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A Study on the Successful Factors of Customer Relationship Management
(CRM) Implementation for Customer Satisfaction in Dental Clinic

Jun-Seon Choi
Department of Dental Hygiene, Kyung Bok College, 131 Shinpyong-ri, Shinbook-Myon, Pochon-City, Korea

ABSTRACT

In this study, | have analyzed domestic dental clinics which had introduced CRM for customer satisfaction

management. The purpose of this study is to provide information for designing efficient CRM. | would suggest some
strategies to carry out CRM as followed. First, promote long-term relationship with customers. Second, select a target
patient group and classify customers. Third, set a systematic database up. Fourth, make various channels to communicate
with customers. In addition, the following ways are essential to be successful in implementing CRM. First, strengthen the
service provided at the Moment of Truth (MOT). Second, organize learning in hospital and al the staff should be
customer-oriented. Third, perform systematic “internal marketing”.

Key words Customer Relationship Management(CRM), Customer satisfaction, Moment of Truth(MOT)
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