Original Article

JCMCTA 2018 ;29 (2) : 28-34

SATISFACTION LEVEL AMONG PATIENTS ATTENDING THE
DENTAL OUT-PATIENT DEPARTMENT TOWARD RENDERED
DENTAL HEALTH SERVICES

Farina Rahman!® Afroza Hoque> Mehrunnissa Khanom® Abu Rushd Md Mashrur®
Md. Amir Hossain> Md Muslim Uddin Sabuj® Md Akram Pervez Chowdhury’

Abstract

Background: Patient satisfaction with dental
care is an important aspect of the quality of
care both in dental hospitals and academic
institutions. This study highlighted the area of
patients’ satisfaction level at institutional level
with available treatment facilities. The objec-
tive of the study was to assess the patients’
satisfaction level attending at the dental out-
patient department toward dental health
services rendered at an academic institution.
Materials and methods: This cross-sectional
type of observational study was conducted in
Dental Unit, Chattogram Medical College,
Chattogram from January 2018- June
2018.All together 100 physically and mental-
ly sound adult patients (Visited more than
once] who gave consent were interviewed
throughout the process at out- patients de-
partment using 7-item closed ended ques-
tionnaire which included socio-demographic
details, appointment schedule, technical com-
petency of dental services, hospital adminis-
trative efficiency, hospital set-up environment,
dentist- patient interaction and cost-effective-
ness by using “Likert Scale”. The data were an-
alyzed using Statistical Package for Social
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Science (SPSS version 20) which converted to
descriptive and inferential statistics and chi
square test also done to see the association.
Results: Among 100 adult patients 46% were
male, 54% were female, 38% belonged to 26-
40 years age group and 9% were over 55
years. Patients with less than graduate or
bachelor degree were more satisfied with
dental health services (p=0.000) on the mean
satisfaction measures by educational level
and mean satisfaction score by educational
level, on treatment offered was not painful
was 2.16 .800 and mean score of satisfaction
on dental instruments used were sterilized
was 2.48 1.078. Satisfaction with the dentists’
performances showed 34% female were very
satisfied regarding offered treatment was not
painful, followed by dental assistance services
35% female respondents were very satisfied
on dental staff's friendliness. Hospital setup
and administrative efficiency were followed
respectively. On the other hand, 17% male re-
spondents were very satisfied with cost of the
treatment. Conclusion: Nevertheless, majori-
ty of the patients were satisfied with Dentist-
Patient interaction, technical competency,
hospital setup and environment, hospital ad-
ministrative efficiency and cost effectiveness
of dental services with additional room of im-
provements with hospital setup and environ-
ment are needed.
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Introduction

Satisfaction is usually a broad term in qualitative
perspective. It is easy to understand but diffi-
cult to define, however patient satisfaction has
been defined by Kegan -the patient satisfaction
reflect the total experience of health care. Sat-
isfaction involves intellectual, emotional, psycho-
logical factor and previous experience, expectation
of the patient. Again Kotler defined satisfaction
asa person's feeling of pleasure or disappointment
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resulting from comparing a product's perceived
performance or outcome, in relation to his or her
expectations'. And success of an oral health serv-
ice can be assessed by the degree of satisfaction of
its patients. Satisfaction depends on persons atti-
tude towards the facility, meeting up with the ex-
pectations with psychosocial factors. Since, the
health care industry is undergoing a rapid trans-
formation to meet the ever-increasing needs and
demands of its patient population so, selection of
dental clinics or dental hospitals for their treat-
ment is based on accessibility, convenience and
affordability. As a result, hospitals are shifting
from viewing patients as uneducated and with lit-
tle health care choice, to recognise that the edu-
cated consumer has many service demands and
health care choices available!'-. Quality of health
sector is now-a-days a burning issue in the devel-
oping country. Consumers need to be better in-
formed about what is good and bad for their
health, why not all of their expectations can be
met, and that they have rights which all providers
should respect*. In order to ensure the quality of
dental services the WHO recommended dentistto-
population ratio is 1:7500, whereas in India, den-
tiststopopulation ratio was 1:300,000 in the
1960’s, which stands at 1:10,000 today®*. As a re-
sult, sometimes it is hard to meet up with patients’
satisfaction. While most dental clinics help to
solve the dental problems of patients, dental
teaching hospital and allied hospitals are preferred
choice for comprehensive dental treatments due to
their reputation, affordability and professional
competency of the clinicians®. Fulfilment of pa-
tients expectation and demands as well as posi-
tive assurance, good responses to patient can re-
solve confusions and doubts of the patient. It pro-
vides better satisfaction and result in a future re-
turn of the patients to receive subsequent good
quality of treatment.

The role of dental specialists is important to
improve the quality of dental service and to
increase patients’ satisfaction level, willingness to
use the service once again, and to refer the service
to others®>. As a teaching institution, dental
hospitals alongside with colleges usually strive to
find a balance between meeting the needs of both
patients and students.So sometimes patients are
dissatisfied due to unable to understand the
explanation of treatment option provided by
dental students.

29

JCMCTA 2018 ; 29 (2) : 28-34

Patient satisfaction with dental care is an important
aspect of the quality of care and will influence the
future utilization of service?. On the other hand,
cost of the dental services are more expensive in
dental clinics compared to the academic institu-
tions. Dental appointments are almost always fully
booked and the usual waiting time to get an ap-
pointment for treatment depends on each patient’s
case. Patients with acute problems can, however,
make an emergency appointment and are seen on
the same day. Dentist—patient interactions during a
consultation, including cognitive and emotional as-
pects, have been demonstrated to affect patient
compliance with clinical advice and follow-up vis-
its”. As satisfaction is a multidimensional concept
and it influences compliance, and better compli-
ance means healthier (And less costly) patients in
the long term, then perhaps the most effective way
to improve compliance for younger patients is to
increase their general satisfaction with the dental
practice® . The objective of the study was to assess
the patients’ satisfaction level attending at the den-
tal out-patient department toward dental health
services rendered at an academic institution. Fur-
thermore, to assess the patients’ satisfaction with
dental health care services regarding behavioural
factor on the basis of dentist-patient interaction, re-
garding service related factor on the basis of ap-
pointment schedule, technical competency, hospital
administrative efficiency, regarding environment
related factor on the basis of hospital setup and re-
garding cost related factor on the basis of cost.

Materials and methods

A cross-sectional type of observational study was
conducted in January 2018 in Dental Unit, Chatto-
gram Medical College,Chattogram. All together
100 adult patients interviewed. Inclusion criteria
were age of 18 years and above, who had visited
the hospital at the time of the study, visited more
than once and patients who were willing to partici-
pate in the study. On the contrary accompanying
visitors, with patients, first time patients, <18 years
of age patients, mentally challenged and physically
handicapped patients and patients who did not give
consent to participate in the study were excluded.
Convenience sampling technique was followed for
the resource (Time, availability manpower and finan-
cial) constraints and presumed higher response rate
with convenience sampling technique. The research
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instrument is self- administered questionnaire,
divided into two parts, developed by systematic
literature review. The first part of the question-
naire contained questions relating to socio-demo-
graphic information about the patients, the second
part was designed to measure the patients’ percep-
tion, satisfaction and expectation in terms of doc-
tor- patient interaction, technical competency,
clinical setup or environment and cost effective-
ness. The questionnaire was designed in English
and translated into national language, Bengali and
then again translated back into English to ensure
that the meaning of the questions stayed the same.
In order to scoring the answers a unipolar “Likert
Scale” was used to complete the questionnaire. A
pilot study was conducted on 10 patients (Not in-
cluded as study subjects) to pre-test the data col-
lecting methods and the questionnaire; some of
the sentences were rephrased after the pilot study.
Reliability of questionnaire was tested using
Cronbach’s Alpha test and it measured the internal
consistency of set of variables. And reliability of
questionnaire scale was found coefficient of 0.74
or higher indicated good to excellent internal con-
sistency as recommended by George and Mal-
lery8. Also criterion validity of the questionnaire
was evaluated by the research experts. And then
the final questionnaire was administered to the
target sample through previously oriented data
collectors (Intern doctors) on site. This research
protocol was approved by the ethical committee
of Chattogram Medical College.

After taking consent, the participants were invited
to complete a questionnaire and their opinion
about the wording of that version was recorded.
Thepatients were interviewed at the entry point of
the hospital premises as the waiting time is usual-
ly prolong. The data was collected by 10 previ-
ously oriented volunteers. The responses of partic-
ipants were analyzed on a Likert Scale and the
scale was coded as 1= extremely satisfied, 2= very
satisfied, 3= moderately satisfied, 4= partially sat-
isfied, 5= not satisfied.

Procedure
<
. Sample-100
(Follow-up patients Pre-test
as per {}
Data collection convenience) C
Fom e A
point of hospital L
premises Data collector-10 imprint)
previously oriented
@ volunteers

Data analysis
(SPSS Version 20)
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Results

A total of 100 adult patients were interviewed on
the month of May, 2018. All data were checked,
coded, verified and analyzed by using SPSS ver-
sion 20. The result revealed the patients’ satisfac-
tion level with dental health services regarding be-
havioral factor on the basis of dentist-patient inter-
action, regarding service related factor on the basis
of appointment schedule, technical competency,
hospital administrative efficiency, regarding envi-
ronment related factor on the basis of hospital setup
and regarding cost related factor on the basis of
cost efficiency. Among 100 respondents 46% were
male and 54% were female and 38% were belong
to 26-40 years of age group, 29% were 18-25 years
of age and only 9% were over 55 years of age.
Study findings also revealed that 26% of the re-
spondents were graduate, 21% were in H.S.C level,
25% were in primary level and only 3% respond-
ents were verified as illiterate. In relation to the ed-
ucational background of the respondents 33% were
housewives, 26% were service holder (23% service
holders were male), 19% were students (19.6%
were male students) and only 9% were business-
man. Based on the occupation 64% of the respond-
ents’ family income were 10,000-20,000 BDT, 23%
of the respondents’ family income were 21,000-
30,000 BDT and 13% respondents’ family income
were over 30,000 BDT. Patients’ satisfaction level
with dental health services regarding cost-effective-
ness part out of 100 respondents 16% were ex-
tremely satisfied, 29% were very satisfied with cost
of the treatment and 3% were not satisfied with the
cost of the treatment.

Row

M Treatment offered is not painful

m Dental instrument used were sterilized
604 F Dental staffs were friendly

F Thorough dental examination

M Received good quality of treatment

Extremely Very satisfied Moderately  Partially ~ Not satisfied
satisfied satisfied satisfie
Technical competency of Dental service

Fig 1 : Patients’ satisfaction regarding technical
competency of dental service
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Fig-1 revealed the study findings that among 100
respondents 25% were extremely satisfied with
receiving good quality of treatment, 62% were
very satisfied that offered treatment was not
painful and only 6% were not satisfied with
sterilization of dental instruments used during
treatment procedure.

Table I : Patients’ satisfaction on Dentist- Patients
interaction

Dentist-patients Extremely Very ~ Moderately Partialy ~ Not

Interaction satisfied  satisfied satisfied ~~ satisfied  satisfied

Dental staff did
not talk with each
other while

providing treatment 17.0%

42.0%

TL0%
470%

0%
9.0%

40%
20%

1.0%

Dentist was friendly 0.0%
Dentist explained the
procedures before

start of treatment B0%  54.0% 11.0%

9.0% 30%

Dentist gave advices

after treatment 20%  49.0% 14.0% 6.0% 40%

Dentist facial’s
expression was
cheerful withasmile — 36.0%  57.0% 6.0%

1.0% 0.0%

Dentist did not
criticize oral
condition or
compared others
Dentist did not
ask personal
Question during
offering care

B0%  700% 0% 0.0% 0.0%

340%  61.0% 5.0% 0.0% 0.0%

Do not oblige to
receive dental

care by a student B0%  540% 10.0% 10% 1.0%

Table I indicated out of 100 respondents 42%
were extremely satisfied that dentist was friendly,
49% were very satisfied that dentist gave advice
after treatment, 54% were very satisfied that they
did not oblige to receive dental care by a student
and 70% of the respondents were very satisfied
that dentist did not criticize oral condition or com-
pared with others. And according to chi square
test there was a significant association between
gender and dentist facial’s expression was cheer-
ful at the level of 5% significant level.
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Table II: Patients’ satisfaction on Hospital admin-
istrative efficiency

Hospital administrative ~ Extremely Very ~ Moderately Partially  Not

efficiency satisfied satisfied  satisfied ~satisfied satisfied
Working hours of the

hospital were

suitable for me 140% 40%  200% 180%  3.0%
Did not wait for

long time to have

an appointment 8.0%  47.0% 17.0%  150% 13.0%
Short waiting time

to get the treatment 0.0%  48.0% 190%  150% 12.0%
Complete dental

treatment 180% 430%  190% 13.0% 7.0%

Table II indicated out of 100 respondents 47% were
very satisfied that they did not have to wait long
time to have an appointment, 44% were very satis-
fied on working hours of hospital and 18% were
extremely satisfied that they received a complete
dental treatment.

Table III: Mean satisfaction measures by educa-
tion level

Mean satisfaction

measures by

education level n Mean Std. Deviation p

Received reminder

each of my

appointment primary 25 252 83 014
$S.C 3 230 1105
HS.C 2 2581
Graduate 26 246 1208
others 2 450 07
illiterate 3 200000
Total 100 248 1030

Treatment offered is

not painful primary 25 216 800 017
SS.C PA) 209 1.083
HS.C 2 205 59
Graduate 26 200 800
others 2 200 .000
illiterate 3 167 577
Total 100 206 814

Dental instrument used

were sterilized primary 25 244768 017
8S.C 3 209 9%
HS.C 2 248 1078
Graduate 26 296 1183
others 2 350 707
illiterate 3 267 LI5S
Total 100 253 1.049
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Comfortable waiting area ~ primary 25 284 987 026
$S.C 3 343 945
HSC 21 333 1.065
Graduate 26 369 98
others 2 350 07
illiterate 3 300000
Total 100 33 9%

Table III indicated patients with less than graduate
or bachelor degree were more satisfied with dental
health services (p=0.000). And the mean satisfac-
tion score by educational level, on treatment of-
fered was not painful was 2.16£.800 and mean
score of satisfaction on dental instruments used
were sterilized was 2.48+1.078.

Table IV : Overall satisfaction based on gender

Gender of the respondents

Male Female

Appointment secretary

was polite and helpful Extremely satisfied 5.0% 8.0%
Very satisfied 24.0% 33.0%
Voderately satisfied 12.0% 6.0%
Partially satisfied 4.0% 3.0%
Not satisfied 1.0% 4.0%

Treatment offered is

not painful Extremely satisfied 8.0% 12.0%
Very satisfied 28.0% 34.0%
Moderately satisfied 8.0% 4.0%
Partially satisfied 20% 20%
Not satisfied 0.0% 20%

Dental staffs were

friendly Extremely satisfied 5.0% 3.0%
Very satisfied 29.0% 35.0%
Moderately satisfied 10.0% 9.0%
Partially satisfied 1.0% 3.0%
Not satisfied 1.0% 40%

Received good quality

of treatment Extremely satisfied 8.0% 17.0%
Very satisfied 18.0% 2.0%
Moderately satisfied 13.0% 9.0%
Partially satisfied 5.0% 7.0%
Not satisfied 2.0% 0.0%

Dentist was friendly Extremely satisfied 18.0% 24.0%
Very satisfied 23.0% 24.0%
Moderately satisfied 5.0% 4.0%
Partially satisfied 0.0% 20%
Not satisfied 0.0% 0.0%

Satisfaction level with

cost of the treatment Extremely satisfied 8.0% 8.0%
Very satisfied 17.0% 12.0%
Moderately satisfied 13.0% 2.0%
Partially satisfied 6.0% 10.0%
Not satisfied 20% 1.0%
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Table IV indicated among 100 respondents female
were more satisfied with dental services than male
yet, internal differences were observed. Satisfaction
with the dentists’ performances was highest, 34%
female were very satisfied regarding offered treat-
ment was not painful, followed by dental assistance
services 35% female respondents were very satis-
fied on dental staff’s friendliness. Hospital setup
and administrative efficiency were followed respec-
tively. On the other hand, 17% male respondents
were very satisfied with cost of the treatment.

Discussion

Quality with care is the new “theme” of the modern
health care delivery services. This study was con-
ducted to assess the patients’ satisfaction level at-
tending at the dental out-patient department toward
dental health services rendered at Dental Unit,
Chattogram Medical College. Moreover, this study
was attempted to quantify the dental health services
of the patients upon follow up and to correlate it
with their levels of satisfaction. The present study
findings revealed that out of 100 respondents 46%
were male and 54% were female; 38% belonged to
26-40 years of age group, 29% to 8-25 years and
only 9% over 55 years. Similarly, previous study
conducted in King Saud University, Riyadh, Saudi
Arabia revealed that the age of the participating pa-
tients is 19-72years’. Not only dental treatment re-
quirements vary between age groups but also in
their educational and satisfaction level. For in-
stance, present study findings revealed that re-
spondents with less than graduate or bachelor de-
gree were more satisfied with dental health services
(p=0.000).

Present study findings also showed that 26% of the
respondents were graduate whereas only 3% were
illiterate attended at out-patient department at
CMC, Dental Unite. Also, most of the graduates
were service holders and belong to income group
10,000-20,000BDT.

On the basis of Dentist-Patients interaction, present
study findings showed that out of 100 respondents
42% were extremely satisfied with the friendly na-
ture of the dentist, almost 70% were very satisfied
that dentist did not criticize oral condition or com-
pared with others. Present study also showed 54%
were very satisfied that they were not oblige to re-
ceive dental treatment by a student. About 54%
were very satisfied that dentist explained the proce-
dure prior to the treatment and 36% were extremely
satisfied about dentist’s cheerful facial expression.
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And according to chi square test there was a
strong relationship between gender and dentist fa-
cial’s expression was cheerful at the level of 5%
significant level.

Likely, similar study findings conducted in Rajas-
than, India, shows (64.3%) of the respondent
states that dentist facial’s expression is cheerful
with smile and (69.7%) states that dentist explain
the procedure before start of the treatment'!. Ap-
propriate communication is one of the key ele-
ments expected to be achieved patient satisfaction
and motivated them to proceed for their treatment.
Provision of good dental treatment requires
knowledge and technical skills in addition to the
ability to communicate effectively with patients.
Over and above the actual dental treatment, effec-
tive two way communication, handling emotional
sensitivity of patients’.

Consecutively, patients’ satisfaction based on hos-
pital administrative efficiency present study find-
ings indicated out of 100 respondents 47% were
very satisfied that they did not have to wait long
time to have an appointment, 48% were very sat-
isfied to get short waiting time for treatment44%
were very satisfied on working hours of hospital
and 18% were extremely satisfied that they re-
ceived a complete dental treatment.

Meanwhile, present study findings expressed pa-
tients’ mean satisfaction score by educational lev-
el was, patients with less than graduate or bache-
lor degree were more satisfied with dental health
services (p=0.000). And the mean score of satis-
faction by educational level on treatment offered
was not painful was 2.16 +.800 and mean score of
satisfaction on dental instruments used were steri-
lized was 2.48 £1.078.

Patients’ overall satisfaction means gross satisfac-
tion from appointment schedule to technical com-
petency to hospital administrative efficiency to
hospital setup and environment to cost effective-
ness. And present study findings showed the pa-
tients’ overall satisfaction on the basis of gender.
Although there is no signi cant differences ob-
served between the satisfaction score and back-
ground variables (Sex and age) of the patients in
the previous study conducted in Ajman Universi-
ty, United Arab Emirates®. Cost of the treatment
showed more male satisfaction rate, this was due
to financial solvency. Most of the female respond-
ents of the present study were housewives so, they
find cost of the treatment slightly higher in com-
parison with the male respondents who were ei-
ther service holders or businessmen.
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Conclusion

As long as our patients are unhappy about the ex-
planation of treatment options, ease of rendering
dental health care, the importance of establishing
social relationship and verbal communication
should be strongly emphasized. Hence, it could be
concluded that overall patients’ satisfaction from
the present study based on gender, female respond-
ents were more satisfied than male respondents ex-
cept in cost of the treatment. Satisfaction with the
dentists’ performances showed 34% female were
very satisfied regarding offered treatment was not
painful, followed by dental assistance services 35%
female respondents were very satisfied on dental
staff’s friendliness. Hospital setup and administra-
tive efficiency were followed respectively. On the
other hand, 17% male respondents were very satis-
fied with cost of the treatment. Mean satisfaction
score by educational level was also observed. For
instance, patients’ mean satisfaction score by edu-
cational level was, patients with less than graduate
or bachelor degree were more satisfied with dental
health services (p=0.000). And the mean score of
satisfaction by educational level on treatment of-
fered was not painful was 2.16+.800 and mean
score of satisfaction on dental instruments used
were sterilized was 2.48+1.078.

Recommendation

Evaluation of patients’ satisfaction should be part
and parcel for ensuring quality dental health
services followed by measures to reduce or
eliminate any source of dissatisfaction.
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