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�������� The objection of this present study are (1) measurement of patient's expectation toward quality care of den
services. (2) Analysis of differential expectation of dental service by the patient characteristics and (3) presentation
measurement implication for better dental service at the dental clinic. The data used in the study were collected fr
April 25 to June 9, 2001 and for 77 patients of university dental hospital and 102 patients of dental clinic. The stu
found, in general, that patient's expectation on the clinic environmental factor was most highly scored followed by den
human factors. The convenience of transportation from the patient's residence to the clinic was highly concerned as b
important factor in dental service utilization.
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0.133

3.70�1.23
3.53�1.36
3.64�1.05
3.81�0.93
4.14�0.89
3.00�1.26

1.441
0.212

~� �{ vw.
���

p(|})~�
��, 
p~�
�r
F
P-value 

4.75�0.55
4.69�0.68
4.69�0.48
4.88�0.34
5.00�0.00

0.379
0.823

4.42�0.73
4.11�0.89
4.46�0.52
4.50�0.63
5.00�0.00

1.989
0.099

3.92�0.91
3.80�0.95
3.85�0.90
3.94�0.77
4.00�0.00

0.168
0.954

4.06�1.17
4.07�0.97
3.62�1.61
3.94�1.00
5.00�0.00

0.752
0.558

3.75�1.16
3.78�1.13
3.31�1.32
3.63�1.26
4.00�0.00

0.522
0.720

*P�0.05, **P<0.001
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`Ù � �X BCh� 	-� ½( �X*" #�x �F�

-� BC3�� 0�� 1,& D	, å2È �}, å+� 0

3�¤ Ü¿ b D� ¹ºVG ¶+!F r& 4�K !" #

$. �Q& +5�� �4 BR�CV ���^_� �& D�

� �ÎG 82= �6!� c BC� 7H �8K `,XY

Z P�$. 

Ò �ÎH D�-� ���^_G 	
!F �� 6�*�

�9& �4���^_ �0� �!� :" #H �÷K 5[

òV� ð8K !?�x �G vÌ,0 ��� ^� �Ó!?

$. � û4H “"; ��� STU” 2<� Fæ��G 9�

Z P�� ]��$.

Ò �Î� �Ó& û4G 	� =>, Þ��� vÌ,0 y

¿K �Ó& û4 ��� 59.4%� þ� 40.6%� ^X 1.5�

� fÿ$. �P. �4 BR�C �:ùVH �¿� ½ f$

H F°� ßl4 v�!?$. ä4)4 �10) �Îû4��V �

4 BR�C� �:�h� ~� � �h�F Ãl� ���

^X þ�-� �4t�G ?F ¤@$H PK w � #â$.

� Ü11)H þ¿� �¿� ^X �F�h�d �)o¬ Ãl�

�4 BR�C �:K A�$" B$. 712). D�-. v+�

�� *zK æÑ!* �H �³C" ��& �h� ��F;

K �:Z � #FG F�&$" B$. cQD� �4 BR�

C 	-� E�é � �H ÊÍ�� Yht�d ~�t�G

²µ!� D�� �hi.V(time access)G (�" Fú,�"

F4,0 �¼9� ²µK oX �F�hK ÈGXY Ô. H

�& v�A !É$.

�����H 20�� 44.1%� �z fÿ" c $�� 30�

� 33.5% ?$. 20�� f. �³H Ê� ��� D�-.

�4��� �X È�= �)� Jo Xû�d ¢�K Xs!

� �� -� �./ ���� �4
 	� �	' T-12�
ANOVA 123�

� N � ! �/ 01 2� 01

! hN
[N
T
P-value 

3.64�1.16
4.44�0.82

−4.929
      0.000**

3.78�1.03
4.32�0.76

−3.685
      0.000**

ij 20

30

40

50

60

F
P-value 

4.40�0.87
4.23�0.91
3.64�1.09
2.90�1.29
3.17�1.47

8.640
    0.000**

4.27�0.74
4.25�0.85
3.77�1.15
3.50�0.71
2.83�1.33

6.360
    0.000**

�xK+ yDp�
zp�
:Dp�

p�6"
F
P-value 

4.00�0.00
3.00�1.55
3.73�1.15
4.37�0.85

7.803
    0.000**

2.00�0.00
3.17�1.33
3.93�0.87
4.26�0.85

6.124
    0.001**

s t �� vw.
1-1007�
101-2007�
201-3007�
3017�6"
F
P-value 

4.43�0.79
4.04�1.04
3.98�1.08
4.06�1.22
4.32�0.88

0.862
0.488

4.00�0.82
4.15�0.92
3.95�0.97
4.03�0.84
4.34�0.89

1.268
0.285

2k �lB�2
/@, �@�
Nnk
pq, o-
�\
�r
F
P-value 

4.16�0.95
3.87�1.17
3.59�1.37
4.52�0.60
4.50�0.88
3.50�0.84

3.525
  0.005*

4.14�0.98
4.00�0.83
3.77�1.11
4.24�0.44
4.39�0.79
3.50�1.22

1.899
0.097

~� �{ vw.
���

p(|})~�
��, 
p~�
�r
F
P-value 

4.03�1.06
4.11�1.07
4.23�1.01
4.19�0.98
5.00�0.00

0.297
0.879

4.14�0.80
4.12�0.98
3.77�0.83
4.06�0.77
5.00�0.00

0.705
0.590

*P�0.05, **P<0.001

� �� -� �./ �� 5�$
 	� �	' T-12�
ANOVA 123�

� N � !
456 
3� 

 <7=� 
>�?@

 ��3�
(PC, BC�)

! hN
[N
T
P-value 

3.09�1.31
3.97�1.14

−4.651
      0.000**

2.77�1.35
3.33�1.05

−2.888
    0.005*

3.23�1.32
3.84�1.02

−3.238
    0.002*

ij 20

30

40

50

60

F
P-value 

3.68�1.22
3.96�1.18
3.18�1.33
2.80�1.23
2.33�1.63

4.562
  0.002*

3.28�1.12
3.30�1.15
2.68�1.32
2.50�1.27
1.50�0.55

5.156
   0.001**

3.97�1.03
3.56�1.21
2.86�1.25
2.90�0.99
3.00�1.10

5.869
   0.000**

�x
K+

yDp�
zp�
:Dp�

p�6"
F
P-value 

3.00�0.00
2.67�1.97
3.34�1.32
3.81�1.19

2.958
  0.034*

3.00�0.00
2.50�1.38
2.93�1.37
3.22�1.10

1.251
0.293

3.00�0.00
2.5�1.05
3.34�1.23
3.79�1.12

3.863
  0.011*

s
t ��

vw.
1-1007�
101-2007�
201-3007�
3017�6"
F
P-value 

3.00�0.00
3.42�1.39
3.65�1.33
3.58�1.30
3.80�1.15

0.770
0.546

2.86�1.21
2.92�1.35
3.23�1.36
2.83�1.06
3.30�1.00

1.096
0.360

3.71�0.95
3.62�1.30
3.39�1.26
3.67�1.07
3.77�1.14

0.740
0.566

2k �lB�2
/@, �@�
Nnk
pq, o-
�\
�r
F
P-value 

3.68�1.28
3.53�1.31
3.27�1.42
3.48�1.21
4.00�1.25
3.17�1.17

1.066
0.381

3.08�1.25
2.83�1.42
3.23�1.11
3.43�0.87
3.36�1.03
1.83�1.17

2.309
  0.047*

3.70�1.20
3.40�1.35
3.32�1.09
4.10�0.89
3.43�1.26
3.50�0.55

1.382
0.233

~�
�{

vw.
���

p(|})~�
��,
p~�
�r
F
P-value 

3.47�1.40
3.71�1.22
2.92�1.44
3.88�1.26
3.00�0.00

1.429
0.227

2.78�0.96
3.26�1.21
2.38�1.45
3.31�1.31
4.00�0.00

2.583
  0.039*

3.47�1.18
3.67�1.11
3.15�1.57
3.69�1.35
4.00�0.00

0.710
0.587

*P�0.05, **P<0.001 
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H ð��� �)� �Ï¿K ��!H Ù¶�� � !��

Ï:��(j: AÏ¨�� b)G rX {C!H ]�-� Iâ

F Ãl�� �&�$. cQd /13)� �Î��H 30~40��

61.4%G �*!?H´ �H �~ÅD� æF �H �F� X

H!D� �4 BR�CK f� {C&$" 	"B$.

����� ��H ���+� 62.9%� �z fÿ�x $J

�Î �10)� ä7)�� v�B$. ����� ($H P. ¤K

8V Dental I.QG �*" #$H P�� ���^_� �&

F�� (" $7Z P�� ]��$. cQD� ���^_ �

á� D�� L�� |Þ!H �Q�* |�,0 �^_G �

Ô!H �M,0 `a�� 7Å� ���^_ i.K �VXY

&$9). �4��F; {C	
 Ü]û4 ‘�4�C’¹ {C&

]�� 61.2%� �z fÿ$. ä4)� �Î��V ‘�4�C’�

{C	
 ^ú� ½ (ÿ$. å14)� �Î�� ‘�C’K �:!

H JFH ‘¥�� �NId �o� ��X�’ 63%G �*B

H´, �� SO�*� �4�CV �4�q(çè)BC� ^X

�o� i.Vd t�� k¼¿ Ãl� {C!H ]�� fK

P�� �&�$. cQd EIPõQ t�� �& 8	� 4$

!" t�F�� "V� ,��¤ #H +5��H D�� B

C LM� û8� #¤� ‘�o� i.¿’ Æ¹� )R $J

�Q �* BC� �Ï*V ��!$. Ü11)� /13). BC �

Ï*H D�� ÐV� ãJ� û8,0 µ¶K Ï�H´ D�

� �4�CK LMZ Ã BC� �Ï* � �]� k¾¿,

�FÍ� �¡Ô, BC� Sû¿, hT]� ��K Uó "�

&$" B$. V>, 6�* �4���^_� �& F�V Ü]

û4 ‘�4��D	’4 ‘0�’� �& F�� �z (ÿ�x

‘���}’� �& F�� �z �ÿ$. ‘�4��D	’ ���

‘��& �o’� �& F�� �z (ÿ�x �Ì,�� �4

� 	� -� �./ ��2678
 	� �	' T-12� ANOVA 123� 

� N � ! KLN� �O�T ��� WXYO

! hN
[N
T
P-value 

3.67�1.02
3.34�1.22

1.908
0.058

4.43�0.95
4.20�1.01

1.539
0.126

2.87�1.24
3.20�1.33

−1.629
  0.105

3.19�1.26
3.82�1.27

−3.203
    0.002*

ij 20

30

40

50

60

F
P-value 

3.48�1.17
3.60�1.19
3.32�1.13
3.50�0.85
2.67�1.03

1.000
0.410

4.13�1.08
4.49�0.83
4.32�1.09
4.50�0.71
4.00�1.10

1.316
0.266

3.25�1.37
3.04�1.30
2.82�1.05
2.60�1.07
2.67�1.51

1.607
0.375

3.40�1.39
3.89�1.16
3.55�1.34
3.40�1.07
2.83�1.33

1.766
0.138

�xK+ yDp�
zp�
:Dp�

p�6"
F
P-value 

4.00�0.00
3.00�1.26
3.23�1.26
3.62�1.07

1.803
0.149

5.00�0.00
3.83�1.83
4.02�1.18
4.46�0.77

3.156
  0.026*

2.00�0.00
2.83�1.17
2.54�1.29
3.36�1.22

5.745
     0.001**

3.00�0.00
2.67�1.51
3.39�1.40
3.71�1.22

1.816
0.146

s t�� vw.
1-1007�
101-2007�
201-3007�
3017�6"
F
P-value 

3.00�1.63
3.38�1.36
3.58�1.18
3.39�0.96
3.52�1.07

0.516
0.724

3.57�1.81
4.27�1.12
4.26�1.04
4.44�0.88
4.34�0.71

1.190
0.317

2.57�1.72
3.19�1.52
3.02�1.36
2.92�1.13
3.25�1.14

0.671
0.613

3.29�1.60
3.38�1.44
3.35�1.38
3.78�1.12
3.82�1.17

1.258
0.289

2k �lB�2
/@,�@�
Nnk
pq,o-
�\
�r
F
P-value

3.70�0.99
3.60�1.13
3.59�1.18
3.48�1.12
2.93�1.30
2.50�1.22

2.856
 0.017*

4.56�0.78
4.30�0.88
4.32�1.09
4.00�1.10
4.14�1.11
3.17�1.33

3.131
 0.010*

3.19�1.27
3.03�1.40
2.95�1.21
3.14�1.31
2.93�1.39
2.67�1.21

0.337
0.890

3.65�1.15
3.57�1.43
3.41�1.40
3.24�1.37
3.79�1.34
3.33�1.51

0.576
0.719

~��{ vw.
���

p(|})~�
��, 
p~�
�r
F
P-value

3.56�1.03
3.40�1.21
3.31�1.38
3.81�0.83
4.00�0.00

0.600
0.663

4.14�1.07
4.24�1.02
4.54�0.88
4.75�0.45
5.00�0.00

1.491
0.207

3.03�1.30
3.07�1.32
2.54�1.39
3.56�1.03
3.00�0.00

1.136
0.341

3.42�1.20
3.63�1.35
2.92�1.50
3.88�0.81
5.00�0.00

1.534
0.195

*P�0.05, **P<0.001 
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¼BC4 çèBC� ���^_� �& F�G �Ó!?H´

����� (K�é F���� ()WK w � #â$. 712)

� �Î��H �6 F� �0 � ‘BCD	Sû’� �& F

�� �z (ÿ�x D�-. F�BX ���^_ 	$ �.

���^_G ?" #$ KY" #â$.

Ò �Î� �+�-V �q� �+� 62.9%� "q���

f) �4���^_� �& F���� �6� (ÿ$. ä15)

. ‘F�� �^_’H s^�� F�!H P�� c Zº 8

V� @A �^_ Å ��� û8[�� s^� ��, ;[

�� \ Ã !d� Å û8� F�� �$" B$. D�H

BCK �:!�� d]�� v8& F�G �*" Ùl&$

Z � #H´, �Q& F�� ���^_G ?. Ä |8,0

*&�� d�d* �Vé �ý  � STU �8� L�!$.

� �6,�� BC �^_ £�G o!� /[�� |&�

µª. ½( ,���" �[�� 9�� |�. `L!�H

�8� L�!$. ä7)� �Î�� �4�qBC Ë �: �]

� #H D�-� "�& ]í. �4r�]� ��, �4�]

� ��, �4�]� Í��â$. ¸, 0,�0� �X �4

Ë �: �|� û8[K w � #â$. Ò �Î��H �4

BR�C LM � ‘�] Ú¿’K Uó "�&$H ]�� �

z fÿ$(38.2%). c�" �4 BR�CK õ� �H D�-

� 0�� �& (. F�G(4.11�0.90) �*" {CÔK w

� #â$. �9H �4�]� ê^& Í�4 Ô_ ��!"

¿Í& t���� ��Ô4 ½¢¤ �4gC� ��V �&

�4 BR�CK �:Z P0*� ! µ¶K Ï�$H PK

� 
� -� �./ 9:/2; 	� �	' T-12� ANOVA 123�

� N � ! ��! X�ab c�d� ]^M 

! hN
[N
T
P-value

4.29�0.79
4.20�0.94

0.668
0.505

4.12�1.02
4.17�0.99

−0.334
  0.739

3.75�1.02
4.17�0.93

−2.698
    0.008*

3.99�0.98
3.99�1.07

−0.028
 0.977

ij 20

30

40

50

60

F
P-value

4.21�1.02
4.37�0.62
4.00�1.02
4.30�0.48
4.00�1.10

0.851
0.495

4.08�1.17
4.28�0.73
4.18�0.91
4.40�0.52
3.17�1.47

1.989
0.099

3.83�1.18
4.26�0.74
4.23�0.69
3.90�0.74
3.00�0.63

3.681
 0.007*

3.91�1.12
4.09�1.01
4.18�0.91
4.00�0.82
3.33�0.82

1.049
0.384

�xK+ yDp�
zp�
:Dp�

p�6"
F
P-value

4.00�0.00
4.50�0.55
3.98�1.00
4.36�0.80

2.480
0.063

4.00�0.00
4.17�0.75
3.86�1.18
4.30�0.88

2.459
0.065

3.00�0.00
4.17�0.75
3.87�1.08
4.07�0.94

0.856
0.465

4.00�0.00
3.67�1.03
3.98�1.07
4.01�1.02

0.207
0.892

s t �� vw.
1-1007�
101-2007�
201-3007�
3017�6"
F
P-value

4.29�1.11
4.15�0.97
4.32�0.87
4.31�0.89
4.11�0.81

0.443
0.777

4.00�1.00
3.92�1.32
4.09�1.06
4.22�0.96
4.32�0.71

0.782
0.539

3.71�0.95
3.73�1.19
3.91�1.06
4.06�0.98
4.27�0.69

1.642
0.166

3.86�0.90
3.85�1.19
3.98�1.06
3.89�1.17
4.18�1.03

0.617
0.651

2k �lB�2
/@, �@�
Nnk
pq, o-
�\
�r
F
P-value

4.30�0.85
4.13�0.86
4.41�0.67
4.29�1.10
4.18�0.67
3.50�1.64

1.209
0.307

4.19�1.03
3.90�1.18
4.41�0.73
4.19�0.98
4.36�0.56
2.83�1.33

3.209
  0.009*

3.90�1.01
4.10�1.09
4.09�0.87
3.81�1.08
4.21�0.79
3.83�1.17

0.667
0.649

4.05�1.14
4.13�0.73
4.14�0.77
3.81�1.03
3.75�1.24
3.83�0.98

0.696
0.627

~� �{ vw.
���

p(|})~�
��, 
p~�
�r
F
P-value

4.19�0.67
4.18�0.99
4.54�0.66
4.38�0.62
5.00�0.00

0.785
0.536

4.03�0.84
4.17�1.00
4.00�1.35
4.31�1.08
5.00�0.00

0.500
0.736

4.08�0.65
3.97�1.08
4.08�1.04
3.88�0.96
5.00�0.00

0.423
0.792

4.22�0.64
3.88�1.18
3.77�0.93
4.25�0.68
5.00�0.00

1.381
0.243

*P�0.05, **P<0.001 
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w � #$16).

� �

2001� 4Ö 25v|© 6Ö 9v×* ���{ �4�q BC

2�4 ���{ �4�C 2�K Ø�,�� L8!� c ��

Ùl& D��� }lÜ]G Í�!?$. }l{:. �4 B

R�C� Ùl& D�� vÌ,0 y¿, �4 �� D	� �

& F�, �4 0�� �& F�, ���}� �& F�, �4

8	� �& F�, j�/83� �& F�, �F�h� �&

F�� Î¿�¤ #$. D�� vÌ, y¿� @A �4���

^_ F�G �Ó& û4H $�4 ü$.

1. �4 ���^_� F�V �Óû4H �4 BR�C�

D	� �& F�� 0�� �& F�� �z (� d�

�$. 

2. �4 ���^_� & �0ý F���. $�4 ü$.

1) D	� �& F��0 � ‘�4 ��F;� ��& �

o’� F�� �z (ÿ$. 

2) 0�� �& F��0 � ‘�4�]� ��’� F��

(� d��$.

3) ���}� �& F��0 � ‘¤��¹K r& �}’

�� F�� �z (� d��$. 

4) �48	9�� �& F��0 � ‘��Ù� � ��

^ }Ú’�� F�� �z (ÿ$.

5) j�/83� �& F��0 � ‘j�/83� k¼¿’�

� F�� �z (ÿ$. 

6) �F�h� �& F��0 � ‘�F�hK w�~H

��’�� F�� (� d��$.

3. D�� vÌ, y¿� @J Û �4 ���^_ F��Ó

� ��� -� �./ 	�$%
 	� �	' T-12� ANOVA
123�

� N � !

�3� 
FG��

�, A�J


! hN
[N
T
P-value

4.28�0.92
4.40�0.92

−0.841
  0.402

3.25�1.19
3.83�0.95

−3.404
      0.001**

ij 20

30

40

50

60

F
P-value

4.48�0.83
4.42�0.86
3.77�1.07
4.30�1.06
4.17�1.17

2.817
 0.027*

3.72�0.98
3.72�1.05
3.27�1.32
3.00�1.24
3.00�1.26

2.160
0.076

�xK+ yDp�
zp�
:Dp�

p�6"
F
P-value

4.00�0.00
3.83�1.17
4.23�1.10
4.44�0.79

1.333
0.265

4.00�0.00
2.83�1.17
3.50�1.18
3.68�1.03

1.401
0.244

s t �� vw.
1-1007�
101-2007�
201-3007�
3017�6"
F
P-value

4.00�1.15
4.50�0.86
4.28�0.98
4.39�0.90
4.36�0.87

0.521
0.720

4.00�0.58
3.69�1.19
3.44�1.10
3.42�1.20
3.82�0.95

1.297
0.274

2k �lB�2
/@, �@�
Nnk
pq, o-
�\
�r
F
P-value

4.33�0.98
4.40�0.77
4.27�0.88
4.48�0.81
4.32�0.98
4.17�1.33

0.181
0.970

3.52�1.18
3.47�1.22
3.50�0.96
3.71�0.90
3.75�1.08
4.17�0.41

0.657
0.657

~� �{ vw.
���

p(|})~�
��, 
p(|})~�
�r
F
P-value

4.19�0.86
4.35�0.99
4.69�0.48
4.38�0.81
5.00�0.00

0.835
0.505

3.44�1.11
3.67�1.07
3.23�1.36
3.63�0.96
5.00�0.00

1.088
0.364

*P�0.05, **P<0.001 

� ��� -� �./ < �� ����� �	' t-12� ANOVA
3�

� N � !
t ����O)
�
+�����

! hN
[N
T
P-value

3.68�0.47
4.03�0.47

−4.784
       0.000**

ij 20

30

40

50

60

F
P-value

3.95�0.52
4.03�0.39
3.66�0.45
3.55�0.34
3.13�0.44

8.863
     0.000**

�x K+ yDp�
zp�
:Dp�

p�6"
F
P-value

3.45�0.00
3.33�0.58
3.69�0.55
4.03�0.50

9.799
   0.000**

s t �� vw.
1-1007�
101-2007�
201-3007�
3017�6"
F
P-value

3.68�0.54
3.86�0.57
3.81�0.51
3.85�0.47
4.07�0.42

2.256
0.065

2k �lB�2
/@, �@�
Nnk
pq, o-
�\
�r
F
P-value

3.94�0.46
3.80�0.51
3.86�0.58
3.91�0.39
3.97�0.53
3.44�0.63

1.468
0.203

~� �{ vw.
���

p(|})~�
��, 
p~�
�r
F
P-value

3.86�0.49
3.89�0.52
3.70�0.40
4.04�0.45
4.55�0.00

1.333
0.260

*P�0.05, **P<0.001 
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2)
û4��H ��� þ�	$, ��� �)Å�é, c�"

����� (K�é �4���^_� F�� (ÿ$.

Ò �Î û4G oX s
� ¬�� ���^_ �:� F

`� ¬�!�� ��� �& `a� �a" ";-� C!H

�ÎV 5« $7X*" bcX*" #�K dðZ � #â$.

�� 7d¤ �4 BR�C. ���^_ �á� D�� �Î

!H �Q �* |�,0 �^_G �Ô!� �M,0 `a�

���^_G 9�!H Ù��� i.K �VXY &$. c�

" BC�6� ���^_ £�G oX� ";� F�� Í9

� D��� 9�� ���^_h� eK �6!" c eK

·�F rX $7& Ù¶�� 4�!� ";¹ºK ÍÊXY

Z P�$. 
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