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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.
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Table 2 Demographic data

JUUAEISITEY ARTNNISIBBUNTTHDU
U (578) fovaz 11U (570) fouay
daudi 1 Foyavnluvesdiuuing
LWEA
%8 89 44.9 69 335
nia 109 55.1 137 66.5
27y
fnd1 20 ¥ 13 6.6 53 25.7
21-301 74 37.4 97 4a7.1
31-407 30 15.2 20 9.7
41-507 23 11.6 5 24
51-60 1 31 157 16 7.8
1NN 60 U Fuly 27 136 15 73
TN
FUTIWNT 6 3.0 5 2.4
shRGAOD 1 0.5 3 15
WHNUTIVNT 10 5.1 2 1.0
NHNUUTEN a4 22.2 28 13.6
LAWAINT q 2.0 0 0
Ane 20 10.1 9 a4
Fudne 56 28.3 8 3.9
laiUsznauenaw 17 8.6 21 10.2
dniseu / dnAnwn 32 16.2 109 52.9
Bue 8 4.0 21 10.2
SEAUNSANYT
mnITeaes 112 56.6 77 374
Uty ma 79 39.9 124 60.2
ganUSunes 7 35 5 24
seldadesaiou
#oun11 10,000 U 64 32.3 107 51.9
10,001 - 20,000 UM 103 52.0 61 29.6
20,001 - 30,000 UMW 23 115 22 10.7
AR 30,000 v Y 8 4.0 16 78
Ansn1ssnwmeuia
4151913 10 5.1 14 6.8
UszAudiay 70 35.4 28 13.6
Usgiuguaiweiuni 65 328 20 9.7
F132104 41 20.7 135 65.5
UsziuuTem 5 2.5 6 29
Buq 7 35 3 1.5

Phrueksotsai et al., 2024 77



a151971 2 JoyaaluvessuuinIs (sie)
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.

AUAIANI AMUNIND LD
Susiuan ARTNY Fuvfuaa ARTNe 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 a4.47 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* - -

*mmsans9iueeNiea A n9aaa (p<0.05)
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