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Introduction: An institute’s quality improvement activities involve patients, staff and stake holders 
by translating feedbacks into real improvements; aiming “maximum benefit to the patients”. The 
presented study has been carried out as a step towards service improvement and is expected to explain 
in a simplified way; specific patient related criteria, which should be given consideration during 
treatment in dental institutions. 
Aim To assess patient contentment during treatment in dental institutions with an analytical model 
Objectives: To assess patient contentment by evaluation of analytical model comprising of patient 
related factors influencing the treatment. 
Materials and Method: Study sample comprised of 1000 individuals reporting to the OPD of the 
institute selected by simple randomization; wherein, every third patient reporting to the OPD was 
considered for inclusion in the study. The selection procedure continued till 1000 patients, feedback 
forms were collected. 
Conclusion: From treatment whenever the patient is satisfactory about the treatment they recommend 
such treatment centre in their friends & relatives. Therefore patient content is an important factor for 
dental hospitals.  
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INTRODUCTION 
 

In the face of sustained increasing pressure from emerging 
multiple dental colleges and hospitals, maintaining good 
number of patients & quality treatment services, is becoming a 
challenge for the  institutes….!“If quality & treatment 
satisfaction is to be at the heart of everything we do, it must be 
assessed on regular basis….” Patient’s perception of facilities 
and deficiencies during planning, executing and performing 
the dental treatment may differ from the professional’s 
perception. Hence it is essential for dentists to engage in a 
dialogue with their patients before carrying out any 
intervention, ensuring a safe and sound approach towards 
patient’s complaints and satisfactory results for both.4 

 

An institute’s quality improvement activities involve patients, 
staff and stake holders by translating feedbacks into real 
improvements; aiming “maximum benefit to the patients”. The 
presented study has been carried out as a step towards service 
improvement and is expected to explain in a simplified way; 
specific patient related criteria, which should be given 
consideration during treatment in dental institutions. 
 

Aim To assess patient contentment during treatment in dental 
institutions with an analytical model 
 

Objectives   
 

To assess patient contentment by evaluation of analytical 
model comprising of patient related factors influencing the 
treatment. The factors to be assessed to evaluate patients 
satisfaction are  
 

1. Oral health awareness  
2. Treatment facilities  
3. Quality of treatment  
4. Accessibility of treatment centre 

 

MATERIALS AND METHOD 
 

Study sample comprised of 1000 individuals reporting to the 
OPD of the institute selected by simple randomization; 
wherein, every third patient reporting to the OPD was 
considered for inclusion in the study. The patient should 
follow specific inclusion criteria of age above 15 years and 
ability to read and write local language Marathi and / or 
English. Patients not following the criteria were excluded and 
next third patient was then considered for selection. The 
selection procedure continued till 1000 patients, feedback 
forms were collected. The study extended over a period of one 
year. 
Patient related factors influencing the treatment were assessed, 
which included oral health awareness, treatment facilities, 
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quality of treatment and accessibility of the treatment centre; 
by means of a questionnaire survey consisting of 21 closed 
ended questions. Patient’s identity was not disclosed in this 
study.  
 

Questions to evaluate criteria which influence the treatment 
were grouped into four groups 
 

Group I- Oral health awareness in patients (Table 1) 
Group II- Availability of treatment facilities (Table 2) 
Group III- Quality of treatment provided (Table 3) 
Group IV- Accessibility of treatment centre (Table 4) 
 

RESULTS 
 

On evaluation of Group I (Table I) questionnaire, 93% 
individuals said that to increase awareness dental camps & 
exhibitions are helpful. This shows that organizing camps is 
definitely advantageous. Maximum no of patients seek dental 
treatment for dental pain (41%). A good source of information 
is through relatives and friends (38%) whereas in only 2% of 
cases awareness through advertisements was seen. Maximum 
number of patients (62%); were able to understand while about 
26% showed difficulty in understanding information given by 
the doctors. It was confirmed that patients were ready to 
recommend the institute, if they get satisfied with the treatment 
(95%). For 100% satisfaction extra efforts need to be under 
taken in explaining the treatment plan & the problem during 
treatment.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

On evaluation of Group II (Table II) questionnaire it was 
observed that among the difficulties faced by patients seeking 
treatment in institutions, maximum individuals (72%) were 
unable to reach the treatment centre due to unavailability of 
transport facility, where as small percentage of cases ie 14% 
had difficulties related to fees for the treatment and various 
treatment procedures available. 80% of the patients were 
satisfied about treatment facilities while 20% had an opposite 
opinion. Maximum patients (73%) gave a positive response 
when asked proper about services provided by individual 
departments, while 9% reported about unsatisfactory service. 
Space in the waiting area was sufficient according to 78% of 
patients. When asked about further requirements of the waiting 
area; 46% opined that special arrangements for old and 
handicapped patients should be made, 37% said that more 
sitting arrangements should be done and 12% said that 
information about treatment should be displayed in the waiting 
area. 53% of the patients said that the treatment requires more 
visits, 41% said that the visit is time consuming, 10% said that 
problems are faced because of change of doctor during 
treatment. 94% of the patients accepted that use of latest 
technology during treatment was advantageous. Good 
transport facility, sufficient space in waiting room, facility for 
old & handicapped patients, less no of visits for treatment & 
availability of latest technology are the expectations of the 
people seeking treatment.   
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Table 1 
 

1.Source of information 

a) dental camps (19%) 
b) advertisements (2%) 
c) friends / relatives (38%) 
d) searched  for dental pain (41%) 

3. Understanding information given by doctors 

a) can’t understand  information  (6%) 
b) fully understands information (62%) 
c) difficult to understand information (26%) 
d) information is insufficient (6%) 

13. To increase the awareness, are camps, dental exhibitions 
advantageous ? 

a) yes  (93%) 
b) no   (7%) 

19. Whether timely treatment saves health, money & time 
a) yes (96%) 
b) no (4%) 

20. Will you recommend this hospital for treatment to others 
a) yes (95%) 
b) no (5%) 

 

                             Public Awareness towards  Dental  Treatment (Group I) 

 Table 2 
 

4.Which primary difficulties do you face for seeking treatment ? 

a) Transportation facility not available (72%) 

b) Treatment fees (14%) 

c) Information about treatment (5%) 

7.Do you think all treatment facilities are present in the centre ? 
a) Yes (80%) 

b) No (20%) 

8.Do you think all departments provide proper service ? 
a) Yes (73%) 
b) No (9%) 
c) Not in all department (18%) 

9.Is enough space available for the waiting area? 
a) Yes (78%) 
a) No (22%) 

6.According to you what is the further requirement of waiting 
area? 
 

a) More sitting arrangements (37%) 
b) Display of treatment information in area (12%) 
c) Special arrangements for old and handicapped patients (46%) 
a) Any other (5%) 

14.Which problems do you face during the treatment ? 
 

a) Needs more time (41%) 
b) Requires more visits (53%) 
c) Treatment cost is more (6%) 
d) Change of doctor during treatment (10%) 

15.Do you get additional advantage of latest technology used 
during treatment? 
 

a) Definitely yes (36%) 
b) Yes (58%) 
c) No (6%) 

 

           Availability of Treatment Facilities (Group II) 
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To assess the quality of treatment provided, the results of 
Group III questionnaire revealed that patients are satisfied with 
the proper communication (93%) and discussion on problems 
and guidance (92%) provided by the doctors. 95% patients felt 
that children, handicapped & elderly patients should be given 
priority during treatment. Most of the patients (85%) felt that 
their oral health problems were solved after the treatment. 94% 
patients were satisfied by the overall treatment service 
provided by the centre. 79% patients were aware that 
discontinuation of treatment may invite more time consuming 
future treatments.   
 

To evaluate the accessibility of treatment providing center & 
its effects on the patient contentment about treatment, 
questionnaires included their awareness about the low cost 
transport facility made available by the centre, 44% of people 
were made aware about the availability of this facility whereas 
56% ie more than half of the population seeking treatment at 
this centre are not aware about this facility. 53% people 
preferred their own vehicle for treatment visit. 36% preferred 
transport facility provided by center only. Only 5% preferred 
autorikshas & bus respectively. on further evaluation regarding 
their expectations & suggestions for transport facility, 53% 
suggested that there should be specific time table displayed at 
stops about the transport facility, according to 30% no of 
vehicles or frequency should be increased & only 14% showed 
their concern about ticket rates.  The Group IV questionnaire 
on accessibility of the institute revealed, to provide quality 
treatment, doctor should discuss the problems, should give 
proper guidelines for that should have good communication 
with the patient. It is necessary to give priority in treatment to 
senior citizen, handicapped & children.   
 

DISCUSSION 
 

Professional curriculum does not reflect the importance of 
evaluation of the patient’s level of satisfaction. Studies have 
reported that patients were considered unsatisfied when they 
had no freedom to express opinions and suggestions, which 
suggested a lack of communication with professionals.  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
Patients who thought they were unsatisfied did not have a good 
personal relationship with the professional which suggest that 
patient’s satisfaction is strongly related to a good personal 
relationship with the professional.  
 

Studies reported in the literature mostly deal with a generic list 
of five issues that affect patient satisfaction with dental care: 1. 
Technical competence 2. Interpersonal factors  3. Convenience  
4. Costs and  5. Facilities  
 

Oral cavity & face represents man’s first organ of relation with 
the environment, enabling nutrition, the establishment of social 
relations through speech, and cognitive development of the 
individual. It is also a striking feature for individualization of 
human being, besides presenting esthetic value and mediating 
inter-personal events.3 Various surveys are conducted to 
analyse health care quality, to develop robust measurement  
approaches that provide timely and actionable information to 
facilitate organizational change, and improve data-collection 
methods and procedures to provide fair and accurate 
assessments of individual providers. 
 

Health care is, after all, a service, so measures of its quality 
should include assessment of the extent to which the patient 
and service provider reach a common understanding of the 
patient’s condition.6 In the society, still there are many 
individuals who do not have the opportunity to take a dental 
treatment due to lack of information or lack of financial 
resources. This study ensures that the basic dental treatment, if 
made available to the society in a systematic manner, will 
definitely improve oral dental health of the society .This will 
in-turn improve the self esteem & psychosocial well-being of 
an individual8,9. The highest compliment we receive is when a 
patient takes their time to share their feedback and 
recommends our dental practice hospital & institutes to their 
friends and family. For most of the participants in this study, 
the awareness was created through dental camps and 
information was provided by their relatives & friends who 
were taking treatment in the hospital. The primary reason for 

Table 3 
 

10.Whether concerned doctor discuss your problem and guide 
you? 

a) Yes (92%) 
b) No (8%) 

11.Is there a proper Communication between patient and doctors ? 
a) Yes (93%) 
b) No (7%) 

12.Do you feel during treatment, children, handicapped & senior 
citizens should be given priority ? 

a) Yes (95%) 
b) No (5%) 

13.What is your opinion about overall treatment service of the 
centre ? 

a) Good (37%) 
b) Satisfactory (57%) 
c) Not satisfactory (2%) 
d) Others (4%) 

14.Do you think that Discontinuation of treatment may invite more 
time consuming future treatments ? 

a) Yes (79%) 
b) No (21%) 

15.Do you feel that your problem is solved after treatment ? 
a) Yes (85%) 
b) No (15%) 

    

                            Quality of Treatment Provided (Group  III) 

Table 4 
 

2.Do you know about low cost auto-transport availability ? 
a) Yes (44%) 
b) No (56%) 

5.Which transport system you feel better ? 

a) Own vehicle (53%) 
b) College bus (36%) 
c) Auto rikshaw (5%) 
a) Bus (8%) 

6.What rules/pattern for transport system do you suggest ? 

a) Specific time table (53%) 
b) More no. of vehicles (30%) 
c) Affordable ticket-rates (14%) 
d) others 

 

                 Accessibility of the treatment providing center (Group IV ) 
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seeking dental therapy in this study was dental pain & 
esthetics. 
 

Knowing patients expectations regarding treatment in order to 
adapt them to the real therapeutic possibilities, considerably 
increases the chances of satisfaction with the final results. Also 
language barrier between patient and dentist may affect 
understanding the information about treatment. Besides, 
encouraging the participation of the patients in choosing the 
best treatment alternative will necessarily make them think 
better about their real intentions in treatment, making them co-
responsible, and this will reflect positively on the doctor-
patient relationship. 
 

For most participants there was a perception that treatment 
duration takes more time and/or more visits. Dental therapy is 
an intervention that requires, in most cases, a long period of 
time for its completion. In this sense, explaining to the patient 
this possibility, even before treatment is initiated, is essential 
so that there is no mismatch between the time required to 
finish dental treatment and patient’s expectations. 
 

The long treatment period is also mainly associated to the non-
attendance /missed scheduled appointment. Thus, it is 
important that the professional explains and motivates the 
patients regarding their responsibility for their own treatment ,5 

concept  of  no. of  visits ,  time  &  cost  required  for  the  
treatment. 
 

Patients found that all basic facilities were available in the 
institute. The treatment is satisfactory with the use of latest 
technology, although a constant updating and maintenance is 
necessary. When asked about the perception of treatment 
progress or outcome, most participants reported as good & 
satisfactory, reporting esthetical, social, and psychological 
improvement. Therefore, debate should center on improvement 
of patient experiences by focusing on activities (care, 
coordination and quality treatment) as they are found to be 
associated with both satisfaction and outcomes. 
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CONCLUSION  
 

1. A Primary source of information about the treatment 
centre is friends & relatives of the patient, camps & 
exhibitions are also helpful whereas advertisements 
are not of much help. 

2. Most of the individuals understand the information 
provided by the doctors & appreciate the efforts taken 
by the doctors which are an indication for good 
communication with the patient in the institute. 

3. Regarding accessibility of the treatment centre the 
suggestions like display of specific timetable about 
the transport facility should be implemented. 

4. The implementations of new technology have been 
proved to be advantageous during systematic 
treatment delivery. 

 
 
 
 
 
 

5. The analytical model used in this study for 
assessment of patient contentment evaluates oral 
health care, patient expectations & definitely helps to 
achieve patient satisfaction & improvement in quality 
of treatment. 

6. From treatment whenever the patient is satisfactory 
about the treatment they recommend such treatment 
centre in their friends & relatives. Therefore patient 
content is an important factor for dental hospitals.  
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