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Introduction

Abstract: Patient satisfaction is a crucial indicator of healthcare service
quality, particularly in dental and oral health services. This study aims to
analyze the factors influencing patient satisfaction in an independent dental
practice in Medan. A quantitative, descriptive-analytic approach was used,
involving 50 patients who completed a structured questionnaire assessing
various service dimensions, including timeliness, dentist competence,
communication, and facility conditions. The findings indicate that dentist
expertise had the highest impact on satisfaction, followed by responsiveness
and communication. Statistical analysis revealed a significant correlation
between service quality and patient satisfaction, with the strongest
association found in professional expertise. Based on these results,
recommendations include implementing a digital appointment system to
optimize patient flow, providing continuous training for dentists on
technical skills and patient interaction, and upgrading clinic facilities to
improve patient comfort. Regular satisfaction surveys are also suggested for
ongoing service evaluation and improvement. This study contributes by
providing recent data in the post-pandemic dental care context in Medan.
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expectations are met and serves as an essential
benchmark for healthcare providers in continuously

The healthcare sector plays a crucial role in
enhancing and maintaining the quality of life in society
(Widya et al., 2021). Among the various aspects of
healthcare, dental services hold a significant place in
ensuring overall well-being (Abdullah, 2018). Oral
health is not only essential for physical health but also
contributes to psychological and social confidence. A
healthy mouth is integral to overall health, as untreated
dental issues can lead to complications such as
infections, chronic pain, and systemic diseases (National
Institute of Dental and Craniofacial Research, 2021).
Within this context, patient satisfaction has become a
vital parameter in evaluating the quality of dental care
services. Patient satisfaction reflects how well
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improving service delivery (Ferreira et al., 2023). High
satisfaction rates not only enhance patient experience ut
also contribute to better oral health outcomes by
encouraging individuals to seek timely and regular
dental care.

In dentistry, patient satisfaction is influenced by
several key factors, including waiting time,
communication between the dentist and the patient,
quality of treatment, clinic environment, and overall
patient experience (Szab6 et al., 2023). Research has
shown that a positive interaction between the dentist
and the patient can enhance trust and compliance,
ultimately leading to better treatment outcomes (Anang
et al., 2020; Szabd et al, 2023). Trust in a dental
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professional is particularly significant, as dental
procedures often induce anxiety in patients (Theresia et
al., 2024). When dentists exhibit empathy, transparency,
and effective communication, they help alleviate patient
fears and enhance treatment adherence. Conversely,
factors such as prolonged waiting times, lack of clear
communication, and discomfort in the clinical setting
may lead to dissatisfaction and negatively affect the
perception of dental care services (Tang, 2013). A
negative experience can discourage patients from
seeking future dental care, leading to untreated dental
conditions that may exacerbate over time.

Despite advancements in dental technology and
healthcare management, many dental facilities still face
challenges in meeting patient expectations. Some of
these challenges include a shortage of skilled
professionals, inefficient appointment scheduling, and
limited patient education regarding oral health.
Additionally, the level of empathy and responsiveness
demonstrated by dental practitioners plays a crucial role
in shaping patient perceptions of care quality. A
dentist’s ability to provide personalized care, explain
procedures, and address patient concerns significantly
impacts overall satisfaction levels. Addressing these
issues is essential to enhance the overall patient
experience and improve dental healthcare services
(Ferreira et al., 2023; J. C. Y. Ho et al., 2025). The
integration of digital solutions, such as electronic
appointment systems and tele-dentistry, has the
potential to improve service efficiency and patient
satisfaction (Németh et al., 2023).

Furthermore, patient satisfaction is directly linked
to patient loyalty and the reputation of dental facilities.
Patients who have positive experiences are more likely
to return for future treatments and recommend the
services to others. This word-of-mouth recommendation
can significantly impact the growth and success of a
dental practice. Retaining satisfied patients is cost-
effective for dental practices, as acquiring new patients
often requires substantial marketing and promotional
efforts. Moreover, a strong reputation built on positive
patient experiences can attract a broader clientele and
enhance community trust in dental services (J. Ho et al.,
2024). Therefore, understanding the determinants of
patient satisfaction is crucial for healthcare providers
seeking to enhance service quality and build long-term
patient relationships.

Additionally, patient education and awareness
campaigns can play a pivotal role in increasing
satisfaction. Many patients have misconceptions about
dental treatments, pain levels, and expected outcomes.
By improving patient knowledge through informative
consultations, brochures, and digital resources, dental
practitioners can help set realistic expectations and
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reduce anxiety. Ensuring patients are well-informed
fosters a sense of empowerment and involvement in
their own oral health, contributing to greater satisfaction
and adherence to recommended treatments (Mills et al.,
2023).

A few study have investigated patients” satisfaction
in dental and healthcare services settings. Maramis et al.
(2023) have found that there is a significant effect of
reliability and assurance dimensions with patients’
satisfaction, meanwhile tangibles, responsiveness, and
empathy dimensions have no significant effect with
patients” satisfaction (Maramis et al., 2023). Another
study by Sulviana et al. (2024) found otherwise,
responsiveness is the most dominant factor with dental
health service satisfaction (Sulviana et al., 2024).
However, these studies are done on public health
services.

Hence, this study aims to examine patient
satisfaction with dental care services at an independent
dental practice in Medan. By identifying key service
dimensions that most influence patient satisfaction, this
research  seeks to  provide  evidence-based
recommendations for improving the quality of dental
care. Through a comprehensive analysis, this study will
contribute to the existing body of knowledge on patient-
centered care in dentistry and highlight strategies that
dental practitioners can adopt to optimize patient
experiences. The findings of this study can also guide
future policy decisions regarding dental care service
improvements and contribute to the broader discourse
on healthcare quality management. Ultimately, a deeper
understanding of patient satisfaction determinants will
enable dental professionals to implement targeted
interventions that enhance both patient experience and
clinical outcomes.

Method

This study employs a quantitative method with a
descriptive-analytical approach to analyze patient
satisfaction with dental care in a private practice in
Medan City. Data is collected through a questionnaire
measuring aspects such as service quality, facility
comfort, and interactions with medical personnel.

The study is conducted in a private dental practice
in Medan City over two weeks, from January 20 to
February 3, 2025. The sample consists of 50 patients
selected through purposive sampling, ensuring they
meet criteria such as being at least 18 years old and
voluntarily completing the questionnaire.

The independent variable is service quality,
covering timeliness, dentist attitude, expertise, and
facility conditions. The dependent variable is patient
satisfaction, assessed through perceptions of these
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factors. The questionnaire uses a five-point Likert scale
and includes demographic questions and satisfaction-
related statements. A pilot test with 10 patients
confirmed its reliability, with a Cronbach’s alpha above
0.7.

Data collection involves distributing questionnaires
with researchers available for clarification. Patients
complete them anonymously in about 15-20 minutes
post-treatment.  Descriptive  analysis  examines
frequency distribution and percentages, while
inferential analysis uses Pearson correlation tests to
explore relationships between variables. Data is
processed using IBS SPSS Statistics (RRID:SCR_016479)
v.22.0 software, and findings are presented in tables.

Ethical approval was obtained from the relevant
research ethics committee. Patient identities remain
confidential, and findings are solely for academic
purposes, with results shared in an anonymized clinic
report.
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Result and Discussion

The results of this study indicate that patient
satisfaction with services at an independent dental
practice in Medan is highly influenced by service quality
dimensions, namely timeliness of service, dentist’s
attitude and friendliness, dentist’s expertise, as well as
cleanliness and comfort of the clinic. This is in line with
the study by Fatrida et al. (2019), which emphasized that
patient satisfaction is achieved when the services
provided meet patient needs and expectations (Fatrida
et al., 2019). In this Medan practice, this is reflected in
how dentists and staff pay full attention to patient needs,
ensuring that every procedure is carried out with high
professionalism and clear communication, all of which
contribute to a positive patient experience.

Table 1. Patient Satisfaction Distribution Based on Dimensions

Dimension Very Satisfied Satisfied Neutral Dissatisfied Very Disatisfied
Timeliness of Service 15 (30%) 25 (50%) 7 (15%) 3 (5%) 0 (0%)
Attitude and Friendliness of Dentist 0 (40%) 22 (45%) 5 (10%) 3 (5%) 0 (0%)
Dentist’s Expertise 25 (50%) 20 (40%) 5 (10%) 0 (0%) 0 (0%)
Cleanliness and Comfort of Clinic 7 (35%) 25 (50%) 5 (10%) 3 (5%) 0 (0%)
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Flgure 1. Patlent satlsfactlon distribution based on
dimensions
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The dimension of dentist’s expertise recorded the
highest satisfaction level (50% very satisfied and 40%
satisfied). This indicates that the professional
competence of dentists is a key factor in building patient
trust and comfort during treatment. Effendi’s (2020)
study emphasized the importance of quality assurance
to ensure services are provided professionally and
optimally, contributing to treatment success and
increased  patient satisfaction (Effendi, 2020).
Furthermore, the ability of dentists to explain
procedures, offer treatment solutions, and demonstrate
empathy further strengthens the positive perception of
the services provided.

The dimension of dentist’s attitude and friendliness
also showed high satisfaction levels, with 40% of

patients being very satisfied and 45% satisfied. A
friendly demeanor and personal attention from the
dentist enhance patient comfort, consistent with
findings by Nurilawaty et al. (2021), which stated that
services that consider patients’ emotional needs
significantly improve satisfaction. The role of the dentist
in creating a relaxed atmosphere during treatment was
also an important factor recognized by patients.

Table 2. Pearson Correlation Test Results

Service Quality Factor Correlation  Significance (p)
Coefficient (r)

Timeliness of Service 0.75 <0.01
Attitude and Friendliness 0.82 <0.01
of Dentist

Dentist’s Expertise 0.88 <0.01
Cleanliness and Comfort 0.79 <0.01

of Clinic

For the cleanliness and comfort dimension, 85% of
patients reported being satisfied or very satisfied. A
clean and comfortable environment creates a
professional impression and increases patient
confidence in the services received. This finding aligns
with the study by Salsabila et al. (2021), which showed
that well-represented physical facilities are one of the
key indicators in assessing service quality. A well-
organized waiting area, modern medical equipment,
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and calming decor contribute positively to the patient
experience.

However, in the dimension of timeliness of service,
15% of patients felt neutral, and 5% were dissatisfied. To
address this, the practice could consider implementing a
digital queue management system that allows patients
to monitor wait times in real time. Additionally, better-
organized scheduling and increasing the number of
medical staff during peak hours can help reduce wait
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times. This strategy can enhance the clinic’s operational
efficiency while also improving patient satisfaction.
These findings indicate that time management still
needs improvement to reduce patient wait times. Jalias
et al. (2020) also highlighted that long wait times can
reduce patient satisfaction, even when other aspects of
service meet expectations. Moreover, uncertain wait
times can cause frustration, particularly for patients with
busy schedules.

Table 3. Patient Satisfaction Level Based on Demographic Characteristics

Characteristic Very Satisfied (%) Satisfied (%)  Neutral (%) Dissatisfied (%) Very Dissatisfied (%)
Age

18-25 years 25 55 15 5 0
26-35 years 35 50 10 5 0
36-45 years 40 45 10 5 0
>45 years 30 40 20 10 0
Gender

Female 38 50 10 2 0
Male 30 45 20 5 0
Education Level

High School 20 50 20 10 0
Diploma 35 45 15 5 0
Bachelor’s 45 40 10 5 0

Based on the questionnaire results on service
quality, the five service quality dimensions —tangible,
reliability, responsiveness, assurance, and empathy —
were all categorized as excellent. The responsiveness
dimension recorded the highest percentage (87.12%),
while the tangible dimension recorded the lowest
(82.71%). These results are consistent with the study by
Rosalia et al. (2018), which found that four quality
dimensions (tangible, reliability, assurance, and
empathy) significantly affect patient satisfaction, while
responsiveness had a relatively smaller influence.
Observations at the dental care center also indicated that
dentists and nurses demonstrated high responsiveness
to patient complaints without distinguishing social
status (Rosalia et al., 2018).

Conclusion

This study aims to analyze the factors that influence
patient satisfaction with dental and oral health services
at independent dental practices in Medan City. The
results of the study indicate that patient satisfaction is
greatly influenced by the quality of service, especially
the professional competence of dentists, friendly
attitude, timeliness of service, and cleanliness and
comfort of facilities. As a service improvement strategy,
it is recommended that independent dental practices
implement a digital queuing system to reduce waiting
times and increase operational efficiency. In addition,
regular training for medical staff, especially in aspects of
communication and patient service, is important to

improve more empathetic and informative interactions.
To ensure continuous service improvement, it is also
recommended that practices routinely conduct patient
satisfaction surveys as part of the quality assurance
system. This regular survey can be a tool for evaluating
the effectiveness of the strategies implemented and help
identify the need for further improvement to maintain
responsive and patient-oriented service quality.
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