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Abstract

Background:

The quality of services provided by a dental specialist
is a major concerned. The level of anxiety and stress
among dental specialists has increased due to patients

complaint.

Aim:

The purpose of this research is to measure the overall
patients’ satisfaction with the quality of dental servic-
es provided at Eastern Province Military Hospitals,
Saudi Arabia

Methods:

The researcher has conducted a cross-sectional ana-
Iytical study at dental clinics of three military hos-
pitals. A stratified random sampling technique was
employed in the data collection from pre-tested ques-
tionnaires. Descriptive statistics were followed by in-
ferential statistics. Chi-square test (X2) and Fischer’s
exact test were also used to assess the male and fe-

male satisfaction levels.
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Results:

The number of participants in this study was 247 pa-
tients, in which 69.6% were female and 30.4% were
male. The factors associated with patient satisfaction
disclosed a mean percentage of 71.0% SD + 14.31,
for the four domains of satisfaction indicate an av-
erage level of satisfaction. The results also show a
significant difference in male and female patients’
satisfaction in specific areas such as asking personal
questions during the visit, or prolonged waiting time
for appointments and maintaining confidentiality (P
< 0.05).

Conclusion:

Patient-dentist interaction and system/ administra-
tive efficiency are the factors that have the most sig-
nificant effect on patients’ satisfaction at these three
sites. It is recommended that hospital administration
arranges awareness sessions to enlighten dental ser-
vice providers about professional conduct, sessions
on how to avoid long waiting periods for dental ap-
pointments, and on how evening or weekend clinics

could accommodate more patients.

Keywords:
Military Hospital; Dental services; Satisfaction; Sau-
di Arabia

Introduction

Patients’ satisfaction is crucial for all den-
tal specialists and has been shown to im-
pact compliance and the success of treat-
ment in both developed and developing
countries!!). The degree of patients' satis-
faction is the major factor in determining

the achievement of the services provided
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by oral health clinics. Also, it plays a huge
role in the improvement of all services
provided by dental specialists ?. The rep-
utation of all dental clinics is based on pa-
tients’ satisfaction. Patient’s satisfaction
feedback used as a tool to measure the
quality of all dental services. In this man-
ner, patient satisfaction is a significant part

of oral health care, which can affect treat-
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ment outcomes..

The level of anxiety and stress among den-
tal specialists has increased due to patients
complaint!l,

The perception of a patient's family and
friends about dental practice can be an ef-
fect due to unhappiness of dental services.
Therefore, professional conduct should be
promoted among all dental care providers.
Moreover, patients’ concerns about dental
service should not be ignored and took im-
mediate appropriate action®.

Patients’ attitude toward dental treatment
is highly impacted by their satisfaction in
dental services. According to Ohrn and
Jonsson ! satisfied patients are always
attending their appointment, less fear of
dental treatment, and pain perception. Es-
tablishing rapport between dentists and
patents will enhance patients' commitment
to dental appointments and advice. In or-
der to evaluate the quality of dental ser-
vices, patient satisfaction and contentment
need to be appropriately addressed 7). It
also affects clinical outcomes and patient
retention!®].

The health care sector is rapidly devel-
oping in Saudi Arabia. The government
recognizes it together with an education-
al sector to be the top priority of its inner
policy spending, a large amount of money
on its growth and functioning. The posi-

tive tendency can be recognized. Name-

ly, the quality and quantity of health care
services have significantly improved in
the past view decades[9]. However, this is
still not the top positive outcome that can
be reached. Therefore, a thorough investi-
gation of patients’ satisfaction with dental
services is necessary as it can further im-
prove the quality of health care services.
Dental care was chosen to be researched as
this sphere is among one of the most rapid-
ly developing ones, and it is still not able to
cover the demand for dental services. It is
worth mentioning that Saudi Arabia might
become the top dental, medical care des-
tination in the Middle East region. As for
now, dental medicine in Saudi Arabia is on
the rise, with the prices cheaper here than
in the Western and European countries. In
turn, it makes it possible to suggest that the
improvement of the quality of dental ser-
vices might make Saudi Arabia the world's
top destination for dental health medicine.
Therefore, this study seeks to define the
key factors influencing patients’ satisfac-
tion and the need to develop some further
recommendations on how to enhance the
standard of dental care services in Saudi
Arabia.

This study focus on measuring overall pa-
tients’ satisfaction levels towards the qual-
ity of dental services provided at Eastern
Province Military Hospitals of Saudi Ara-

bia. It also aims to measure the difference
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in satisfaction levels concerning male and

female patients.

Materials and methods

A cross-sectional analytical study was
done at the dental clinics of the three mili-
tary hospitals. The numbers of participants
in this study were 300. The targeted hospi-
tals were King Abdul-Aziz Airbase Hospi-
tal, Dhahran, King Fahd Military Medical
Complex, Dhahran, and King Abdul-Aziz
Naval base Hospital, Jubail from October
to December 2018.

For sample size, a stratified random sam-
pling technique was used, which based
on a number of patients with a 95% con-
fidence level (£0.05). Approximately 100
patients were selected equally from each
hospital.

The study included patients having the
privileges and legality to be treated within
these military hospitals. One of the prereq-
uisites of the survey was that the respond-
ents had to be 18 years of age or older.
For data collection, a previously validat-
ed questionnaire based on a Mahrous and
Hifnawy!"” study were used to measure
patients’ satisfaction. A granted written
permission was received via email from
the authors.

The questionnaire consists of 19 ques-

tions, which were designed to evaluate

the factors affecting patients’ satisfaction.
The questionnaire consists of socio-demo-
graphic characteristics

(age, gender, and nationality); the ques-
tionnaire consisted of four sections. The
first section of the questionnaire was about
patient-dentist personal interaction (9
questions). The second section was related
to patient satisfaction with technical com-
petency (4 questions). The third section
was about administrative efficiency

(4 questions), and the last section was
about the clinical setup environment
(2 questions).

The survey was distributed to all partici-
pants with guidance. The responses were
collected at the end of a dental care session
to cover all factors included in the ques-
tionnaire. Some participants were exclud-
ed from the study due to their incomplete
treatment or refused to participate in this
study.

The English and Arabic questionnaires
were used with a Likert scale (5 points)
ranging from 1 to 5

(Strongly Disagree, Disagree, Uncertain,
Agree, and Strongly Agree). For data anal-
ysis, the 5-point scale was afterward con-
verted to a 3-point response scale ranging
from 1 to 3.

(1 = Strongly Disagree & Disagree, 2 =
Neutral and 3 = Strongly Agree & Agree).

In the questionnaire, the standard pattern
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for answering was avoided by using neg-
ative and positive statements. Therefore,
meticulous reading of all questions by par-
ticipants has been maintained.

Microsoft Excel was used for data tabula-
tion and then analyzed by Statistical Pack-
age for the Social Sciences (SPSS, V.23,
Chicago, Illinois USA). All results were
calculated for qualitative and quantitative
data. The association between patient sat-
isfaction and gender were evaluated by
Chi-square (X2) and Fisher’s exact test. A
P-value <0.05 was considered statistically
significant.

Ethical approval was attained from the In-
stitutional Review Board office at Prince
Sultan Military College of Health Scienc-
es, Dhahran (Ethical approval No. IRB-

2019-DOH-036). The details regarding
the objectives and benefits of this research
were explained to participants, and in-
formed consent was obtained before filling
in the questionnaire. All information was
kept classified and used only for statistical

analysis.

Results

The response rate was 82.3 %, as 247 out
of 300 questionnaires were returned. The
patient’s age ranged from 18 to 65 years
(mean age= 31.86 years £SD 9.8). The
gender distribution showed 69.6% females
and 30.4% males. More than 90 % of the
respondents were Saudi nationals

(Table no.1).

Table no. 1 Demographic characteristics of the respondents

Demographical Variable N %
Male 75 304
Gender
Female 172 69.6
. . Saudi 231 93.5
Nationality -
Non Saudi 16 6.5
Less than 30 41 16.2
31 -40 80 32.4
Age (years) 41 -50 70 28.3
51 -60 42 17.0
Greater than 60 16 6.1

Table no. 2 displays the overall average
percent mean score of 71.0

(range 29.4 — 89.0, +SD 14.31) for all four
disciplines indicate an average level of pa-

tients’ satisfaction. The mean percentage

of agreement with regard to the satisfaction
of four disciplines was done by calculating
the level of satisfaction. It also shows the

mean satisfaction for each discipline.
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Table no. 2 Overall satisfaction for the four main discipline

Item Minimum % | Maximum | Mean % SD
(Agree) % (Agree) (Agree)
Patient dentist interaction (PDI) (9 items) 29.4 86.3 72.3 +17.96
Technical Competency (TC) ( 4 items) 66.8 89.0 76.5 +9.22
Administrative efficiency (AE) ( 4 items) 56.6 68.0 60.5 +5.38
Clinical setup environment (CS) (2 items) 66.6 83.8 75.7 +12.16
Overall average percent mean score (19 items 29.4 89.0 71.0 +14.31

Table no. 3 indicates satisfaction with re-
gard to individual items in the question-
naire. It was noticed that 86.3 % of re-
sponded patients agreed on the item that
dentists did not ask a question about per-
sonal life during treatment, and 85.8 %
agree on their friendly behavior. However,
this table also shows that only 29.4% of

the patients agree that they were not com-

pelled to get dental care from a student.
Table no. 3 also showed 89% reported that
dental instruments used were sterilized. In
the administrative efficacy domain, 56.6
% of patients were satisfied because they
do not have an extended appointment wait
time and treatment. In the clinical setup
environment, 66.6 % of patients agreed

about comfortable waiting areas.

Table no. 3: Patients’ satisfactions regarding individual item in the questionnaire.

Item Disagree Neutral Agree
Patient dentist interaction (9 items) N (%) N (%) N (%)
Dental Staff did not talk with each other 40 (16.2) | 59(23.9) | 148 (59.9)
while providing treatment
Dental Staff were concentrating on their work. 19 (7.7) 28 (11.3) | 200 (81.0)
Dentist was friendly with me. 19 (7.7) 16 (6.5) | 212 (85.8)
Dentist explained the procedures before start of treatment. | 25 (10.1) | 27 (10.9) | 195 (78.9)
Dentist gave me advice after treatment. 24 (9.7) 22 (8.9) | 201 (81.4)
Dentist facial’s expression was cheerful with a smile. 30 (12.1) | 24(13.8) | 183 (74.1)
Dentist did not criticize my oral condition or 33913.3) | 29 (11.7) | 182 (74.9)
compared it with others.
Dentist did not ask personal question during offering care. 19 (7.7) 15(6.1) | 213 (86.3)
I was not obliged to receive dental care by a student 99 (40.1) | 68(27.5) | 80(29.4)
Technical Competency ( 4 items)
Treatment offered was not painful. 27 (10.9) | 36 (14.6) | 184 (74.5)
Thorough dental examination. 22 (8.9) 38 (15.4) | 187 (75.7)
I received good quality treatment; e.g. Filling 47 (19.0) | 35(14.2) | 165 (66.8)
did not get dislodged or broken.
Dental instrument used were sterilized. 4 (1.6) 23(9.3) | 220(89.0)
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Administrative efficiency (4 items)

Working hours of the clinic were suitable for me. 69 (28.0) | 28 (11.30 | 150 (60.8)
I did not wait for long time to have an appointment. 85 (34.4) 38 (15.4) | 140 (56.6)
Short waiting time to get the treatment. 60 (24.3) | 47 (19.0) | 140 (56.6)
Complete dental treatment. 45 (18.2) | 34 (13.8) | 168 (68.0)
Clinical setup environment (2 items)

Comfortable waiting area. 55(22.3) | 28(11.3) | 164 (66.6)
Privacy of treatment was insured. 23 (9.3) 17 (6.9) | 207 (83.3)

Table no. 4 shows the relationship between care”, 1 item within the Administrative

the patients’ gender and the features of the
four disciplines of satisfaction. The study
reveals significant differences between

Male and Female in 1 issue within the

efficiency: “I did not wait for long time
to get an appointment,” and 1 item with-
in Clinical setup environment “‘Privacy of

treatment was insured” are shown by the

patient-dentist interaction ‘“Dentists did P-values.
not ask personal questions while offering
Item Gender
Male Female Total
N=175 N=172 N=247 P value
Patient dentist interaction (9 items)
(30.4%) (69.2%)
Dental Staff did not talk with each other 48 (64.0) 100 (58.2) 148 0.333
while providing treatment.
Dental Staff were concentrating on their work. 60 (80.0) 140 (81.3) 200 0.537
Dentist was friendly with me. 60 (80.0) 152 (88.4) 212 0.235
Dentist explained the procedures before 59 (78.7) 136 (79.1) 194 0.679
start of treatment.
Dentist gave me advice after treatment. 61 (81.3) 130 (81.40 191 0.699
Dentist facial’s expression was cheerful with a smile. 56 (74.6) 127 (73.8) 183 0.329
Dentist did not criticize my oral condition 58 (77.3) 127 (73.8) 185 0.837
or compared it with others.
Dentist did not ask personal question during 66 (88.0) 147(85.40 213 0.009*
offering care.
I was not obliged to receive dental care by a student 34 (45.3) 65 (37.7) 99 0.246
Technical Competency (4 items)
Treatment offered was not painful. 61 (81.3) 123 (71.6) 184 0.448
Thorough dental examination. 55(73.3) 132 (76.7) 187 0.312
I received good quality treatment; e.g. 47 (62.7) 118 (68.7) 165 0.497
Filling did not get dislodged or broken.
Dental instrument used were sterilized. 67 (89.4) 153 (89.0) 220 0.509
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Administrative efficiency (4 items)

Working hours of the clinic were suitable for me. 46 (46.3 104 (60.5) 150 0.529
I did not wait for long time to have an appointment. 44 (58.6) 96 (55.9) 140 0.009*
Short waiting time to get the treatment. 45 (60.0) 95 (55.2) 140 0.702
Complete dental treatment. 50 (66.7) 118 (68.6) 168 0.419
Clinical setup environment (2 items)

Comfortable waiting area. 52 (66.7) 114 (66.3) 166 0.967
Privacy of treatment was insured. 58 (77.3) 140 (88.6) 207 0.048"

Only those who agree on each of these are represented in table
*Significant at 0.05 level (Fischer’s exact test used)

Discussion

The patients’ satisfaction is not based on
the treatment quality but other factors such
as staff behavior, facilities, and basic en-
vironmental needs!'’. One of the prima-
ry targets of dental treatment is to attain
the patients’ satisfaction, and it is a vital
benchmark for deciding the outcome and
the quality of the dental care delivered!'?.
The current study seeks to measure the pa-
tients ‘satisfaction with dental care servic-
es in Eastern Province Military Hospitals
in Saudi Arabia. The outlined topic was
chosen for scientific research as the inves-
tigation of the positive aspects, as well as
the shortcomings in the provision of dental
services in the Eastern Province military
hospitals. They may be extremely useful
for the situation analysis of elements af-
fecting patients’ satisfaction with the direct
effect of the quality of dental healthcare
received by patients and the enhancement

of the performance of the dental staff.

The response rate was 82.3%,which is
almost comparable to the respondent of
studies conducted by 80.2 % of Mahrous
and Hifnawy !, 81.9 % of Balhaddad et
al. ¥lbut higher than the study conducted
in the United Kingdom by Bedi, Gulati and
McGrath ' of 69 %.

This study also shows a high percentage of
females, 69.6% as compared to the male,
which were 30.4 %. The reason for this
higher female patient percentage is that
all three hospitals provide cosmetic den-
tal treatments such as veneers, bleaching,
and orthodontic services. These servic-
es are popular among women. Similarly,
transportation is often an issue for Saudi
women, who are now allowed to drive cars
in their country. All three hospitals are lo-
cated near military housing, which makes
transportation easy for Saudi women. The
ease of transportation can be an impor-
tant factor in female patient percentages.
Non-Saudis were almost not represented

in this study, because military hospitals
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offer services only to non-Saudi staff who
work inside the hospitals.

The levels of patient satisfaction were
measured at three targeted military hos-
pitals in the Eastern Province, namely
the Armed Forces Hospital, Dhahran,
King-Fahad Military Medical Complex,
Dhahran, and King Abdul-Aziz Naval
Base Hospital, Jubail. The overall average
percent mean score of 71.0 (=SD 14.31),
as shown in table 2, denotes an average
level of patients” satisfaction. But it was
still lower reported by a study of dental pa-
tients conducted by Hossain, Fageeh and
Elagib!"*! at King Khalid University’s Col-
lege of Dentistry in Saudi Arabia, which
revealed a high level of patient satisfac-
tion (87%) and better than the satisfaction
(61.7 %) reported by Othman and Abdel
Razak!'®l,

In the present study, the high level of pa-
tient satisfaction at the three hospitals is
attributed to the following factors: treat-
ment is provided free of charge, dental
care is easy to access in each hospital, and
high-quality materials are used in clinics
similar to the highly reputed clinics offer-
ing the same dental care and services.
Among the factors that were examined in
this study, the technical competency of the
dental staff had the highest satisfaction
levels (76.5%), followed by Clinics set up/

environment (75.7%) and Patient-dentist

interaction (72.3%). System/administra-
tive efficiency was the lowest-scoring fac-
tor of influence on the patient’s satisfaction
level, scoring only (60.5 %.).

The reason behind a high level of satisfac-
tion was staff competence, cleanliness, and
having up-to-date equipment being mili-
tary hospitals. These findings are harmo-
nious to other studies conducted by Saudi
Arabia[lo, 12, 13, 17].

Lower patient satisfaction with system/ad-
ministrative efficiency and clinic set up/en-
vironment can be attributed to the fact that
the clinic hours are during weekdays from
7:30 am to 8:30 pm, the same hours that
most military personnel must work. This
means that patients must miss work to at-
tend dental appointments. This negatively
impacts their level of satisfaction. Besides,
it is difficult to schedule an appointment
because of the high demand for services
and the shortage of dental providers at all
three sites. That is why patients who have
difficulty in obtaining an appointment con-
veniently reported a low degree of satis-
faction as reported by Stepurko, Pavlova,
and Groot!'®!,

In this study, among the association be-
tween gender and of the four disciplines of
satisfaction, the question related to “Den-
tists did not ask personal questions during
offering care” showed a significant statis-

tical difference between female and male
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students ( p< 0.05) This attributed to the
fact that females don’t like to discuss their
personal matter with unknown health care
providers.

There was also a significant statistical
difference between the female and male
regarding the privacy of the offered treat-
ment, which may be attributed to the de-
sign of clinic or females need, extended
privacy during dental treatment.
Concerning the administrative efficiency
domain, there 1s also a statistical differ-
ence between females and males regarding
a long time to get an appointment. In fact,
both males and females are dissatisfied
regarding long waiting times. The possi-
ble reason for this is the high demand for
services and the shortage of dental service

providers in all three sites.

Conclusion

The study demonstrates that the average
number of patients were satisfied with the
overall dental service, such as patient-den-
tist communication, professional com-
petency, administrative efficiency, and a
clinical setup environment. With regard
to gender, there is a significant difference
among females and males in the privacy
of offered treatment, the dentist asking a
personal question, and long waiting time

for an appointment.

Technical competency and patient-per-
sonnel interaction are the factors that have
the most significant effect on patient satis-
faction levels at these sites. On the other
hand, the clinical setup environment is the
fact that it has the most impact on levels of

dissatisfaction.

Recommendation

It is recommended that hospital adminis-
tration arrange awareness sessions in order
to enlighten the dental service provider
about professional conduct. In addition, to
avoid long waiting periods for the dental
appointments, evening or weekend clinics
would accommodate more patients. In ad-
dition, attention is essential to improve the

waiting area for the patients.

Limitations of the Research

Although the satisfactory response rate was
achieved in the study, however, patients’
satisfaction is a broad area and requires
further research with large sample size and

involving several military hospitals.
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