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FACTORS IN RELATION TO PERCEPTION OF QUALITY OF DENTAL CARE :
VIEWS FROM CONSUMERS IN SISAWAT DISTRICT, KANCHANABURI
PROVINCE

KEVALEE PANGAM 5236849 SHMS/M
M.A.(MEDICAL AND HEALTH SOCIAL SCIENCES)

THESIS ADVISORY COMMITTEE: SIRIWAN GRISURAPONG, Ph.D,
THAMMARAT MAROHABUTR, Ph.D., NATTHANI MEEMON, Ph.D.

ABSTRACT

This study investigates the quality of dental services and related factors.
Survey research was the methodology used in this study. The sample consisted of 400
patients who have had previous dental treatments aged older than 20 years and
residing in Sisawat District, Kanchanaburi. The research instrument was a
questionnaire using multi-stage sampling to colled data.

The study reveals that the perception of the participants regarding the
quality of dental service received was high, dentist etiquette (X = 4.14, S.D. = 0.56)
and reliable explanation (X = 4.12, S.D. = 0.56). The lowest levels of participants
regarding quality dental service is in the structural dimension of having a renowned
dentist (X =3.27, S.D.=0.68) followed by attractive facilities (X =3.57,S.D. =
0.54) are perceived to be relatively low. It was also found that the perceived quality of
dental care structure was statistically different across sex (3> = 18.597 , P = 0.000) as
well as the process (y° = 31.540 , P =0.000). Transportation expenses related to the
quality of dental service is significantly different (3> = 10.257 , P = 0.036). However,
the percieved quality was different across groups.

In general, opinions regarding the quality of dental services as viewed by
the recipients was at a moderate level. This study reveals that recipients are not
satisfied with the quality of dental service. The hospital has to improve its service
quality which received the lowest scores. In terms of result, this research was able to
identify that the quality assessment of dental service has an effect on other factors
significantly. It is suggested that results form the statistics should be used to creator
developmental program the can be implemented for intensive and distinctive data
analysis. Future investigations should extend to other work-units, either in-depth
interviews or categorizing the population into small groups, which will help discover
trends for improving the quality of dental service in the hospital.

KEY WORDS: DENTAL QUALITY SERVICE / DENTAL SERVICE RECEIVE /
RECIPIENT
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. State-of-the-art equipment

58]

. Visually appealing facilities

Physical

W

. Clean and hygienic appearance

4. Thorough sterilization of instruments

— Structure 5. Convenient arrival

o

Well dressed staff

Staff

=

Sufficient dentists for selection

8. Reputation of dentist

( 9. Healthy appearance of dentist

10. Performing services right the first time

— Professionalism | { 11. Sense of security with surgery staff

12. Subside pain during treatmant

L 13. Look over the teeth actively

14. Reliable oral health instruction

) 15. Courtesy of dentist
— Interaction <

16. Explain diagnosis and treatment intimately

17. Concern with patient’s questions and worries

Quality of .
T Process '

Dental service 18. Prompt patient service

|| Reactivity ) 19. Sympathetic attitude with patient’s problems

20. Effectivencess in handling patient complaints

21. Good service attitude

22. Short duration of hospital stay

23. Meet patient on time

24. Soliciting of patient opinions

L1 Administration <

25. Accurate patient records

26. Easily making appointment

27. Clearly stated item charge list

28. Pain relief after treatment

Outcomes of
L] Process I < 29. More confidence after treatment

The service

30. Acceptable fees for dental service
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FACTORS IN RELATION TO PERCEPTION OF QUALITY OF DENTAL CARE :
VIEWS FROM CONSUMERS IN SISAWAT DISTRICT, KANCHANABURI
PROVINCE

KEVALEE PANGAM 523689 SHMS/M

M.A. (MEDICAL AND HEALTH SOCIAL SCIENCES)

THESIS ADVISORY COMMITTEE: SIRIWAN GRISURAPONG, Ph.D.,
THAMMARAT MAROHABUTR, Ph.D., NATHANEE MEEMON, Ph.D.

EXTENDED SUMMARY

1. Significance of the problem

Dental and oral cavity problems have several impacts, including on health
in general, quality of life, economy, expense, daily living, burden for family member
and the self-confidence in social life. On the economic perspective, is the needs for
dental care resulted in increased state’s resource for arranging treatment services and
the absence of people’s work days to receive treatment resulted in loss of work
productivity in the country. Besides the problems and the effect mentioned, it is found
that the health promotion and cavity treatment service arrangement which is included
in social insurance system cannot serve the need of people equally. (Bhuddasri et al,
2009)

Developing the service quality to be in high level is an important strategy
to achieve success. The level of service quality is a process indicating the quality
which can be done by the assessment of people who get the service which includes the
dental service quality development that focus on patient-center system. (Atweerapat,
2010)

In getting health service of citizens, sometimes, the conflict is found in

health service system and there is also a gap on quality perception; customers have
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expectation on hospital’s quality service but the service they got from the health
service arrange is not consistent with what they expect. This leads to dissatisfaction
like in the study of Bennett (1994) (as cited in Supachutikul et al, 2000) that studied
on the perception of customers in Bangkok and found that 50% of questionnaire
answer on dissatisfaction of hospital service. Most of the dissatisfaction are on
slowness, long queue, bad service and bad manner. On the dissatisfaction towards
private hospital is the cost, incorrect diagnosis and inability or immoral doctors. On
state hospital, the dissatisfaction is on cutting in line and inequality.

From the literature review, there are several studies in many countries
concerning quality of health services which involve with overall health and mostly
based on two different parts: customers’ expectation and customer perception. The
study related to factors associated with the quality of dental care is found to be
limited. It is, therefore, interesting to investigate how clients perceive dental care

quality and the factors related to it.

2. Objectives
2.1 To investigate clients’ perceptions on dental care quality

2.2 To study factors related to clients’ perceived quality of dental care.

3. Hypothesis

3.1 Individual characteristics: age, gender, average monthly income,
average income per a household and education level are related to overall dental care
quality as perceived by dental services clients.

3.2 Experience of dental care service use is related to overall quality of
dental care.

3.3 Individual characteristics: age, gender, average monthly income,
average income per a household and education level are related to quality of dental
care structure as perceived by dental services clients.
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3.4 Experience of dental care service use is related to quality of dental
care structure.

3.5 Individual characteristics: age, gender, average monthly income,
average income per a household and education level are related to quality of dental
care processas perceived by dental services clients.

3.6 Experience of dental care service use is related to quality of dental
care process.

3.7 Individual characteristics: age, gender, average monthly income,
average income per a household and education level are related to quality of dental
care outcome as perceived by dental services clients.

3.8 Experience of dental care service use is related to quality of dental

care outcome.

4. Scope of the study

Population used in this study are residents in Srisawad district,
Kanchanaburi who have experience in using dental care service in hospitals located
in the district. The study was conducted during November 2013 — January 2014.

5. Concept of Quality of Care (Donabedian’s Conceptual Framework)

The Donabedian Model is a conceptual model which explain on health
service providing and the treatment quality assessment. On the model involving the
treatment quality, it is divided to 3 parts: structure, process and outcome which are the
origin of S-P-O concept, explaining the structure in the context of treatment and
service providing.

The model form is mostly presented as the chains of 3 boxes which are
consisted of structure, process and outcome with the arrows that point to the same
direction. These boxes are presented as 3 types of information which may be gathered

to refer to the treatment quality and service system.
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Structure

Process

> Outcome

- Objective resource

- Human resource

- Structure’s components

Customers and the
relatives

- Asking and caring
Service provider

- Diagnosis

- Treatment

- Health situation of the
customers and the
populations

- Knowledge promotion
and information
development and the

customers’ behavior

- Satisfaction
Patients and patients'

relatives

Figure 1 The Donabedian S-P-O Framework (Donabedian,1988)

Structure is consisted of factors that affect to the context involving with
treatment and service providing which are physical convenient provider such as tools
and human resource. It is also the measurement of average quality of treatment under a
convenient system. It is frequently easy to observe and measure the structure which
can be the cause of problem of processing.

Process is the overall outcome of every operation involving treatment
which are diagnosis, curing, preventive treatment and educating the patients/customers
(but the operation of the customers or their relatives are not included), everything bout
treatment/ curing. The information of process can be gained by medical note,
patients/customers’ interviewing and the practitioners or direct observation of those
who meet up with doctors.

Outcome is consisted of the treatment outcome which includes changes on
health, behavior or knowledge which satisfy the patients/customers, as well as life
quality which involving with health. Sometimes outcome is viewed as a very
important indicator of the quality because developing health situation is the priority
target of treatment. However, the outcome that can be measured to be numbers is
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difficult to explain about treatment measurement. Writing the relations between
process and outcome often needs to use big groups of population.

Donabedian framework is also applied with the large health care system to
assess the overall quality that will develop in the same direction which come across to
cover on places in hospital, the curer groups or big components concerning health
system in order to develop the quality and outcome of population. Therefore, this
study use this method to explain as the direct study of dental care quality service.
(Donabedian, 1988)

6. Methodology

6.1 Population and sample

This study is a survey research that studies service quality of dental care
and getting treatment in the point of view of locals in Srisawat district, Kanchanburi.
The population in this study is customers who have the right to get the dental care
service age from 20 up from hospitals which has dental care service available in
Srisawat district, Kanchanaburi, which is divided in to 4 sub-districts, covering 9,417
populations.

Sample size is calculated using Taro Yamane formula, resulted in 384

people. There are 400 respondents who completed the survey.

6.2 Sampling method

A simple random sampling method was used and the sample was drawn
from the residents in Srisawat district according to the household ratio of household
numbers in each sub-district in the cover of the hospitals, then, a person per household
were interviewed. The sampling process are as follows:

1) From data of household numbers in Srisawat district, find the
proportion of target population by sub-district.
2) Compare the household ratio as percentage3) Set up the sample size by sorting out
each sub-district by comparing the ratio to get 400 prospective participants.
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4) Employ systematic random sampling method by ordering the villages
starting at Moo 2,4,6,8 respectively based on sub-district.

5) Selecthouseholds randomly using systematic random sampling method
byordering household starting at 5, 10, 15 respectively.

6) Approach an interviewee from a household, by choosing the leader of
the household or the person who is convenient to answer the questions. In the case that
there is no one in the household or no members voluntarily participate in the study,

the household in the next order was selected.

6.3 Study tools

The tool used in this study is questionnaire comprising of 3 parts:(1)
general information and personal information of the population, (2) dental care
behavior including questions about patient’s background and experience regarding
illness and use of dental care services experiences and (3) part of the questionnaire, it

is to know the factors relating to the quality assessment of dental care.

6.4 Data Analysis

Descriptive statistics was conducted to explain characteristics of the
respondents,, oral care behavior, the use of dental care service and the expense by
using frequency and percentage distribution to assess overall quality of dental care as
perceived by the respondents.. The factors related to perceived dental care quality for

each dimension were examined usingChi-square test.

7. Study findings

7.1 Characteristics of the respondents

Most sample groups are female with over 50 percent and aged between 20
— 40 years old (40.30%). On marital status, most of them are married (63.5%). On
education, the groups are sin the level of bachelor degree or higher. (37.50). On career,
most of them are civil servants/ staffs of state enterprise (32.50%) and almost all of
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them are Budhist (99.5%). Their average monthly income are 20,001 baht up (43.8%).
The expense for the service averagely more than 70% is less than 10,000 baht with the
UCS (30 baht Universal Coverage Scheme) or with no expense for more than 50 baht
and the second use for the expense is the civil-servant scheme/ the state enterprise
scheme (27.3%). Almost half of them have chronic health condition which is 49.3% of
them. Over 90% of places they utilize the dental care service are state hospitals and
then private hospital (4.8%). More than half of hospitals they go to use the dental care
service regularly are the community hospitals with reason that they are the regular
patients/customers (23.8%). More than 80% of the customers/patients go to get the
treatment by personal cars or personal motorbike and most of the sample groups gain
convenience on transportation/travelling to get the service (39.5%)

7.2 Oral care behavior, utilization of dental care and related expense

Over 70% of the respondents perceived that their cavity health were in
medium level while more than 60% of them cleaned their cavity by brushing their
teeth only. The frequency of utilizing dental care service in 1 year round (50%) are 1-2
times and 3-4 times in equal amount. On the service they get, they are tooth pulling as
the tooth is in the state that cannot be saved anymore (26.5%). The expense for dental
care service averagely per time (50%) is 30 baht or with no expense at all and 21.8% is
able to reimbursed for the whole cost because most of the populations are farmers and
civil-servants/ state enterprise staffs. On the expense for transportation to reach the
service, over 40% it cost within 100 baht or cost no fee. More than 70% saying they
do not lose any regular income for the time they spend on receiving dental care or lose
only less than 300 baht.

7.3 Perceived quality of dental care structure in relation to individual
characteristics

Chi-square test was used to examine the relationship between perceived
quality of dental care structure and individual characteristics. Table 1 indicated that
gender is significantly related with perceived quality of dental care structure at p-value

smaller than 0.05. When considering the gender difference, female and male, over
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60% is having quality assessment in medium level; most female tends to perceive the
quality to be medium to high level for 20.8% when in male, the quality assessment is
in medium to low level for 28.7%, indicating thatfemale perceive the quality of dental
care structure at higher level than than male did (2 = 18.597 , P-value = 0.000). It can
be because female has higher opportunity to use the dental care service than male so

they have more experience than male.

Table 1 Cross-tabulation and chi-square test of the relationship between gender and

perceived quality of dental care structure

Quality of Dental Care Structure

Population’s
(amount/percentage)
qualification
Low Medium High Total
1. Gender
female 32(15.1) 136(64.2)  44(20.8) 212(100.0)
male 54(28.7)  118(62.8) 16(8.5) 188(100.0)

Total 86(21.5) 254(63.5) 60(15.0) 400(100.0)
v? =18.597 , P-value = 0.00

7.4 Perceived quality of dental care process in relation to individual
characteristics

The relationsship between quality of the dental care process and individual
characteristics is examined usingy Chi-Square test (table 2). It is found that gender has
statistically significant relationship with the quality of dental care process dimension .
Female tends to assess the service quality in higher level than male (32 = 31.540 , P-
value = 0.00). It can be because female are more sensitive and are likely to be
interested in beauty more than male so when cavity problems occur, female

populations tends not to dismiss the problem and get the dental care treatment.
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Table 2 Cross-tabulation and chi-square test of the relationship between gender and
perceived quality of dental care process

Quality of Dental Care Process

Population’s
(amount/percentage)
qualification
Low Medium High Total
1. Gender
female 15(7.1) 157(74.1)  40(18.9) 212(100.0)
male 53(28.2)  109(58.0)  26(13.8) 188(100.0)

Total 68(17.0) 266(66.5) 66(16.5) 400(100.0)
x? =31.540 , P-value = 0.00

7.5 Perceived quality of dental care process in relation to utilization of
dental care services

The relations between quality of dental care process and the use of dental
care service is examined using Chi-Square test (table 3). It is found that transportation
expense has statistically significant relationship with quality dental care process (y? =
10.257 , P-value = 0.036). The reason of the relationship can be because those who
pays for more cost of transportation reside or work in a far distance from the hospitals
that has dental care service available and need to spend more time to reach the service
place. Some of them even need to take leave from their work or absent in classroom
and some of them need to pay for renting cars/ bus and some need to tag along with
their neighbors to get the dental care service. Those who spend higher cost for
transportation can feel that they spend a lot of money and come from far distance so
they want to be cared by dentists more closely and the most effective treatment on the
dental care service, making appointment, diagnosis and explanation and the efficiency

in dental problem solution.
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Table 3 Cross-tabulation and chi-square test of the relationship between utilization of

dental care and perceived quality of dental care process

Quality of Dental Care Process

Population’s
(amount/percentage)
qualification
Low Medium High Total
1. Transportation cost for
receiving dental care
service
None 39(21.3) 110(60.1)  34(18.6) 183(100.0)
Less than 100 baht 26(13.9)  137(73.3)  24(12.8) 187(100.0)
More than 101 baht 3(10.0) 19(63.3) 8(26.7) 30(100.0)

Total 68(17.0) 266(66.5) 66(16.5) 400(100.0)
%2 =10.257 , P-value = 0.036

8. Conclusion

8.1 Quality of dental care as perceived by the respondents

The overall quality is perceived to be high among the respondents (x =
3.81, S.D. = 0.36). However, when divided into the three dimensions, the quality of
each dimension as perceived by the respondents are at medium level. Quality of dental
care process is perceived to be relatively high, when compared to other dimensions. In
details, the respondents rated quite high score for the interaction component: the staffs
in dental care have good manners (X = 4.14, S.D. = 0.56) and the second highest level
of assessment is that the dentists have reliable explanation (x =4.12, S.D. = 0.56). On
the other hand, the 2 aspects that received lowest level of quality assessment are on
structural dimension; renown dentists (x = 3.27, S.D. = 0.68), and the second lowest
level is the attractive facilitator (x = 3.57, S.D. =0.54).
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9. Discussion and recommendation

9.1 Implication of the study

From the study, it is found that in the overall quality of dental care as
perceived by the district-level clients are at medium level, implying that the clients are
not much satisfied with the quality of the available dental care, particularly in two
dimensions including structure and process. Hence, the quality improvement is
suggested in order to develop the dental care service system that could meet clients’
expectations. The recommendation from the study findings are as follows:

9.1.1 Structural dimension

1) There should be attractive facilities like a corner or activities
for relaxing which probably is a book corner or and radio providing knowledge.

2) There should be renown dentists in the hospitals which can
be done by have the staffs trained to gain trust from customers.

3) There should be enough dentists and the mobile service to
reduce density in hospital like going out to provide service in sub-district hospitals

every week.

9.1.2 Processing dimension

1) There should be a note taking of patients/customers’
symptom without any mistakes and the explanation and the note should be provided to
the customers in details so that customers/patients understand and trust the service.

2) Staffs and dentists should give encouragement to the
patients/customers when customers/patients are paranoid or scared. It will affect to the
overall picture of the dental care service’s quality assessment which will lead to

improve the image of the hospital in people’s views.

9.2 Future study
For this study, the data were collected from the customers of the hospitals
in their responsible area and the neighbors only. For further study, it would be better to

collect data from other sources or other areas so that it can reflect the quality of dental
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care in wider setting. Besides, this study is the survey only among the
customers/patients. It would be better to study in the health care provider’s perspective
that may result in different findings. Further study can also be done qualitatively or by
considering different subgroups of study population such as working age groups. It
should be noted that the Chi-square test, in this study may not be able to capture the
precision of respondent’s ratings on quality of care. In the next study, there should be
the use of statistic that can clearly investigate factors associated with quality of dental
care in order to give more valuable information to dental care facilities regarding how

to improve the quality of their structure, process, and outcome of dental care.
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