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Abstract

This research has the following objectives: (1) To study customer’s decision making process
for service selection at Dara Clinic; (2) To study customer’s decision making process for service
selection at Dara Clinic in Bangkok by demographics; and (3) To study marketing mix (7 P’s) that
influences on customer’s decision making process for service selection at Dara Clinic in Bangkok.
The sample used for the research consists of 400 customers who visited Dara Clinic and Neko
Clinic between February and March 2021. The data were collected using structured survey
questionnaire. The descriptive statistical techniques used to analyze the data were frequency,
percentage, average and standard deviation. The inferential statistical techniques used to test
hypotheses of the research were t-test and one-way Anova. When differences were discovered,
pair comparisons were made using LSD and multiple regression.

Research findings showed that: (1) customers in Bangkok had high level of consumer
decision making process for service selection at Dara Clinic (X = 4.04); decision making process
had second highest average (X = 4.13); choice selection, post purchase behavior and information
search respectively; (2) customers in Bangkok from different gender, age, educational level,
occupation and monthly income have different decision making process at significant level of
0.05. (3) psychological factors including beliefs and attitudes influenced consumer decision
making process for service selection at Dara Clinic in Bangkok; and (4) marketing mix (7 P’s)
particularly product, distribution, marketing promotion, process and people influenced customer
decision making process for service selection at Dara Clinic in Bangkok.

As for recommendation, Dara Clinic should use demographics including gender, age,
educational level, occupation or monthly income to segment its market. Integrated marketing
communication (IMC) should be designed using the message that emphasizes on the fact that
Dara Clinic offers premium quality services at more affordable prices than other clinics. This will
prevent the customers to switch to another clinic which will lead to customer’s brand loyalty,
good corporate image of the clinic and better customer acquisition. In addition, Dara Clinic must
design appropriate marketing strategies particularly marketing mix which consists of product,

distribution channel, marketing promotion, process and people.

Keywords : Decision making process; Beliefs and attitudes; Marketing mix
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