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ABSTRACT

The study aimed at investigating the service mix factors affecting the consumers’
selection of Hospital in Universal Coverage Health Care Project in Chiang Mat Municipal. The
data was collected through a set of questionnaire from 200 samples scattering around four
districts of Kawila, Mengrai, Sriwichai and Nakornping. It was then analyzed and presented in
forms of frequencies, percentage and means,

The results showed that most of the respondents where female aged 15 — 19 and finished
bachelor’s degrees. Most of them were merchants and employees who earned 5,000 - 15,000
baht monthly. During the past year, their medical expenses were below 5,000 baht and covered
by the Universal Coverage Health Care Project: (Gold Card). Most of them were treated as
outpatients by those private hospitals that joined in the project. In the year of 2547 B.E., most of
the respondents preferred to make use of 30 baht {(Gold Card ) project rendered by the public
hospitals.

As for the factors regarding the service mix that affected the selection to be made over
the hospitals by the consumers, it was found out that the respondents who used to and those who

didn’t make use of the Gold Card service quoted their importance at much level were service



factors product , people and customer service , place , price , communication and process while
those who used to make use of it quoted their importance the service factors place at Fair level,

As for the factors affecting the selection 1o be made over the hospitals that joined in the
Universal Coverage Health Care Project by those consumers who were making use of the service
(only those who used to make use of the Gold Card), it was found out that the respondents who
used to make use of the service as such quoted it at much level. For those sub-categories, factors
affecting the selection to be made over the service as such included the doctors’ attention paid on
the symptoms narrated and the doctors’ time rendered to the patients; they were guoted at much
level.

As for the factors affecting the selection to be made over the service rendered by the
hospitals that joined in the Universal Coverage Health Care Project, it was found out that the
respondents who used to make use of the project quoted it at much level. For those sub-
categories, factors atfecting the selection to be made over the service as such included carrying
forward the patients and charges to other hospitals. They were quoted at fair level.

As for the problems of those consumers who used to make use of the hospitals that joined
in the project as such, they were quoted at much level. For those sub-categories, the respondents
faced with time-consuming service, following up practices, impolite hospital employees, lacking
of knowledge of how to practice their Universal Coverage Health Care Project claiming rights.

As for the consumers’ needs over the medical services regarding the health promotion
and disease prevention, it was found out that those respondents who used to make use of the
services rendered under the project as such quoted those medical services regarding the health

promotion and disease prevention at much level.




