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Abstract

This academic article aims to present guidelines for integrating innovations to enhance
the service quality of dental clinics within the New Normal context, The study focuses on
the scope of service innovation, principles of dental service delivery, and technological and
clinical innovation in dentistry. Through a systematic review and synthesis of relevant
literature, the study found that the survival and sustainability of dental clinics depend on
strategic adaptation across three main dimensions: 1) Technological and Clinical Innovation,
through the adoption of Digital Dentistry, Artificial Intelligence (Al), and 3D printing
technologies to improve diagnostic precision, reduce treatment time, and facilitate concrete
visualization of treatment plans for patients; 2) Management and Service Innovations,
utilizing digital platforms and online appointment applications to minimize congestion,
reduce errors, and enhance patient convenience; and 3) Safety and Infection Control
Standards, strictly adhering to the Thai Dental Clinic Accreditation (TDCA) criteria to build
patient trust regarding safety measures. The findings indicate that Service Quality, particularly
based on the SERVQUAL model dimensions of Empathy, Reliability, and Tangibles,
significantly influences patient satisfaction. This satisfaction, in turn, acts as a mediator
leading to patient loyalty, evidenced by revisit intentions and positive word-of-mouth. The
integration of all three dimensions of innovation can be applied as a guideline for dental
clinic administrators in planning innovation strategies to sustainably enhance service quality

in the new normal era.
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odraLiles TnslavngluwansammamnuasiazUiuuma agvieuliiiufannznisudsiuiisuuse
(Competitive Intensity) lugaawnssa (@1dnauadfuvisnd, 2566) fetiu addniuansaudsll
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Usuidihgmsuimsdamsiiiiugnéndugudnans (Customer-centric) wagysannisuianssudn
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McCall, 2024)
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sUuUU FeUsznausie 4 duddey Tdun nnsdeansesulatl (Online Communication) Al
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flu 139n159UuUNTTUUT I BN INAME1859d Feravanauilanainvesyyduaziiiy
Usran3nnlunisineununissne (Lee et al, 2022: Lee et al, 2018) Wena1nd nsUszenaly
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1. winnssuaumaluladuazn1ssnen (Technological and Clinical Innovations)

lugadsia wealulaglaiduu]ifnssuiunissneimnasiuanssy (Digital Dentistry) aenedl
Wediagy laotanizn1su1szuu Computer Aided Design (CAD) hag Computer Aided
Manufacture (CAM) 1114521/ ULA5 peaunulutaeuan (Intraoral scanner) 4 9% 18a0A71Y
ﬂmmLﬂ?{aumﬂi’aaﬂuﬁmﬂLLUULﬁ:uLLauﬁmm’mLLajus]’ﬂumﬁwam%umu nsaldnwlulssneiuia
vosfgwimtauandisufmnudialunsihddiaruanssunuszgndldlunsysue lumiee
AsouuLazlilles Tngldwenduas 3 46 Tun1snaluunissne (Virtual treatment planning) tag
ﬂﬁséfugﬂﬂyuQWuﬂ°ﬁaaqﬁaaLﬁ%u (Resin mock-up model) N1un1SRuUNW 3 46 (3D Printing)
ﬂizuauﬂﬂsﬁﬁaaiﬁﬁumLLWV]émmaa?{amsl,l,mumﬁﬂmﬁ’uﬁﬂ’;aléfasmlﬁugﬂﬁssm AUdgaInTn
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wanani YayeyrUsedwg (Artificial Intelligence: Al wagimalulagnisiseusidean (Deep
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LY

Learning) laiinundiunumdrdglunisitiadelse tnevimthnilueiadeativayunisdndulanis

AaHN (Clinical Decision Support). 11352 YI18anes7u Deep Learning @11130314uUnUseLAN

Y0438V (Implant systems) 31namaessdnuesiinlameniuustiug1geds 80.56%

=

szmszj"mLﬁmszﬁw%mwiﬁﬁumLLW‘V]5‘17|"’;1Ummsa’3ﬁﬁ]§81ﬁl,l,aius]’1Lﬂ&JUMWQ’LGTJ'EJ’mw (Lee, Kim, Lee,
& Jeong, 2022) Beluniniu Al fagniinanldlunisnsradusesyuesiiu (Dental caries) Uun e
{48 Feveananuiianainuesuywe (Human Erron) uagiiuaunailunsdanseslsn (Lee,
Kim, Jeong, & Choi, 2018)

Tusrun1sidnaausnis waluladviunnssunialna (Tele-dentistry) Wag Mobile Health
(mHealth) lénaneidwndosileddalunisanninumasuan Tnslawglufiuiivirdlng ssdnns
puielan (WHO) shudvanaminsauuiausewingUsena (ITU) laswaiuilasenis mOralHealth
dloduasunnusouidugunindesnuaznisnsadansead ssfurumaluladiledio (World
Health Organization, 2022) msaau%"uLwﬂiuiaglma'wﬁyéfuaq' Auvaden1uauAIand by
U58an501n (Performance Expectancy) wazaa1ud1elunislaany (Effort Expectancy) Anumg s
nsgansulaznstimalulad (UTAUT) (Harst, Lantzsch, & Scheibe, 2019)

2. UIANTIUAIUNITUINITIANISUAZUSNNS (Management and Service Innovations)

n1susmsdaniseadnlugaluideaiiuainungedsia (Agility) Lagn13naUALDIAIINABINTT
‘U@ﬂﬂijﬂﬁﬂﬁlL‘U?ﬂlEJ‘L!LLUaﬂiﬂﬁjﬂ’J’ma%ﬂ’mLLﬁ%i’J@L%’J (Teece, Pisano, & Shuen, 1997) uTnN334
A53UIUN15 (Process Innovation) 71 1anLa uA an1swau1ssuudanutseaulay (Online
Appointment System) Iagl% Low-Code Platform S?faézhaiﬁ@:ﬂaaamﬁmm’maaumiwdwLLaz
vounnunglaneAuLeINIUENSNINY anAnuRanatnannIsantuinaiilswazdaelinain
U3N159AN13A LA 08190 UsZANE AW (WTTNa¥T JUNUTY, ey JU1Te waeia, 2566) sEUU
fanangiaansaysannsilsitunistissiiuuaznisgUssianisdnw dadunisensediu
UszaunisalifUae (Patient Experience) Ws1u3uldsenne 4 saanadaatuuuidnnisuims

s v

ANUFURUSANAT (CRM) Myfaiiunisasialseaunisalia wenaintd nmsideulessuuminyiu

Y

(Front-office) U seuutiaviang Wiiuseuunasinu (Back-office) 1u seuudninavadaian Az
Prglvadtinilanundesi (Agility) a1unsadinsendeyaaifsUieiie i uHuNagNsnIsnaIa

wagNSIAUSNSLAIUEN 89U (Payne, A., & Frow, P., 2017)

aa v a

nsinszauatiufdiaresadiniiunnssy (Digital Transformation Assessment) 10w

1
v ad v

gadndudmiunisnununagns fuilain Dental Data Synthetic Index (DDSI) lagnitmunduive

Usziuaniuzn1susuaalu 4 o1u lown (1) n1sadeansesulayl (Online Communication) 14U
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Suleduaslndoaiifie (2) meluladasaumeauazmsdoans (CT) fiugnu (3) nsssanfiviadeya
(Data Governance) ¥30n133AN150LaNUILLUUARYER way (4) inaluladn1aiuanssu (Dental
Technology) MsuimsinnisteyaiasaelinddnannsniinsgingAnssudiaeiiietiaue
msu%miﬁmadwémwwqﬂﬂa (Personalized Service) l&#8 33y (Servant, Martin-Martin, &
Romero, 2024)

TuBanagnsn1susnis winnssuu3ng (Service Innovation) fatdunayuadfydrudnsa
Y995 3579159Ng1VIauazAdINeNYU LagATaUARUAIUTANTTULWIAAUTNIT (New service

v

concept) WinNTsUUHFUWUSAUgNAT (Customer interaction) WaguINNIIUTLUUNNTAWBUUING
(New service delivery system) (857 Usyuns, waz 81n1d3 Wern, 2564) N15USURIMaNITnaIaty
anunnsal VUCA World Aesendenagnddiulssaunianisnann (Marketing Mix) 7igavieu lag
wiugaammsnnildinnsgiuana MAfiaummauna LarNTEANLLANANFIINTUTANTT
1efla (Meyauds Inausaang, oATnt ManIns uag 5859 GUISLAY, 2566)

3. mmgwmwﬂaaﬂﬁ'ﬂLLazmsf]aqﬁ'umiﬁm%la (Safety and Infection Control
Standards)

NYLBINTNAIAUTNT SNBAULNIINIBATM (tangibles) wazarusivla (assurance) 1iu

v o w

mmmmyuaﬂ@mmwu’%msﬁﬁﬂma@iamsﬁﬂaﬂﬂ%ﬁ%mﬁ (Zeithaml & Bitner, 2000) N1588NWUU
Nufiusng n3dnuansgunInidasiu wazn15deasiuneuiunulaensset e taau Sudu
nalndalumaaiuasnnudesiuiazannuinavesioe

auvasadedusingiudidgyuesgunimuinmsviuanssuluusunidingd lnewnizndins
53UI03LATA-19 NUTUTTLIUNIATTIUAMAINLALAIINUABASBUTNITUANTIU W.A. 2567
(TDCA 2024) L@ fuuansouLUIAn SAFE TRRICO §3Usenaudie 6 vuiandn lédwn (1) Safe
Communication (SC) N13deansiilenuidnla (2) Safe Treatment (ST) n1s¥nwiivasads (3)
Safe Infection Control (SI) n13AIUANNTSAAT (4) Safe Record (SR) nsdufintissziden (5)
Safe Occupation (SO) AuUaonsAslun1Tvi19u wag (6) Risk Management (RM) N15USMISAM
Aes (Truaunmean, 2567)

Tudunsmuaunsiode (S) adindesfifauannsnistestuuasgiu (Standard
Precautions) 8g131A39A3A sIuden1sviauazende (Hand Hygiene) nsldgunsallasiuduy
yAAa (PPE) wazn13dnn1sseuuszuIee1ne (Ventilation system) dwusiaaivinanisfidaaiy
AeeansunsnsraeLten1ee1nel (Aerosol Generating Procedures) WNIFIUAINUALL TR
nsL@BueINTe (Air Change per Hour: ACH) laitfosndn 12 ACH wagdpsiinisaunuiiamianis
Inavesermennusnafiazeinludinaiianusn uaunnean, 2567) wenaini Sadunis

Citation : Juey AsANAANG, giun wfeosue, uae Gﬁaqwé 7199590, (2569). u?mﬂﬁmﬂﬁ‘u%ﬂ75Lﬁaaﬂixﬁuqmmw‘lw%w%ﬁ’lmj

@@@ YeeRATINURNSIY. 27587507505 IINITUNATe A NS SUYiauiy, 10(2), €299864.
A S hitps://doi.org/10.65205/jlgisrru.2026.e299864

6/16



https://doi.org/10.65205/jlgisrru.2026.e296148

Journal of Local Governance and Innovation : Vol. 10 No. 2 (2026) : May-August : Article ID: e299864

M3anssuIMIMsUnAsearuinsuviasiiu : I 10 atuil 2 (2569) : wawnA-AavmA ISSN 3027-8120 (Print) ISSN 2673-0405 (Online)

AUAINSTNSzABTesazaasHasfauumasTIln (Source control) iy nsldusiuensffutinang

(Rubber dam) s1ufiuszUUgARNaage (High-volume evacuator)
SnUsziuddydumuvasnsonazd windeudenisannisldaisusenmaiunnssy

(Dental Amalgam Phase-down) Anseudayaiuiang (Minamata Convention) g arnuale

v v ]

Uszimanddostiinnsnsannisldesaty uazduaiumsldiagmaunuiusaanusen mugluiu
nsdan1svegsiunnssued19nis i oaanansenused wwindeuuazguaIn (World Health
Organization, 2022)

4. unumvssgunmuInislunisairsanuiiawelasasanudesiulidiae (The Role
of Service Quality in Building Patient Satisfaction and Trust)

ANMUINTT (Service Quality) Lutladendniidanasnoninufiswela (Patient Satisfaction)
warAUANAYeUde (Patient Loyalty) (Siripipatthanakul, 2021) A1sAnwlaglduuuiiass
SERVQUAL nuiriladefiidvsnaseaufianelauazanudnivestaslunmsléuinissuarns
Uansa (Word-of-Mouth) Usenausie 5 anu tawn (Parasuraman, Zeithaml, & Berry, 1988; Rust,
1996)

1. mmndede (Reliability) Anuamsalunisliuinsldnssmuiidqaly edrsgndes
wiud1 uaEATINAN WU MIEIENIAsIsnainmne midadelsafigndes waznsAnaninw
TINENE

2. M3maUaUeY (Responsiveness) Anuidlanazmundouvasyaainslunistieivdouas
TAusn150E195957 WU N1sansyezaisonsy n1snaunaudednaiunislatinielnsdniegns
FINST wazgNAes

3. msl¥anadesiu (Assurance) A3 AINLAILNTA UATINSENNYBIYARINTAAFIIAIN
fulauarerwiFndaondeliudiae feludunnudenyresiusumsuasaudaonsoain
nsfnide

4. nsquatenlald (Empathy) nsliauaulaguanUreiusieyana (Individualized
attention) n1sidlarudesnisianig wavnisdeanseeanuritle Jaiaiduileddyvecny
U3N15HUU High Touch

5. auidugUsssuvesuinig (Tangibles) Asidudoslduazuoadiule Wu anusiuaioes
wnesilounmd ArwiazeAYeIAATn MILINIBYEIYAAINT LaTieNasAomTTTALIY

nudelusunaddniuanssuluuszmalvenudn "anuenlald” (Empathy) WBuiadeddl
swSwagaansonunaneloves{Uas mudleauu L edenazaiudugusssy
(Siripipatthanakul, S., 2021) Tuvauzfin1s@nwlulsanerviaensudmimdosduinuda "ay
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