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The purpose of this study was to examine the awareness of customers of dental
institutions about customer relationship management(CRM) in an effort to provide
information on the efficient introduction of CRM, The subjects of this study were 203
adult males and females over the age of 20 in Jeollabuk—do who had experience
using dental services, A survey was conducted by using questionnaires from 01 to 31
August 2013,

The results are as follows.

First, when a factor analysis was made to analyze the collected data about 14
questions of CRM awareness, three factors were selected.

Second, the most common tool used to provide CRM services by dental institutions
was texting(59.1%), followed by phone(32.0%), website(6.9%), e—mail(4.4%) and
mail(3.4%).

Third, when the average scores for each item of CRM awareness were calculated,
the average score for the item “the information offered by dental hospitals and clinics
was valuable to me” was highest.

Fourth, as for CRM awareness of factor 1 by sociodemographic characteristics, there
were significant differences in factor 1(Physical compensation) according to income,
the length of treatment and the motivation of visit, and significant differences were
found in factors 2(Differentiated management) and 3(Appropriacy of information)

according to the length of treatment.

T Corresponding author : Won, Young—Soon. 54538, 514 Iksandaero lksan—city Jeonbuk.
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