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A Study on Patient Satisfaction with Dental Medical Services in Some Areas
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ABSTRACT The present study was attempted to examine the patient satisfaction factors for dental services of several dental
clinics to enhance their satisfaction and to provide information that will help dental clinics to have competitive edge over
others. This study was conducted an on-site survey to the outpatients of a dentist at Jeollabuk-do, from March 23 to April
10, 2003. The results were as follows: 1. In the event of dental hygienists, their satisfaction with dental hygienists was
statistically significantly different according to their occupation. The company employees(4.30) and self-employed
people(4.36) were more satisfied with dental hygienists, and the government workers(3.86) were pleased with them the
least. 2. Their satisfaction level with internal environments was statistically significantly different according to their age,
educational background and occupation. Those who were in their 50s and up(4.23), who received middle-school or lower
education(4.11), who were retired or unemployed (4.31), and who were self-employed(4.11) were most pleased with
internal environments. 3. Their satisfaction level of external environments varied statistically significantly with their
occupation. Those who were retired or jobless (3.57) expressed the most satisfaction, and the government workers(2.83)
were pleased the least. 4. Their satisfaction level with treatment process differed statistically significantly with their
occupation. Those who were self-employed(3.97) and who were retired or unemployed(3.89) were more pleased, and the
public officials(3.34) and professionals(3.54) were satisfied the least. 5. As to satisfaction level with medical bills, those
who were in their 50s and up(3.95), who received high-school education(3.80), who were self-employed(3.98), and whose
monthly mean income was three million won or more(3.99) expressed the biggest satisfaction. 6. What factors affected
their overall satisfaction level with treatment after receiving it was investigated, and it's found that their overall
satisfaction level was under the statistically significant influence of dentists, dental hygienists, treatment process and
medical bills.
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Table 1. General Characteristics
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Characteristics Classification Frequency(persons) Percent(%)
Gender Male 125 36.5
Female 217 63.5
Total 342 100.0
Age Less than 20 years old 16 4.8
20~29 years old 84 249
30~39 years old 123 36.5
40~49 years old 67 19.9
More than 50 years old 47 13.9
Total 337 100.0
Marital Status Married 236 69.8
Unmarried 102 302
Total 338 100.0
Academic Less than middle- 28 3.4
Background school graduate
High-school graduate 133 40.1
College graduate 156 47.0
More than postgraduate 15 4.5
Total 332 100.0
Occupation Student 33 9.7
Office worker 44 13.0
Housewife 109 322
Self employer 43 12.7
Service business 20 5.9
Public official 22 6.5
Professional job 39 11.5
Retired or unemployed 7 2.1
Others 22 6.5
Total 339 100.0
Average monthly income Less than 1,000,000 won 53 16.3
1,000,000~1,990,000 won 129 39.7
2,000,000~2,990,000 won 94 28.9
More than 3,000,000 won 49 15.1
Total 325 100.0
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Table 2. Characteristics of using dental medical service
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Characteristics Classification Frequency (persons) Percent(%)
Decision maker of use Decision in the identical person 142 41.8
Family's recommendation 40 11.8
Recommendation of neighboring people 81 238
Recommendation of other medical institution 2 0.6
Due to close distance 67 19.7
Others 8 2.4
Total 340 100.0
Purpose of visiting clinic Regularly dental examination 22 6.6
Treatment of periodontal disease 64 19.1
Treatment of tooth decay 178 53.1
Regular scaling 16 4.8
Prosthesis 30 9.0
Orthodontic treatment 5 1.5
Others 20 6.0
Total 335 100.0
Hour of visiting clinic Less than 15 min. 198 58.1
Less than 30 min. 110 323
Less than 45 min. 20 5.9
Less than one hour 10 2.9
More than one hour 3 0.9
Total 341 100.0
Transportation Walking 160 472
Taxi 22 6.5
Bus 47 13.9
Private car 110 324
Total 339 100.0
Whether or not Yes 115 33.8
the first use No 225 66.2
Total 340 100.0
Whether or not the use Yes 88 259
of other dental medical No 252 74.1
clinics Total 340 100.0
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Table 3. Satisfaction with dentist
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Characteristics Classification Mean SD T/F P
Gender Male 4.30 0.58
1.670 0.096
Female 4.18 0.62
Age Less than 20 years old 4.21 0.68
20~29 years old 4.14 0.63
30~39 years old 421 0.58 1.235 0.292
40~49 years old 4.20 0.59
More than 50 years old 4.41 0.61
Marital Status Married 4.24 0.62
Unmarried 4.17 0.58 1.034 0.302
Academic Background Less than middle-school graduate 430 0.58
High-school graduate 422 0.61
0.233 0.873
College graduate 420 0.61
More than postgraduate 427 0.40
Occupation Student 4.17 0.60
Office worker 428 0.56
Housewife 421 0.62
Self employer 431 0.52
Service business 420 0.53 0.783 0.618
Public official 3.95 0.70
Professional job 420 0.64
Retired or unemployed 424 0.76
Others 4.30 0.66
Average monthly income Less than 1,000,000 won 4.12 0.71
1,000,000~1,990,000 won 424 0.62
2,000,000~2,990,000 won 4.20 0.56 L177 0319
More than 3,000,000 won 4.34 0.59




Journal of Dental Hygiene Science Vol. 5, No. 4, pp. 191~198 (2005) 195

Table 4. Satisfaction with dental hygienist

Characteristics Classification Mean SD T/F P
Gender Male 4.26 0.62
Female 4.27 0.54 ~0.036 0971
Age Less than 20 years old 4.40 0.57
20~29 years old 429 0.54
30~39 years old 4.24 0.52 1.006 0.414
40~49 years old 4.16 0.61
More than 50 years old 437 0.67
Marital Status Married 425 0.60
Unmarried 430 0.51 ~0.67 0497
Academic Background Less than middle-school graduate 435 0.49
High-school graduate 4.27 0.53
College graduate 423 0.61 0.350 0.789
More than postgraduate 4.27 0.51
Occupation Student® 431 0.51
Office worker” 438 0.50
Housewife” 4.24 0.53
Self employer® 436 0.54
Service business” 425 0.63 2.086 0.037"
Public official® 3.86 0.75
Professional job™ 4.19 0.57
Retired or unemployed® 433 0.61
Others" 438 0.53
Average monthly income Less than 1,000,000 won 431 0.60
1,000,000~1,990,000 won 4.29 0.59
2,000,000~2,990,000 won 4.19 0.58 1053 0.369
More than 3,000,000 won 427 0.55
*p<0.05
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Table 5. Satisfaction with the internal environment

Characteristics Classification Mean SD T/F P
Gender Male 4.02 0.66
Female 3.91 0.56 1.475 0.142
Age Less than 20 years old® 4.19 0.46
20~29 years old® 3.84 0.57
30~39 years old® 3.95 0.59 3.763 0.003"
40~49 years old* 3.84 0.60
More than 50 years old” 423 0.61
Marital Status Married 3.99 0.59
Unmarried 391 0.60 0997 0319
Academic Background Less than middle-school graduate” 4.1 0.63
High-school graduate™ 4.04 0.53 «
College graduate™ 3.86 0.63 3416 0.018
More than postgraduate® 3.79 0.65
Occupation Student™ 3.98 0.48
Office worker™™ 3.96 0.58
Housewife™ 3.94 0.56
Self employer™ 4.11 0.63
Service business™ 4.05 0.66 2.119 0.027"
Public officiala™ 3.74 0.69
Professional job* 3.70 0.63
Retired or unemployed* 431 0.62
Others™ 4.09 0.58
Average monthly income Less than 1,000,000 won 3.89 0.65
1,000,000~1,990,000 won 3.99 0.61
2.000,000~2.990,000 won 3.90 0.59 0.720 0.540
More than 3,000,000 won 4.01 0.56
*p<0.05
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Table 6. Satisfaction with the external environment

Characteristics Classification Mean SD T/F P
Gender Male 327 0.93
Female 3.42 0.77 1383 0155
Age Less than 20 years old 3.47 0.79
20~29 years old 3.25 0.88
30~39 years old 343 0.87 0.872 0.500
40~49 years old 3.27 0.84
More than 50 years old 3.47 0.82
Marital Status Married 3.39 0.83
Unmarried 3.33 0.86 0633 0.527
Academic Background Less than middle-school graduate 3.18 0.90
High-school graduate 3.50 0.79
College graduate 3.33 0.85 2402 0.068
More than postgraduate 3.03 1.03
Occupation Student™ 329 0.76
Office worker™ 3.17 0.85
Housewife™ 3.47 0.73
Self employer™ 3.56 0.71
Service business® 3.18 0.94 2.968 0.003"
Public official® 2.83 0.83
Professional job™ 323 0.95
Retired or unemployed®™ 3.57 1.10
Others® 3.77 0.94
Average monthly income Less than 1,000,000 won 3.36 0.81
1,000,000~1,990,000 won 330 0.84
2,000,000~2,990,000 won 3.38 0.86 0465 0707
More than 3,000,000 won 3.46 0.84

*p<0.05
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Table 7. Satisfaction with the treatment procedure
Characteristics Classification Mean SD T/F P
Gender Male 3.75 0.84
Female 3.73 0.66 0206 0837
Age Less than 20 years old 3.88 0.81
20~29 years old 3.67 0.72
30~39 years old 3.74 0.74 0.620 0.685
40~49 years old 3.68 0.65
More than 50 years old 3.85 0.80
Marital Status Married 3.77 0.69
Unmarried 3.68 0.81 1.048 0.296
Academic Background Less than middle-school graduate 3.79 0.82
High-school graduate 3.79 0.62
College graduate 3.70 0.80 0470 0.703
More than postgraduate 3.65 0.75
Occupation Student™ 3.69 0.71
Office worker™™ 3.65 0.76
Housewife™™ 3.77 0.64
Self employer™ 3.97 0.73
Service business™ 3.68 0.88 2.581 0.010°
Public official* 334 0.74
Professional job™ 3.54 0.69
Retired or unemployed™ 3.89 0.89
Others* 4.08 0.77
Average monthly income Less than 1,000,000 won 3.75 0.67
1,000,000~1,990,000 won 3.69 0.79
2,000,000~2,990,000 won 3.73 0.71 0.864 0460
More than 3,000,000 won 3.89 0.65
*p<0.05
Duncan®] A7 : & BA7E A AL 5212 2ol 7 ek,
Table 8. Satisfaction with the treatment costs
Characteristics Classification Mean SD T/F P
Gender Male 3.79 0.86
Female 3.79 0.69 ~0.007 0994
Age Less than 20 years old 3.66 0.93
20~29 years old 3.70 0.74
30~39 years old 3.85 0.72 1.082 0.370
40~49 years old 3.71 0.77
More than 50 years old 3.95 0.78
Marital Status Married 3.84 0.74
Unmarried 3.68 0.80 1.809 0.071
Academic Background Less than middle-school graduate 3.38 0.86
High-school graduate 3.80 0.65 A
College graduate 3.76 0.83 0.380 0.767
More than postgraduate 3.67 0.72
Occupation Student 3.58 0.76
Office worker 3.82 0.81
Housewife 3.84 0.68
Self employer 3.98 0.72
Service business 3.75 0.94 1.147 0.331
Public official 3.55 0.75
Professional job 3.69 0.73
Retired or unemployed 3.86 0.75
Others 3.86 0.88
Average monthly income Less than 1,000,000 won 3.75 0.77
1,000,000~1,990,000 won 3.78 0.83
2,000,000~2,990,000 won 3.77 0.69 1.236 0.297
More than 3,000,000 won 3.99 0.65
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Table 9. Influence of dental medical service upon the whole
satisfaction with treatment

Classification B Beta T P
Dentist 0.413 0.361 6.013 0.000
Dental Hygienist 0.169 0.138 2.220 0.027
Internal Environment 0.009 0.008 0.131 0.896
External Environment 0.004 -0.049 -1.016 0.310
Treatment Procedure 0211 0.220 3.847 0.000
Treatment Costs 0.118 0.129 2.216 0.027
Constant 0.463 1.980 0.049

R®>=0.459 F =46.178 P = 0.000
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