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ABSTRACT

Objective: To determine patients’ Desired Expectation (DE), Adequate
Expectation (AE) and Zone of Tolerance (ZoT) before receiving the initial orthodontic
examination, as well as to measure the Perceived Level (PL), Measure of Service Superiority
(MSS) and Measure of Service Adequacy (MSA) after receiving the service. The expectation and
perceived quality of the services were studied regarding four aspects, courtesy, care,
communication of the dentists and service comfort, and also the effect of gender, age, education

level, incomes and occupation on these issues.

Methods: The sample consisted of 170 patients, aged 15 years and older, who
received the initial orthodontic examination at the Orthodontic Clinic, Dental Hospital, Prince of
Songkla University. There were 2 sets of questionnaire. The first questionnaire on expectation of
the services was taken before the examination, whereas the second questionnaire on the perceived
level of the service quality was taken after the examination. Descriptive statistics were calculated
and the t-test or ANOVA test were used to evaluate the significance of the differences between

groups.

Results: It was revealed that 80 % of the samples were female, aged 15-60 years
old (X = 23.4 years old) and most of them were students. The study showed that the average
Desired Expectation (DE) and perceived quality of the service of the samples were high but the
average Adequate Expectation (AE) was moderate in all items and aspects. Only 2 items earned
high service quality; they were the respectful invitation of the dentist and the private separation of
the dental units, while other items had moderate service quality. The respectful invitation of the
dentist and the private separation of the dental units earned high service quality by having a

positive Measure of Service Superiority (MSS) and Measure of Service Adequacy (MSA). %)



In addition, the item that had the highest Desired Expectation (DE), Adequate Expectation (AE)
and Perceived Level (PL) of the service quality was the gentleness of the dentist, whereas the X-
ray taking at the initial orthodontic examination had the lowest desired expectation and adequate
expectation.

The results also showed that afterall, the average percieved levels for all 4
service aspects were high and the mean Measure of Service Superiority (MSS) was negative,
whereas the mean Measure of Service Adequacy (MSA) was positive, resulting in a moderate
quality level of service. The dentist’s courtesy aspect earned the highest Desired Expectation
(DE), Adequate Expectation (AE), Perceived Level (PL), Measure of Service Superiority (MSS)
and Measure of Service Adequacy (MSA). The item in the dentist’s courtesy aspect that had the
highest scores was the gentleness of the dentist. The dentist’s communication obtained the lowest
scores for these values. Items in the dentist’s communication aspect, which had rather low scores
for Desired Expectation (DE), Adequate Expectation (AE), Perceived Level (PL), Measure of
Service Superiority (MSS) and Measure of Service Adequacy (MSA), included the information
given by dentists on the signs and symptoms during tooth movement, risks and fees of
orthodontic treatment, oral hygiene care during orthodontic treatment, as well as the opportunity
to communicate or signal when having pain. Furthermore, it was found that gender, age,
education level, incomes and occupation did not significantly influence the Desired Expectation
(DE), Adequate Expectation (AE), Zone of Tolerance (ZoT), Perceived Level (PL), Measure of
Service Superiority (MSS) and Measure of Service Adequacy (MSA) (p > 0.05).

Conclusions: The study showed that the quality of initial orthodontic
examination at this particular Orthodontic Clinic in all four aspects was moderate. Improvement
of service quality is recommended, especially in the dentist’s communication. Knowledge and
practice regarding communication of the essential information that should be given during initial
orthodontic examinations should be added to the orthodontic undergraduate and postgraduate

orthodontic curriculum.
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(MSA)
tlade n MSS P -value MSA P -value
(AN) Mean SD Mean SD

el 1A 137 | -0.40 0.84 3.13 2.25

e 33 -0.22 0.77 0.31 2.76 2.07 0.43
320U 1l.6-u.3 13 -0.49 0.67 2.37 2.39
MsANE | w.4-30.6 30 -0.29 0.76 2.91 2.16
gega 1hv.- ta. 30 -0.26 0.82 3.19 2.85

1.a3nsegann 97 | -044 | 087 0.67 3.16 1.99 0.69
01g 15-20% 78 -0.42 0.81 2.94 2.23

21-309 68 -0.35 0.90 3.17 2.29

31-409 17 -0.39 0.70 2.91 2.07

41 73 7 0.11 0.19 0.51 3.75 1.82 0.80
215N NFMINITNOU 106 | -0.38 0.94 3.35 2.32

Fgamne

iniSeuAinAnm 21 -0.45 0.83 2.93 2.19

gndradszdwmaz 15 | -0.08 | 0.98 3.40 1.88

Qe

éuq 28 -0.23 0.57 0.24 3.15 2.44 0.79
s1a'ld/ | <10,000 1 39 -0.36 0.63 2.82 2.24
1AM 10,000 - 19,999 1N | 65 -0.49 0.88 2.84 2.05

20,000 - 29,999 1 | 30 -0.25 0.67 3.57 2.30

> 30,0000 27 -0.20 1.04 0.13 3.16 2.26 0.49
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