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Table I. Sociodemographic characteristics of objects
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Gender Occupation
frequency percentage frequency percentage
male 456 582 student 145 185
female 328 418 under/postgraduate 244 31.1
sum 784 100.0 specialized occupation 59 7.5
independent enterprise 50 64
Marriage deskworker 51 6.5
frequency percentage public server 19 24
married 304 38.8 serviceperson 4 0.5
unmarried 480 612 teacher 17 22
sum 784 100.0 religious man 2 03
artist 4 0.5
Economic status housewife 158 202
frequency percentage unoccupied 15 19
very good 23 29 other 16 20
good 207 264 sum 784 100.0
nomal 467 59.6
poor 87 11.1
sum 784 100.0
Progressive treatment Chief complaint
frequency percentage frequency percentage
dental caries 145 185 dental caries 165 21.0
periodontal 57 73 periodontal 96 123
scaling 38 48 dental/maxillofacial pain 76 9.7
dental/maxillofacial pain 41 52 prophylaxis 12 1.5
prophylaxis 16 20 periodic check-up 37 47
periodic check-up 50 64 tooth whitening 17 22
tooth whitening 1 0.1 orthodontic 260 332
orthodontic 317 404 prosthetic 27 34
prosthodontic 18 23 denture 8 1.0
implant 24 31 implant 17 22
other 48 6.1 other 41 52
wisdom tooth 29 37 wisdom tooth 28 3.6
sum 784 100.0 sum 784 100.0
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Table II. Analysis of degree of reliance of each variables

classification service rating time factor rating medical knowledge rating external factor
item number 4 6 3 4
degree of reliance(Cronhach’ s alpha) *0.665 *0.615 *0.712 *0.678

*Cronbach’ s alpha < 0.60

Table III. Number of observations from interpolation of unmeasured values

Number of Observations Read 784
Number of Observations Used 775
Table IV. Answered results of overall degree of satisfaction
Response Profile
Ordered Value Total Frequency
Very much satisfied 1 134
Satisfied 2 447
Normal 3 146
Unsatisfied 4 44
Very much unsatisfied 5 4
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frot dA AERR e WEoRE BT uPA R 500 447
(332%)7} 7 Bska, 1 The o 2 25 X 221.0%)% 100
t}. o] 2 1A A o 2 Au B U837} ZCHTable D). 200
2. Az 24 200 13g 146
100 piviy 1
e 7 AES] Ay 2 Aol o #4 0
o] 739 | 2 H7}e] 47kx) GHEe] A2 w7} 0665, A e
7t A7t 6714] o] Al T} 0.712, & 8Fx] Al

7ke] 371A] 52 A1F 2710712, 9] A 2 40] 4714] &)
=) ﬂ:ﬂg} 0.678% 25 0.602 Fo] AlF =7} 9l
S THTable II).

o
o,
rE
i

9‘_1'4
3
o

bz M 1.11
o
o
el N
T
o i 1o -

m\n _\;

A ae 25 £ A0 dmios .

CHahx|opE:

Hi3(x| 20084 468 12

Fig. 1. Answered results of overall degree of sat-
isfaction.
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FUuEEe e vl g, ARFZUAE, W] EAASE A8se BARA L Ade. 42
AZEABAZY, AT A B RBEE R o AYASE 19 4R 29 Bed AN
o1g o & gick. ANHA MHER = ks wgked]  CHTuble V)
ulsh A PAR] e SRS 7] BhE 3 1ol
t ARE BN 71259 A ATH 54 9o 7. mAEMS E8t H|nihshE ol thet Mgl
3} o | A% HEET} AN W] GGL ) DEE(ESE)L Y FY whTie] ABm
AR B4 = oot les & Tk o =4 21t (Table VII)
6. MBS (SRS Zho] M| 24 Ao ALgE AWASE F T NER 15D
B, A, AEAT AFIH, AR A A, ol
Ao 22 S A TR BA) T = A = X5 E SHshe Wrs THAFEI Y
C AN HAAREFHP AN BT £ 9 o R ANA HEE)she] JBAAZ Hoh #H
3, 37 7ol Ato] AR = EAl7F A Tt o] w A Atk AREA Q] ol Mg W Zhzko] g
g3kl b4 (Multicollinearity)o] &2 gt} £ A Esked BE HEE2 pearson 7hol Al Fo] A
Table V. Degree of satisfication on specific service items
. N mean mode average deviation
valid unmeasured
Service system 778 6 2.08 2 0.746
Kindness 780 4 229 2 0.868
Explanation 778 6 1.81 1 0.901
Treatment fee 777 7 3.54 4 0.832
Preparatory hour 777 7 3.09 3 0.870
Waiting hour 778 6 343 4 0.876
Explanation of waiting hour 777 7 258 3 0.894
Single visit chair time 777 7 328 3 1.102
Reservation period 776 8 338 3 0.778
Reservation system 778 6 251 2 0.937
Emergency management 732 52 251 2 0.813
Experienced 778 6 2.06 2 0.831
Knowledge 776 8 1.98 2 0.847
Scale 784 0 1.87 2 0.703
Sterilization 784 0 1.86 2 0.753
Interior facilities 782 2 1.99 2 0.744
Parking 783 1 2.85 2 1.048
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Table VI. Analysis of correlation of explanatory variables

HO: observed value coefficient of Prob> | r ] to Rho=0)|

Serv-  Kindn-  Expla-  Treat- Prepara-  Wai-  Explan-  Treat- Reserva- Reserva- Mange- Experie- Knowl-  Scale  Steriliz-  Inte-  Park-
1ce ess  nation rr%ggt t%{lyr ﬁg]llgr a\%g I?gf lﬂl&rét ptgggd . yns(t)elrlm ment  nced edge ation f;lctl)lrl ) ng
hour ties
Service 1 049 046 019 02 026 019 017 020 035 025 037 038 027 023 027 017
Kindness 049 1 050 019 017 03 020 007 020 029 029 03 03 019 028 030 018
Explanation 046 050 1 015 017 026 016 007 023 03 025 03 0% 018 029 020 0.17
Treatment fee 019 019 016 1 04 019 013 008 019 014 016 005 008 005 009 014 0l
Preparatory hour 022 018 018 0.4 | 046 009 020 017 027 025 020 017 009 018 020 0l
Waiting hour 026 030 026 019 045 1 018 031 031 038 020 020 018 016 020 018 014
Explanation of
waiting hour 019 020 017 013 009 019 1 008 008 022 018 021 017 004 007 0Ol 0.11
Treatmenttime 016 007 007 008 019 031 007 1 0.11 017 005 0f1 008 008 008 004 001
Reservationperiod 019 020 023 018 016 031 007 0l 1 034 013 013 010 012 006 014 010
Reservation system 035 030 031 014 027 038 02 017 034 1 033 029 03 023 031 027 0
Management 025 029 025 015 025 021 018 005 013 033 1 037 03 028 035 028 02
Experienced 037 033 03 005 019 020 02 o0l 03 029 037 1 052 029 033 030 02
Knowledge 038 031 03 008 0l6 018 017 008 0.1 034 036 052 1 034 03 04 02
Scale 026 019 018 005 009 016 004 008 012 023 028 029 034 1 037 036 02
Sterilization 022 028 029 008 017 020 006 008 006 030 035 033 03 0¥ 1 054 029
Interior facilities 026 030 021 013 020 018 0l 004 014 026 028 030 024 03 04 1 037
Parking 017 018 017 010 ol 014 011 001 010 024 02 020 02 026 029 03 1

Table VII. Cross analysis results of overall satisfaction degree and categorized explanatory variables

Overall satisfaction degree

Pearson »*

Value Degree of freedom Probability of asymptotic significance
Gender 3.791 4 0435
Occupation 47.848 48 0479
Marriage 9.022 4 0.061
Living 1472 4 0.832
Social relations 12222 12 0428
Chief complaint 54974 48 0227
Progressive treatment 53.108 44 0.163
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Table VIII. Probit regression analysis of categorized variables and dependent variables

Effect Degree of freedom Wald Chi-Square Pr>Chisq (P-value)
Gender 1 0.0571 0.8111
Occupation 12 114921 0.4873
Marriage 1 2.1147 0.1459
Living 0.0003 0.9862
Social relations 3 7.0903 0.0691
Chief complaint 12 11.1102 0.5195
Progressive treatment 11 11.931 0.3689
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Table IX. Model selection results from stepwise options between explanatory variables

Effect Degree of Number Score Wald Pr>ChiSq
S Selection Removal freedom In Chi-Square Chi-Square (P-value)
1 Service system 1 1 229336 <.0001*
2 Discomfort relief 1 2 102.646 <.0001*
3 Kindness 1 3 54.5344 <.0001*
4 Knowledge 1 4 250189 <0001*
5 Sterilization 1 5 15411 <.0001*
6 Single visit chair time 1 6 12.7748 0.0004*
7 Explanation 1 7 10471 0.0012*
8 Reservation system 1 8 6.5733 0.0104*
9 Interior facilities 1 9 47164 0.0299*
10 Sterilization 1 8 3.0545 0.0805
*p<0.05
Table X. Effect of selected explanatory variables from stepwise selection on dependent variables
Parameter Degree of Estimate Standard Wald Pr>ChiSq
freedom Error Chi-Square (P-value)
Intercept 1 1 32647 0.2293 202.7852 <0001
Intercept 2 1 5.6772 0.2799 4114214 <.0001
Intercept 3 1 7.0457 0.3169 494.3718 <0001
Intercept 4 1 8.7668 04342 407.7041 <0001
Discomfort relief 1 -0.5574 0.0676 67.9082 <0001**
Service system 1 -0.4862 0.0747 42.409 <.0001**
Kindness 1 -0.3015 0.0633 22.6642 <0001**
Explanation 1 -0.1997 0.0586 11.6069 0.0007**
Single visit chair time 1 -0.1045 0.032 10.696 0.0011**
Reservation system 1 -0.1367 0.0521 6.8719 0.0088**
Knowledge 1 -0.2007 0.0587 11.6866 0.0006**
Interior facilities 1 -0.21 0.0629 11.1255 0.0009**
*¥p<0.01
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ORIGINAL ARTICLE

A study on the gratification of the patient
in the Dental Hospital

Min Young Kim, DDS, MSD, Keun Woo Lee, DDS, MSD, PhD,

Hong Suk Moon, DDS, MSD, PhD, Moon Kyu Chung, DDS, MSD, PhD
Department of Dentistry, Graduate School, Yonsei University

Statement of problem : Today s market economy has been changed more and more to consumer concerned. It is
owing to not only consumers’ rising standard of living and education, but also purchasers’ easy accessibilities to prod-
ucts through various mass media. The consumer centered market system, where customer can choose items with
diverse alternatives to satisfy their self esteem, is also applied to the field of medical business, and accelerated by an
increasing income level of shoppers and introducing the whole nations’ medical insurance system. Today, the medical
industry has become competitive due to increasing number of medical institutions and medical personnel, and this
offers wide choices to consumers in the medical market place. At this point of time, it is essential to survey on the pri-
mary factor of gratification for the patient in the Dental clinic, as well as on the problems and suggestions in medical
service. Purpose : The analysis in this study shows essential factors and expected influential elements in satisfaction of
the patient in the Dental Hopsital, and strategic suggestions for the provider of dental service, which can be of benefit
to the prospective customer as well as can make improvement in the quality of dental treatment service. Material and
method : This study had been researched by collecting and analyzing the organized questionnaires, which were filled in
directly from 784 patients, who visit Dental Hospital, Yonsei University in Seoul, from January 23rd to April 15th.
Result : It can be summarized like the followings. 1. The social and demographical peculiarities of respondents are as
follows. Samples of gender and marital status are adequately extracted, but data on occupation and treatment are are
under a bias toward students, undergraduates and graduate students, and orthodontics. 2. 74% of patients who answer
the questionnaire were highly satisfied with the service of dental clinic in the section of overall satisfaction. 3. The sur-
vey result about specific service of dental treatment, within sections of independent variables, is like the followings;
Patients are highly gratified with service system, kindness, explanation, explanation on expected waiting hours, reser-
vation system, emergency measures, expert treatment, existence of knowledge of dentistry, size of hospital, disinfec-
tion, equipment and parking, but lowly satisfied with expense of treatment, preparatory hours for treatment, waiting
hours, treatment hours and the period of subscription. 4. The correlation analysis showed that there is no significant
linear relationship between the independent variables. 5. The probit regression analysis showed that 8 out of 34 inde-
pendent variables explained the dependent variables at the level of 0.01. 6. It shows that 8 independent variables,
which can affect customers' satisfaction, are clearing up of inconvenience, service system, kindness, explanation,
treatment hours per attendance, reservation system, existence of knowledge of dentistry, and contentment of equip-
ment in the hospital. Conclusion : The consumer s satisfaction totally relies on subjective evaluations of customers.
Providing appropriate service, which can meet the criteria for the customer who demands various wares, pursues luxu-
ry goods, and expects high quality of medical service, is essential to fulfill patients’ satisfaction. Many medical institu-
tions do their best to satisfy their customer, touch their consumer, and offer patience centered services, and it is also
applied to the field of dentistry. Establishing brand new strategic managements and elevating the quality of dental ser-
vice based on this survey are required to improve the satisfaction of patience in the Dental Hospital.

Key words : Medical service, Patients” satisfaction
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