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ABSTRACT

Objectives: The objective of study is to investigate the influence of service and value quality satisfaction on revisit intention in
orthodontic patients.

Methods: A self-reported questionnaire was filled out by 230 orthodontic patients in Seoul, Daejeon, and Cheongju from July 1 to
August 30, 2015. The contents of questionnaire included the general characteristics(6 item), quality of dental service(22 item),
value(4 item), revisit intention(3 item), and satisfaction(3 item). The research tools were modified and supplemented by Han using
Likert 5 points scale. Data were analyzed using SPSS 19.0 program.

Results: Quality of dental service was 3.88 points, value of dental service was 3.78 points, revisit intention was 4.06 points and
satisfaction of dental service was 4.02 points.

Conclusions: The quality of dental service was lower score than other scales. This results showed that it is necessary to increase the
satisfaction in service quality in the orthodontic patients.
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Table 1. Information of scales
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Scales N Mean SD Range Cronbach's o
Service quality 230 3.88 0.47 1~5 0.915
Tangibles 230 4.02 0.65 1~5 0.902
Reliability 230 4.06 0.63 1~5 0.903
Responsiveness 230 3.68 0.36 1~5 0.872
Assurance 230 3.93 0.67 1~5 0.847
Empathy 230 3.72 0.45 1~5 0915
Service value 230 3.78 0.77 1~5 0.853
Service satisfaction 230 4.02 0.69 1~5 0.884
Revisit intention 230 4.06 0.71 1~5 0.876




VAONYV Aem duo 10 189)-} Aq

0180 79¢€°0 9150 160 201°0 LLY0 *o:_?-m
YT 0F08°¢ 79°0FSS°€ LTOFO8'€E 0S°0FC6'E 81°0F00t 8TOFCY'E 9 139} pajoeduuy
S 0F99°¢ LL'OFISE 0F99°¢ SO'0FV6'€ L90OFI6°E I1S°0F08°¢ 8¢ Suroedg
Y7 O0F8L'E S9'0F60Y 9C0FPL'E SO0FCT v 08°0F00' 61 0FS6°¢E (313 9HQssoI)
0r'0FLI€ 6S°0FE]'E 6T0FS9°¢ SS0FE6'E 8C0F6L '€ 8C0F8L'E 6¢ uorsnyoxd 29 Surpmor) jusuean
6V’ 0FILE LY0FL6'E 8€0FCLE L9'0F60Y €O0FIT Y 6V 0FC6'¢ IL uorsnnoid dnuopoy}o
P OFIL'E 89°0Fr6'¢ SE0FE9E O0F1LY 09°0FS Ty 9" 0FE6'E 129 Surpmor) 10} uoseay]
0100 L£90°0 €610 LY0°0 €00 6100 Jonea-d
8 0F99°¢ 0L°0F98°¢ LEOFLI'E 89°0F66°¢ IL°0FS6°¢E 1S°0FESE 9¢l snui 0¢ = SId [ejusp
LEOFISE 19°0FE0° Y YE€0F0LE ¥S 0TIy CSOFET Y 8C0FLO'E 76 <seomui O¢ Jo paxmbar owr,
0LT°0 £00°0 805°0 0000 000°0 200°0 Jonpea-d
rO0FLI'E LSOFIL'E LEOFI9E [S°0F88°¢ IS'0FI8E 8C€0FIL'E 8 [48S jusunean
I OFSL'E 0L 0FE0Y SE0F69°E LY0OFILY 89°0Fr 1Y 0S°0FS6°¢ 871 <7l JNuUOPOYIo JO POLISd
611°0 [44N(] 9¢€0 £€Ce0 SI8°0 ¥CC0 Jonjea-d
7' 0F8L'E 19°0F10'Y T1€0FILE 6SOFIT Y LS OF0Y I7'0F€6'C 68 00€< (uom wory[Iu
9’ 0F89°¢ [L°0F88°¢ 8¢ 0F99°¢ S90FE0V 69°0FC0'y 0S°0FS8'¢ 84! <00¢ J1u) )awoou]
681°0 $9¢€°0 680 9%0°0 ILT0 €01°0 *os_?-m
0S°0F99°¢ IL°0FLSE 6€0F9°¢ I1L°0FE6°E SLOFE6'E S 0F08°€ 4] 0e<
WOFLE 99°0FS6'E YEOTOL'S 65 0FITY 09°0F90° €Y OFI6E 8yl <0¢ (s1e0K)08Y
Y10 €200 901°0 8100 100 €100 Jonrea-d
0’ 0FSL'E £€9°0F00't PEOFIL'E 8S0FELY 960701 v W OFr6'E 123! S[ewio]
7S°0F99°¢ €L0F6L'E 0’ 0F€9°¢ I1L°0FC6'E LL'OFLS'E PSOF8L'E 9L BIEAN Iopuah
Aypedwyg QouRINSSY ssauaAIsuodsay Aqeroy s9[qIdue], Aiend) N UOISIAI(] SONIS1IdoBIRYD)
ASFuean lun solsuBoeIeyd |eseuab 0} Buipiodde saleds Alilenb 8oIAJes 0 [pAeT g d10eL

LEE « 28 Slxlo loivlcBloly losidl¥is {rEia & FIRkvEle [clyBRT / siZIE -

el

K

oo
)
ol



VAONV Aem ouo 10 159)-) \5*

€S 0FECY LLOFELY $6'0FS8°€ S 309} pajoedu]
06'0FS9°€ SL'OFSLE 68°0F95°¢ 8¢ Suroedg
S90FYT Y Y9°0FCI Y G8'0FEY'€ €€ 9)1qss01)
S9°0F00 Y 89°0FS8'€ 69°0FCL'S 6¢ uorsnnoxd 29 Surpmor)
89°0FIT Y 690701 1L°0F86°€ 1L uoIsnuoIq jusuIyEd)
¥50°0 99°0F66°€ 880°0 €9°0700 LLYO YL'OFEY'E %9 Supmor) OUOPOY}HO IO UOSESY
LL'OF66'E ¥L'0796°€ ¥8°0FS9'€ 9¢1 sonuIu Of = oIuI[o [EJUdP
SLO0 19°0F911 811°0 09°0701 1000 19°0FL6'E 6 <somui (g Jo paxmbar o]
69°0F6'€ €9°0706'€ 9L°0F09°€ 8 > JusuIyEd)
€200 LOFPT Y 650°0 1L°0F80't 800°0 9L°0T88'€ 8yl = OUOPOYIIO JO POLId]
Y9 0FSTH £€9°0790'y 9L'0FSL'E 68 00€= (uom wory[I
¥ZI1o SLOF00Y 6610 TLOF66'E 056°0 8L0FSL'E |§4 <00€ Jup) )owodu]
6L 0FLOY LL'OF96'E 88°0F99°€ 8 0cs
006°0 89°0F90"¥ 1270 S9OFHO Y 910 TLOFES'E 8P 1 <0¢ (s1e0k)a8y
SO0FYI Y £9°0790'y 0L'0FI8'E ¥S1 )R
SS1°0 8°0F16°€ 16€°0 08°0FE6'E €100 68°0FCL'S 9L S[EN Iopusn
*QS~N>|Q GOEQBE_ Hm_>oﬁ *oﬂ:ﬁ\wna Goﬁomwmﬁ.mw *oﬂ:ﬁ\wua osﬁm\/ vowZom N :Oﬂmfﬁﬁ moﬁm_ho“omumao
dSFuesiN hun SOlISLBI0BIeYD [eJauab 0} BUIpIOdOE SBIEdS UOKUSIUL 1SIASL ‘UOIIORISIIES ‘BN[eA 8DIAJSS JO [oAST] g 9|gel

GE~62€ :(2)91 ‘9102 BAH 1SQ 005 UBSION [ o ZEE



AL, oEAH|IA A2 3.88F0|%aL, Y HE] S
4.027, A= 4064, ¥R 3.68%, A4S 3.93
A Ie 3 7280|glon, o AnA 7R= 3.784,
SEAH|A WREREL 4027, OEAHIA Aol g o=
4.063 0.2 UEPTi<Table 1>.

2, YHrMOl E4of| ME 2lzAH|A & +F

QArare] olibeel E4do] mE olmAuls A $78
e, Aol w2 ol Al A3} A7) SRR <ofzf 7}
B R, A F(p=0.013)T $84(p=0.012),
AZp=0.018), TAAP=0.023)& AR Z oI5t Hfo]
7} Q3ick. ol whe @Al A3k A s9IHEoA
304 vlRko] 7] Lherd, ALZ)4(p=0.046)0 A7t B
o= ot Aol7) T Y A5 B2 ojzAuls Az}
QA SI9IHEA 30071 o]4Fo] A LRtk AR
HES 770w ojgalu| A3} A slgHEolA 1279
ofsP 7k A e SlmAiuls H(p=0.002)7 $84)
(=0.000), ALZ}4(p=0.000), EF414(p=0.003)& EAH 07
Sofgt Aol7} Ik AT A 2RA710] T2 oz Au|A
A3} 7] S EAA S0 uRbo] ) UeRtT, ofA)
22 A(p=0.019), $84(p=0.043), A2 (p=0.047), T7A
(p-0010)2 EAH o2 Sofst 2jol7} itk WAAZ ol
of w2 omAuls A3} sl9Hwel SIS ol
) Ui, S19lMEe] ST AlEAE FAY, 1k AT
TAAE RO 27 A UrehTi<Table 2>

3. YErHQl E4of| M2 oz AMH|A JiX], 2=
THOIZ 2Ar =&

ol WE QeAuAs 7R, WEE, Aolg iks
ofzP oM Al UeRdaL, SmAEIA 7RR)(p=0.013)= &
AFoR frofet Aok Uitk Afo] mE omAul
7HA], RS 304 vk oA A LYEREIL AolE- 9

Table 4. Correlation among service quality, satisfaction, value,
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revisit intention

Scales 1 2 3 4 5 6 7 8 9
1 1
2 0.869" 1
3 0.919" 0.798" 1
4 0.631" 03917 0.513" 1
5 0.899" 0.723" 0.787" 0.466" 1
6 0.803" 0.583" 0.610" 0.520" 0.680" 1
7 0.678" 0.633" 0.651" 0.288" 0.635" 0.511" 1
8 0.751" 0.685" 0.699™ 0.386" 0.694" 0.586" 0.792" 1
9 0.659"™ 0.594" 0.604" 0.351" 0.643" 0.485" 0.701" 0.806" ‘1

“Correlation is significant at the 0.01 level(2-tailed).
1. quality 2. tangibles 3. reliability 4. responsiveness
8. satisfaction 9. revisit intention

5. assurance 6. empathy 7. value
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Table 5, Influencing factors of revist intention

Dependent variable Independent variable B SE I6} t p-value” VIF
Revisit intention (constant) 0.177 0.293 0.605 <0.001
Service quality 0.230 0.112 0.104 2.048 0.042 1.745
Service value 0.133 0.059 0.144 2.243 0.026 2.782
Service satisfaction 0.648 0.070 0.625 1.236 <0.001 3.045

R=0.666, #*=0.661, F = 110.274, Durbin - Watson 1.843

"by multiple regression analysis
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