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Abstract

Patient expectations and satisfaction are indicators of success in healthcare service delivery. This research
aims to study the expectations and satisfaction of patients treated at the Department of Oral and Maxillofacial

Surgery, Faculty of Dentistry, Chulalongkorn University. A secondary objective is to compare the levels of expectations
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and satisfaction between patients treated on National Oral Health Day and those treated at the teaching clinic, and to
examine factors related to expectations and satisfaction. Patients were surveyed, including questions on general
information, expectations, satisfaction regarding treatment processes, service quality, and facility and amenities.
The survey received complete responses from 198 patients treated on National Oral Health Day and 206 patients
from the teaching clinic. Patients” expectations and satisfaction levels were high to very high in all aspects, with the
highest levels in service quality, such as polite speech, cheerful demeanor, attentive care, service readiness, and
the dentists’ expertise. Patients at the teaching clinic had higher expectations and satisfaction than those treated
on National Oral Health Day. Factors related to expectations and satisfaction differed between the two groups.
In the National Oral Health Day group, factors included dental care coverage and the providers related to service
quality expectations. The regular dental clinic they visit and the providers were linked to satisfaction with service
quality and facilities. For the teaching clinic group, income and regular dental clinic they visit were related to facility

expectations, while age and income influenced satisfaction with the treatment process and service quality.
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Table 1 The questions and factors used to collect data on expectations and satisfaction of patients on oral surgery services, along

with the symbols utilized for representation within the result table.

C ) o =
wataAianu Uadeduyananiaula
4 [
Q1 N3TUIUNISIENISSNY F1 e
Q1.1 PJUNDUNITSUUSANS F2 2y
9
Q12 W P/Aumnmdesuisduneunssnenladniau F3 17N
Q13 nanseAdFunIssne Fa NIANY
Q14 nalunsaeuitu/rituae F5 510l
Q15 narlunissesuen Fé HAVBMIINHIMETUE
5 o v oy d F7 a@nuneuIaysyan
Q2 aunwlunslivinsveadmdn . L
P -, F8 AUALUNITSUUINS
Q21 TuSNseeANaanIw Buud v d yuy
o ) ) Fo m3shwinaglasu
Q22 Anuelald wazdmnundoulunisliuinis vy
. F10 Alin133nY
Q23 ANEINTOLUNINDUMAIN Tuastoasdy YreuATem
Q24 ununndanunsaeduigennistheldegvasiden dau
Q25 Viupunndiinnug anudierglumsin
Q26 Viunwnndesuien1suiadmvainisaeuiiu/miiugalinseungy
wazdnaY
Q3 d01ufl LazdIgIUIAUETAIN
Q31 ANHAZAINTUNMIAUN 1AM TURUNTEAERS T4
Q3.2 AnunsonvesgunIallun1snm
Q33 anuiliuinsinnuazen
Q34 HUSunauiesLisIne
Q35 thetannuuengauInIstnau
Q4 anuianalalagsau

NAN1SIAY

Joyaraluvasnguiaagne (a151971 2)

Toyarhluvesfitrivuinmsluiuiunansisoae
WiaAUsEdnl 2562 a AEiuALIEAEnT YnadnTal
wiIngdeiauau 198 519 dusnniduwands (Govag 55.1)
ogeeflutng 21-30 Y (Gevar 37.0) ordwsuiaiidadausnniian
($owax 28.3) druanniinisAnwmninssiuliyaes Gevas
56.6) s1eldrunnneglugag 10,000 - 20,000 U msieLfeaU
(Fowaz 52) fRavsNsSnwneuIaduavsussiudenud
dndannilan (Gevay 35.4) dusnnidniuuinisusyanlu
adtinienyu (Fevar 42.9) wagdindhiumsdnwideionnis
(Soway 77.3)

76 J DENT ASSOC THAI VOL.74 NO.2 APRIL - JUNE 2024

Toyannnguiegvaid1Fuuinstuaaiinns
FUUNTADY ANETIUALNMEANERNS IRIAINTAINNTINERY
Tufoudanan w.a.2563 913U 220 TeNUIRLUVADUD Y
fawysaldau 206 19 drnilvaidumemnds (Fovaz66.5)
nauey 21 -30 U ($evag 47.1) nguendnilundiaaléiun

=2 v

WnSeu Undnw (Gewvay 52.9) sedunsanwauinidy
sefuUSaes (Gewaz 60.2) seldindedeiieutosnia
10,000 U™ (588ag 51.9) AMUENENNITSNEINYIUIAEIULIN
Ton1strszRues (Govag 65.5) @ruunnsunssnwUsyan
finatnonsu (Gavas 41.7) wazdunissnwdledennis

(5oway 59.7)



A15799 2 Toyaniluvessuuingg
Table 2 Demographic data
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Table 2 Demographic data (cont.)
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Table 3 Evaluation and comparison of expectation and satisfaction of the patients on oral surgery services at the Faculty of Dentistry,

Chulalongkorn University.

AUAIANAG anuianela
AU AdTN AUA ARLN p* oP p! p°
x S.D. x S.D. x S.D. x S.D.

Q1.1 3.81 0.94 4.11 0.73 4.27 0.73 4.26 0.69 0.00* 0.94 0.000*  0.002*
Q1.2 4.24 0.68 4.27 0.67 4.38 0.66 4.41 0.67 0.61 0.61 0.009*  0.001*
Q1.3 3.78 0.84 3.94 0.81 4.14 0.85 4.17 0.80 0.06 0.64 0.000*  0.000*
Q1.4 3.84 0.77 3.78 0.88 4.43 0.60 4.44 0.70 0.45 0.97 0.000*  0.000*
Q1.5 3.88 0.78 4.05 0.90 4.32 0.69 4.35 0.70 0.04* 0.60 0.000*  0.000*
Q2.1 4.48 0.61 4.57 0.59 4.53 0.60 4.67 0.51 0.14 0.16 0.23 0.02*
Q2.2 4.48 0.60 4.64 0.52 4.53 0.58 4.66 0.50 0.01* 0.13 0.21 0.48
Q2.3 4.41 0.63 4.58 0.57 4.47 0.67 4.64 0.55 0.01* 0.05 0.21 0.09
Q2.4 4.40 0.64 4.63 0.55 4.40 0.65 4.58 0.60 0.00* 0.05 1.00 0.16
Q2.5 4.47 0.59 4.79 0.56 4.52 0.57 4.53 0.60 0.03* 0.88 0.26 0.18
Q2.6 4.45 0.62 4.56 0.58 4.36 0.74 4.57 0.60 0.06 0.002* 0.07 0.91
Q3.1 4.29 0.74 4.34 0.75 4.31 0.72 4.43 0.70 0.44 0.09 0.07 0.04*
Q3.2 4.47 0.59 4.61 0.55 4.49 0.60 4.63 0.55 0.02* 0.017* 0.61 0.46
Q3.3 4.41 0.65 4.64 0.54 4.43 0.66 4.62 0.52 0.00* 0.001* 0.74 0.49
Q3.4 4.19 0.75 4.53 0.63 4.19 0.80 4.53 0.60 0.00* 0.001* 0.91 1.00
Q3.5 4.33 0.70 4.44 0.64 4.34 0.68 4.49 0.67 0.09 0.035* 0.75 0.27
Q4 - - - - 4.43 0.65 4.56 0.55 - 0.032* - -

*rrmuanaNiuee19ihisa R nsaas (p<0.05)
p* #7 p-value vesmsiTeuigussaunIuAImTvesgansuyinsluiuiusassaguuisnd Auganiuuing a adinnsFeunisaou

pP 77 pvalue vosmsiSeuiigussaunauilmelavesansuusmstuduiueaisisaguurisni Auginsuusns al Addnmsiseunsaen

pY A1 p-value YoumsTgUiEUTEAUAINAIANTY UaysyAUATILR e lave N TUUTNISTUTIURa IS Sl ULYITI
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