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Factors upon revisit and intention of
recommendation for dental care service

Hyang—Nim Lee - Hyung—Sun Shim

Dept. of Dental Hygiene, Gwangju Health College

ABSTRACT

Objectives : This study aims to examine satisfaction of dental treatment and revisit and intention of recommen—
dation to dental patients and to supply as a basic resource for dental management improvement.

Methods : 645 dental patients to dental hospitals in G City were subjects of this study. 27 dental hospitals were
randomly chosen per 5 or 6 in 5 Districts. The intention of the survey was explained to 645 patients and it was
agreed to have questionnaire survey. Questionnaire survey was carried out for 2 weeks in April 2011, Total 593
were used for the analysis except for insufficient answer sheets. The analysis was executed by using SPSS 18.0
and the results are as follows,

Results : 1. The highest figures are as follows: female was 53.29% in sex, 20—-29 age group was 44.52%, graduates of
university were 38.62%, students were 28.50%, monthly family income with 300—399 million won was 31.70%. As to
the treatment, dental caries were highest with 46.21% followed by scaling with 40.81%. As to the number of visit,
39.80% were over 5 times, and as to the opportunity to use, 29.34% answered it because it is close to home. 2. As to
satisfaction, male was 4.15, over 60years old was 4.58, self—employed was 4.33, friendship with dentist as oppor—
tunity to use was 4.37. And as to revisit intention, over 60 years old was 4.60, over postgraduate in education
level was 4.38, self—-employed was 4.43, over 5 times visit was 4.32, and fame as opportunity to use was 4.39
which were the highest. As to the intention of recommendation to others, female was 4.24, over 60 years old was
4.65, self—-employed was 4.36, friendship with dentist as opportunity was 4.43 which were the highest and
showed significant differences (p<0.05). 3. As to patient satisfaction, there were strong relevance between revisit
intention and intention of recommendation with 0.769 and 0.744 respectively. And, as to revisit intention, it had
significant relation with revisit intention with 0.791, 4. The explanatory power of the regression analysis on the
factors affecting revisit intention was 61.20%. The revisit intention was high when the satisfaction of dental hospital
was high (6=0.767, p<0.001), the number of visit (6=0.026, p<0.01), reason for a visit (6=0.070, p<0.01), education level
(3=—0.063, p<0.05) and occupation (3=0.078, p<0.05). 5. The explanatory power of the regression analysis on the
factors affecting intention of recommendation was 59.9%. The intention was taken patients satisfaction(3=0.601,
p<0.001), dental hygienist's kindness (8=0.218, p<0.001), female (6=0.079, p<0.05), reason for a visit(8=—0.059,
p<0.05), dissatisfaction treat(8=0.084, p<0.05), dentist s kindness (8=—0.080, p<0.05), age (3=0.054, p<0.05).
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Conclusions : To improve revisit rate of patients, the refurbishing hospital facility, treatment and kindness of dental

hygienists and satisfaction of treatment must be improved. And it also needs to accept complaint from female patients

in a positive manner, and understand and correct complaints actively from the perspective of patients.(J Korean Soc

Dent Hygiene 2012;12(2):317-326)

Keywords : dental care service, intention of recommendation, revisit

M POAL Aol & oA, A|Tholz Au|A

K]

o)

2744 Em vl ARIE) FAAgel BE
e itk Aol o=7)2e] ol -2
%*‘011*1 Fa% FHOR BT glov oz
WEwe et golzoR 9usne
Ak, 55 Ape| R b Au|2
A7)zl e QlEE} ot A
w? glo|E NR/|4E A A
S ¥ 4 A, e AnRsB
of 47k whd FEaka gleh AR A=V st
2000 ATy ol o] == 15847l oA 2009W 4796
Az 104 vl 38t Z7sksict AT 2o 3
7He Azpgeluzie] BARE 913 B 748
713 Slek, A2l 7re) ﬂxgﬁ— o9l g 27
stol A4S st AR B2 5 oAk e Y
ool w2 So] Bash ENE}“
TAES e8] AR R0 ohet Bkt
He wal/1E Folst o) it BARS WIS Ust
BUAGES Auht & Uohfo] Mzs) Fivlo] o
S ok gek AR Ao et S-S 9]
RIS A2hE 245K B9} ged] 229 @]
A Qldtrol 71 F03 XTI 2712 AlH 8 Qlo|gie,
Aapgolele] Bl oJRane] BUES A4
UHRE A 22 T 52 SRR AT
A5 %71—%@1 shok & Bast Qe Fstsict
B W e} 101 B S T
o o} 8, Ba) o, o 4519l 4, 454 A

o

l‘

2
o
WL

_111’,

HEXAIE7I10] A=
A prE o] -2 1137

o
9
1o
9‘1"
g
[\
(@)
=
um
)
4
Y

lo
HU
::1
rbl nE?L

Zhaolal, HYH L T2 AR S 71046; o] B
274 ArEo] A ejwr| o) HPs
A& QA& 4 qdrk g Al Aojat DMX}L 201OL%
80091 7, 2011 70001 o] uiE= Az, 2012\ Al
| 2VPAR= 410001 Bol| o] 210, A[&AQ1 A 7o] &2l
o) &2 ERF A2 B AR B RS ek 7t
aglo] F 4= Qlrh, Aol wA| e Hak= of A A2t
ARS] WA JEHSLE 7R wheba] 20135 E Al
= W YmTIAE ol Bt HE AR olA] 2|2tk
Ao 24 & 2RO A|A, BAEE UYAFH, WAl
2 A2, F2REY A|A, Aof 7], wAE 2419
A2 AA, 2L 8o Zjof 9l L7 eke] of i) ol o
ot AILof| FAlsHH, cg_}@_ura] 7|29 X%El—s]_}ﬂ AThe v

o, o1l o o HHEEJ
1 S Aety 1 1 8}41%# ich. x|t

k; r*
E
o
o=
>
r
J
o
&
(e}

of 1919l 0] W), AIFBAE 491, 71
o] Aol 82 93 U 4 Y AV FA Aolet
518 4 ik webd TSRS A F B
of thet oh o ol Baste A% B Bask gk x
ol Aol gol Uit A7 P ABE olgd /17,
Aselstail el 3, BAUSE, Wit WL o
Aul2s9] o] Frkal LASE Aol §-S Bh HFol
o191, Qe Ao} -e: S|Aste] A, A 9 5
7, ARPY, PSS JFS o)Ak sl

—



SEEERRE R EL BT L REEES
ATIEAE W AL AT ] Ego] B Ao
A2 B} 3 H$-E 7| EAAG A7) vl )
= 5He] mlgo] B Sojrlme’ @M o wgdoletn
J}L 2~ Oh:]_

weh B QT Aabo] Uelshs SxpEel Wel
220} Aol oA}, BRl AROALE Toteie] Bxjet
B 9 uelee] gl ARS et 7248
Agstnz; Alsstet,

2. Ao Y ATy

2.1. g7y

GAlo] el akel el Wt 2]} 2Hat 6457
TR it ATkl A %LMLE& 57H
Toll ZF 5~671aH 2730e AAskalh. Wl e
6459 & o Ao HAIE 4 ‘%‘8}
T AERARE AABHIT 2011%
A

2.2, a4

Ao AVE upgom oo HAof urA 29
AT 14 1913 AJakef Y A TQPEAL 2019) 2-& HE
TR HAEs 4 E%MD} AT AL} Q1A

71Xl gt e 17 5 & 3EFCRE A5
o} 3o R A ST e cronbach’s a
£ 0.816°190tk A Afolg At ThA] A &R Yo
Atk thA] o] XM‘* o] g AL lEUNY ek A

o2 HForhe FHAREEAA o] X ARE A
Fol U7 et 232 ARgskoinh X3k Aolgo] 4

rSL'

Hn

_[\l

(= RPN
[= =

ol

0l

of
F>
w
—
o

0!

Fo mA= ARl diste] +ARSS AH F 8=
Ao, Aol e, )7pelate] 24, A3t
g,]l\u/\}g NEﬂ ;‘(]jq—_?_]}\ﬂ}\]—_/] x]x%ﬁL jﬂ_ig] ﬁ:]g]/\% Z]
g Azl W A8, Beie] dhe e oH = 4
sh=tl ol= SRt A th2} 22 W8-Sol A Ao]
o] ol HER S vAEAS 2B Aol
Bsto] Al BA Al cronbach' s a= 0.905% T},
A T Aol G2 mAE 29l Bl
olxjof gt B W% 5 AE HER 14 o 1
9A) Qe oAl 53 ol TR AR A4
= SAEEY Aol 4oIA B AL =

‘1

]—_U.ET

= Aol

2.3. SAX

B ogro] A7 SPSS 18,02 o]&3to] 24 A 2|5}
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H e Hls(Y (%)
| A} 277 46.71
A7 316 53.29
A= (A 20 o]} 79 13.32
20~29 264 4452
30~39 95 16.02
40~49 78 13.15
50~59 57 9.61
60 °]4 20 3.37
AFRE % o3} 187 31.53
AEd £ 156 26.31
et ¢ 229 38.62
gkl o4 21 3.54
A4 3|Ak 88 14.84
T 51 8.60
A 131 22.09
B 169 28.50
5 45 759
A4 72 12.14
7e} 37 6.24
744 (D) 199 oJ3} 82 13.83
200~299 133 22.43
300~399 188 31.70
400~499 111 1871
500 o4+ 79 13.32
ke 2] B (B4 TR 159 26.81
A B} e 134 22.60
Aop¢-25 A& 274 46.21
fied 92 15,51
TA 57 9.61
BA 112 18.89
27 242 40.81
A olp-A15 eubA A] 63 10.62
ARl A5 96 16.19
g A8 33 556
7]} A & 29 489
RIS 23] 0|3} 211 35.58
3~43] 146 24.62
53] o4 236 39.80
o4A17] el AA 18 3.04
EDES) 151 25.46
A2 A A 127 21.42
A A A 40 6.75
A3} 7\ke 174 29.34
A 57 9.61
7et 26 4.38
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H 2, Q17 AIE|N EME SXITHELE) Kol At & EIQI HRCIAL| 22X M=SD
T = SRR E p XHolZ 2lAt p EtQl HFolAL p
A4 e 415%0.74 <0.05 4.24+0.85 0.466 412+0.82 <0.05
g7} 403+0.72 4.18%0.86 4.24%0.64
A= (A 20 o]} 4.12%0.76% <0.001 4.29%0.79%> <0.001 4.09+091° <0.001
20~29 3.97+0.70° 4.04£0.87° 4.08+0.91°
30~39 3.98+0.78° 415£0.79% 405£0.87°
40~49 4.28+0.66° 4.40%0.78" 4.24+0.78
50~59 4.33£0.80" 456£0.89 454+0.85"
60 o] A+ 458+0.46° 4.60£0.75 465+0.59
P85 2Z o3} 416%0.74 0.145 4.33%0.83 <0.05 4.21+0.90 0.477
A £ 4.05%0.73 4.07+0.86 4.12+0.84
ety £ 4.03+0.73 418%0.85 4.13+0.90
gkl o4 4.32+0.73 4.38+0.92 4.38+0.92
29 3A 4.2240.71% <0.001 4.34+091° <0.01 427091 <0.05
il 400£0.77% 4.29%0.86 413%0.89
AEA] 3.85+0.71° 3.96+0.83¢ 4.03+0.84
B 4.09+0.75%¢ 4.13+0.87% 4.04£0.97
Ea 413%0.71% 4.33£0.74° 4314070
Atd <l 4.33+0.64" 443%0.78° 4.36+0.77
7]} 4.21+0.73° 441+0.76 4.35+0.87
71449 199 o]} 3.93+0.74 0.213 4.09%0.83 0.427 4.00+0.90 0.229
(D) 200~299 411%0.73 4.26+0.83 4.23%0.85
300~399 4.07£0.73 4.16%0.81 4.10%0.86
400~499 4.14%0.64 4.27+0.81 4.22+0.80
500 ©]4 4.18+0.86 4.28+1.04 4.25+1.06
PORES 23] o]3} 405+0.73 0.456 406+0.87° <0.01 405+0.88 0.063
3~43] 407+0.77 4.24%087 4.20%0.95
53] o]4F 4.13+0.71 4.32+081° 4.24+0.84
o]& A7 e A 3.96+0.74% <0.001 4.06%1.00% <0.001 4.06+0.80% <0.001
F39]9] 27 418+0.71% 4.31+081° 4.28+081°
H|2heJ A} A 4.37%0.66° 4.36+0.87 443%087
AT AL R 403£0.61% 4.35%0.81° 4232077
A3} ke 381£0.71° 3.91+0.83° 3.82%0.90°
ek 4.15%0.78% 4.39%0.80° 430087
7e} 4.08+0.83%¢ 4.35+0.80° 4124+091%

t—test ,one way ANOVA
a. b, ¢ means followed by different letters are significantly different at a=0.05

H 3. EXIREEL Xt MO QAL EtRl ARt kA

ExpREE THOIZ oJAt Etel BRoIAt
TS 1
Aolg Ak 0.769%* 1
Rl 24 0.744%5%% 0.791 %% 1

#5<0.05, **p<0.01, ***p<0.001
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H 4. Mo[80f FeF2 n|xl= 22!
SEH, 281 2E 2 2¥ 3
B t B t B t
A 0.360 26967 0418 3.0947%#% 0.397 2.941%
NS 0.890 29.510% %% 0.888 29,5747 0.891 29,7367
A Sl 0.095 3747HFE 0.085 3.324%* 0.083 3.208%%
o]&A7] 0.215 2.445% 0.229 2.614% 0.236 2.697%%
A -0.123 —2.428%* -0.122 —2.412%
29 0.172 2.202%
Model Fit
R2(Adjust) 0.605(0.603) 0.609(0.606) 0.612(0.608)
F-value 300.284 228.557 185.012
p—value <0.001 <0.001 <0.001
by the stepwise multiple regression
#p<0.05, **p<0.01, ***p{0.001
H 5. EIR! ER0 k= olxl= 22
SEHs 28 1 28 2 283
B t B t B t
A -0.032 -0.180 0.002 0.009 -0.087 —0.477
IANEE 0.719 17.362% % 0.733 17505%%% 0724 17.264% %
R e R R 0.197 5.320% %% 0.236 5.668%%* 0.236 5.672% %%
A (d/eh) 0.123 2.628%* 0.119 2.546% 0.140 2.925%
o] &A17] -0.116 —2.184%* -0.117 -2.205* -0.115 —2.164*
kel W oA 0.062 1.966* 0.077 2.394%* 0.079 2.445%
2|22 2ke] M A -0.076 -2.030% -0.079 -2.124%
a9 0.037 1.998*
Model Fit
R2(Adjust) 0.594(0.590) 0.596(0.592) 0.599(0.594)
F-value 171.441 144.313 124.898
p—value <0.001 <0.001 <0.001
by the stepwise multiple regression
#p<0.05, **p<0.01, ***p<0.001
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