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Guidelines of Services Marketing Promotion for the Outpatient Department of
the Sawangdandin Crown Prince Hospital
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Abstract

This research aimed to, firstly, study the satisfaction of the clients, secondly,
investigate barriers to the service, and finally, explore the approaches to marketing
services of outpatient department of Sawangdandin Crown Prince Hospital. It is
quantitative and qualitative research methodology employed to study marketing
mix 7P’s as a study framework. The sample for this study in the quantitative section
consisted of 395 patients who received services from the outpatient department.
The sample also included 14 hospital staff. Questionnaire distribution and interview
method were employed in the research using descriptive analysis. The results reveal
as follows:
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Result from data showed clients in the outpatient department of Sawang-
dandin Crown Prince Hospital had a high overall satisfaction. The service of place
showed the highest mean score, followed by physical evidence service, process of
service, people, promotion, price, products and services offered, respectively.

Problems found in services of the outpatient department of Sawangdandin
Crown Prince Hospital were that the services offered are insufficient; the health
insurance system which most people acquired was not comprehensive enough for
the treatment of all diseases; points of service are not clearly identified; clients do
not totally understand or have to sufficient access to information; medical staffing
is insufficient; the clients are not aware of the procedures involved in the service
process; and the outpatient building comfortability was unsatisfactory.

The guidelines for services marketing promotion for outpatient department
of Sawangdandin Crown Prince Hospital suggest that the hospital should increase
medical staff and support staff. It should also provide the right health insurance
coverage for most medical treatments. Points of service should be clearly identified,
and the information should be available using easy-to-understand terms that most
people understand. Steps in service process should be simplified, and other irrelevant
departments should not share the same building with the outpatient department
where the intensity of clients is lower. Additionally, more physical facilities should

be provided.
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