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ABSTRACT

Objectives: The objective of study is to investigate the influence of service and value quality satisfaction on revisit intention in
orthodontic patients.

Methods: A self-reported questionnaire was filled out by 230 orthodontic patients in Seoul, Daejeon, and Cheongju from July 1 to
August 30, 2015. The contents of questionnaire included the general characteristics(6 item), quality of dental service(22 item),
value(4 item), revisit intention(3 item), and satisfaction(3 item). The research tools were modified and supplemented by Han using
Likert 5 points scale. Data were analyzed using SPSS 19.0 program.

Results: Quality of dental service was 3.88 points, value of dental service was 3.78 points, revisit intention was 4.06 points and
satisfaction of dental service was 4.02 points.

Conclusions: The quality of dental service was lower score than other scales. This results showed that it is necessary to increase the
satisfaction in service quality in the orthodontic patients.
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Table 1. Information of scales
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Scales N Mean SD Range Cronbach's o
Service quality 230 3.88 0.47 1~5 0.915
Tangibles 230 4.02 0.65 1~5 0.902
Reliability 230 4.06 0.63 1~5 0.903
Responsiveness 230 3.68 0.36 1~5 0.872
Assurance 230 3.93 0.67 1~5 0.847
Empathy 230 3.72 0.45 1~5 0915
Service value 230 3.78 0.77 1~5 0.853
Service satisfaction 230 4.02 0.69 1~5 0.884
Revisit intention 230 4.06 0.71 1~5 0.876
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Table 4. Correlation among service quality, satisfaction, value,
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revisit intention

Scales 1 2 3 4 5 6 7 8 9
1 1
2 0.869" 1
3 0.919" 0.798" 1
4 0.631" 03917 0.513" 1
5 0.899" 0.723" 0.787" 0.466" 1
6 0.803" 0.583" 0.610" 0.520" 0.680" 1
7 0.678" 0.633" 0.651" 0.288" 0.635" 0.511" 1
8 0.751" 0.685" 0.699™ 0.386" 0.694" 0.586" 0.792" 1
9 0.659"™ 0.594" 0.604" 0.351" 0.643" 0.485" 0.701" 0.806" ‘1

“Correlation is significant at the 0.01 level(2-tailed).
1. quality 2. tangibles 3. reliability 4. responsiveness
8. satisfaction 9. revisit intention

5. assurance 6. empathy 7. value
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Table 5, Influencing factors of revist intention

Dependent variable Independent variable B SE I6} t p-value” VIF
Revisit intention (constant) 0.177 0.293 0.605 <0.001
Service quality 0.230 0.112 0.104 2.048 0.042 1.745
Service value 0.133 0.059 0.144 2.243 0.026 2.782
Service satisfaction 0.648 0.070 0.625 1.236 <0.001 3.045

R=0.666, #*=0.661, F = 110.274, Durbin - Watson 1.843

"by multiple regression analysis
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