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Questionnaire

Topic:Service Recipient Satisfaction Towards Services Marketing Mix of Dental Clinic Department,

Chiangmai Ram Hospital

This questionnaire is a part of the independent study in the MBA program, Faculty of Business

Administration, Chiang Mai University. The study aims at studying service recipient satisfaction towards

services marketing mix of dental clinic department, Chiangmai Ram Hospital (CMR). The information will

be analyzed and be used for improving services provided in the clinic. I am appreciated that you take your

valuable time answering the following questions by checking (V.mark) at the appropriate choice.

Pleasecomplete all the questions, and thank you very much for cooperation.

PartlGeneral Data

1.

Gender
Q 1. Male
Age
Q 1. 11-20 years
()3.31-40 years

()5.51-60 years

. Nationality: ...........ccooiiiiianiinin.

. Educational Background

C 1. Lower than High School

(3. Diploma
(5. Master’s Degree or Higher

. Occupation

C 1. Student
(3. Employee/ Office Worker
(5. Business Owner

(7. Freelance eg. Doctor, Architecture

. Average monthly income

Q 1. Lesser than 10,000 Bath
)3.30,001-50,000 Bath

Q 5. Higher than 70,000 Bath

Wisuit-cita Tansathit DDS,Diploma,Cert., MSD

Executive MBA Student, CMU

)

Do.
O a.
CD's.

.
D a.

e
a.
.
8.

)
Dy

Female

21-30 years
41-50 years

Over 60 years

High School

Bachelor’s Degree

House wife
Government Officer
Teacher/ Lecturer

Others (Please Specify)......cocevevvrrennnne

10,001-30,000 Bath

50,001-70,000 Bath
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7. Living area

(1. Chiang MaiProvince () 2. Others (Please SPECITY)..vvireriirenane,

Part2 Patient Behaviors

8. Which dental clinic have you received dental treatment before coming to Chiangmai Ram Hospital?

CO1. Faculty of Dentistry, CMU . Faculty of Medicine, CMU
Q 3. Other Dental Clinic O 4. No, I never had dental treatment.
(Please specify)..........ccvivvennie. (If answer no.4, go to question 5)

9. How many dental clinics, in the past, have you visited (changed)for dental treatment?
(1. One clinic (D 2.2-3 clinics
(3. More than 3 clinics (D 4. None
(If answer no.4, go to question 5)

10. Why did you change dental clinics? (You can choose more than one answer.)

() 1.Dental emergency D 2. Slow services

Q 3.Bad reputation Q 4. Dissatisfied with dentist

() 5. Dissatisfied with dental staffs (D 6. No health quality certifications
(7. No specific dental services D 8. Friends/other patient recommend
Q 9. Unconfident in Dentist’s O 10. Unreasonable price

(D 11.Unable to trekline Oz None-welcoming environment
D 13.Far from livingplace 14.C_rs (Please specify).......cceeunee..

11.How did you feel about the last dental service before coming to CMR dental clinic?
1. Satisfied D 2. Fair
(3. Not satisfied
12. When is the most convenient time to have your dental treatment at CMR hospital? (You can choose more
than one answer.)
()1.09:00-12:00 2. 13:00-16:30
(3. 17:00-20:00
13. Which days of the week are convenient for dental appointments at CMR dental clinic?(You can choose
more than one answer.)

1. Monday-Friday Do, Saturday-Sunday or Holidays
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14. Who is responsible for your dental service expenses?

Q 1. Myself/ Familymember Q 2. Government welfare
(3. Employer D 4. Social security
(5. Insurance company (D 6. Others (Please specify).......................

15.How many times have you been treated at CMR dental clinic?
(1. This is my first time here. (D 2. Once or twice
3. 3-4 times () 4. More than 4 times

16. Why do you choose CMR dental clinic?(You can choose more than one answer.)
(1. Dental emergency C D 2. Close to living area
(3. Good reputation C 0 4. Dental specialistavailable

(5. Certified by quality accreditation agencies (D 6. Known someone who are working here

(_ 7. Variety in dental services (D 8. Friend/Patient recommends

O 9. Confident in Dentist’s Q 10. Reasonable price

(D 11.Able to reimburseexpenses D 12. Good decorationof clinic

(_)13. Cleanliness C D14, Welcoming environment

_)15. Able to communicate with () 16. Others (Please SPECIY).veviiireriinne

17. What are the services you received at CMR dental clinic? (You can choose more than one answer.)

(1. Consultation D 2. Oral examination/ X-ray

() 3.Tooth replacement/ Denture C D 4. Crown/ Bridge

(5. Tooth filling (D 6. Root canal treatment

(7. Tooth extraction (D 8. Orthodontic (Braces)

(9. Teeth cleaning/ Polishing C 0. Gingival surgery/ Treatment
Q 11. Teeth whitening Q 12. Dental implant

C_)13. Others (Please SPECITY) et

18.How do you feel about the last dental treatment at CMR dental clinic?

1. Satisfied (2. Fair
Q 3. Not satisfied

19.How do you know about CMR dental clinic? (You can choose more than one answer.)

() 1.Friend/ Patient recommend o, Advertising media
O 3. Good reputation Q 4. Embassy/ Consulate Office
O 5. Internet/ Websites Q 6. Directly from the hospital

(7. Others (Please SPECIfY).evvirirerirnnne



246

Part3Service Recipient Satisfaction

Please rate the level of satisfaction on the following factors that affect the dental services from

Chiangmai Ram Hospital. Please check or put the V mark on the space provided on every factor.

If you are very satisfied, choose Score 5
satisfied, choose Score 4
fair, choose Score 3

not Satisfied, choose Score 2

disappointed, choose Score 1.

Level of Satisfaction

Service Marketing Mix

—

1. Good reputation and trustable

Product/ Dental Service at Chiangmai Ram Hospital _

2. Complete dental care services

3. Variety of dental services

4. Oral examination and diagnosis

5. Oral consultation and treatment plan

6. Other services eg. X-ray, Biopsy

7. Use of modern technology on treatment

8. Quality of drug/ material used

9. Post-operation cares eg. Training , Follow up checking

10. Ability to control side effects/ risks

11. Dental care certification issuing service

12. Others (Please specify)..........cocooviiiiiiiiinnl.
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Service Marketing Mix

Level of Satisfaction

Price

1. Reasonable dental service charges

2. Dental laboratory expenses

3. Other service charges eg. X-ray, Biopsy specimen

4. Medical expense and other dental materials charges

5. Accuracy on payment charged and process

6. Others (Please specify).........cooiiiiivunnninnn.n.

Service Marketing Mix

Level of Satisfaction

Place/ Distributing Channel

1. Convenient location

2. Adequate parking space

3. Visible direction sign for dental clinic location

4. Dental clinic office hours

5. Referring protocol between dental clinic alliances

6. Participation in insurance companies and social welfare

7. Others (Please specify).........cccoeveiiiiiinin.

Service Marketing Mix

Level of Satisfaction

Promotion

1. Recommendation by friends/ other people (Word of Mouth)

2. Advertisment on radio/ bill board/ brochure

3. Information on website

4. Recommendation by other dentists/ other personnels

5. Electronic mail connection

6. Information or announment from public activities

7. Recommendation by electronic media

8. Information and recommendation by call center

9. Others (Please Specify).........coovviiininann...
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Service Marketing Mix

Level of Satisfaction

N

People/ Employee

5.1 Dentist

1. Being a specialist in the dental field

2. Customer concern

3. Knowledge and skill in diagnosis

4. Giving promotive advice and preventive concern

5. Giving dental treatment complying with patient's main concern

6. Proper management of unexpected incidents

7. Others (Please Specify).........coiveviviieninannn...

Service Marketing Mix

Level of Satisfaction

People/ Employee

5.2 Nurse and Dental Assistant

1. Welcoming gesture and friendliness

2. Proper dress and good personality

3. Ability to communicate in English properly

4. Service with care and equality among patients

5. Cross cultural concern

6. Others (Please Specify).......coveeeiviiininninnn...

Service Marketing Mix

Level of Satisfaction

Physical Evidence and Presentation

1. Cleanliness of tools/ instruments/ equipments

2. Proper air ventilation

3. Printing or audio educating media about dental cares/ treatments

4. Proper decoration and floor plan

5. Treatment fee list available

6. Others (Please Specify)........ccovviiiinann...
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Level of Satisfaction

Service Marketing Mix

1. Periodic service remining protocol

2. Advance notification for approaching appointment

3. Promt action for services

4. Short waiting time for dental services

5. Customer is well informed on longer treatment time.

6. Clear information on treatment plan and fee

7. Customer is a part in treatment plan.

8. Providing the complete medical record

9. Convenient payment process

10.Waiting time for getting prescription and medicines

11.0thers (Please specify).........coooiiiviiinininnnn.

Part4Problems and Recommendations
1. Have you ever faced these problems at CMR dental clinic? (More than one answer allowed)
(1. Did not receive dental treatment you were looking for.
(2. Dental treatments took very long time.
O 3. Treatment fee list was incorrect.
(4. Parking space is limited.
O 5. Difficulty in finding dental clinic location.
(6. Did not receive dental news or dental advertising.
(7. Impolite manner of dental staffs.
(8. Difficulty in communicating with staffs due to language deficiency.
O 9. Did not receive dental treatments fromspecialist.
(D 10. Improper hygiene of dental tools or instruments or equipment.
(D 11. Dental technology was not up-to-date.
() 12. Improper hygiene of dental clinic area.
() 13. Waiting time was too long (longer than 15 minutes).
() 14. Long waiting line due to many appointments ahead of yours.
(_15. Did not have opportunity to be a part in making decision on treatment plan or treatment

options.
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Q 16. Did not receive estimation of expense before the dental treatment.

Q 17. Never have any problems listed above.

2. Other Recommendations

Very Appreciate. Thank You.
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