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An effect of medical service of the dental hygienist upon patients'

satisfaction and the intention of hospital revisit
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ABSTRACT

Objectives : This study aims at analyzing the quality of medical service of
the dental hygienist upon patients' satisfaction and the intention of hospital
revisit in order to figure out the role of the dental hygienist to improve patients
satisfaction,
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Methods : Questionnaire survey was carried out to patients in dental hospital
and clinics in Seoul and Gyeonggi—do, Total 301 sheets except for insufficient
ones were analyzed and the results are as follows,

Corresponding Author

Kyeong—Hee Lee

Department of Dental Hygiene,
Shin—heung College University,

95 Hoam—ro, Uijeongbu, Gyeonggi—do
480-"701, Korea,

Tl : +82-31-870-3442, +82-10-9199-2072
Fax: +82-31-870—3449

E—mail: noh3898@hanmail, net

Results : As for the correlation analysis between variables affecting patients
satisfaction, every variables showed significantly positive relation, and the
relation between medical treatment level of the dental hygienist and patients’
satisfaction had the strongest positive (+) relation (p<0.001). Oral health
education satisfaction by the dental hygienist and the medical treatment
satisfaction by the dental hygienist had significant influence on patients
satisfaction, a dependent variable (p<0.001). Hospital environment (p<0.000),
oral health education satisfaction by the dental hygienist (p<0.05), the
satisfaction of medical treatment level by the dental hygienist (p<0.05) and
patients’  satisfaction (p<0.001) had significant influence on the intention of
hospital revisit,

Conclusions : In order to improve dental medical service quality and the
intention of hospital revisit, the role of the dental hygienist is important, Thus,
it seems necessary to prepare specific education plan on the medical service
by the dental hygienist,

Keyword : dental hygienist, intention of hospital revisit, medical service,
patients' satisfaction
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Variables

Number of questions Cronbach's a

Hospital environment
Oral health education
Medical treatment level

Independent variables

Dependent variables Patients' satisfaction

Intention of hospital revisit

5 0.749
S 0.887
6 0.897
6 0.899
4 0.812
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Characteristics N %

Gender Male 105 34.9
Female 196 60.1

Age <194 29 9.6
20—29 11 36.9

30-39 85 282

40-49 37 12,3

>50 39 13.0

Dentistry common sense Low 11 36.9
Middle 145 48.2

High 45 15.0

Total 301 100.0
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Table 3. Satisfaction of hospital environment according to the general characteristics

Characteristics M=£SD torF p—value*

Gender Male 3.71+0.58 —0.713 0.476
Female 3.76+0.62

Age <194 4,03+0.67 3.051 0.017
20-29" 3.63+0.62
30-39*" 3.80+0.61
40-49*" 3.8140,52
>50™ 3.67+0.52

SD;?;;SW COMIMON 1 3,70+0.61 3196 0.045
Middle™” 3.82+0.61
High” 3584057

Analyzed by the T—test for two groups and One—way ANOVA for three or more groups,
* P The same letter indicates no significant difference by Scheffe test at a =0.05,

Table 4. Satisfaction of

medical treatment by the dental hygienist

Oral health education Medical treatment level
UL M+SD torF  p-value M=SD torF p—value’

Gender Male 3.8140.67 —0.679 0,497 3.77+0.68 -1.177 0.240

Female 3.86+0.61 3.87+0.61
Age <194 4,10+0.67 1.613 0.171 4.1740,62 12,944 0,012

20-29 3.79+0.61 3.73+0.69"

30-39 3.84+0.62 3.8640,64™"

40-49 3.83+0,67 3.89+0,56""

>50 3.77+0.60 3.79+0.50°
Dentistry common | 3764061  1.467 0,932 3.8240,69 0.153 0.858
sense

Middle 3.90+0,63 3.83+0,62

High 3.8640,47 3.88+0,60

Analyzed by the T—test for two groups and One—way ANOVA or Kruscal-Wallis testfor three or more groups.
P The same letter indicates no significant difference by Mann—Whitney test at a =001,
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Table 5. Patients’ satisfaction and the intention of hospital revisit

Patients' satisfaction

Intention of hospital revisit

Characteristics Mann—whitney's U or *
+ — + —
M=+SD tor F p—value M=£SD Chi—Squre or F p—value
Gender Male 3.8440,67 1,177 0.240  379+0,74 8961.0 0,063
Female  3.91+0,62 3.97+0.64
Age <I194]  4.33+0.57 15178 0,004  4.21+0.67 7154 0,198
20-29  3.83+0.64"" 3.83+0.70
30-39  3.89+0.63"" 3.89+0.63
40-49  3.83+0.62"" 3.93+0.68
>50 3,7840,59" 3.90+0.59
Dentistry
common Low 3.85-+0.65 0,510 0,601  3.81+0.76 1.844 0.160
sense
Middle  3.90+0.66 3.97+0.64
High 3.95+0,52 3.95+0.59

Analyzed by the T—test or the Mann—Whitney test for two groups and One—way ANOVA or Kruscal—Wallis test for three

or more groups,

> : The same letter indicates no significant difference by Mann—Whitney test at « =0.01,
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Table 6. Correlation of the variables

Variables vi v2 v3 v4 v5
Hospital environment(vl) 1
Oral health education(v2) 0,502~ 1
Medical treatment level(v3) 0.678~ 0.757 1
Patients satisfaction(v4) 0.607 " 0.756 0.774~ 1
Intention of hospital revisit(v5) 0.636 0.674 0.699 0.733" 1

" p<0.001
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Table 7. The affecting factors on the patients’ satisfaction

Independent variables B SE B t o}
Constant 0,424 0.148 2,862 0,005  R=0671
Hospital environment 0.102 0.048 0.097 2,120 0.035  Adi. R’=0.668
_ F=202.267
Oral health education 0.385 0.052 0.330 7.360 0.000 p=0.000"
Medical treatment level 0.418 0,056 0.421 7.432 0.000

240,05, "p<0.01, “p<0.001
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Table 8. The affecting factors on intention of hospital revisit

Independent variables B SE B t o}
Constant 0.202 0.174 1162 0. 246m R=0,617
Hospital environment 0.248 0.056 0.221 4,425 0.000 Adj. R=0.612
Oral health education 0.166 0.066 0.153 2.524 0.012 F=119,291
Medical treatment level 0.157 0,071 0.147 9.211 008 P00
Patients' satisfaction 0.395 0.067 0.369 5.880 0.000

20,05, 0,001
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