Journal of Korean Society of Dental Hygiene

2013 April 13(2) : 221-230

TRYHA DHS 0|88 I ASHUE BR9 BE
MO olAbY DXl HERQQl B

Associated factors which influence satisfaction of dental implant

patients and intention to revisit using structural equation model

Min—Suk Cho * Sung—dJin Yoo' - Dong—Hyun Yang1

Yonsei Hilla dental clinic-lDepartment of Management, Inje University

Received : 5 December, 2012
Revised : 16 March, 2013
Accepted : 9 April, 2013

ABSTRACT

Objectives : This study is to confirm the influencing factors on patients
satisfaction and intention to revisit the implant service clinic by structural equation
model,

Methods : We surveyed 250 implant patients visiting 6 dental clnics(hospitals)
in Busan, Changwon, Gimhae city and questionnaire was for four weeks in July
2012, a total 209 patients filled out the questionnaires within July and the complete
data were analyzed, we were used structural equation model for analysis to
confirm influencing factors on implant patients' satisfaction and intention to
revisits,

Results : This study finds that factors influencing on implant patients' satisfaction
and intention to revisit are reasonable medical fee, medical skill treatment of
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dentist, dental hygienist and other support staff, administrative procedure, and
there existed between influencing factors and the patient's treatment satisfaction
as well as intention to revisit, In order to satisfy the implant patients, dentist
and hygienists should try to provide high quality of treatment and dental services,

Conclusions : The results of this study provide managerially important messages
to the managers of dental clinics in order to develope management strategies
for new customers,

Key Words : Implant services, patient satisfaction, revisit, structural equation
model (SEM)
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Table 1, General characteristics

Classification N %
Gender Male 102 48.8
Female 107 oL2
Age 208 19 9.1
30s 4 19.6
40s 66 3L6
50s 55 26.3
> 60t} 28 13.3
Occupation Executives 7 3.3
Professionals 66 31.6
Businessmen 16 7.7
Housewives 48 23.0
Public officials 1 5.3
Others 61 29.2
. Element school or
Education Middle tsasgool 17 81
High 57 21.3
College 45 21.5
University or more 87 431
Salary(ten thousands won) < 200 47 22.
200~299 51 24.4
300~390 41 19.6
400~499 44 211
=500 26 12.4
aaeﬁﬁ ng;s; dznjv Cile)ntal implant (100 m 53
100~149 92 44.0
150~199 74 35.4
=200 32 15.3
Total 209 100.0

0.850]4F0. 2 ukA o] 7]2%](0,787~0.800)5 5|l
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o Aget7] ofet Aol HEEA A
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Table 2, The results of exploratory factor analysis
Item Factor Cronbach’ s &
1 2 3 4 5 6
ol 859 062 257 121 053 04l
¥2 854 085 250 149 198 162 0955
¥3 852 114 307 084 129 077
v4 819 132 205 120 093 152
K13 066 869 168 116 200 206
kl4 145 864 093 123 140 161 0931
K12 .090 842 064 042 179 194
Kl 072 800 175 176 21 —.004
6 21 145 829 044 107 149
8 296 18 817 221 196 120 0910
21 337 114 813 159 064 Bl
79 367 191 772 129 190 11
038 135 148 146 879 084 261
p39 1 14 155 877 110 246 0,926
A2 178 133 198 816 198 240
mol 137 210 061 .090 801 049
mo2 123 255 104 106 853 001 0.898
m20 076 199 212 109 819 195
035 114 175 186 258 067 861
036 102 197 180 308 087 856 0,907
o5 181 177 109 246 215 755
Ceigen valve 9003 o810 o103 L7 149 Loa T
i‘;lnnaufe“’(‘;o) 42,87 56,40 66.85 73.74 79,21 8417 -
ARl 240 WA QTS S5 A0Z G Al 5O WS EE LT IR AW AR
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Table 3. The results of confirmatory factor analysis of endogenous variables

o ocior loaang | "% vananse R AVE
Medical skill treatment of dentist yl 0.857 1 0.266
v2 0.909 18.058 0.174
0.936 0.750
v3 0.878 16.922 0.229
vd 0.902 17.829 0.186
Medical services of dental hygienist and others  z6 0.839 1 0.296
77 0.891 16.565 0.206
0.931 0.750
78 0.898 16.790 0.194
79 0.884 16.359 0.219
Reasonable fee k11 0.780 1 0,392
k12 0.832 13.299 0.308
0.920 0.749
k13 0.946 15,560 0.105
k14 0.879 14,229 0.227
Convenience of medical procedures m20  0.827 1 0.316
m?21  0.896 15.220 0.197 0.900 0.666
m22  0.875 15,277 0.234
Patients' satisfaction p38 0.953 1 0.152
p39 0.938 25,123 0.045 0.929 0.665
p42 0.809 17.210 0,442
Intention to revisit 035 0.921 1 0.092
036 0.977 25,043 0.120 0.916 0.663
o4d 0,747 14.329 0.346
> =237.04, DF =174, GFI=0.907, NNFI=0.959, CFT=0.984, RMR = 0.034
§l& Aom gitto] Fr 53] ofg] A FoflA] EO] 3.3, 7I&EH
7)) WABHA 9 APANS TS BHARES] T m gl DA} LRRAS i) maE s
HEAIGE 2]4=¢] TLL, RMRO| 7]|E2 5 23fsto] o] WLgle o] AAE o]gato] B Ao S AN AT}
Agretetal etk th&o] (Table 5)9F et WA 3l WA 7H(m) 2 ‘ojate]

Table 4. Correlation coefficients between latent variables

Variable name Q) ® ® @ ® ®
(@ Medical skill treatment of dentist 0.866"
® Reasonable fee 0.297 0.375 0.865'
@ Convenience of medical procedures 0.315 0.361 0,483 0 g6
(® Intention to revisit 0,366 0,432 0.434 0.355 0.815
(©® Patients' satisfaction 0,366 0,409 0,356 0,317 0,600 0.814°

" denote the square root of AVE
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X° = 237.40, DF'= 174, GFI=0.907, CFI=0.984, RMR = 0.034, TLI = 0.98

Fig. 1. Path diagram of covariance structural model
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Table 5. The results of null hypothesis test
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Aolck ek 7HIS A A, o] e
o] Aol g7te] AAE
ol glo]
AL QB ASTA} T
= ool 474212
QERE A% T S
B} 4ElEE R 3
ik & 2 9)

WA 7P (mn2), 2R 9212 9]

(e}

AETE AlgAfr] A

Hypothes Path Standardized path Standardized .
. . . t— vaule Accept or Reject
is coefficient coefficient errors

H11 0140 0.107 0,029 4.831 accept

H12 0.331 0.243 0.139 2.375 accept

H3 0.240 0.196 0.100 2.408 accept

H14 0,128 0,091 0.115 1,116 reject

1 0. 015 0.011 0.008 1.886 accept

22 0.211" , 0.116 0.130 1.622 accept

3 0.289 " 0,196 0,094 3,070 accept

24 0,005 0.003 0.105 0.046 reject

H3 0502 0,467 0,071 7.028 accept

i , ™7 denote coefficient significant at 1%, 5% and 10%, respectively.
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Table 6. Direct effects, indirect effects, and total effects influencing to revisit

Medical skill Medical Convenience of o
services of Reasonable . Patients
treatment of .. medical . .
. dental hygienist fee satisfaction
dentist procedures
and others
Patients'
Direct . .
offect satisfaction 0.140 0.331 0.240 0.128
revisit 0,050 0.21 0.289 0,050 0,502
Indirect effect 0.070 0.166 0.121 0.064 -
Total effect Lo (498 0.331 0,240 0,128 -
satisfaction
Revisit 0.120 0.377 0.410 0.069 0.502

O] 7|t d S SRk Afjolg- Sjatell HH(+)9] ke mlE
Zolefol A A1 9] 7]t Aol SJapte] Aw
A== 0.211(p<0. DE 9] HefE Holal glom] FA 2o
E 5ot o= GJAf o]L]o] om AUl ] Vs HE
ol =24E AERES A2 &, Aste] 2w
Ach= oAt 32 onfsh & 7S e Qi)

Al A 7HE (r3) AETHE Al Z1&H] 4=2o] gef4]
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= 0,052 FHY] IAE B o FAHORE (2514
Aokt ol UEHE AlseArt Amdaprt Helshhal
A Bl A|hE oS Afolg-at A} Qlrk= oufi= of
U, AETE AlsH|go] arto|Bg A|ukolwr | At
el Afolhirh= 7| gt 2mH]8-9f ghef4 o]
o] 2 ok nIRITaL & 4 Qlok, w2 7S V)71
et

ORAERO 2 QIEREE SHA} hEte= BRRLO] AolE- oAl
A9 gk v Zlolet gz 7)o A et TS
o} Aolg QJARe] HRAGE 0.502(p(0.001) H(+)2] B
£ Holom SAHCE [osioltt ol UEUE Aladt
ARO] HES 7L =545 Aol§ oA} Stk A& &Jvlst
] o] 7HAdL A= Qi)

o
sHH QJZE Al&EA7) QA|ER= oAte] 7]&eHEA

[eB)

ARelle] sl i, Shela ARn) S, AR 9
2o TS Qolo] YETE Ajolg- 2Atof| u|x|= gk
& Aol TR Uro] A uotet 8] Ajo]
& ool ul A AAl wik B} wko] 7 ),
ﬂﬂﬂ A&H] 2, A[RIZ Y 71E024, GAre] 7lad
=24 x]g__x%x} Zeo|9it) 7 avls 2akels A9 aiab
A T, Gl 5] 5, AI0Ie) 71
w4, A&H 2, A 7e e ¢°l‘zil‘+ utebA
ZTE $1x}9) Zﬁol%%% =ol7] ffsie ek Alm Y

12

A2 BIFES o]t Flo] Rolurks Fastu), gl
Az 7 A EATAS E 5 9 4

He] 5ol KET(Table 6).

H o QEREE A% F SR njXk EuE
At} I FARUE AR 940) WS Aol
Sl vl ol eIt

%

wA) S 9ol QRS mA aole Sely A s

JRIelele] 7|EAA, elkfe] F] e R AR 4
HalA 407 SolEr) = oAke} 2|Yold o] 7)&HE
o] Ho5E AMRo] £S5% el ey Az
FRUSE JEUE AFAS| WL Ron] FAH0
sojsldont AR Axtel Helge B4R §o5)
IRl Erotal ko] R s flsiA 7t
2.3 .9lo] QAfel AleqlE o] Vlarl a/lolv
E ]_.,jluljlo] }o] e /k)]-o}uq z;l—g]x_jod XJEH]
T Taek 890%S Felskint. Aol e A
i oJrfot X k9| ALY AR folo] QhERkE gk
W] 2] BAE 2 sg o JEHE A&

T

0o o §2 Hu
ki oly ;§ o F
rﬂi —ﬁ

Oko



Z00% - QM- ASH / 2ZUHA IHZ 0|F X|at
o] el 2] 2Tejate] Al4selat 2 @u|go] 7k 2
sk A 71%01 ﬂuu akeict.

dejl o Al ST ] 71 2
51‘1% old golo E3| XT}¢JAIAL] o
Ao Bt glom”, Aakejaate]
gt 71di7F Al pejAfel] et 7t et 52 2O LERt

A b whe] 0 GRS AHek ek, ol

Hpolate] Aol AT W AREAG} Biol
A} o27lae) AL A A7IE BT 201012 o
ol Qo ARIIAe] ZIaEAe] 9 v

= \
5 =

3} Ao 1
e 2 ATea Fatolrte) 714

ks ols} 30502 s

B aQlHAo] 7| AR} Fel g4z 2l
ol vl ”"41%13?—& Hlgo] A YR ok 9k ), ol

oJAte] Z1E A 0] Fagt aQloAvt HE Hlgo]
ﬂlﬁom*ﬂ F717E A sl x9ele] 53] |2k
RALSE 55 Al7ko] WAL U X3} o] 7]l Az 9

ARE HIAShs Almagol Zrofdtel whel ghaEol ﬁ%%“ﬁ
STk el FEE A mAAL Qi S5 Y
FHE 2|81 Apefare] Al ofye} JETHES] %Xl v
27h Fastez 23} 24019 ofdhe Tof A 5
Qsfrtal gicto] Foh
Fhe 2 ool Al 2wk Aol QAL Z1Eal Aol
& QAtoll kS vlAlE 88ks AT At Ajolgol| Jgk
& R 2012 Bk} v, AUele] 7L, 9
AzH| 52 T80 i) V|EHBAT ARAR R0
vehgrh, 3] WRAa 5 TeAAe] Helurks
el Hel ARl g 23 ojale} Auie] 7jEHEA0]
A HH ozt aglo] Afolg- ofafe wiAo] Qlth=
*l*}'fﬂi} s o] Aol& ofAfel H+)e] WAE
e o A] ofu] Bisixl URISHE ARdo]
g PAo)&- oAt kY] B
1,} oL oJatof eJekS mA|= @
ol kel 2| omritke ol
A Aol
H|20f ghEp- 11 Mg jRe 2y
A2 onshH Eoh 2R} A
A5 ol oAlGl= AL o}
Ok sfAlo] . A&
ARto] &g 0= Ao 27| he
Q012 sk 2 «lﬂlﬂ
HAo}; A mok=
el A3} o 7| 61‘918

5_.

P
o

N
N
rlr

AL 1k
]

é‘

A
_i.
Ool

'

-
r_L4
Bn)

&l
oA

o o i
H‘U HJ[O og; L
o S 2
of u
[ﬁ % 2
lr‘ re i:ﬂ. r
-4
r

oS

Ul
aul
mr

r
1

r
4[1
x r&“

ih)
Hl

s
=

tlo

o
N
i
i
s

18 e

=2
ol
——

=
BN
o
e
o
=

mo_n;%

AERE

oF [ ok

FoE

b oz

O

2

gl
ﬁr

Lr

)

W e > o 1o

Buigiu)

00|

[

A

2~

2L

2ET THOIE QAL OjxlE FERR 2 229

LIE /\}aoglﬂ 51 Of]ookﬂjhg_ 371] HiL /\13]/\
At oz 7| Aol Sfatel] miA|

FAef ol HgA=

il
oo o
il
A
(m
rﬂ
I

o X
=iz

W] ]
ol G
e
o el 7|24 S
A3k Utk ol 9l 2 ol s
A, A9, 2131 Al ) Ak welel B 250
o m sglon 2rskE ARAS olgsle] AR 44
ston of 4Rg olgatel FHATERYE 2§41

UETHE 2PAp] ThEIo) Ajolg- QAL oo & n|Al=
FFagle sk

& et AvkE el vt g

HEUE A9 F85Eo] S Amtsed] 344
ol FFe AL ey FheES ekl e 2
SH I R8UEE FAAR ol 2 Sl el
UESHE Azo] Fheait @2k Aold ool o]
A AR 5, AR A€ 7erlwd 5ol S
Aoz ofnj7p glow ArAA} 5of 8RlE2 USTE A
L] Aol QAfel FA A oE Heldo] e B

o}, vpA o QlEwle *1§ﬂ7<}~°4 RS o] Ao
& o] 2] ke v Aow vEplt,
[okEl, ABTE AETA WS A agle
sha| o] ARH| 522 oz} ojgz|Yelgo] 7|4 A
JOID%, o],ﬂ 3_0]50] EEX%OE T,]—E]E]
sl Aabg ek 4o e, Qs
= oA 43, OB AN 2] ZEx|914] 1
i]ﬂ/ﬂﬂli vhET} Afol§ ojalete] Wk HeAol
B2 TRORRE A2 MERe s A3 o] g-2hate)
S #ole bl =9 stojof & 74014
AL SN QJBTE A&
AL} i ojwet JE vIA=AE

E‘

.
N

o

;(_)‘ O_>|:
olrt

hde
&

>
1t
—|—‘ N

F

N xo ® (m 4y fo oo
e v jo &



230 J Korean Soc Dent Hyg 2013 ; 13(2) : 221-230
A QBRIES Ak At el Gl Eve
Al vl ol 2210] 555118 ol ek
oefek ShIEE Faf Aolg 2AkE Alarsfiof e ol
4 w1 ) ASIIR: 4014 A9l Sjol 2
gitt,
o

1, Yoo EM, Shim HJ. A relationship between dentistry consumers’
knowledge and expectation of dental implants, J Dent Hyg Sci
2010; 10(4): 219-225.

2. Chung SY, Cho JH, Lee KB, et al, Structural equation modeling
for association between patient satisfaction and quality of life
after implants surgery. J Korean Acad Prosthet 2011; 49(4):
291-299.

. Cibirka RM, Razzoog M, Lang BR,. Critical evaluation of patient
responses to dental implant therapy, J Prosthet Dent 1997; 78:(6):
574-581.

4, Lee HJ, A study on the satisfaction with the dental services of

the implant dental

hospital[Master s thesis]. Daegu: Univ, of Catholic, 2005,
Heydecke G, Boudris P, Awad MA, et al. Within—subject

implant

w

treatment  patients  visiting the

t

comparisons of maxillary fixed and removable
prostheses: patient satisfaction and choice of prosthesis, Clin
Oral Implants Res 2003; 14(1): 125—130,

6. Leles CR, Ferreira NP, Vieira AH, et al. Factors influencing
edentulous patients preferences for prosthodontic treatment, J
Oral Rehabil 2011; 38(5): 333-339.

Carlsson GE, Dental occlusion: modern concepts and their

=~

application in implant prosthodontics, Odontology 2009; 97:
8-17.

8. Pommer B, Zechner W, Watzak G, et al. Progress and trends in
patients mindset on dental implants, I:

satisfaction, Clin Oral

implant acceptance,

patient—perceived costs and patient

Implants Res 2011; 22(1): 106-12.

Vermylen K, Collaert B, Lindén U, et al, Patient satisfaction and

quality of single—tooth restorations, Clin Oral Implants Res 2003;

14: 119124,

10, Lee KA, An analysis of hospital selection factors and patient
satisfaction improvement[Master s thesis]. Gachon: Univ, of
Gachon, 2006,

11, Kim YH, A study on the factors impacting on the dental service

©

satisfaction of dental implanted patients[Master s thesis],
Seoul: Univ, f Dankook, 2010,

12. Chung JY, impacting on the satisfaction of implanted patients in
Daegu and Kyungpook areas[Master’ s thesis|. Daegu: Univ, of
Yeungnam, 2005,

14.

15,

16,

17,

18,

19,

20.

2L

22.

Han MS, Influence of the quality of dental care service to

customer satisfaction service value, and purchase
intention[Doctor’ s thesis]. Daejeon: Univ, of Chungnam, 2008,
Park YD, Factors of the quality of dental care service upon
intention to revisit [Doctor’ s thesis]. Daegu: Univ. of Daegu
Haany, 2011,

Chung SY, Cho JH, Cho CH, et al, Factors associated with
patient satisfaction and decision to get implant surgery. J
Korean Acad Oral Health 2011; 35(2): 179-186.

Bagozzi R, Yi Y. On the Evaluation of structural equation
models, J Acad Market Sci 1988; 16(1): 74-94,

Lee HN, Shim HS, Kim GY. Association of quality of dental care
service on the level of patient satisfaction, J Korean Acad Dental
Hyg Educ 2011; 11(3): 383393,

Han JH, The analysis of factors related with dental hygienists
affecting patient satisfaction and loyalty|Master s thesis],
Kimhae: Univ, of Inje, 2002,

Cronin JJ, Tayor SA. SERVPERF versus SERVQUAL:
reconciling performance—based and perceptions—minus—
expectation measurement of service quality. Journal of
maketing 1994; 58! 125—131.

Cho HJ. An empirical study on the relationships of service
quality, customer satisfaction and its influencing variables in
medical service area, Korean J Hosp Manag 1999; 4(1): 178—186.
Chang YL, Jung YS, Kim KH, Study on structural relationship
of medical information quality, wusability, attitude and
satisfaction of hospital web site according to medical examination
and treatment subjects, J Inf Process Syst 2010; 19(1): 3561,
Kang YJ, Oral health knowledge and oral hygiene care among
som orthodontic patients, J Korean Soc Dent Hyg 2012; 12(5):

1059-1069.



