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ABSTRACT

The purpose of this independent study was to study the service recipient satisfaction
towards the service marketing mix of the Dental Clinic Department, Chiang Mai Ram Hospital.
Data were collected by 360 questionnaires handing to service recipients, who were served at the
Dental Clinic Department, Chiang Mai Ram Hospital. 245 respondents were Thai and 115 were
foreigners. Convenient sampling was applied in this study and collected data were analyzed by
using descriptive statistics: frequency, percentage and mean.

The study showed that most respondents were female with age between 31-40 years old.
68.06% were Thai and 31.94 % were foreigners. Most respondents graduated with a bachelor’s
degree and ran their own business. The average income was 10,001 — 30,000 baht. Chiang Mai
was their hometown.

The result of the study showed that most respondents went to private dental clinics and
some of them had changed around 2-3 clinics because of the clinics being located far from their
homes, emergency, dissatisfactions with service, and suggestions from friends. Convenient time
was on weekday afternoon and they took care of their own bills or the bills were paid by family
member. All of the respondents visited the clinic more than 4 times. The reliability of dentists
was the factor the respondents deciding to come to that clinic. The most frequent serviced
respondents took was decalcifying, which ranked at high level of satisfaction. The respondents

knew about the clinic from their friends and people who had been there before.



About the satisfaction towards service market mix, officer and product as well as dental
service ranked at the highest level of satisfaction. Physical presentation, service process, place,
price and promotion ranked at high level of satisfaction.

The most satisfied sub-factors of each service market mix were as follows. For officer
and staff in the aspect of the dentist, expertise in dentistry received the highest mean of
satisfaction. For officer and staff in the aspect of the nurse and the dental service staff, good care
with kindness and friendliness received the highest mean of satisfaction. For product and dental
service, good reputation and being trust worthy received the highest mean of satisfaction. For
physical presentation, clean dental equipment received the highest mean of satisfaction. For
service, advance appointment system received the highest mean of satisfaction. For place,
convenient location received the highest mean of satisfaction. For promotion, recommendation
from friends and people who had been to the clinic before received the highest mean of
satisfaction. For price, correct and reasonable service charges received the highest mean of

satisfaction.



