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ABSTRACT

Objectives : This study is to confirm the influencing factors on patients
satisfaction and intention to revisit the implant service clinic by structural equation
model,

Methods : We surveyed 250 implant patients visiting 6 dental clnics(hospitals)
in Busan, Changwon, Gimhae city and questionnaire was for four weeks in July
2012, a total 209 patients filled out the questionnaires within July and the complete
data were analyzed, we were used structural equation model for analysis to
confirm influencing factors on implant patients satisfaction and intention to
revisits,

Results : This study finds that factors influencing on implant patients’ satisfaction
and intention to revisit are reasonable medical fee, medical skill treatment of
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dentist, dental hygienist and other support staff, administrative procedure, and
there existed between influencing factors and the patient's treatment satisfaction
as well as intention to revisit, In order to satisfy the implant patients, dentist
and hygienists should try to provide high quality of treatment and dental services,

Conclusions : The results of this study provide managerially important messages
to the managers of dental clinics in order to develope management strategies
for new customers,

Key Words : Implant services, patient satisfaction, revisit, structural equation
model (SEM)
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Table 1, General characteristics

Classification N %
Gender Male 102 48.8
Female 107 oL2
Age 208 19 9.1
30s 4 19.6
40s 66 3L6
50s 55 26.3
> 60t} 28 13.3
Occupation Executives 7 3.3
Professionals 66 31.6
Businessmen 16 7.7
Housewives 48 23.0
Public officials 1 5.3
Others 61 29.2
. Element school or
Education Middle tsasgool 17 81
High 57 21.3
College 45 21.5
University or more 87 431
Salary(ten thousands won) < 200 47 22.
200~299 51 24.4
300~390 41 19.6
400~499 44 211
=500 26 12.4
aaeﬁﬁ ng;s; dznjv Cile)ntal implant (100 m 53
100~149 92 44.0
150~199 74 35.4
=200 32 15.3
Total 209 100.0

0.850]4F0. 2 ukA o] 7]2%](0,787~0.800)5 5|l
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Table 2, The results of exploratory factor analysis
Item Factor Cronbach’ s &
1 2 3 4 5 6
ol 859 062 257 121 053 04l
¥2 854 085 250 149 198 162 0955
¥3 852 114 307 084 129 077
v4 819 132 205 120 093 152
K13 066 869 168 116 200 206
kl4 145 864 093 123 140 161 0931
K12 .090 842 064 042 179 194
Kl 072 800 175 176 21 —.004
6 21 145 829 044 107 149
8 296 18 817 221 196 120 0910
21 337 114 813 159 064 Bl
79 367 191 772 129 190 11
038 135 148 146 879 084 261
p39 1 14 155 877 110 246 0,926
A2 178 133 198 816 198 240
mol 137 210 061 .090 801 049
mo2 123 255 104 106 853 001 0.898
m20 076 199 212 109 819 195
035 114 175 186 258 067 861
036 102 197 180 308 087 856 0,907
o5 181 177 109 246 215 755
Ceigen valve 9003 o810 o103 L7 149 Loa T
i‘;lnnaufe“’(‘;o) 42,87 56,40 66.85 73.74 79,21 8417 -
ARl 240 WA QTS S5 A0Z G Al 5O WS EE LT IR AW AR
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Table 3. The results of confirmatory factor analysis of endogenous variables

o ocior loaang | "% vananse R AVE
Medical skill treatment of dentist yl 0.857 1 0.266
v2 0.909 18.058 0.174
0.936 0.750
v3 0.878 16.922 0.229
vd 0.902 17.829 0.186
Medical services of dental hygienist and others  z6 0.839 1 0.296
77 0.891 16.565 0.206
0.931 0.750
78 0.898 16.790 0.194
79 0.884 16.359 0.219
Reasonable fee k11 0.780 1 0,392
k12 0.832 13.299 0.308
0.920 0.749
k13 0.946 15,560 0.105
k14 0.879 14,229 0.227
Convenience of medical procedures m20  0.827 1 0.316
m?21  0.896 15.220 0.197 0.900 0.666
m22  0.875 15,277 0.234
Patients' satisfaction p38 0.953 1 0.152
p39 0.938 25,123 0.045 0.929 0.665
p42 0.809 17.210 0,442
Intention to revisit 035 0.921 1 0.092
036 0.977 25,043 0.120 0.916 0.663
o4d 0,747 14.329 0.346
> =237.04, DF =174, GFI=0.907, NNFI=0.959, CFT=0.984, RMR = 0.034
§l& Aom gitto] Fr 53] ofg] A FoflA] EO] 3.3, 7I&EH
7)) WABHA 9 APANS TS BHARES] T m gl DA} LRRAS i) maE s
HEAIGE 2]4=¢] TLL, RMRO| 7]|E2 5 23fsto] o] WLgle o] AAE o]gato] B Ao S AN AT}
Agretetal etk th&o] (Table 5)9F et WA 3l WA 7H(m) 2 ‘ojate]

Table 4. Correlation coefficients between latent variables

Variable name Q) ® ® @ ® ®
(@ Medical skill treatment of dentist 0.866"
® Reasonable fee 0.297 0.375 0.865'
@ Convenience of medical procedures 0.315 0.361 0,483 0 g6
(® Intention to revisit 0,366 0,432 0.434 0.355 0.815
(©® Patients' satisfaction 0,366 0,409 0,356 0,317 0,600 0.814°

" denote the square root of AVE
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X° = 237.40, DF'= 174, GFI=0.907, CFI=0.984, RMR = 0.034, TLI = 0.98

Fig. 1. Path diagram of covariance structural model
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Table 5. The results of null hypothesis test
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o] F1EHBAL B1ke) Aol elie] (o] g ]
Aolck ek 7HIS A A, o] e
o] Aol g7te] AAE
ol glo]
AL QB ASTA} T
= ool 474212
QERE A% T S
B} 4ElEE R 3
ik & 2 9)

WA 7P (mn2), 2R 9212 9]

(e}

AETE AlgAfr] A

Hypothes Path Standardized path Standardized .
. . . t— vaule Accept or Reject
is coefficient coefficient errors

H11 0140 0.107 0,029 4.831 accept

H12 0.331 0.243 0.139 2.375 accept

H3 0.240 0.196 0.100 2.408 accept

H14 0,128 0,091 0.115 1,116 reject

1 0. 015 0.011 0.008 1.886 accept

22 0.211" , 0.116 0.130 1.622 accept

3 0.289 " 0,196 0,094 3,070 accept

24 0,005 0.003 0.105 0.046 reject

H3 0502 0,467 0,071 7.028 accept

) , " " denote coefficient significant at 1%, 5% and 10%, respectively.
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Table 6. Direct effects, indirect effects, and total effects influencing to revisit

Medical skill Medical Convenience of o
services of Reasonable . Patients
treatment of .. medical . .
. dental hygienist fee satisfaction
dentist procedures
and others
Patients'
Direct . .
offect satisfaction 0.140 0.331 0.240 0.128
revisit 0,050 0.21 0.289 0,050 0,502
Indirect effect 0.070 0.166 0.121 0.064 -
Total effect Lo (498 0.331 0,240 0,128 -
satisfaction
Revisit 0.120 0.377 0.410 0.069 0.502

O] 7|t d S SRk Afjolg- Sjatell HH(+)9] ke mlE
Zolefol A A1 9] 7]t Aol SJapte] Aw
A== 0.211(p<0. DE 9] HefE Holal glom] FA 2o
E 5ot o= GJAf o]L]o] om AUl ] Vs HE
ol =24E AERES A2 &, Aste] 2w
Ach= oAt 32 onfsh & 7S e Qi)
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