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A Comparison of Factors Affecting Generation B and Generation X Consumers
Towards Selecting Elderly Healthcare Centers in Chiang Mai Province
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ABSTRACT

This study aimed to compare factors affecting Generation B and Generation X consumers towards
selecting elderly healthcare centers in Chiang Mai province. Questionnaires were used as the tool to gather
data, according to convenient sampling method, from 200 Generation B and Generation X consumers in
Chiang Mai who received services from the elderly healthcare centers. Data obtained were analyzed by the
descriptive statistics i.e. frequency, percentage, and mean and the inferential statistics i.e. t-test, of which
the statistical significance was defined at 0.05 level.

The findings presented that most respondents were married female. They were earmed Bachelor’s
degree as the highest level of education. They were retiree and received monthly income at the average
amount of lower than 20,000 Baht. In Chiang Mai, they had received elderly healthcare service: daily routine
assistance for elderly at Ban Suwan Warat Home Health Care for 3-6 months with the average daily expense
at 501-1,000 Baht. They learned about the elderly healthcare centers in Chiang Mai province from the
suggestions made by friends or acquaintances. Family member was the person influencing their decision
making towards selecting elderly healthcare centers in Chiang Mai at the most and was responsible for the
service payment. Reason of selecting a certain elderly healthcare center in Mueang Chiang Mai district was

about the center’s fame.
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Results of the study on factors affecting Generation B and Generation X consumers in Chiang Mai
province towards selecting elderly healthcare centers indicated that service marketing mix being rated in
high level included people, product, price, process, and physical evidence and presentations, accordingly;
while service market mix being rated in moderate level included promotion and place.

Hereafter were shown the components of service marketing mix factors affecting Generation B and
Generation X consumers in Chiang Mai province towards selecting elderly healthcare centers at the highest
level.

In people factor, it was the sufficient number of staff.

In product factor, it was the fame of medical personnel (doctor, nurse, practical nurse).

In price factor, it was the reasonable charge comparing to service quality.

In process factor, it was the simple steps being required to complete the personal details form.

In physical evidence and presentation factor, it was the reliable license to operate nursing facilities
for elderly.

In promotion factor, it was the reliable advertisement and publicity of the elderly healthcare
center.

In place factor, it was the convenient location to access.

According to the t-test, the findings revealed that the following components had a greater effect
to Generation X consumers towards selecting the elderly healthcare center than Generation B consumers
at 0.05 level of statistical significance: to serve consumers with modern medical device, equipment and
tools, to suggest the new innovation for medical treatments to consumers more regularly than other
centers, to have clear direction and location signs, to be located at an easy-to-find site, to have convenient
and sufficient parking space, to offer several channels to contact: website, telephone, LINE application,
Facebook, and etc., for example, to provide necessary information on available services and service fees in
full details on the center’s website, to take short waiting time for services, to have friendly atmosphere
without stale smell, and hospital-liked smell, for example, to have wide and clear space in the center area,
and to have good and modern interior decoration.

However, the following components had a greater effect to Generation B consumers towards
selecting the elderly healthcare center than Generation X consumers at 0.05 level of statistical significance:
to serve appropriate nutritious food, to have reasonable service price comparing to service quality, to offer
lower rate of service fee than other elderly healthcare centers, to have a wide range of room rate, to have
the stable service rates with less adjustment, to have reliable advertisement and publicity, to offer special
discount for regular patients, manner in providing services of the staff, ability of staff to provide service
advices, to offer services in the same standard, the sanitation of staff: body hygiene, for example, and to

make a phone call to patients to remind them about the up-coming appointment.
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