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Factors related to dental service quality evaluated
by dental clinic patients
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ABSTRACT

Objectives . This study purposed to identify factors related to dental service quality perceived by dental
clinic patients, and for this purpose.

Methods : The data conducted a questionnaire survey of 362 patients who had visited a dental clinic in
Daejeon twice or more in August 2010 and aged over 20 during the period from the 1st to 31st of August
2010 and obtained results as follows,

Results : The patients general characteristics, perceived dental service quality was higher in older ones,
married ones, high school or lower school graduates, civil servants, self-employed ones, and housewives,
and the differences were statistically significant, according to the patients’ dental clinic use characteristics,
perceived dental service quality was higher when the stay in dental clinic was short, and the difference
was statistically significant,

Conclusions : Perceived dental service quality was related to the patients’ general characteristics and dental
clinic use characteristics, therefore, dentists and dental hygienists should make efforts to be more patient-
oriented and to create pleasant dental care environment,(J Korean Soc Dent Hyg 2012;12(4):665—-674)
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Table 1. General characteristics Unit : N(%)
Variables N %
Sex Male 138 38.1
Female 224 61.9
Age(year) 20~29 170 47.0
30~39 72 19.9
40~49 63 17.4
50~59 39 10.8
>60 18 5.0
Marital status Not married 175 48.3
Married 187 51.7
Education Under highschool graduation 120 33.1
Above college graduation 242 66.9
Occupation Company employee 88 24,3
Specialized job 68 18.8
Housewife 61 16.9
College student 37 10,2
Self—employed 36 9.9
Civil servant 20 5.5
Other 52 14,4
2 89 24.6
comingtoion wony 2 1 2.2
>4 84 23.2
Total 362 100.0
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Table 2. Utilization of dental clinic characteristics Unit : N(%)
Variables N %
Own intention 149 41.2
Selecting motivation Inducement of acquaintances 145 40.1
of dental clinic Family decision 59 14.4
Inducement of other dental clinic 3 0.8
Other 13 3.5
{30minutes 212 58.6
Zﬁi required of dental 30minutes~1hour 114 31.5
>1lhour 36 9.9
Q 170 47.0
Period of using of 1~2 8 215
dental clinic(year) 2~3 39 10.8
3~4 19 5.2
>4 56 15.5
Conservative 147 40.6
Treatment content Preventive 101 27.9
Prothodontia 39 10.8
Implant 25 6.9
Orthodontics 21 5.8
Periodontal 16 4.4
Other 13 3.6
Total 362 100.0
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Table 3. Quality of dental care service according to general characteristic
. Dental Dental care Dental care
Variables Sl hygienist environment procedure
factor factor factor factor
Sex Male 4,37+0,61 4,43+0,85 4,20+0,69 4,11+0,79
Female 4,30+0,75 4,34+0,74 4.17+0,71 4,04+0,92
p—value 0.318 0.173 0.744 0.442
Age(year) 20~29 4.18+0,73 4,23+0,76 4.06+0,73 3.93+0.91
30~39 4.35+0,75 4.41+0,62 4,194+0,63 4,.06+0,87
40~49 4.52+0,57 4,58+0,61 4.41+0,64 4.31+0.87
50~59 4.53+0,55 4,53+0,55 4,27+0,69 4,21+0,83
>60 4,46+0,59 4.56+0,54 4.18+0,76 4,22+0,60
p—value 0,002 0,002 0,016 0,030
' Not married 4,194+0,74 4.25+0,75 4,07+0,72 3.96+0,93
ﬁiﬁ:l Married 4,44+0,63 4.50+0,61 4,98+0,68 4.17+0.81
p—value 0,001 0,001 0.008 0,017
Education Under highschool graduation 4.43+0.66 4.49+0.66 4.27+0.68 4.18+0,80
Above college graduation 4.31+0.70 4.32+0.70 413+0.71 4.01+0.90
p—value 0,038 0,027 0,065 0,017
Occupation Company employee 4.23+0.70 4.23+0.68 4.07+£0.73 3.95+0.91
Civil servant 4,61+0,53 4.58+0,60 4,43+0,60 4,37+0,73
Specialized job 4.23+0,77 4,33+0,74 4.09+0,70 4,08+0,83
Housewife 4.51+0,58 4,54+0,60 4,29+0.69 4,15+0,88
Self—employed 4,.47+0,62 4,5840,50 4,3940.68 4.31+0.76
College student 4,01£0,58 4,07+0.90 3.95+4.27 3.78%1,06
Other 4,32+0.70 4,48+0,60 4,27+0,56 4.06+0,79
p—value 0,002 0,002 0,021 0,086
Monthly 2 4,30+0,66 4.34+0,70 4,134+0.70 4,03+0,89
average 2~4 4,30+0,74 4,38+0,70 4.20£0,69 4,09£0,85
earning >4 4,37+0.64 4,40£0,66 4,18+0,73 4,04+0,90
(million won) 1o 0.711 0.837 0.747 0.815
Total 4,32+0,70 4,374+0.69 4,18%+0.70 4,07+0,87
* by the independent t—test or one way ANOVA, p<0.05
(p=0.008), H=EAA 221(p=0.017), HHowA] &2l (p=0.036), Zl&H] KQ2l(p=0.024)°]l4] il5sta ZY
(p=0.001), Z&H] 291(p=0.005)°1A 7]& 9 H+t olst o] BTt FASHA =A HErH.
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HAETh =9Thp=0.025). X} Jaifu|s A 4 8 of JiHeR  =9kthp=0.005). A oJEAHA 4
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Table 4. Quality of dental care service according to general characteristics
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Variables environment Fee factor Total
tactor factor

Sex Female 3.73+0.85 3.97+£0.79 3.914+0,98 4,10+0,59
Male 3.87+0.87 3.861+0.84 3.76+1,03 4.05+0,66

p—value 0,144 0,201 0.195 0,427

Age(year) 20~29 3.75%0.79 3.76+£0.79 3.656+1,03 3.94+0.63
30~39 3.81£0.88 3.3940,.88 3.79+0,92 4,07+0,66

40~49 4.17+0.94 4194094 4141101 4,3240.60

50~59 3.8310.86 4.12+0,86 3.95+1,02 4,21+0,62

>60 3.35+0.97 3.98+0.97 4.11+0.90 4,131+0,46

p—value 0,007 0,003 0,009 0.001

‘ Not married 3.7640,81 3.76+0.83 3.66+1,04 3.95+0,64
ﬁiﬁ:l Married 3.87+0.91 4,04+0.79 3.96+0,97 4,18+0.61
p—value 0,232 0,001 0,005 0.001

Education Under highschool graduation 3.83+0.87 4.04+0.78 3.98+0,94 4.18+0.60
Above college graduation 3.81+0.55 3.84+0,83 3.74+1,04 4.02+0.65

p—value 0,831 0,036 0,024 0,025

Occupation Company employee 3.80£0.86 3.85+0.77 3.66+1,08 3.97+0.63
Civil servant 4,03+0,92 4.27+0,74 4.15+0,99 4,35+0,64

Specialized job 3.84+0.88 3.77£0.79 3.66%1,10 4,00£0,66

Housewife 3.92+0.85 4,00+0,82 3.97+1,00 4,20+0,61

Self—employed 3.61+1,01 4,01+0,92 3.944+0.92 4,1940.59

College student 3.79+0,81 3.65+0.95 3.73+1,02 3.86+0,73

Other 3.79+0.77 4,05+0,74 3.96+0.84 4.14+0,53

p—value 0,604 0.046 0.167 0,015

Monthly Q@ 3.79+0,87 3.88+0.79 3.88+1,04 4.05+0,64
average 9~4 3.86+0.85 3.93+0.82 3.81+0.95 4,09+0,64
earning(milli >4 3,73+0.88 3,.8740,87 3.76+1,13 4,05+0,63
on won) p—value 0.529 0.761 0.759 0.871
Total 3.81£0.86 3.91£0.82 3.82%1,02 4,07+0,63

* by the independent t—test or one way ANOVA, p<0.05
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Table 5. Quality of dental care service according to utilization of dental clinic characteristics

. Dental Dental care Dental care
. Dentist L .
Variables hygienist environment procedure
factor
factor factor factor
Own intention 4,36+0.68 4,37+0.69 4,21+0.67 4,11+0.84
Selecting
o Family decision 4.35+0.69 4.42+0.71 4,21+0.72 4,06+0.82
motivation of
dental Inducement of acquaintances 4.27+0.72 4.35+0.70 4.13+0.73 4.05+0.92
clinic Inducement of other dental clinic 4.42+0.52 4.67+0.58 4.67+0.58 3.45+1.17
Other 4.37+0.69 4,42+0.63 4,13+0.76 3.95+0,96
p—value 0,830 0,871 0.656 0,716
Time (30minutes 4,32+0,72 4,39+0.72 4,20+0.70 4,12+0.85
required of 30minutes~1hour 4,39+0.61 4.41+0.61 4,22+0.66 4.0940.86
dental clinic >1hour 4,17+0.80 4,20+0.73 3.93+0.80 3.68+0.98
p—value 0.252 0.276 0.076 0,017
a 4,34+0.64 4.35+0.67 4,21+0.66 4,0940,82
period of
. 1~2 4,2940.75 4,3840.66 4,23+0.69 4,0940,83
using of
dental 2~3 4.08+0.69 4.17+0.76 4,01+0.63 3.83+0.87
clinic(year) 3~4 4,17+0.89 4,26+0.84 4.09£0,96 3.89+1,15
>4 4,53+0.69 4,6340.62 4.17+0.78 4.18+0.91
p—value 0.028 0.016 0,485 0,317
preventive 4,26+0.65 4.32+0.62 4,11+0.68 4,03+0,77
Treatment Conservative 4,3240.73 4,4140.70 4,2040.70 4.11+0,86
content
prothodontia 4.26+0.66 4,28+0.73 4,14+0.69 3.93+0.96
periodontal 4,55+0,56 4.55+0,58 4,23+0,51 4,15+0.71
Orthodontics 4.37+0.82 4.40+0.76 4.20+0.93 3.97+1.28
Implant 4,37+0.82 4,44+0.84 4,32+0.84 4,15+0,95
Other 4,31+0.64 4,29+0.84 4,27+0.53 4,13+0.86
p—value 0.624 0.802 0.880 0.898
Total 4,32+0.70 4,37+0,69 4,18+0.70 4,07+0,87
* by the independent t—test or one way ANOVA, p<0.05
Hl|A Rl x &kz] oko)o 2] 7} o1 A ]
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o2 744 E94tHp=0.016). 9¥87 80l(p=0.035)]  d], SRAu|AHE Eelo] AT Auls Ugol dh3
A 3d~ad nm 4,008, 1d~2 olgk 2 389 AHSHA efeta] et ATt thriolu] AlFure
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(p=0.035){Table 5, Table 6), w3t AR Ao] gl7] wiZoltt ®3F omAfula FA
o AgIYS S A, 7%, TET Aulazt
2TEE 45 Sof uet AAHoR Wk & glok)
2 AFolA A=Y YRH EA4S HY AR



672 X|nOIH LHEEAZL EIIe x|t Q2 AH|A Hob #E 20

S Clinic image
Variables environment 9 Fee factor Total
factor
factor
Own intention 3.87+0.87 3.87+0.82 3.72+1.02 4.07+0.63
. Family decision 3.80+0.87 4.03+0.83 4.00+0.97 4.12+0.65
Selecting
motivation of Inducement of acquaintances 3.77+0.87 3.91+0.82 3.85+1.01 4.05+0.63
dental Inducement of other dental clinic 3.56+0.69 3.44+1.17 3.00+1,00 3.88+0.79
clinic Other 3.79+40.93 4,0040.86 4,00+1.16 4.10+0.73
p—value 0,872 0,632 0,247 0,934
(30minutes 3.95+0,79 3.91£0,82 3.81£1,02 4.10+0.63
Time 30minutes~1hour 3.73+0.88 4.03+£0.77 3.89+0,97 4.11+0.61
required of
.. >1hour 3.28+0.96 3.55+0,87 3.67%+1.10 3.78+0.66
dental clinic
p—value 0,000 0,009 0,514 0,016
a 3.87%0.83 3.90+0.79 3.85%+0,97 4.09%0,.60
. 1~2 3.89+0.77 4,01%+0,83 3.82+1.03 4.10£0.67
period of
using of 9~3 3.79+0.75 3.7440.72 3.56+1.07 3.88+0.61
dental 3~4 4,0040.88 3.82+0,92 3.4241.02 3.95+0.70
clinic(year) >4 3,49+1.07 3,9140,93 4,04+1.04 4,13+0.68
p—value 0,035 0,543 0.089 0,291
preventive 3.81%+0.80 3.87+0.72 3.75+0,98 4.02+0,57
Conservative 3.79+0.87 3.89+0.85 3.80+1.03 4.07+0.65
prothodontia 3.80+0.92 3.91+0.79 3.87+1.03 4.03+0.66
Treatment periodontal 3.77+0.66 4,0440.65 3.88+1.03 4.1740.50
content Orthodontics 3.62+0.83 4.02+0.93 4.00+0,94 4.08+0.77
Implant 3.99+1.09 3.95+1.06 3.80+1.19 4.16+0.78
Other 4.15+0.86 3.951+0.86 4.00+0,91 4.16+0.55
p—value 0.650 0,980 0,945 0,931
Total 3.81+0.86 3.91+0.82 3.821+1.02 4.07+0.63
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