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Abstract: In today’s competitive world, the quality of dental services provided is extremely important. Dental service
providers around the world consider patient satisfaction to be an important and fundamental factor in providing dental services.
Patient satisfaction by the provided dental services is defined in the literature as the achieved match between the patient’s
expectations, his needs and the actual dental care provided to him/her. Understanding the importance of the concept dedicated to
the quality of dental services and surveying the satisfaction of patients receiving these services is very important. Oral diseases
are considered major health problems due to their high incidence and prevalence worldwide

Aim:. The aim of the present study was to assess patient satisfaction by dental services provided by dental students.

Materials and methods: Sociological survey has been carried out. For the respondents’ convenience participating in
the research, the opportunity to choose between two options for filling out the survey card is provided: a paper survey card and
Online questionnaire created in Google Forms. A survey was conducted on a voluntary basis in May-July 2023. The results of
the survey are presented in table and graphic form, which are accompanied by analyzes and conclusions. For the purposes of
the research, 358 patients treated by fourth, fifth- and sixth year students in the facility of the Faculty of Dental Medicine at the
Medical University of Varna - were surveyed.

Results: The results show a positive correlation between the quality of dental services provided by dental students and
patient satisfaction.

Conclusion: Measuring the quality of dental services has an important role in managing the dental care provided,
diagnosing the problem and evaluating the effectiveness of the service. Patient satisfaction is one of the key indicators in the
quality of services provided in the dental practice. The results of the conducted study dedicated to patient satisfaction with the
provided dental services are an indicator for evaluating the quality of dental care provided by dental medicine students, based
on a survey of patients’ attitudes and opinions.
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1. INTRODUCTION

In today’s competitive world, the quality of dental services provided is extremely important. Patient
satisfaction is widely used to evaluate the quality of dental services.(7,8,14) The quality of healthcare
services is a multidimensional concept in which one of the most important aspects is patient satisfaction.
(5) Patient satisfaction is one of the key indicators of the quality of dental care provided.(2,6,16) Dental
service providers around the world consider patient satisfaction to be an important and fundamental factor
in providing of dental services.(15)

Patient satisfaction with the provided dental services in the literature sources is defined as the
achieved match between the patient’s expectations, his needs and the dental care actually provided to
him. The measurement of patient satisfaction is one aspect of the overall assessment of the quality of
the dental service provided. (10) In addition, patient satisfaction is an important indicator for evaluating
the quality of the dental services provided. (12,18) The high level of quality of dental services results in
high patient satisfaction, maintaining existing regular patients. (3,17) Understanding the importance of
the concept dedicated to the quality of dental services and surveying the satisfaction of patients receiving
these services is very important. Oral diseases are considered major health problems due to their high
incidence and prevalence worldwide. (9,13) According to the results of the study by Dopeykar et al .the
highest average value of patient expectations is related to confidence, which is consistent with the results
of Aghamolaei et al. (1) and inconsistent with those of Gillii et al., according to whose study the aesthetic
results of the treatment performed are the most important factor for the quality of the service. (11) Respect
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for the privacy and personal space of patients, showing friendly and respectful attitude and explaining
medical conditions and illnesses to patients can increase confidence and satisfaction and improve the
quality of services provided.(4)

2. MATERIALS AND METHODS

Sociological survey has been carried out. For the respondents’ convenience participating in the
research, the possibility of choosing between two options for filling out a survey card is provided: a paper
survey card and online questionnaire created in Google Forms. A survey was conducted on a voluntary
basis in the months of May-July 2023. For the purposes of the research, 358 patients (131 men and 227
women) treated by fourth, fifth and sixth year students in the facility of the Faculty of Dental Medicine
(FDM) at the Medical University-Varna were surveyed.

The results of the study are presented in table and graphical form and are accompanied by analyzes
and conclusions. Each of the study participants filled out an informed consent form to participate in the
study. Each of the respondents was provided with an information sheet for participating in the survey
and a notice on the protection of personal data. Permission (approval) to start the research was received
from the Research Ethics Commission (KENI) at Varna Medical University after preparing and presenting
document worksheet on the subject of the research. The results of the survey were statistically analyzed
to assess their reliability and representativeness. Data was processed with IBM statistical software SPSS
Statistics v.23. The statistical method used to process the results are descriptive statistics and correlation
analysis.

The questionnaire provided to the study participants consists of 22 questions, which are divided into
3 groups (table 1). The questions from the first group contain socio-demographic information about the
surveyed patients: age, gender, year of study of the student who conducted their treatment. The questions
from the second group explore the opinion and assessment of patients regarding the information provided
to them during the diagnostic-treatment process. The third group of questions from the survey is related
to Assessment of patient satisfaction with the provided dental treatment.

Table 1. Questions and statements included in the survey

Information about 1. Age
surveyed patients 2. Gender

3. Your dental treatment was performed by a student: fourth-, fifth- or
sixth year student
4. Were you given a Declaration of Informed Consent to sign?
II group = Opinion and 1. The informed consent document I signed was explained to me clearly
assessment of patients  and comprehensibly.

regarding the 2.1 was informed about all the tests clarifying my exact diagnosis, about

information provided the risks they entail and about the way they are carried out.

to them during the 3. 1 am satisfied with the opportunity provided to carry out an X-ray

diagnostic and examination at the Faculty of Dental Medicine.

treatment process 4.1 was given the necessary information in a clear and understandable
way about my condition, potential risks and possible treatment
alternatives.

5.1 was explained all the risks to my health when using anesthetics.

6. I was given the opportunity to ask questions about the risks and
dangers associated with the procedures (diagnostic and therapeutic) that
were admimstered.

7. In the course of the diagnostic and treatment process, I was informed
about all the performed manipulations.

8. I recewed all the additional clarifications I requested regarding the
treatment plan.

9. The process of registration and admission for dental treatment at the
Faculty of Dental Medicine is very well organized.

I Assessment of patient 1. During treatment, pain and discomfort were minimized.
group satisfaction with dental | 2. My treating student approached me with patience, empathy and
treatment provided respect throughout the treatment period.

3. T received courteous and professional treatment from all the Faculty
of Dental Medicine staff involved in the treatment process.

4. The aesthetic results of the performed dental treatment meet my
expectations.

5.1 am satisfied with the quality of the materials used for my treatment.
6. During the course of the treatment and after its completion, I had the
opportunity to turn to the student treating me and his assistant at any
time I needed.

7. There 1s a published price list for all the fees I have paid for the dental
treatment.

8. The fee for medical diagnostic services performed at the Faculty of
Dental Medicine is very affordable.

9. I am satisfied with the quality of the provided dental services
performed by students in the Faculty of Dental Medicine at MU-Varna.
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3. RESULTS

The factor variables: age and gender were studied and analyzed. 358 patients with an average age
of 47.5 £ 17.4 years (30-65 years) took part in the survey. The youngest patient participating in the study
was 18 years old and the oldest was 88 years old. (Fig .1) Patients are divided into age groups. In the age
group from 18 to 24 years, 50 patients participated, with the most numerous being 23 years old. Patients
aged between 25 and 44 years are the largest survey participating group - 122 people, and most of the
participants are 44 years old. There are 98 participants in the survey between the ages of 45-59. In the
60-74 age group fewer participants were involved - 52 patients. The participants aged 75 and over were
the least numerous, only 36 patients.

The distribution of patients by age groups shows the importance of patients’ age to their attitude
to their own health, their attitude to health and health information in general, the degree of provision of
health services and their absorption, cultural, geographical, socio-economic characteristics. From the
conducted research, we came to the conclusion that the patients at a young age of 25 to 44 took the
greatest part. This is explained by the fact that patients of this age have realized the need for dental care
and prevention. They successfully take care of their dental health, have good oral hygiene and strictly
follow instructions about treatment and visits to dental specialists.

—Normal
Mean = 47.492
Std. Dev.=17.8418
N =358

Frequency

Fig.1 Distribution of patients by age

Regarding the gender criterion, 227 (67%) of those who took part in the survey were women and
131 (36%) were men. (Fig.2) The ratio of women : men is approximately 2 :1.

® Man
® Woman

Fig.2 Distribution of patients by gender
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The largest part of patients who participated in the survey answered that they were treated by
sixth-year students - 47.8%, a small part of fifth-year students - 29.9%, and the smallest part of patients
22.3% have received dental care from fourth-year students. ( Fig. 3) These results are explained by the
desire of the students to be treated by students with more experience, and since the hours of internship
and practical work of the sixth year are longer, the patients treated by sixth years complete the treatments
in a shorter time, which is also one of the reasons they are preferred by patients.

@ Fourth year student
@ Fifth year student
Sixth year student

Fig.3 Students who performed the dental treatment:

The second main group of questions dedicated to researching the patients’ opinion regarding
the information provided to them during the diagnostic-treatment process shows the patients’ attitudes
regarding the need for effective communication and good information as a key factor for the provision of
quality dental services.

The second main group of questions dedicated to researching the patients’ opinion regarding
the information provided to them during the diagnostic-treatment process shows the patients’ attitudes
regarding the need for effective communication and good information as a key factor for the provision of
quality dental services.

Concerning the statement ” All the risks to my health were explained to me when using local
anesthetic”: 314 (87.7%) patients answered that they fully agreed (satisfied), 25 (7%) expressed agreement,
16 (4.5%) have no opinion, only 1 (0.3%) patient expressed extreme disagreement (dissatisfaction). A
positive moderate correlation was observed between the indicators of awareness of the risks in the use of
local anesthetic and satisfaction with quality (Spearman p =0.417, p < 0.001).

287 (80.2%) of the patients were satisfied with the dental treatment, in which pain and discomfort
were minimized. A large part of the patients 303 (84.6%) noted in the questionnaire that the staff from the
Faculty of Dentistry at Varna Medical University approached them with patience, empathy and respect
throughout the entire period of treatment. 321 (87.9) answered that they received polite and professional
treatment from all the staff of the Faculty of Dental Medicine involved in the treatment process. The
satisfaction of the patients with the aesthetic results of the performed dental treatment and with the quality
of the materials used is in close percentage ratios, 77.7% and 79.1%, respectively. In the questionnaire,
314 (87.7%) of the respondents expressed their satisfaction with the affordability of prices for dental
services offered to patients.

The assessment of patient satisfaction with the quality of dental services provided by students
in the teaching facilities of the Faculty of Dental Medicine at Varna Medical University is very high: 315
(88%) fully agree, strongly agree, satisfied while 33 participants (9.2%) agree and 14 patients (3.9%) do
not have an opinion on this issue, 4 people (1%) disagree, and a very small part of the respondents 0.3%
expressed extreme disagreement.(Fig.4)
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400

300 315 (88%)

200

100
1(0.3%) 2(0.6%) 7(2%)

1 2 3 4

1 - extreme disagreement (dissatisfaction); 2 - I do not agree; 3 - I have no opinion;
4 - I agree; S - I completely agree (extreme agreement, satisfaction)

Fig.4 Patient’s satisfaction with the quality of the provided dental services performed by students in
the Faculty of Dental Medicine at MU-Varna

Given the opportunity for additional explanations regarding the treatment plan and the performed
manipulations in the course of the diagnostic-treatment process gains the patient’s trust in the student-
future dental medicine doctor who treated him. The relationship between the level of awareness and
satisfaction with the quality of dental services provided is directly proportional. The more information that
is provided to the patient in a clear and accessible way, the more satisfied he/she is with the quality of the
dental services provided. The strength of the dependence is moderate ( Spearman p = 0.485, p <0.001).

The results show a positive correlation between the quality of the materials used for the treatment,
the aesthetic results obtained and the satisfaction of the patients with the dental services provided. Minimal
pain during dental treatment, patience, empathy and respect on the part of the students also correlate with
high patient satisfaction with the dental services provided.

4. DISCUSSIONS

Patient satisfaction by the provided dental services is animportant factor for evaluating dental services
quality. Improving patient satisfaction requires dental services to be patient oriented and obeying standard
and efficient protocols. Analyzing patient satisfaction and understanding the weaknesses, opportunities
and threats related to the dental services provided can improve the ability of dental practitioners to attract
more patients. Identifying the main determinants of patient satisfaction and improving the quality of dental
services are important for the proper functioning of dental patient care.

5. CONCLUSIONS

Measuring the quality of dental services has an important role in managing the dental care provided,
diagnosing the problem and evaluating the effectiveness of the service. Patient satisfaction is one of the
key indicators of the quality of services provided in the dental practice. The results of the conducted study
dedicated to patient satisfaction by the provided dental services prove to be an indicator for evaluating
the quality of dental care provided by dental medicine students, which is based on a patients’ attitudes
and opinions survey.

ACKNOWLEDGMENTS

The following study was able to be executed thanks to the Program “Young scientists and
postdoctoral fellows-2” funded by the Bulgarian Ministry of Education and Science. The authors of the
study express their gratitude to the academic board of directors of the Faculty of Dental medicine and
Medical University — Varna.

https://medisij.com
65



Georgieva, G. (2023). Assessment of patient satisfaction with the quality of dental services provided by students of dental
medicine, MEDIS - Medlical Science and Research, 2(3), 61-66. doi: 10.35120/medisij020361g
UDK: 614.253.4:616.31]:614.253.8:005.32(497.7)"2023"

REFERENCES

Aghamolaei T, Eftekhaari TE, Rafati S, Kahnouji K, Ahangari S, Shahrzad ME, et al. Service quality assessment of a referral
hospital in Southern Iran with SERVQUAL technique: Patients’ perspective. BMC Health Serv Res. 2014;14:322-326.

Alhashem AM, Alquraini H, Chowdhury RI. Factors influencing patient satisfaction in primary healthcare clinics in Kuwait. Int J
Health Care Qual Assur. 2011;24:249-62.

Bahadori M, Raadabadi M, Heidari Jamebozorgi M, Salesi M, Ravangard R. Measuring the quality of provided services for
patients with chronic kidney disease. Nephrourol Mon. 2014;6:218-10.

Bahadori M, Raadabadi M, Ravangard R, Baldacchino D. Factors affecting dental service quality. Int J Health Care Qual Assur.
2015;28:678-89.

Bastos LF, Hugo FN, Hilgert JB, Cardozo DD, Bulgarelli AF, Santos CMD. Access to dental services and oral health-related
quality of life in the context of primary health care. Braz Oral Res. 2019 Aug 15;33-018.

Bosmans J, Geertzen J, Dijkstra PU. Consumer satisfaction with the services of prosthetics and orthotics facilities. Prosthet
Orthot Int. 2009;33:69-77.

Chang W-J, Chang Y-H, Patient satisfaction analysis: Identifying key drivers and enhancing service quality of dental care,
Journal of Dental Sciences (2012)

Choi SE, Kalenderian E, Normand SL. Measuring the quality of dental care among privately insured children in the United
States. Health Serv Res. 2022 Feb;57(1):137-144.

Deana NF, Zaror C, Seiffert A, Aravena-Rivas Y, Mufioz-Millan P, Espinoza-Espinoza G, Pineda P, Alonso-Coello P. Quality
appraisal of clinical practice guidelines on provision of dental services during the first months of the covid-19 pandemic.
J Evid Based Dent Pract. 2021 Dec;21(4):101633

Dopeykar N, Bahadori M, Mehdizadeh P, Ravangard R, Salesi M, Hosseini SM. Assessing the quality of dental services using

. SERVQUAL model. Dent Res J (Isfahan). 2018 Nov-Dec;15(6):430-436.

Gllii O, Tekindal M, Tekindal MA, Yazici AC. Evaluation of expected and perceived of quality of service with the SERVQUAL
scale: The case of a private physical therapy and rehabilitation center. Biomed Res (India) 2017;28:711-5.

Haj-Ali W, Bou Karroum L, Natafgi N, Kassak K. Exploring the relationship between accreditation and patient satisfaction — The
case of selected Lebanese hospitals. Int J Health Policy Manag. 2014;3:341-6.

Herndon JB, Tomar SL, Catalanotto FA, Rudner N, Huang IC, Aravamudhan K; et al. Measuring quality of dental care: Caries
prevention services for children. J Am Dent Assoc. 2015;146:581-91

Lin Y, Hong YA, Henson BS, Stevenson RD, Hong S, Lyu T, Liang C. Assessing Patient Experience and Healthcare Quality of
Dental Care Using Patient Online Reviews in the United States: Mixed Methods Study. J Med Internet Res. 2020 Jul
7;22(7):18652.

Merican MI, bin Yon R. Health care reform and changes: The Malaysian experience. Asia Pac J Public Health. 2002;14:17-22.

Palihawadana D, Barnes BR. The measurement and management of service quality in dental healthcare. Health Serv Manage
Res. 2004;17:229-36.

Righolt AJ, Sidorenkov G, Faggion CM Jr, Listl S, Duijster D. Quality measures for dental care: A systematic review. Community
Dent Oral Epidemiol. 2019 Feb;47(1):12-23.

Tzeng HM, Yin CY. Patient satisfaction versus quality. Nurs Ethics. 2008;15:121-4.

https://medisij.com
66


https://medisij.com


