. 1IN
Y 1 v o o w A Y 1 [ Y
0.000 HiosnNszavadIAgR 0.05 uaaslviunilavearvissauniamsnain7bs A3
duaiumsaaadenariuInaennuiane lavesdlusmsaainmsunndunuiuiufen
Madeauszauniinisnaia7bs AUYAINTUAT Sig. 1110V 0.000 o8N
v @ o W 1 I~ 1 Y [ a
szaviad i 0.05 uaasldmuiiledediulszaunianisaaia 7Ps AuyAAINT dINaIT
1 =< Y a aa 4 = v A
InaeANuiane lavesd lFusmanatinmsunmdunuIuiIRe)
Yatoaiulszaun1aniina1n7Ps AIUNANFIUNIIATEAIA UAT Sig. 1IN

Y 1 Y] v o o o Y 1 o 1 F)
0.017 uyNNITAVUIAIAYN 0.05 Llﬁﬂﬂiﬁlﬁuﬁ']ﬂﬁ]%ﬂﬁﬂu‘ﬂﬁgﬁﬁJV]TQﬂTﬁ@]ﬁTﬂ7PS AU



194

o 1 a [ a aa 4 o
WANgIUNWNMENIAFINAITIUINADANNNINE Tave s lFuTmsaatinmsunndunuIug
=
e

Jadpaiuiszaun1ansnain7Ps MuUNTZUIUMST A1 Sig. 1NNV 0.003 Yod

1 [ v o w 1 [~ 1 [
anszautiednnh 0.05 naasliruntateaiulszauniamaaia 7Ps AIUNTLUIUNT
! a ! =< Y a aa 4 =) v A
daraBauInaeauiane liuesd lFusmsnatinmsunndunuduiuien

E
[ Y

AU DAY UaUYATIUN 1 UedIu

[ ) Y Aa 1 a 1 =3 Y Aa aAa
3) ﬂ%%ﬂﬂ']uﬂ']ﬁﬂlﬁﬂﬁﬂ'ﬁﬁqwﬁLGIf\TU'Jﬂﬂf]ﬂ'JnJWQW@GlfﬂGUf]\‘]Eﬁ%ﬂﬁﬂ'ﬁﬂﬁﬂﬂ
J = v A
NITUNNYLANUHIUTIIURYD
H;: Jadedumsliuims hidewadauinaeanuieane lavesd1dusns
aa 4 = v A
AQAUNDITHNANYLNUIUNIRY
[ ) Y a 1 a 1 = Y a
H;: ﬂ%%ﬂﬂ1uﬂ1§1ﬁﬂﬁﬂ’]ﬁ ﬁ\‘]WaL%QUjﬂﬁ@ﬂ’JTNWQW@ﬁlﬂﬂl@\‘]Eﬁﬂfﬂﬁﬂ'ﬁ
aa 4 = v A
AQAUNDITUNANYLNUIUNIRYD
a 1 o a J [ v d U (% v 9 Y a
ﬂ']ﬁ')!ﬂﬁ']gﬂﬂ'lﬁilﬂﬁgﬁﬂ‘ﬁﬁﬁﬁuWu'ﬁﬁZW'J']Q@l'JLLﬂﬁﬂﬂ‘ﬂﬂﬂ"IUﬂ131ﬁu3ﬂ’]ﬁ
[ = Y Aa aa 4 = v A
ﬂ‘llﬂ'J']iJW\?W@Glﬁ]GUﬂﬁm%ﬂﬁﬂ?ﬁﬂﬁuﬂﬂ'ﬁlw\lﬂfJLLWUﬁ]u‘W'J!ﬂEJ'J
L a o o o 4 1 (Y 4 a
Gluﬂ']ﬁcﬁ']ﬂ']ﬁll1Jﬁzﬁﬂ‘ﬁﬁﬁﬁmwu‘ﬁﬁgﬁﬁ'mﬂjllﬂﬁ !ﬁﬂiﬁllﬂﬂﬂj']illsﬁ}'ﬂﬁ]
o A a <Y Ya o R Y]
913\1ﬂubluﬂ']illﬂaﬂ'lﬁlﬂﬁll']ﬂllagLW@ﬂ'J']ilﬁgﬂ'JﬂGlUﬂWilﬁuﬂWaﬂ’]ﬁ')iﬂﬁ’]zﬁsllagﬁ Fj'l’i)ﬂfﬂ\‘]llﬂ
o U ) (%] 1 g
ﬂ?ﬁu@@ﬂyﬁﬂ@ﬂﬂﬁﬂqﬂu
X] Wll']f]ﬁ\‘l ﬁTuuﬂaﬂﬂ’]W
=< Y Y o v J
X2 HUYDN ﬂ']ugﬂﬂ']ﬁllwu‘fi
=< ] Y A 9
X3 HUNYDN ﬂ"ll!f’]‘]_lﬁllllﬁg‘lWUﬁﬂ'ﬁﬂ'J'lllg
= =< Y Aa aa o = v
X4 HUNYDN ﬂ?TﬂJWQW@j%ﬂ]@QEﬁ%U?fnﬁﬂﬁUﬂﬂ'ﬁlLWV]ﬂl!WH%UﬁQLﬁﬂﬁ
4 v

= 1 o a J @ @ v Y Y a
Nﬁﬂ”liﬁﬂ‘]eﬂﬂ”lﬁuﬂizﬁﬂ‘ﬁﬁ"Viﬁmwuﬁizﬁﬂ1ﬁﬂﬁllﬂiﬂ%fﬂﬂﬂ1uﬂ?ﬂ‘ﬁﬂiﬂﬁ

[ = Y a aa J = v A A @ g
ﬂ‘ummmwa%mmﬁjfl%mmsﬂauﬂﬂmmwmmmummm Nﬁﬂi”lﬂ;;]@”lll@ﬂﬁﬁ‘ﬂ 33 PNU



195

d' 1w a J v o 1 @ v 9 Y a @ =3
M1319N 33 !Lﬁﬂ\iﬂ1ﬂ1ﬁll1J58f’f‘ﬂﬁﬁﬂﬁllwu‘ﬁ‘izﬂ’ﬂwnllﬂiﬂi]ﬁ]FJ@ﬂJﬂﬁEl‘Vi‘Uiﬂﬁ NUAITUN

a aa 4 o
wa‘lfusumg&’fl%’mmiﬂauﬂmmwmmmuﬁumgﬁfn NIUNWUNIUAT

3 Tavsaumsliuims
Ay X,
X] X2 X3
1 520%* .598%* .608%*
Xl
.000 .000 .000
1 .663%* S41%*
XZ
.000 .000
1 736%*
X3
.000
1
X4
* pg NN NIADAN 0.05 ** pg1aNsdIAYNIIGDAN 0.001

H 1 [P [ o 4 1 %

21013199 33 wua hinadamanuduiussgnaed s (Multicollinearity)

A o v Y A Y Y o o & ) Y a Y 9
eannaaanlsifateauyaannn mugnaduiRus uazaueusutas IHUSMIAIuAINg
= | [ a a°‘ [ v 4 1 @ 1 1 é S 1 @ a Q(
uaduilszansanduiusszniednilssdszning 05290736 FalAdulszans
[ YR a 9 1 Y T W a = <3 a [ o (=)
andusiug luFaanuaziiosnd 0.85 uaalimunaulsdaszianuiludaszaonu il

1Y v Jd o =9* "o A a A (% v 9 Y a 1

ANVAVNUTNUNIN W INATBUINDDTUIENSIAaBNA TV IUMT IHUTNIT dIHa

a 1 = Y Aa aa 4 = [Oo= ey
L“])'\‘]‘U’Jﬂ@]@ﬂ'ﬂllW\?Wf]Gl:ﬂaU'f]\?l?ﬁ"h’ﬂﬁﬂ1iﬂaUﬂﬂWﬂLWT]EJLLNui]uW’JLﬂEJ'J



196

' A < ' A ..
minagoumaNuulsdsvesnnuaaIanaowuann (Homoscedasticity)

TAgNITUMHUAINNITNTZIY Scatter Plot

a
MNAN 8

Scatterplot

Dependent Variable: A ana 10209 4T 2USNISASENTS WNME IR AR

e

Regression Standardized Residual
T
o
0
&
¢ & #

T T T T T
-6 -4 -2 a 2

Regression Standardized Predicted Value

UAUNINNITATLAY Scatter Plot YDA

NNNNAN 8 UNUNTWAITATLIY Scatter Plot ¥9IAMUIT NV AIANUAAIAAADY

daulnainsznieegmilonaz 1ds2au 0 F991nnanszaeal0gluriauaudaliimy o

H Y 1] H
wasunias i ludianela dniudsaglnmanunslsuvesanuaaamaouiiuaaci



197

H a ' @ o Y
195197 34 HANTANT N Multiple Linear Regression Analysis nagouANNdUNUTU0 Y

9 Y a o = Y a an L4 = Y=
AU 1AV ﬂumquwaGlileuawﬂ%mmmaumnuwmmmuﬂummm

NIUNWUNIUAT
Unstandardized | standardized Collinearity Statistics
Model
v v Cocefficients Coefficients P-
(adearums T
Y A B Std. Beta value | Tolerance VIF
Tuins)
Error
(Constant) .883 147 5.997 .000
ﬁ%l!‘igﬂaﬂmw 247 .040 254 6.126 .000* 611 1.638
mugnmduius | 026 | 032 035 788 | 431 533 | 1.876
AMudUTUIAY
N y 527 .044 .561 11.959 | .000* 476 2.103
Tiusmsnnug

R.=0.765 R Square = 0.586 Adjusted R Square (R2) = 0.583 (58.30%)
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