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52921036: MAJOR: MARKETING COMMUNICATION; M.Com.Arts
(MARKETING COMMUNICATION)

KEYWORDS: CUSTOMER EXPERIENCE MANAGEMENT PROGRAM/ SATISFACTION/

BANGKOK HOSPITAL PATTAYA

RAMIDA RUNGPRASERT: CUSTOMERS’ SERVICE USAGES,
EXPERIENCE ACQUIRED AND SATISFACTION TOWARD CUSTOMER EXPERIENCE
MANAGEMENT PROGRAM AND THEIR SERVICE USAGE INTENTION AT BANGKOK
HOSPITAL PATTAYA. ADVISORY COMMITTEE: CHOMPUNUCH PUNYAPIROJE,

Ph.D., 84 P., 2015.

The purposes of this research were to investigate customers’ service usages, experience
acquired and satisfaction toward customer experience management program and their service
usage intention at Bangkok Hospital Pattaya and their relationships. Survey research was
employed and questionnaire was a research tool. 400 customers were purposive sampling to be
the sample of this study. The statistic analyses were One-way Analysis of Variance and Pearson’s
Correlation.

The research results revealed that the customers’ service usages in terms of service
usage frequencies and the number of years in using services did not influence on their satisfaction
toward customer experience management program customer’s birthday experience project, of
Bangkok Hospital Pattaya. Customers’ experience acquired was not related to their satisfaction
toward customer experience management program, the customer’s birthday experience project, in
all aspects. However, their satisfaction toward customer experience management program, the
customer’s birthday experience project, in all aspects was positive related to their service usage

intention at Bangkok Hospital Pattaya at the significant level 0.01.
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