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3.2, X 2o LhASI e U UAHSH 3 4= 184%2 Uk WAZHH SlelA

A AAEC] AFAE AT e = P A5E M7 6582 AR UL
A& AR AFe <& 3> 2 fU3e 9, 2 9oz BAXNSE Mt 245%
£ 3~53)7} 295%. 6~108]7} 28.1%% 2,11 = B Aoz zA Hd

H 2. TAF Cj&Ae] lALE|EHY 8

HiE

N %
75 383
121 61.7
67 342
31~40M| 0|3} 52 265
41~50M| 0|5} 48 245
514 of4 2 148
n8LE 1Z0|5 95 485
CHEtA| &t o] & 101 515
189 ZH+E & 13 6.6
-4 81 41.4
53t 82 438
& 20 102
189 8 A5 2002+ O|%t 8 39.8
200~3009+ O]gt 63 32.1
300~-4002H3 0|0t 29 14.8
4009+ 0|4t 2 133
e A 0jE 64 327
J|1E 119 60.7
Y, 0|&, Ard 13 6.6
3y 719, DHAYUE, 09 H2lH 3 1.5
Hes 19 9.7
UL, AR 29 148
MM 7|85 20 10.2
it 3 2 1.0
MH|A 7|&% 14 7.1
Mb|2 % Eojz] 35 179
=2l 1 05
7HA} 44 224
814 22 13
5 7 36
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F=7b 24 9 Av] AsE 8 W4T 84
o %F= g AT (p<005). 221 A
At Ao A FFEdNE T <%
T 3 AR A wEx=s) S gde
o, 24 9 A Asg AN 4T WA
EEE M R (p<0.05). E3F 2wy
A7k} A A BE=eME 74 o

H
e o s s

He Ay Ut 55 28.1
gict 141 71.9

HE ol ZIZA|ZH0| K| 0FM 7 127
A2l A7t BRIHEHM 5 8.1

HRUAMO| FX| HOIM 5 9.1

X 2H|20| {1 HIMA 7 127

Ci7|of mSo| EHHM 18 321

XEE 7|ci2lE AlZio] 1S ZoM 5 9.1

S % Hapt YSHAYK M 6 109

20| EXIHHA 2 37

H 55 100.0

H 5 MEH o2 X oo et S aEs
=1 of
Mean(S.D.) Mean(S.D.)

o|g7|aate] AHal(AlZh 3.48(0.9) 3.48(0.89) 0.000 0.996
#{xle| Mol 3.65(0.80) 3.66(0.76) 0.005 0.945
A 2tefAre] ZE 4.29(0.77) 4.03(0.86) 4630 0.033
AlZelAle| ZRY|E 4.17(0.78) 4,06(0.71) 1.137 0.288
x| 2t ALl RIA 4.35(0.78) 4.17(0.79) 2.469 0.118
A2t Al XE7|E 4.16(0.74) 3.90(0.85) 4.755 0.030
gy 4.00(0.79) 3.93(0.72) 0.365 0.546
H4$/44 7] Al ME|A 4.12(0.68) 4.01(0.85) 0.927 0.337
LS| #d, moly 4.15(0.82) 3.98(0.79) 1.939 0.165
o ZHH|o| R4 3.91(0.77) 3.80(0.81) 0.802 0.312
S| ZLH7[AIZIe] HEAN 3.48(0.86) 3.37(0.83) 0.766 0.382
A ZAMCHOf|2bH| 2] Ta|Ad 3.93(0.86) 3.76(0.98) 1.593 0.208
ORYEBEY X2 3.31(1.10) 3.17(1.05) 0.713 0.400
ZI2H[e] HAHY 3.41(0.87) 3.21(0.92) 2.231 0.137
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e s g A wE=0 B 2% 2A 2 Ao ARE A8 W4T E29 U5
3 3 9 Au] 8§ ¢s) WA A B = B ¥U4HH(p<0.001).

Zx7t 71 e (p<0.05). vix|te = A&

A 9 doA| g HeAde] dHE BE A= 3.9. Q0IY ST o} SIXIUE Bi4o|
T4 e 8 L Aee wFxEs) 22|
B 6 g™ mE X4 i g=E UEx
us WM OIS 3~ A~ s Ol b
R MeanlS D) ~ Mean(SD.)  Mean(S.D.) Mean(S.D.) '
o|B7|Hte| AHa|(A|ZH 358(0.96)2  3.54(0.78)  3.54(0.94)®  3.03(0.82)° 25867  0.038
2|x|e| Ho|A 3.79(0.69) 3.65(0.68) 3.67(0.93) 3.34(0.77) 2304 0078
X|afe|Alel ZIA 4.21(0.64) 3.94(0.94) 4.31(0.93) 4.00(0.80) 2132 0.098
oAl TEI|E 4.10(0.65) 4.19(0.60) 4.08(0.90) 3.97(0.87) 0.598 0.617
x| 2} A ALe] RIF 4.30(0.76) 4.21(0.72) 4.25(0.84) 4.10(0.90) 0.431 0.731
A2t MA| ZBT|E 4.04(0.75) 4.08(0.84) 3.98(0.86) 3.79(0.86) 0.850 0.468
ANeHa 4.00(0.60) 4.06(0.64) 3.92(0.92) 3.76(0.87) 1.131 0.338
He/ad, o] Al MB|A 4.04(0.77) 4.00(0.71) 4.19(0.84) 3.93(0.88) 0773 0510
W&ol MY, oM 4.10(0.76) 4.04(0.66) 3.98(0.98) 4.03(0.82) 0232 0874
O|BAH|Q| S4M 3.94(0.80) 3.81(0.69) 3.75(0.91) 3.83(0.81) 0583  0.627
o|Br7[A|Ze] HEA 3.54(0.84) 3.44(0.83) 3.33(0.93) 3.21(0.68) 1.241 0.296
A 2ACH/ Ol uHe H2lM 3.82(0.92) 3.95(0.79) 3.79(0.99) 3.66(1.11) 0707  0.549
oRY2EY XE 3.40(1.09) 3.23(0.92) 3.06(1.23) 3.07(1.00) 1192 0314
ZZH|o] HAHN 3.40(0.85) 3.44(0.92) 3.13(0.94) 3.03(0.91) 2170 0.093
H 7. iSTE0 o Xl et g=EH SEE
' = Eiolﬁ mﬁmﬂ fle i F P
Mean(S.D.) Mean(S.D.)
o| &7 |23k H2l(AlZH 3.43(0.95) 3.52(0.86) 0.520 0.472
2lx|e] molA 3.62(0.83) 3.69(0.72) 0.425 0515
x| Dfo|Ate| EH 4.08(0.95) 4.18(0.70) 0.626 0.430
x|l Ate] XEI|E 4.03(0.87) 4.17(0.58) 1.690 0.195
x| 2t M ALe] 2K 4.19(0.95) 4.28(0.60) 0.605 0.438
xR MAe FBI|E 3.91(0.95) 4.09(0.67) 2.501 0.115
XNz 3.94(0.85) 3.98(0.63) 0.166 0.684
/3, U7] Al MB|2 4.02(0.90) 4.08(0.67) 0.265 0.607
Lol MA, moA 4.07(0.84) 4.02(0.76) 0.222 0.638
o|ZEH|2| 24A 3.84(0.78) 3.84(0.82) 0.000 0.996
o|2Lf7|A|ZHe] HAA 3.46(0.85) 3.37(0.83) 0.650 0.421
A ZAE/oflokxe] Hal 3.77(1.05) 3.88(0.82) 0.713 0.400
ORHE2EY AT 3.28(1.13) 3.17(1.02) 0.571 0.451
2o HHM 3.29(0.94) 3.29(0.88) 0.003 0.953
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A3 oaMula 7z 22 A A A UFE Au|2e] AEH o4, Hu|ie F
= wide] $xe AtA RE=d) ALY AH FT AL ARAAE A Ae=
o] 4, Mu|2g] A W ou¥ HAAE 7 dEbdo<E 10> F=.

AA AREAE T8 deld A A 9 Ay tExe dsiMe AFHA4A A
aMulAe] BE 849 Eest Ak Ak A XNFAAbe] WA, A4 W 3] Al Ay

H 8 7189 3 250 OE XL ogt 58 UET
2002H2I0|2F  200~3002HY  300~4002HH  4002FEIO|A

a= T IR e e R p
Mean(S.D.) Mean(S.D.) Mean(S.D.) Mean(S.D.)
o|27|&take] Ha|(AlZh 3.47(0.94) 351(0.91) 3.41(0.95) 3.50(0.76) 0.076 0.973
Qx|e] ol 3.47(0.82) 3.86(0.67) 3.72(0.75) 3,65(0.80) 3.035 0.030
A Mo|ALe| ZA 3.97(0.91) 416(0.81) 4.41(0.63) 4.23(0.77) 2.235 0.086
A Bto|Ate| ERT|E 3.92(0.86) 4.24(0.56) 4.17(0.54) 4.23(0.82) 2,667 0.049
X| 2t M Atel IA 4.09(0.93) 4.35(0.60) 4.45(0.57) 4.15(0.88) 2.160 0.094
| 2| MALe] XB7|E 3.90(0.91) 4.03(0.74) 4.17(0.66) 4.04(0.87) 0.891 0.447
NEdn 3.81(0.88)"  3.97(0.60)%> 4.24(0.69)®°  4.08(0.56)® 2,769  0.043
He/ad, 7] Al MH|IA 3.96(0.89) 4,14(0.67) ,07(0.80) 4.08(0.74) 0.629 0.597
ol M, mojM 3.99(0.85) 4.06(0.76) 3.93(0.92) 4.31(0.55) 1.285 0.281
o|BAH|e| R4 3.76(0.78) 3.92(0.73) 3.69(0.97) 4.08(0.80) 1.623 0.185
O|BLh7|AIZLe] HEAN 3.50(0.89) 3.37(0.85) 3.28(0.84) 3.42(0.64) 0.603 0.614
AEAE/o 2t Held 3.71(1.03) 3.83(0.87) 4.03(0.78) 3.96(0.92) 1.101 0.350
ORY3FY = 3.23(1.10) 3.1701.01) 3.24(1.02) 3.31(1.23) 0.100 0.960
Xl ZH|o| HEM 3.33(0.89) 3.21(0.95) 3.34(0.90) 3.31(0.88) 0.273 0.845
H 9 WASH mE Xl i g5E asc
THHY TZUE HE/AMDIXE
g-g'. e SR M e o R A e g ¥ ...... o : s F. P
Mean(S.0.) Mean(S.D.) ~  Mean(S.D.)
o|z7|&ae] AHa|(AlZH 3.86(0.77)* 3.56(0.90)e® 3.19(0.88)° 4,631 0.011
2|x|2] HMolA 3.71(0.91) 3.72(0.79) 3.49(0.67) 1.721 0.181
o|Ale] ®IE 4.29(1.07) 4.23(0.73) 3.85(0.93) 4.408 0.013
olAle] EE7|E 4.14(1.03) 4.13(0.72) 4.02(0.69) 0.461 0.631
|2 MALe] RN 407(1.21) 4.30(0.74) 4.11(0.78) 1.410 0.247
X|pp{ AR ZET|E 3n(1.27n) 4.08(0.77) 3.89(0.78) 1.967 0.143
Xz 4,00(0.96) 3.95(0.72) 3.96(0.76) 0.025 0.975
Ha/4H, th7] Al M| 4.00(1.18) 4.11(0.73) 3.92(0.81) 1.053 0.351
Ueeol MY, mHoM 4.00(1.04) 4.08(0.81) 3.98(0.72) 0.2% 0.744
o|2EH|o] f4A 3.79(0.98) 3.85(0.82) 3.83(0.70) 0.052 0.950
O|2rH7|A|1Zte] MEA 3.64(1.01) 3.49(0.85) 3.17(0.73) 3.345 0.037
x| B Atet/o|2Hel HalN 4.14(0.95)? 3.97(0.88)2 3.40(0.93)° 8.542 0.000
oRy3FY = 3.36(1.28) 3.19(1.03) 3.28(1.13) 0.267 0.766

ZlZH|o] HEM 3.14(0.95) 3.32(0.96) 3.26(0.76) 0.264 0.768
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2, G are] Awr)g, Aw AF}e] £o=
A#Ao) 2 oz Yehyct AujAe] &
o] g HME XFHAHAALY XA, H4 g
A7) Al Mul 2, R Fe)ate] As )¢, X3
AL A, A4 A7) D8R
e goz A4 dx Aoz A HY
om Mulae] FAHe dHME He R o
H7] Al MulA, M ejate] A, e Az X
F AL A87)ed ¢o2 AR Qe
Aoz Yepgd.

3.10. 014
0|xl= e
Aoz 7)13#e] 74 29 gaMula F
=7b A AAQ BFEg N4H o4,
Mu|2e) 23 welel owg e nHEx|
Gotry] S8 HALME AAsden 1 2
r <x 11>3 29
A, Ao Mulae] Hubd & o] o

BHECT} Y D5

—_ —

B 10. 208 ST} #AIAHE HZhol AT
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& v 2qlozt XFA YA A, 2
gu]9 AAA, A4 P Fddr] A9 Auja,
232 ake] AH 249q Aoz Yepton o
€ 24 2F A 9%9E AT U
on AubHQl HEEe da A dgye
47.8%%c}.

A, A9 A&HQl o] o] JFL 1)
Ae 2dL AFANYAY A, g P o
W7 Al Aul, okt R FHY Aw, Aaw 9
AR 229 Aoz YEyH. o8 24
EF A 93gE /A3 e Aua
o] A&A o g ds A= AYFL 541%
2 w3

AR, A7) Au| 2] FHo] L 1)
Ae 290 A4 9 7] A Mulx, 23
SAte] A, okt ¥ FHY s, N8AdH 2

29 Aoz vy o] 24 2E A
d A& AT glslen] Mulag FHe)
3 7hxle AgY-E 41.3% o]}

AH| 29|

e bl bl X&xiol 0| M| Ao X
o|Z7|Hate] Ha|(AlZh 0.292"™ 0.281"* 0.172"
&2 HolN 0.332™ 0.318™ 0.230"™
ofAte| £ 0.558*** 0.543"** 0.510™
oJALY] g7z 0.548" 0.586™* 0.499"*
X Dp9| M ALl EIF 0.598"** 0.645"* 0.511*
X LA DB |& 0.529"* 0.569"* 0.500"**
Az 0.510™ 0.553"* 0.503""
/47| Al Mu|A 0.552"™" 0.620"* 0.535™
L5 MFE, molA 0.438"* 0.457"** 0.407**
9| ZAH|o| 24N 0.446** 0.418™* 0.380**
SRCOY7|A[ZIS] HEY 0.367™ 0.364™" 0.300"™"
X EdT/0otHel Hall 0.387" 0.417" 0.317"
ORYVSFY X8 0.379" 0.384"* 0.357™
HgHle| MY 0.337** 0.313"* 0.300"*

*p<0.05 **p<0.01 ***p<0.001
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Abstract

Factors Affecting Patient Satisfaction
of Dental Services Organizations

Eun-Sook Lee, Jeong-Ran Park!,
Mi-Sook Choi?
Dept. of Dental Hygiene, Gimcheon college,
Dept. of Dental Hygiene, Masan college,
2Dept. of Dental Hygiene, Andong science college

key words: dental services organizations, patient satisfaction, repeat-use intention,
inducement intention

The main objective of this study is to investigate the factors affecting patient satisfaction, repeat-
use intention, and inducement intention for providing the suggestion for patient-oriented manage-
ment of dental services organizations. For this study, the patient satisfaction model including 14
facets of satisfaction factors such as distance(time/location), human services(dentist/hygienist),
treatment results, and facilities(convenient facilities/parking lot) was examined. Data were collect-
ed from 196 patients who visiting the same dental services organization more than two times of ten
dental clinics at Kyeongsangnam-do area using self-administered questionnaire. Major results of the
empirical analysis are as follows:

First, patient satisfaction, repeat-use intention, and inducement intention were significantly corre-
lated with gender, age, economic conditions among patients of dental clinics.

Second, kindness of hygienist, treatment results, kindness of receptionist, waiting time, emergency
medical services, and right-fee for services were found to have significant influence on dental ser-
vices organizations.

These research findings suggest that improvement of service quality in dental care and advance-
ment in treatment ability of dentist and hygienist are very important to improve patient satisfaction

and patient-oriented service system in dental services organizations.





