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Satisfaction of the aged with their dental treatments and
consideration of the necessity for dental hygienic education
about the aged
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ABSTRACT

Objectives : =Ql EHAb=0] AlFHIL QL= X7} Q2 A H| A REEEE 7)sto] 18] Shxof|A] oA o] 7 AR = AR AE A
a1 19l0] TR AT 7101)7] SJsto] AX|aIGT, oleh e ATEAE SAal] $Jlo] 1melwe Quka E48 oo}
W3, A3} -9 olgae el Sk ghEo] u] A 9l W 0|9l Ao 98 XAt

Methods : 25819} 47|, ZAke, dehe Qrxele] Aahyel 9 A7e]ge ol 8sh 1ol 37} 3008 Wol3E 519
o, 20099 49 19-7E 54 8U7IR] W E A7 o2 HEEARE AASh AEAl= 47199 e g FHEsto] 211 9
FAMIA RERE 22487, A0918ALY] e AH|A ERE 1423, Aol-E- - AR 457 9 dvha E401) 2| tolg-of Rt
8o E FH/JsIGirt, eQlekrte] ARbAQl S0l whE X1} o) AH| A whEe | AT AbRRe] W AQIA A =, Al e o]fof
U2 X o] mAf B A T e AU AEAREA] (One—way ANOVA)S AAISHITE A|afo A ]2 Tk te GREQIA}, ThEeof
0| 2= APIAL 821 & TR HRAE AASHIT AT ARe] AT AW A7l whE A2t Eo]f= FHol Al
(x 2) FEE == FeH (exact test)= HASHATE

Results : 1, Z=018EA}50] Y-S AT ) 715, A o2 Re 0S5 W 97 7P gow o] 49 thE 1) 2o Hlste
Aol tfgh RFE7} 71 =0Tk 2. A TS o] fofl mE WS E vl wslE o AA, oA =& MRS, X, 24
Au]2o] TR =9ke), gt 2| oA Eo] 7t QALY = X R HTHS 23 oakaclo] 7MY Fadt A0 R Ukt
o}, 3, A TeAS] =& A Earat A s AT g A u] A o] fo)3h Afol & YERSITE Q13S0 iSRS 0]
7] 18l =Qlof] gk 2| 9P niso] B R sl wlef tht A At ofu 2t e wofl thit S e AAJE|ojok jiet 4, FUT A=
ALA g e ol A WA QALY w2 AErE, & A J-ER oALadla} o] 7P 2 A o= yeikith =3
3-4d oY A7IW LA = YA =2 M asd thEo R IHEE Fa% o2 Agsqit,

Conclusions : °|/f9] A¥= =9l $A7} WhEshe 2| ih= A 2ojatel 2| JALe] M o] otok shAlaL, thaoz X4
g A7 2T o 4 ST 3 RIRE] VRS Eol7] fla) gl dhgh X[ $mso] P askal wlof gk
2| A3t ol e} o] et % AA|Eo]of BTl (4 Korean Soc Dent Hygiene 2010 ; 10(4) : 765-775)
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1 Introduction increasing in Korea. The number of the aged no less
than 65 accounted for 3.8% of the whole population in
Recently, the proportion of the aged is rapidly the 1980s and more than 7.2% in 2000 when Korea
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turned into an aging society. The aged population
accounted for 9.1% of the whole population in 2005
and will account for 14.3% in 2018 when the country
will be an aged society and 20.8% in 2026 when the
country will be a super-aged society”. UN defines
that the aged no less than 65 account for no less than
7% of the whole population in an aging society and no
less than 14% in an aged society, and no less than
21% in super-aged societyZ).

It is known that an increase in aged lead to an
increase in the use of medical services®. According to
Kim and othersA), the charges of the medical services
for the aged no less than 65 accounted for 13.6% of
the total charges shouldered by the National Health
Insurance Corporation in 1996 and 23.8% in 2004.
Also, it is expected that the number of the aged who
turn to medical institutions for their medical services
will increase and demands for high-degree medical
services will rise”. Kim contends” that the medical
market in Korea should be internationally competitive
since external and internal environments have been
changed including the opening of the medical market
and permission of profit-making medical corporations.
At a time when the management of hospitals is
getting more difficult, dental clinics and hospitals will
consider it very important to satisfy aged demand for
medical services and to improve their health.
According to a research conducted by Cohen® and
others, if patients are satisfied with their dental staff,
their oral health will be improved but it wil be
deteriorated if they are not satisfied with their medical
staff, Kim” asserts that the quality of overall medical
services has a statistically significant effect on the
patients’ satisfaction with their medical services, the
value of the services, and their intention to reuse the
services and that heightened qualities of dental
services lead to improve patients satisfaction or value
of the medical services.

which has a high effect on their willingness to

reuse the services. In a word, the patients’ satisfaction

o
with their dental services is very important from the
perspective of the nation’s oral health.

In recent researches, questionnaire investigations
have been conducted into the causes for the patients’
choosing medical institutions. Lee and Min® investigated
into students who attended the department of dental
technology to understand why they choose the
department and Han? reported into common people to
know how satisfied they are with their dental services.
There are many of such existing researches1°_19), but
few researched have been conducted into aged
satisfaction with their dental services.

In this regard, this research aims to evaluate
satisfaction of the aged with their dental services,
with a view to providing good quality medical services
health and contributing to the
improvement of aged oral health. To do that, the

for aged oral
present author has investigated general characteristics
of aged, how aged are satisfied with their dental
clinics and hospitals, and why they choose their clinics

and hospitals.

2. Subjects and Methods

2.1, Subjects

This research randomized 300 the aged who visited
dental hospitals and clinics located in some parts of
Seoul City, Gyeonggi Province, Gyeongsang Province
and Jeolla Province in Korea. from  April 1, 2009 to
May 8, 2009, a questionnaire investigation was
conducted into the subjects by using interviews and
self-interviewing. Of the total 265 responses (the
collection rate was 88.3%) to the questionnaire, 241
were finally analyzed after excluding all the unfaithful

TeSponses,

2.2. Methods

When preparing a questionnaire about the subjects’

satisfaction with their dental services, references were
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Table 1. General properties and satisfaction on dental care service of the aged

Standard
Divisions Fre?::)ency Pe(r;:;;nt Nzilla)n deviation o}
) (s.D)
Total 241 100
Male 89 36.9 4.04 95
Sex 121
Female 152 63.1 4.20 68
56-60 107 444 4.08 73
61-65 58 24.1 4.16 91
Age 66-70 34 14.1 4.09 67 436
71-75 26 10.8 440 56
Over 76 16 6.6 421 1.16
None 96 40.0 424 73
Housewife 73 30.3 4.05 80
Occupation  In business for oneself 27 112 3.96 1.09 429
Company employee 23 95 416 71
Profession 22 9.1 418 64

p-value by One-way ANOVA

made to the theses prepared by Hanm), Choi”), Kim"
and Hongm). The questionnaire is composed of four
spheres: 22 questions about the patients’ satisfaction
with their dental services, 14 questions about the
patients’ satisfaction with their medical services
offered by dental hygienist, 4 questions about the
patients” intention to reuse and/or encourage others to
use the services, and 8 questions about general
characteristics of patients and their use of dental
services. 5-point Likert scale was applied to analyze
the answers to the questions about the satisfaction
with dental services, about the satisfaction with the
medical services offered by dental hygienist, and
about the patients’

encourage others to use the services.

intention to reuse and/or

2.3. Analytical technique
The collected data was analyzed using SPSS-WIN

14.0. General characteristics of the research subjects
were evaluated in their the frequency and percentage.
One-way ANOVA was made of aged satisfaction
with their dental services in consideration of their

general characteristics, the channels through which

the subjects come to recognize their hospital, and the
patients’ satisfaction with their dental clinic they
selected. A multiple regression analysis was made of
the factors which have an effect on the patients’
satisfaction with their dental services and of the
dental hygienists who have an effect on the patients’
satisfaction with their dental services. At the
statistical significance level of 0.05, an exact test
based on the x2 distribution was conducted on why
the subject selected their dental clinic depending upon
their sex and the period for them to have come to the
clinic,

3. Results

3.1. The subjects' satisfaction with their
dental services depending upon their
general characteristics

This research has been conducted into a total of
241 subjects including 89 males and 152 females. 107
of the subjects or 44.4% of them are in their between
56 years old and 60 years old, 24.1% of them are in
their between 61 years old and 65 years old, 14.1% of

them are in their between 66 years old and 70 years
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Table 2. Satisfaction according to the recognition route and choice reason of the dental clinic

Standard
L Frequency Percent Mean N
Divisions (N) (%) M) deviation torF o}
(S.D)
Family, relatives 97 40.2 4.29b 75
Friends, colleague 87 36.1 4.14ab 73
Doctors of the other clinics 15 6.2 4.17ab 1.02
Recognition route  go.10 46 12 50 367ab 86 9901 0’
of a dental clinic . ’ ’
Advertisements 6 2.5 3.50a 7
Internet 3 3.3 4.00ab NG
Others 16 6.6 3.94ab 94
Techmcal competence of the 8 %53 1485 56
dentist
The newest equipment and
' facility of the clinic 30 124 393 8
Choice reason of Friendly service for patients 31 129 441b 33 8.879 000"
the dental clinic i
Close distance 24 10.0 3.6da 111
Recommendation by a
relation and neighborhood 60 249 390 o
Others 11 46 3.77a 95

p-value by One-way ANOVA, p:<0.05,  p:<001, ~ p:<0.001, ab by Duncan's post-hoc test

old, 10.8% of them are in their between 71 years old
and 75 years old, and 6.6% are over 75 years old.
About 702% - 70.3% of them are housewives or
unemployed while 29.8% are employed. A statistical
analysis has found that the subjects’ sex, age and
occupation do not have a significantly important
effect on their satisfaction with their dental services
(& D.

3.2. The subjects' satisfaction with their
dental services depending upon the
channels through which the subjects
come to recognize their hospital and
upon the reasons for them to choose
the hospital

At the recommendation of their family members
and/or relatives, 40.2% of the total subjects came to
recognize their hospital. 35.3% of them chose their
hospital because of a high level of medical techniques
offered by the doctors in the hospital and 24.9% did

so because their family members and/or relatives
recommended it, One-way ANOVA was applied to
know the channels through which the subjects come
to recognize their hospital, the reasons for them to
choose their hospital and their satisfaction with their
dental services. First of all, it is found that the
channels through which the subjects come to
recognize their hospital have a significantly important
effect on their satisfaction with their dental services
(p<0.05). Also, the reasons for them to choose the
hospital have a significantly important effect on their
satisfaction with their dental services (p<.001).
Duncan’s post-hoc test was conducted to know which
of the variables of the said channels and reasons have
a more significantly important effect.

It implies that when they came to recognize their
hospital by means of their family members and/or
relatives, they are the most satisfied with their
hospital. Also, they are highly satisfied with their
hospital because of a high level of medical techniques
offered by the doctors in the hospital {3 2).
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Table 3. Influential factors on dental care service satisfaction
Standard Regression
L Frequency Mean L. .
Divisions (N) M) deviation coefficient t p R2
(S.D) (B)
Satisfaction 241 414 79 - - - -
Technical competence and o
Kindness of the denfists 241 4.27 66 384 5.823 2000 602
Ihe newest equipment and ) 440 60 259 4242 000"
facility of the clinics
Reasonable waiting time 241 4.02 93 155 2.554 o
Cost of the treatment 241 3.94 7 081 1.238 217
Close distance 241 341 1.05 047 1.125 262
p-value by multiple regression analysis, ’ p:<0.05, " p:<0.01, - p:<0.001
Table 4. Hygienist factors which influence on satisfaction of dental care service
Standard Regression
. Frequency Mean . ..
Divisions (N) (M) deviation  coefficient t p R2
(8.D) (B)
Satisfaction 241 414 79
Technical competence of the ) 433 63 A58 7188 000 595
hygienists
Kindness of the hygienists 241 424 66 331 4422 000
Education about oral health 241 419 74 063 958 339
Explanation of the treatment o1 420 76 018 o5 783
and others

p-value by multiple regression analysis, p:<0.05,  p:<001,  p:<0.001

3.3. Factors which have an effect on the
subjects' satisfaction with their dental
services

A multiple regression analysis was made of the
dependent variable of the subjects’ satisfaction with
which comprise dentists,
medical

treatment charges and the location of the hospital. In

their dental services,

facilities, waiting time for treatments,

analysis, the factor of dentists includes the level and
kindness of the doctors’ medical treatments and the
factor of the facilities includes the waiting room,
medical equipment, and convenience facilities. The
analysis finds that dentists and facilities have a
significant effect (p<.001) and that the waiting time
for treatments also has a statistically significant effect
(p<0.05), The medical treatment charges and the

location of the hospital do not have a statistically
significant effect on aged satisfaction with their dental
services. The patients’ satisfaction with their dental
services is the most affected by the factor of dentists,
whose regression coefficient is the highest, followed
by the factors of the medical facilities and the waiting

time for treatments {3 3).

3.4. Factors which have an effect on the
subjects’ satisfaction with their dental
services offered by the dental hygienists

A high level of medical techniques offered by the
dental hygienists and their
statistically
satisfaction with the dental hygienists medical
services (p<0.001). Education on oral health and kind

kindness have a

significant effect on the patients
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explanation do not have a significantly effect. The
patients’ satisfaction with the dental hygienists
medical services is the most affected by the factor of
a high level of medical techniques, whose regression
coefficient is the highest, followed by the factor of the
hygienists kindness <3 4.

3.5. Reasons for the patients to choose
their hospital depending upon their sex

An analysis was made of the reasons for the
research subjects’ choosing their hospital depending
upon their sex and age, considering the fact described
in the above ¥ 2 that a high level of medical
techniques and kind medical services have a
statistically significant effect on the reasons for the
patients to choose their hospital. And it is found that
their sex has a statistically significant effect on the
said reasons (p<0.05). Both male and female patients
choose such a dental hospital as offers a high level of
medical techniques. Their age does not have a

statistically significant effect on the reasons (% 5).

3.6. Reasons for the patients to choose
their hospital depending upon the
period for them to come to their
hospital

When the patients have come to their hospital for

less than one year, the majority of them choose their
hospital at the recommendation of their family
members and/or relatives. In contrast, when the
patients have come to their hospital for 1-2 years,
they choose their hospital primarily because of a high
level of medical techniques and secondarily due to the
recommendation of their family members and/or
relatives. However, kind medical services are the
second reason for the patients who have come to their
dental hospital for 3-4 years to have chosen their
hospital (& 6.

4, Summary and Discussion

The purpose of this study is to the aged satisfaction
with their dental services, with a view to providing
aged with good quality medical services for their oral
health and contributing to the improvement of aged
oral health., To do that, the present author has
analyzed a total of 241 subjects including 89 men and
152 women, to investigate how they are satisfied with
their dental clinics and hospitals and why they choose
their dental clinics or hospitals.

A comparison has been made between Sex, aged
and occupation of the subjects’ satisfaction but it is
found that the -characteristics do not have a

statistically significant effect. Stegezo) and others re

Table 5. Choice reason of the dental clinic by the sex and the age

Choice reason of the dental clinic[Frequency(%)]

Technical The newest Friend| Recommendati
Divisions competen equipment and i v Close on by a
o service for . . Others x 2 p
ce of the facility of the atients distance relation and
dentist clinic P neighborhood
Male 36(40.4) 9(10.1) 5(5.6) 15(16.9) 19(21.3) 5(5.6)
Sex 15.244 009
Female 49(32.2) 21(13.8) 26(17.1) 9(5.9) 41(27.0) 6(3.9)
56-60 37(34.6) 17(15.9) 13(12.1) 9(84) 22(20.6) 9(8.4)
61-65 18(31.0) 8(13.8) 4(6.9) 9(15.5) 18(31.0) 1(1.7)
Age 66-70 13(38.2) 2(5.9) 5(14.7) 5(14.7) 9(26.5) - 29156 085
71-75 12(46.2) 3(11.5) 3(11.5) - 7(26.9) 1(3.8)
Over 76 5(31.3) = 6(37.5) 1(6.3) 4(25.0) -

p-value by exact test, ‘p:<0.05, ~ p:<0.01
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Table 6. Choice reason of the dental clinic by periods being continuous with the dental clinic

Choice reasons of the dental clinic

[Frequency(%)]
Divisions Techntical The lnewes;t Frien.dly o Ret;:om;nendat
competenc  equipmen service ose ion by a
e of the and facility for distance relation and Ol A P
dentist of the clinic patients neighborhood
Lessy;hf“ b oss3) 15(152) 4400 12021 32(323) 881D
Periods being 1.9 vears  26(44.8) 6(10.3) 7(121)  4(69) 14(24.1) 1(1.7)
continuous
with the 3-4 years 9(27.3) 5(15.2) 7(21.2) 5(15.2) 7(21.2) - 35499 018
dental dlinic 5-6 years 7(41.2) 1(5.9) 5(29.4) 2(11.8) 2(11.8) -
More than 0 1) 3(88) 8(235)  1(29) 5(14.7) 2(59)
7 years

p-value by exact test, p:<0.05,  p:<0.01

port that compared to young patients, 60 year old or
older patients tend to be more satisfied with their
dental services. Gopalakrishna and Mummalaneni®”
contends that women express higher satisfaction than
men.

An investigation was made into the research
subjects’ satisfaction with their dental services,
depending upon the channels through which the
subjects come to recognize their hospital and the
reasons for them to choose the hospital. And it is
found that the channels and the reasons have a
statistically significant effect on their satisfaction with
their dental services.

They are highly satisfied with their dental services
especially when they came to recognize their hospital
at the recommendation of their family members
and/or relatives. As is seen in a research made by
Cohen® and others, which argues that people's
recommending a dental institution to others is clearly
related to their satisfaction with it, the others will be
also highly satisfied with a dental institution with
which the people themselves are satisfied. Kim™
maintains that new patients visit a dental clinic most
frequently at the recommendation of their family
members and/or relatives. The same thing is

demonstrated in this research as well. As a result, it

is found that word of mouth about medical services

has an effect on the customers decision making.
The patients are highly satisfied with a high level

of medical techniques and choose their hospital.

According to a research conducted by Kim™

and
others, removing the patients’ inconveniences has the
greatest effect on their satisfaction with their dental
hospital, the hospital’'s service system has the second
greatest effect and the kindness has the third. Doctors
are the most important factor for the patients to
choose their hospital.

The subjects’ satisfaction with their dental services
is most affected by the level of the doctors’ medical
treatments and their kindness, followed by the
medical facilities and the waiting time for medical
treatments. A research conducted by Han™ finds that
a high level of medical techniques is the greatest
motive to choose a dental clinic, followed by the
kindness of the dental workers, the recommendation
of their family members and/or relatives, and the
short distance between the patients’ home and their
clinic. It is also found that the quality of dental
services has an effect on the patients’ satisfaction
with the services, the value of their services and their
intention to reuse the services. A research made by

12,16)

Hong asserts that the research subjects’ intention
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to reuse their services is affected the most by their
satisfaction with their dental services, followed by the
procedures of medical treatments and an internal
environment. These findings are corresponding to the
results of this research.

Another investigation finds that dental hygienists’
level and kindness of medical treatments have a
statistically significant effects on the subjects
satisfaction with their medical services. A research

conducted by Tamaki' 7

finds that what is significant
includes the level of dental hygienists' technology, an
appropriate waiting time, and explanations about
medical treatments. A research conducted by Han?
finds that the role of dental hygienists are the most
important to the patients’ satisfaction and their
intention to revisit and/or recommend others to visit

2.1
18) Also

their hospital. A research conducted by Hong'
finds that dental hygienists’ kindness and professional
management of the patients have an effect on the
patients’ satisfaction and that their kindness has the
most statistically significant effect. It is also analyzed
that the quality of dental hygienists’ medical services
is very closely related with the patients’ satisfaction
and their intention to revisit and/or recommend others
to visit their hospital. In particular, Tamaki” and
others assert that the role of dental hygienists is very
important for regular medical checkups. These
research results obtain consent to the findings of this
research that the professionality of dental hygienist
and their kindness to the patients have an effect on
the patients’ satisfaction.

This result implies that the aged will give more
points to the medical staff with a higher level of
education. It calls for training dental staff in aged in
order to improve the staff's kindness, which has an
effect on the patients’ satisfaction with their dental
hygienists. Also, the previous research finds that the
highest points for expertise are given to the dental
hygienists serving in Gyeongsang Province while the

lowest points for kindness are given to them. It does

w=o| TeHo| et nF

not mean that the aged, who give high points for the
expertise of their dental hygienists, will surely do the
same for the kindness of the medical staff. Therefore,
dental hygienic education about the aged must
include not only their knowledge of aged but their
attitude toward aged as well.

This research finds that sex has a statistically
significant effect. A research made by Tamaki” and
others asserts that men are highly satisfied with the
cleanness and orderliness of the waiting room. This
research proves that when choosing their dental clinic,
women give a higher priority to the newest facilities
and environment than men do. In particular, this
research finds that women are attracted more by kind
medical services and that men by a close distance
between their home and the clinic.

An investigation was made to know the reasons for
the research subjects to choose their hospital
depending upon the period of their having come to it,
or why they come to their dental clinic continually.
The investigation finds that when the patients have
come to their hospital for less than one year, the
majority of them choose their hospital at the
recommendation of their relatives and/or neighbors. In
contrast, when the patients have come to their
hospital for 1-2 years, they choose their hospital
primarily because of a high level of medical
techniques. It implies that the patients who have long
come to their dental hospital have consistently chosen
their hospital because of the doctors’ high level of
medical techniques. What is to be noted here is that
the patients who have come to their dental hospital
for 3-4 vyears attach greater importance to kind
medical services.

As a result, this research finds that dentists high
level of medical techniques most satisfies their
patients, who are consistently attracted by their
services and that for the aged, when they have come
to their hospital for more than three or four years, a

high level of medical techniques is the most important



factor, followed by kind medical services.

As is contended in a research conducted by Jang18),
it is necessary to go beyond a manager-centered or
staff-centered management & operation system into
a patient-centered management & operation system.
In this line, it is also necessary to enhance the level
of medical treatments so that aged may be satisfied
with it and to intensify kind medical services.

Yet, this research has its own limits. First, when an
investigation is made into the patients satisfaction,
candid answers may be difficult to get since not
professional questioners but hospital workers read the
questionnaire to aged for getting answers. Second, it
may be that positive answers to the questionnaire are
drawn from the patients who are receiving dental
services. Third, the generalization of the investigation
may be hard since the subjects are randomized.
Despite these limits, this research is meaningful in
that it has investigated into the reasons why aged
choose their dental clinic to treat their oral health and

into their satisfaction with their medical services.

5. Conclusion

This research has investigated into the factors
which have an effect on aged satisfaction with their
dental services and on their choosing their dental
clinic. The following are the findings of the research.
1. In most cases, aged choose their hospital at the

recommendation of their family members and/or
relatives, In this case, they are the most satisfied
with their dental clinic, compared to other cases
when they came to know their clinic through other
channels.

2. The subjects choose their dental clinic firstly
because of the doctors’ high level of medical
techniques and secondly because of their kind
medical services. In a word, the most important

factor for them to choose their dental clinic is the
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doctors themselves including their high level of
medical techniques and their kind medical services.

3. Dental hygienists’ high level of medical techniques
and kindness have a significant effect on the
patients’ satisfaction with their dental services. In
order to increase aged satisfaction with their
medical services, it is necessary to educate aged in
dental hygiene and to train dental hygienists in
aged and in their attitude toward aged.

4. The patient consistently come to the same dental
clinic firstly because of the doctors’ high level of
medical techniques, secondly due to the doctors’
kindness. And the patients who have come to their
dental hospital for 3-4 years attach the greatest
importance first to the doctors’ high level of
medical techniques and then to their kindness.
Therefore, it is concluded that aged are satisfied

with such dental clinics and/or hospitals as have

dentists and dental hygienists, whose medical
treatment level is high and who offer kind medical

services,
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