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ABSTRACT

Designing and developing services from Top Dental Clinic to meet customer’s
demand, has the objective to study, design, and develop services to meet customer’s
demands. They are factors of customer’s satisfaction towards qualities of Top Dental Clinic’s
services in physical, reputation, response, building trust and taking care of customers. The
example groups are 217 customers of Top Dental Clinic. The tool to collect data is a survey,

and then analyzes data by computer to find frequencies, percentages, means (x ), standard

deviation (SD).



The research has the respondents of 217 people the majority is 123 (56.7%) and 94
(44.3%). There were 78 respondents (35.9%) aging 18-30 years old and other were less than
17 years old (58, 26.7%), age 31-40 years old (45, 20.7%) and above 40 years old (36, 16.6%)
respectively. Most of respondents are single (154, 71%) and married (56, 25.8%) and
divorced/widow (7, 3.2%). The education level of respondents is mainly under bachelor
degree (108, 49.8%), followed by bachelor degree (94, 43.3%) and above bachelor degree
(15, 6.9%) respectively. Most occupations of respondents are student (89, 41%) and private
business (51, 23.5%), private employees (35, 16.1), Government officials (21, 9.7%) and
merchant/freelancer (21, 9.7%) respectively. Most respondents have monthly income
between 15,001-20,000 Baht (64, 29.5%), followed by 10,000 — 15,000 Baht (60, 27.6%), below
10,000 Baht (58, 26.7%), 20,001 — 30,000 Baht (21, 9.7%), 30,001 — 40,000 Baht (7, 3.2%) and
above 40,000 Baht (7, 3.2%) respectively. Most respondents have the most visits at more
than 10 time (81, 37.3%), followed by First-time visitors (61, 30.4%), 2-5 times (42, 19.4%) and
6-10 times (28, 12.9%) respectively.

Customer’s satisfactions towards Top Dental Clinic’s quality of services, the total
quality is in high level. When considered individually, the research found out that the most
satisfied areas are empathy and assurance respectively. The areas with moderate satisfaction

are tangibility, responsiveness and reliability respectively.

Keyword: satisfaction; Top Dental Clinic
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