
ORIGINAL ARTICLE

ISSN No : 2249-894X

Monthly Multidisciplinary
Research Journal 

Review Of 
Research Journal

Vol 6 Issue 12 Sept 2017

Chief Editors

Ashok Yakkaldevi 
A R Burla College, India

Ecaterina Patrascu
Spiru Haret University, Bucharest

Kamani Perera
Regional Centre For Strategic Studies,
Sri Lanka



Delia Serbescu
Spiru Haret University, Bucharest, Romania

Xiaohua Yang
University of San Francisco, San Francisco

Karina Xavier
Massachusetts Institute of Technology (MIT), 
USA

May Hongmei Gao
Kennesaw State University, USA

Marc Fetscherin
Rollins College, USA

Liu Chen
Beijing Foreign Studies University, China

Mabel Miao
Center for China and Globalization, China

Ruth Wolf
University Walla, Israel

Jie Hao
University of Sydney, Australia

Pei-Shan Kao Andrea
University of Essex, United Kingdom

Loredana Bosca
Spiru Haret University, Romania

Ilie Pintea
Spiru Haret University, Romania

Kamani Perera
Regional Centre For Strategic Studies, Sri 
Lanka

Ecaterina Patrascu
Spiru Haret University, Bucharest

Fabricio Moraes de AlmeidaFederal 
University of Rondonia, Brazil

Anna Maria Constantinovici
AL. I. Cuza University, Romania

Romona Mihaila
Spiru Haret University, Romania

Mahdi Moharrampour
Islamic Azad University buinzahra 
Branch, Qazvin, Iran

Titus Pop
PhD, Partium Christian University, 
Oradea,
Romania

J. K. VIJAYAKUMAR
King Abdullah University of Science & 
Technology,Saudi Arabia.

George - Calin SERITAN
Postdoctoral Researcher
Faculty of Philosophy and Socio-Political 
Sciences 
Al. I. Cuza University, Iasi

REZA KAFIPOUR
Shiraz University of Medical Sciences 
Shiraz, Iran

Rajendra Shendge
Director, B.C.U.D. Solapur University, 
Solapur

Awadhesh Kumar Shirotriya

Nimita Khanna
Director, Isara Institute of Management, New 
Delhi

Salve R. N.
Department of Sociology, Shivaji University, 
Kolhapur

P. Malyadri
Government Degree College, Tandur, A.P.

S. D. Sindkhedkar
PSGVP Mandal's Arts, Science and 
Commerce College, Shahada [ M.S. ]

Anurag Misra
DBS College, Kanpur

C. D. Balaji
Panimalar Engineering College, Chennai

Bhavana vivek patole
PhD, Elphinstone college mumbai-32

Awadhesh Kumar Shirotriya
Secretary, Play India Play (Trust),Meerut 
(U.P.)

Govind P. Shinde
Bharati Vidyapeeth School of Distance 
Education Center, Navi Mumbai

Sonal Singh
Vikram University, Ujjain

Jayashree Patil-Dake
MBA Department of Badruka College 
Commerce and Arts Post Graduate Centre 
(BCCAPGC),Kachiguda, Hyderabad

 Maj. Dr. S. Bakhtiar Choudhary
Director,Hyderabad AP India.

AR. SARAVANAKUMARALAGAPPA 
UNIVERSITY, KARAIKUDI,TN

V.MAHALAKSHMI
Dean, Panimalar Engineering College

S.KANNAN
Ph.D , Annamalai University

Kanwar Dinesh Singh
Dept.English, Government Postgraduate 
College , solan
                                        More.........

Advisory Board

Welcome to Review Of Research
ISSN No.2249-894X

          Review Of  Research Journal is a multidisciplinary research journal, published monthly in English, Hindi 
& Marathi Language. All research papers submitted to the journal will be double - blind peer reviewed referred by 
members of the editorial Board readers will include investigator in universities, research institutes government 
and industry with research interest in the general subjects.

RNI MAHMUL/2011/38595                                                                                             

Address:-Ashok Yakkaldevi  258/34, Raviwar Peth, Solapur - 413 005 Maharashtra, India
Cell : 9595 359 435, Ph No: 02172372010 Email: ayisrj@yahoo.in Website: www.oldror.lbp.world

Regional Editor
Dr. T. Manichander



“A STUDY ON PATIENTS’ SATISFACTION REGARDING MARKETING MIX STRATEGY 
OF HOSPITALS AT SANGLI, MIRAJ AND KUPWAD CORPORATION AREA.

1 2
Geetanjali Ganesh Kolhar   and  Dr. S.A.Bojagar
1Assistant Professor, Chintamanrao college of Commerce, Sangli, Maharashtra.
2Former Vice-Principal, The New College, Kolhapur. 

Available online at www.lbp.world

ABSTRACT :
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INTRODUCTION 

 service is the action of doing something for someone. It means 
the services are an action of organization that maintains, Aimproves the well-being and working of people. The services 

are activities, benefits or satisfaction which are offered for sale and are 
provided in connection with sale of goods. It is largely intangible (i.e. 
not material). 

Patients’ Satisfaction , action of organization , service 
marketing .

The service marketing mix is also known as an extended marketing mix and is an integral part of a service 
blueprint design. The service marketing mix consists of 7 P’s as compared to the 4 P’s of a product marketing mix. 
Simply said, the service marketing mix assumes the service as a product itself. However it adds 3 more P’s which 
are required for optimum service delivery.

In the services marketing, the providers are supposed to influence and satisfy the users.  When people 
buy services offered by a service provider in a true sense, they buy the time, knowledge, skill or resources.  
Marketing the service is meant marketing something intangible.  It is like marketing a promise.  The applications 
of marketing principles in the services sector are the main things in the services marketing.  It is the managerial 
process of managing the service.    

The marketing elements, known as marketing mix such as product, place, price and promotion 
successfully combine to prove the concept of rightness, that is, right product, right place, right price and right 
promotion. A successfully applied mix strategy serves the benefit of target market. For service industries three 
extra elements have been added to the marketing mix: who gives the service (people), how the service is given 
(process) and the environment in which the service is given (physical evidence).

Healthcare services have changed tremendously. In olden days, the doctors were very few and were 
available at distant places or only in government hospitals, they could afford to choose their patients and how to 
treat them. Patients treated them like gods. But now with rapid increase in private clinics, nursing homes and 
private hospitals, they can not afford to treat them with arrogance. With increase in competition, the role of 
healthcare marketing has increased. 

 Therefore, the present study analyses the benefits of this framework to hospitals and try to find out how 
the patients reacts on marketing mix strategy implemented in hospitals. At the same time, it also tries to examine 
the weaknesses identified be converted into opportunities and strengths. Because these services help to 
improve the hospital services and changes the structure of marketing strategy. 
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2. IMPORTANCE OF THE STUDY:

3. REVIEW OF LITERATURE: 

4. OBJECTIVES OF STUDY:

5. HYPOTHESIS OF THE STUDY

6. RESEARCH METHODOLOGY:

Due to ever increasing competitive relations and change ability in the market, any organization should 
be adjustable and seek to the practical approach in discovering the circumstances that can influence its success. 
The marketing mix strategy of any hospital should be, to present their services to the customers (patients and 
their relatives) in such a way to give maximum satisfaction to them and respond to challenges in a manner that 
exceeds its competitors. Customer orientation should be the joint value of all employees. Therefore, the 
importance of the present study can be summed up as under.
1. Helpful to create impact by way of applying effective marketing strategy in such a way that the prospects come 
to know about the quality to be offered to them as hospital patients.
2. It is helpful for the hospitals to maintain proper standard to face the passion of competition by implementing 
best marketing mix.
3. It is supportive to fill a gap between the quality promised and the quality-offered.
4. It can be seen that whether hospital authorities prove to be high-performers, personally committed, 
professionally sound, value-oriented, they can satisfy their patients and their relatives.

After studying existing marketing mix, it helps to reframe effective marketing mix.

Dr. Darshana R. Dave and Reena Dave has made research study titled as’ A study on Service quality and 
customer satisfaction of selected Private hospitals of Vadodara City’ published in Pacific Business Review 
International Volume 6, Issue 11, May 2014. The research study has been conducted to find effect of service 
quality on patients' satisfaction and customer loyalty in private hospitals of Vadodara City. The data collection 
instrument used for research work was structured, closed ended questionnaire. The questionnaire also 
contained questions to measure service quality in private hospitals. The main findings of the study indicated that 
people gives more preference to doctors' qualification and experience. It was also found that status of hospitals, 
location of the hospital and facilities available in any hospital plays an influencing factor while selecting any 
hospital for treatment. There was significant influence of education and income of the respondents on patients' 
loyalty. The suggestions of the present study set as the Health care service providers should make available 
correct information from time to time as new quality information leads to patient knowledge and satisfaction. 
The hospitals should have proper operating hours and staff should give individual attention to patients. The 
study discovered that to improve patient satisfaction, healthcare service providers must focus on quality 
improvement strategies.

In order to have better understanding of the marketing strategy in terms of the application of 7P’s in 
Hospitals, one should naturally have the facts and figures pertaining to the impact of the services on the 
customers visiting to the hospitals for various reasons.

The present investigations work essentially highlights with the help of data collected and information 
obtained about the total services provided and their benefits to the customers. In more precise terms, the 
following are the objectives of the study.
1. To study the conceptual framework of marketing mix strategy.
2. To know the consumer satisfaction (patients) regarding the medical services extended in the study area. 
3. To suggest, if any, for improving the quality of services for increasing level of customers’ expectations.

• The more expected quality facilities, services and treatment provided by the hospital, greater the level of 
patients’ satisfaction after taking admission in any hospital.

For this study, the researcher followed descriptive research. For the study, the methodology used for 
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data collection is as under:

“A Study on Patients’ Satisfaction regarding Marketing Mix Strategy of Hospitals at Sangli, Miraj and 
Kupwad Corporation Area.

The present study is mainly based on primary data which can be collected by two ways i.e. telephone 
interview and with the help of structured questionnaire. Under this study, structured questionnaire is used for 
collecting the primary data.

Even though, present study is based on primary data, the reliance on secondary data is also necessary. 
The secondary data means the data which is available in printed form or available in soft copy. For this study, the 
secondary data is collected through the following sources: like (1) Reference Books, (2) Magazines, Journals, (3) 
Office Records, (4) Newspapers, (5) Internet, (6) Brochures, Pamphlets, etc. 

For the present study, the researcher has taken 200 respondents as sample. The respondents are the 
patients of the hospitals in study area.

Statistical techniques like weighted average, Chi-square test, computer analysis, etc. are used for 
analysis. 

A. Research Title:

B. Data collection:
a] Primary data:

b] Secondary data:

C. Sampling:

D. Statistical Techniques used:

7: DATA PRESENTATION:
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Sr. 
No. 

Responses  1  
Strongly 
dissatisfied 

2 
 Dissatisfied 

3 
Can’t 
Say 

4 
Satisfied 

5  
Strongly 
satisfied 

Total 

1 Care taken by the 
nursing staff of the 
hospital.  

5.5% 13% 8.5% 21.5% 51.5% 100% 

2 Behaviour of the 
staff 

3.5% 4.5% 3% 17.5% 71.5% 100% 

3 The process of 
treatment is very 
lengthy and time 
consuming. 

15% 5.5% 11.5% 8% 60% 100% 

4 Facilities provided 
by the hospital. 

10.5% 10% 12% 15% 52.5% 100% 

5 Compulsion for 
purchase of
medicine from 
hospital’s or
particular shop. 

35% 15.5% 6.5% 14% 29% 100% 

6 Concession in the 
bills given by 
hospital.  

29.5% 17.5% 6% 5% 42% 100% 

7 Fees of laboratory 
tests charged by 
the hospital. 

13.5% 3% 2% 33% 48.5% 100% 

8 Cleanliness 
maintained in the 
hospital.  

12% 5.5% 1% 10% 71.5% 100% 
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• It shows that the majority of the patients are satisfied with the care taken by the nursing staff of the hospital as 
well as with the behaviour of them, while the percentage of dissatisfaction is very low.
• More than half of the patients are satisfied with the process of treatment.
• From the above table one could analyze that nearly half of the patients are satisfied with the existing facilities 
given in the hospital.
• From the above table it is seen that 29% of the patients are strongly satisfied when the hospital makes 
compulsion for purchase of medicine from hospitals or particular shop. 35% of them are strongly dissatisfied 
with the same.
• It also shows that nearly half of the patients are of the opinion that they are getting concession in the bills as 
well as they are satisfied with the fees charged for providing services and laboratory fees.
• From the above table one could analyze that majority of the patients say that the proper cleanliness is 
maintained in the hospital. They are happy and satisfied with the provision made by the hospitals regarding 
disposal of the waste material,
• From the above table one could analyze that nearly half of the patients are satisfied with the lighting and 
ventilation facility in the patients’ ward. It can also be analyzed from the above table that majority of the patients 
are satisfied with the drinking water facility provided in the hospital. More than 50% of the patients feel that 
proper security/safety provisions are made by the hospital.
• It also seen that majority of the patients are satisfied with the bill settlement process, procedure of discharge 
from the hospital and the system of emergency discharge in this hospital.

A hypothesis is a useful tool to form a tentative answer to a problem or question at the outset of a 
project, which helps guide the direction of the research and analysis to solve the problem. It provides a basis for 
taking ideas or theories that someone initially develops about the economy or investing or markets, and then 
deciding whether these ideas are true or false.

We often have occasions to make comparison between two characteristics of something to see if they 
are linked or related to each other. One way to do this is to work out what we would expect to find if there was no 
relationship between them (the usual null hypothesis) and what we actually observe. The test we use to measure 
the difference between what is observed and what is expected according to an assumed hypothesis is called the 
Chi-square test. When using the Chi-square (÷2) distribution to establish if a relationship exists between two 
categorical variables, the null hypothesis (Ho) statement does not contain population symbols. Rather, we make 

8. TESTING OF HYPOTHESIS: 

Available online at www.lbp.world

4

Volume - 6 | Issue - 12 | September - 2017

9 Provision made 
for disposing of 
waste material. 

6% 7% 1% 11% 75% 100% 

10 Lighting and
ventilation facility 
in the patients’ 
ward. 

14% 11.5% 8% 10.5% 56% 100% 

11 Drinking water 
facility 

9% 6% 1% 11% 73% 100% 

12 Security/ safety 
provisions made 
by the hospital. 

13.5% 6% 4% 20% 56% 100% 

13 The bill settlement 
process. 

8% 8.5% 2.5% 18% 63% 100% 

14 The procedure of 
discharge from the 
hospital. 

4% 1% 9% 13% 73% 100% 

15 The system of 
emergency 
discharge in this 
hospital. 

6% 3.5% 11% 15.5% 64% 100% 
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a written statement.

• The more expected quality facilities, services and treatment provided by the hospital, greater the level of 
patients’ satisfaction after taking admission in any hospital.

Ho: The expected quality facilities, services and treatment provided in the hospital (A) are independent of the 
level of patients’ satisfaction (B).
H : The expected quality facilities, services and treatment provided in the hospital (A) are not independent of 1

the level of patients’ satisfaction (B).

‘A’ – Various services provided by the hospital authority.

‘B’ – The satisfaction level of patients.

We have the following contingency table:

Where,
A  - Care taken by the nursing staff of the hospital. 1

A  -Behaviour of the staff2

A  -Process of treatment3

A -Facilities provided by the hospital.4 

A  -Compulsion for purchase of medicine from hospital’s or particular shop.5

A  -Concession in the bills given by hospital6

A -Fees of laboratory tests charged by the hospital.7 

A  -Cleanliness maintained in the hospital.8

A -Provision made for disposing of waste material.9 

A  -Lighting and ventilation facility in the patients’ ward.10

A  -Drinking water facility11

A  -Security/ safety provisions made by the hospital.12

A  -The bill settlement process.13

To test the hypothesis of the present study that is:

Here, the Null Hypothesis (Ho):

Available online at www.lbp.world

5

Volume - 6 | Issue - 12 | September - 2017

 

  A             B 

Strongly 

Dissatisfied 

(B1) 

Dissat isfied 

(B2) 

Can’t 

Say (B3) 

Satisfied 

(B4) 

Strongly 

satisfied 

(B5) 

Total 

(A1) 11 26 17 43 103 200 

(A2) 07 09 06 35 143 200 

(A3) 30 11 23 16 120 200 

(A4) 21 20 24 30 105 200 

(A5) 70 31 13 28 58 200 

(A6) 59 35 12 10 84 200 

(A7) 27 06 04 66 97 200 

(A8) 24 11 02 20 143 200 

(A9) 12 14 02 22 150 200 

(A10) 28 23 16 21 112 200 

(A11) 18 12 02 22 146 200 

(A12) 27 12 08 40 113 200 

(A13) 16 17 05 36 126 200 

(A14) 08 02 18 26 146 200 

(A15) 12 07 22 31 128 200 

Total 370 236 174 446 1774 3000 
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A  -The procedure of discharge from the hospital.14

A - The system of emergency discharge in this hospital.15

Since P-value< 0.05 we reject the Null hypothesis.
We reject Ho at 5% level of significance and conclude that the different types of services provided by the 

hospital are not independent of the customer satisfaction.   
The patients think about the facilities, services provided in the particular hospital and the treatment 

given in any hospital are the criteria for getting satisfied after taking treatment from the hospital staff. The above 
study shows that when they get expected quality facilities, services and treatment they get more satisfied.

The measures for improving the restaurant have been suggested both in individual functional areas and 
also collectively for the whole business. With this purpose, the following suggestions are being put forward by 
the researcher. 

It is evaluated that nearly half of the patients are satisfied with the facilities given in the hospital.
1. It shows that the majority of the patients are satisfied with the care taken by the nursing staff of the hospital as 
well as with the behaviour of them, while the percentage of dissatisfaction is very low. It shows that a good 
number of the patients are satisfied with the treatment given by the nursing staff.
2. It is a matter-of-fact that, nearly half of the patients are of the opinion that they are getting concession in the 
bills as well as they are satisfied with the fees charged for providing services and laboratory fees. 
3. It is seen that there is very little difference regarding making compulsion for purchase of medicine from 
hospital’s or particular shop. It shows that there is mix response related to span of waiting period while more 
than half of the patients are satisfied with the process of treatment. 
4. From the study, one could analyze that majority of the patients say that the proper cleanliness is maintained in 
the hospital. They are happy and satisfied with the provision made by the hospitals regarding disposal of the 
waste material, satisfied with the interior decoration of the hospital. 
5. It is observed that nearly half of the patients are satisfied with the lighting and ventilation facility in the 
patients’ ward. It can be analyzed that majority of the patients are satisfied with the drinking water facility 
provided in the hospital. Majority of the patients feel that proper security/safety provisions are made by the 
hospital.

1. The hospitals should make available the counseling department to overcome the problem of high 
expectations of patients, which may perhaps try to convince the pricing strategy. 
2. Hospitals should provide better services to the economically upper class patients, who are ready to spend 
money on comfort and luxury.
3. Hospitals should provide a system to overcome grievances by using suggestion boxes for the patients who are 

9: OBSERVATIONS: 

10. SUGGESTIONS:

Available online at www.lbp.world

6

Volume - 6 | Issue - 12 | September - 2017“A STUDY ON PATIENTS’ SATISFACTION REGARDING MARKETING MIX STRATEGY .....



facing some problems like charges, behaviour of staff, cleanliness, discharge process, waiting period, etc. 
4. As the environment of study area is encouraging for opening large hospitals with multi facility services, the 
affordable services are available in this area; and at the same time, the most of the hospitals have potential for 
increasing and opening extra services under their own premises. Hence, the hospitals should try to make 
available such services under one unit only.
5. At the same time, the location is favorable to medicinal treatment. Hospitals should try to develop their 
promotional strategies to inform the overall facilities available to patients, which in turn will be helpful for 
attracting the patients from different parts of the country, as well as from the foreign country for treatment. 
Thus, this area will become a place for medical tourism. 
6. There should be some modification in the hospital to attract the patients. It can be done through improvement 
in hospitality, appropriate presentation of services and more punctuality and sincerity of doctors.
7. At the same time, the hospitals should try to find out the way to take advantage of the booming medical 
tourism industry by investing largely in acquiring equipments, size and skills.
8. The hospitals should also try to acquire international accreditation, integrate traditional and clinical 
treatments and offer end-to-end value added services by tying up with tour operators, airline carriers and hotel 
companies to provide for brighter prospects for the industry. They should also allow foreign patients to pay 
through credit and ensure proper support services to foreign patients after they return to their native countries.

1. The relation between hospital employee presentation and patients’ satisfaction.
2. Adapting marketing tasks helps for selecting the location for new hospital.
3. Study of service value management in healthcare sector.

1. Jha S.M (6th Edition 2008) “Service Marketing” Himalaya Publishing House, Mumbai
2. Kotler P.(11th Edition 2002) “Marketing Management” Prentice Hall, New Delhi 
3. http://www.enotesmba.com/2012/11/mba-notes-nature-and-scope-ofmarketing.html
4. http://alice-online.co.uk/how-to-learn-the-marketing-mix/ 
5. http://www.managementstudyguide.com/seven-p-of-service-marketing.html
6. http://www.marketing91.com/service=marketing-mix/
7. http://pbr.co.in/May2014/2.pdf

11. SCOPE FOR FURTHER RESEARCH:

12. REFERENCES:
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