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The study of service behaviors in support staff at Dental Hospital Faculty
of Dentistry, Mahidol University
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Abstract

This study aimed to study service behaviors level and differences in the level of service
behaviors of support staff at Dental Hospital Faculty of Dentistry, Mahidol University. The sample in
this research consisted of 522 staff. The research data were retrieved from a record of service behaviors,
which was collected every six months. The statistical analyses were calculated using descriptive
statistics, t-test, and one-way ANOVA. The findings demonstrated that the support staff performed
overall service behaviors at a very good level. The highest score was “overall customer satisfaction”
(X = 4.60), followed by “polite, friendly, and willing to help” (X = 456). In addition, there were
statistically significant differences (p<0.05) in the level of service behaviors when considering age, period
of employment, employment type, job position and service systems. However, there were no
statistically significant differences when considering the gender factor, an educational level, and the

service behaviors.
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