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ABSTRACT

The research aims to study 1. Personal factors and the decision to choose dental services
in Bangkok. 2. Service quality affecting the decision to use dental services in Bangkok. The
research model was quantitative research and used theory of service quality (SERVQUAL model),
S-R theory, and Buying Decision Process. The samples used in this study consisted of 400
customers which is calculated based on the W.G. Cochran method, who got from convenience
sampling method. The tools used in the study were online questionnaires and data were analyzed
by descriptive statistics which consisted of percentage, mean, standard deviation. The hypothesis
was analyzed by independent sample t-test, one-way ANOVA (F-test) and multiple regression
coefficients.

As the study found that the majority of the sample population was female, age between 36-
45 years old, graduated with a bachelor's degree. Occupation of private company, have an
average monthly income of more than 40,000 baht and most of them were entitled to social
security Scheme.The hypothesis testing results revealed that personal factors in Education level,
Customers who graduated with a postgraduate degree were more aware of the problems and the
need to make decisions about choosing a dental service than customers who graduated below a
bachelor's degree. Other personal factors include gender, age, occupation, monthly income and
medical treatment rights did not affect the decision to use dental services in Bangkok. The result
shows that Assurance, Empathy, Reliability and Tangible factor of service quality have affected on
the decision to use dental services in Bangkok and Responsiveness does not affect the decision to

choose a dental service in Bangkok. Statistically at significant level 0.05.

Keywords: Service quality, decision making, dental services
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ANOVA
Sum of Squares df Mean Square F Sig.

m3uigwiue: Between 2.169 2 1.084 4.192 016
anudndu Groups

Within Groups 102.698 397 .259

Total 104.866 399
midumtayalu  Between 1.344 2 672 1.761 173
NI Groups

Within Groups 151.474 397 .382

Total 152.818 399
MUz duNE Between 531 2 265 832 436
mMaLaan Groups

Within Groups 126.629 397 319

Total 127.160 399
maaaawkals Between 102 2 .051 125 883
UINNY Groups

Within Groups 162.897 397 410

Total 163.000 399
WOANTIUWAINTT  Between 820 2 410 1.104 333
l5uSns Groups

Within Groups 147.414 397 371

Total 148.234 399
ANV Between .756 2 378 1.762 73

Groups

Within Groups 85.142 397 214

Total 85.898 399
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Multiple Comparisons

Dependent Variable: n3yu3daymiuazanudi

Scheffe
Mean 95% Confidence Interval
V) AL ) 326U Difference (I-
MIANT MIANT J) Std. Error Sig.  Lower Bound Upper Bound
dndSuaned YSyanainie -197 084 .066 -.4039 .0097
WguLYin
ganinliyaned 279 .096 .016 -5176 -.0414
syaneivie  dniSuaned 197 .084 .066 -.0097 4039
Wiy ganinliygned -.082 .064 443 -.2410 .0760
ganinliyaned fniuSawane’ 279 .096 016 0414 517
USainia 082 064 443 -.0760 24101
WBuLyin

*. The mean difference is significant at the 0.05 level.
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ﬁi}fﬁ'ﬂﬁmﬂmmwmm’%miﬁummmﬁma@iami@T@§me§1Lﬁaﬂlﬁamuu?miﬁ'u@miﬂu
NPINKAMIUAT WU anuEuLlraImIdadulafenldzniuuinisikansy anaunInanasd
R? (R Square) = 0.562 LL&@G’J"]@T’JLLﬂiﬁ’]u@]‘mﬂ’]Wﬂ’]‘SU%ﬂﬁﬂuﬁwﬂﬁi s1aNInaTuNaaMNNLLTUTIN
va3a2uUsleUTEanuianas 56.2 LLa:Lfiaﬁmsmﬂmmé'uw”uﬁ’maaéﬁLLﬂi@TﬁuQmmwmm%msﬁ

SINAGONIINAFWIALRANITRDNULINIINUANTIN LARZAIWLIN AauLlT 4 @ NEINadans



aaaulaLAan MEIULINNINUANTTY I@]ﬂﬁﬂaa‘i’mqmmwmsu‘%msﬁmmia{'}omﬁwu"malﬁuﬁ;&”m
Gl,%u%ﬂ'ﬁﬁwa@iamw"'ﬂﬁulaLﬁaﬂlﬂ?ﬁﬂﬂuu%msﬁmmmluﬂgomwwmummnﬁq@ 3898931 AB
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gﬂﬁﬁwaamiu’%miﬁﬁwa@iami@T@ﬁulﬁ]Lﬁaﬂl%an’luu’%miﬁu@mﬁuluﬂ;omwumum ANEIAL
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Coefficients®

Standardi
zed

Unstandardized Coefficient

Coefficients s Collinearity Statistics

Model B Std. Error Beta t Sig. Tolerance VIF
1 daefi 1.397 146 9.541 .00

mwmﬂugﬂﬁﬁmaa .095 .043 121 2.229 .026* 370 2.704

nIVINI

ﬂ’J’lﬁJﬂ’lL%aﬁaluﬂ’ﬁ .097 .046 .108 2.103 .036* 416 2.403

lwusns

NINaUILAIGAAINN .037 043 .050 .860 .390 327  3.056

@8Ny NMIUINI

msa‘%”nmmm“ﬂa .239 .052 275 4.611 .000** 307 3.253

IWurganlgduine

ANuAnaniAnla 212 044 300 4.869  .000* 288  3.469

R=.754, R? = , Adj R? = .562 , F=103.520, Sig. =.000, Durbin Watson = 1.845
a. Dependent Variable: TOTALBEH
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