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Questionnaire on satisfaction of outpatients

Hiroshi Sekiguchi, Chiharu Yamashita, Masako Kaneko, Yuko Takahashi, Risa Onizawa,
Kanae Suzuki, Mina Nomura, Kazuo Morinaga
Ibaraki Dental Association’s Mito Oral Health Center

[Aim]

We administered a questionnaire to outpatients, their parents of Mito Oral Health Center of Persons
with Disabilities. This questionnaire gathered information on interactions with staff and care provided
by staff, medical and dental treatment, and the institution. Our aim was to use the results to improve
the quality of our services.

[Method]

Participants in this study were 400 people including outpatients and their parents who visited the
center from October 15 to November 17, 2014, as well as center staff. We explained the purpose of
this study, and if they consented to participate we handed them the questionnaire. The questionnaire
was collected on the same day or returned to the center by mail later. Of 400 questionnaires, 376 were
returned for a collection of 94.0%. The questionnaire consisted of 17 items as listed below. With the
exception of items 1, 2, and 16, answers were given on a scale 3 to 1 as follows beginning with 3:
satisfied, ordinary, or dissatisfied. We scored each answer except for Items No. 1, 2, and 16, and
calculated the average. We sorted the items in the order of the score, and evaluated them. We asked
the reason when “dissatisfied” was selected.

Q 1. Information on the person who filled out this questionnaire.

Q 2. Time from the first visit to the center to the present.

Q 3. Duration of wait from your reception to the beginning of dental treatment.

Q4 . Attitude and performance of the reception staff.

Q5 Staff’s performance on the phone.

Q6. Attitude and performance of the dentist in charge.

Q7. Attitude and performance of the dental hygienist.

Q 8. Satisfaction and sense of security regarding dental treatment.

Q9. Explanation of the treatment.

Q10. Duration of wait from the end of treatment to payment.

Q11. Interval to the next visit.

QI2. dental consultation fee.

Q13. Environment of the treatment room.

Q14. Environment of the waiting room.

QI15. Environment of the parking lot.

Q16. Do you hope to transfer to another dental office?

Q17. Total satisfaction with our center.

[Results]

1. More than 80% of those who completed this questionnaire were family members. When we deal
with a patient, we have to care for not only the patient but also family members at the
same time.

2. More than 50% of the participating patients have been visiting our center for over 6 years
since their first visit. The number of new patients is also increasing.

3. Although more than 80% of respondents were “very satisfied” or “satisfied” with the attitude
and performance of the staff, there are some responses indicating “a little dissatisfied” and

“dissatisfied.” It is necessary that in the future dentists, dental hygienists, and reception staff

12



be more sensitive to their needs.

4 . More than 80% of respondents were satisfied related to “satisfaction and sense of security
regarding the dental treatment” and “explanation of the treatment.” On the other hand, there
was some dissatisfaction about the interval between medical treatments and the medical
consultation fee.

5. More than 80% were satisfied with the environment of the treatment room and the waiting
room. However, there was some dissatisfaction with the environment of the parking lot.
The reason was the small parking space for wheelchair users. We plan to deal with this
problem immediately.

6. According to the question about the hope to transfer to another dental office, more than 90%
hoped to keep visiting our center. However, about 10% did hope to transfer. We have to
make a cooperative relationship with local dental and medical organizations. More than
90% answered “very satisfied” or “satisfied” to the question on total satisfaction. No
response indicated dissatisfaction.

[Conclusion]
We have to improve our dental service when outpatients express dissatisfaction. We must always
respond to their needs or requests and discuss among themselves what can be done.
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