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Abstract

This research aims to (1) study the service quality, marketing mix, and decision-
making process of private hospitals in Lampang Province, Thailand; (2) study the service
quality factors affecting the decision-making process of using private hospitals in
Lampang Province; and (3) study the marketing mix factors affecting the decision-
making process of using private hospitals in Lampang Province. The quantitative
research method was employed. A sample of 400 patients from private hospitals in
Lampang Province was used. Multistage random sampling was applied. The
questionnaire was the research instrument. Data were analyzed using descriptive
statistics (frequency, percentage, mean, and standard deviation) and inferential
statistics (multiple regression analysis with Enter method). The significance level was
set at 0.05.

The results were as follows:

1. service quality factors, marketing mix factors, and decision-making process
were overall at the highest level.

2. Four service quality factors affected the decision-making process of using
private hospitals in Lampang Province: reliability, responsiveness, assurance and
empathy.

3. Five marketing mix factors affected the decision-making process of using
private hospitals in Lampang Province: product, promotion, people, physical evidence

and process.

Keywords: Service Quality, Marketing Mix, Decision-Making Process, Private Hospital,
Multiple Regression Analysis
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B STD. Error Beta
(Constant) 0.714 0.142 5.021 0.000 0.625
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A1UINT (X;y)
avuddeiieluns 0189 0.051 0.211 3.730  0.000*
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Twusns (Xys)
auderiuluns  0.259 0.057 0.260 4521 0.000%
TAusns (Xy0)
ANUILENUl 0.131 0.049 0.143 2686  0.008*

o

HSUUINTT (Xy5)

Adjust R = 0.620, R = 0.791, F= 131.371, Sig = 0.000%, ftfud1fayn1aadavisesu 0.05
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