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Ruangvanich, Ruangvich. Master of Business Administration, March 2012, Graduate School,
Bangkok University.

The factors of services marketing mix that affect to the loyalty of consumers towards the
choosing private hospitals after Bangkok flooded crisis in 2554 (88 pp.)

Advisor : Luckxawan Pimsawadi, Ph.D.

ABSTRACT

The aim of this research is to study the factors of services marketing mix that
affect consumers loyalty towards the choosing private hospitals after Bangkok flooded crisis in
2554 for Bangkok residents by means of closed-questionnaire survey to collect information from
400 samples private hospital’s customer and then statistical analysis of data by using mean,
percentage, standard deviation and Multiple Regression Analysis. The results showed that
respondents were female aged 25 - 30 years, single, bachelor's degree holder, the professional
advertising / marketing / PR / Secretary with average revenue 20,001 — 40,000 baht per month.

The results showed that consumer loyalty is very high by factor of services
marketing mix services, pricing, place, marketing communication, staff, process and physical
environment. Considering that the level of consumer loyalty by factor of repeatedly using: even
after the flooded crisis in case of non-urgent patients are most using private hospital, factor of
word of mouth: patients were recommended of doctor and hospital, factor of brand loyalty: even
emergency patients after being informed to be admitted they request to move to their regular
private hospital.

The multiple regression analysis revealed that the services marketing mix factors
of physical environment, marketing communication and pricing affect the level of consumer
loyalty towards the choosing private hospitals are statistically significant at the 0.05 level by the

physical environment affects the most.



The findings from this study should be used to improve the factors of services
marketing mix i.e. services factor, place factor, staff factor and process factor to be used as

guidelines for planning and building consumers loyalty.
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