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Abstract: Background: Patient satisfaction is one of the main indicators to assess and evaluate the quality of health services. Dental
Teaching Hospital, Faculty of Dentistry, Universitas Trisakti (RSGM-P FKG USAKTI) provides several forms of services, one of which
is radiology services. The results of satisfaction can be divided into 5 categories; reliability, assurance, tangibles, empathy, and
responsiveness. Objective: To determine patient satisfaction with services at the Dental Radiology Installation of the RSGM-P FKG
USAKTI. Methods: Descriptive observational study with a cross sectional study design on 108 respondents. The data collection
instrument was a patient satisfaction questionnaire consisting of 20 questions divided into 5 categories; reliability, assurance, tangibles,
empathy, and responsiveness. Results: Based on this study, patients were very satisfied with the services provided by the Dental
Radiology Installation with an average score of the reliability category is 3.34, the assurance 3.35, the tangibles 3.44, the empathy 3.38,
and the responsiveness 3.34. Conclusion: The level of patient satisfaction with the services at the Dental Radiology Installation of

RSGM-P FKG USAKTI is very satisfied.
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1. Introduction

As knowledge and technology in the field of dentistry
increases, so do the needs and expectations of patients for
the best quality of dental and oral health services. Patient
satisfaction can be influenced by several factors such as
product characteristics, price, service, location, and
facilities." Measurement of the quality of health services can
be divided into 5 categories: reliability, assurance, tangibles,
empathy, and responsiveness.’

The facilities of health services are places to provide health
services for promotive, preventive, curative and
rehabilitative.> One of the special hospitals in the field of
dental and oral health is the Dental and Oral Hospital. The
Faculty of Dentistry, Universitas Trisakti (FKG USAKTI)
that located in West Jakarta, has a Dental Teaching
Hospitalwhich is Plenary accredited from the Standar
Nasional AkreditasiRumahSakit (SNARS) 2018. RSGM-P
FKG USAKTI provides several forms of services, one of
which is radiology services. Dental radiology is important
for dentists to determine the diagnosis and treatment.

Based on research by Okaro et al. in the radiodiagnostic
department in Enugu, Nigeria, patients are known to be
dissatisfied with several factors that cause problems in
radiology installations. There were 85% of patients that

complained about the discomfort of the waiting room and 95%

of patients thought that the radiation protection provided was
poor.* Based on research at the SyarifHidayatullah Hospital,
the number of human resources and waiting time at the
hospital's Radiology Installation were still not in accordance
with the standards, 62 patients (58.5%) felt that the waiting
time for radiology services was >3 hours.”> Based on this,

researchers wanted to find out the patient satisfaction with
services at the Dental Radiology Installation of RSGM-P
FKG USAKTI.

2. Methods

This type of research is a descriptive observational study
with a cross sectional study design. Sampling using
accidental sampling method, and obtained as many as 108
respondents who participated in this study.

The instrument used in this study was a questionnaire
consisting of 20 questions divided into 5 categories:
reliability, assurance, tangibles, empathy, and
responsiveness. The measurement scale (ordinal scale),
consists of dissatisfied (1), less satisfied (2), satisfied (3),
and very satisfied (4). The average score of each question is
grouped into class intervals, thus the satisfaction categories
are: dissatisfied (1.00-1.75), less satisfied (1.76-2.50),
satisfied (2.51-3, 25), and very satisfied (3.26-4.00). The
validity (Pearson correlation) and reliability (Cronbach's
Alpha) test of the questionnaire was conducted on 30
respondents. The results showed that the questionnaire was
valid (r calculated> r table)and reliable (Cronbach's Alpha =
0.966). This research was approved by the FKG USAKTI
Health Research Ethics Commission
590/S1/KEPK/FKG/8/2022.

3. Results

The majority of respondents were female(63%), and the
majority of respondents aged 17-25 years(51%). The recent
level of education for most of the respondents was S1
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(42.6%) followed by SMA (38.9%). Most of the
respondents' occupation were private employees(38.9%) and
living in West Jakarta (54.7%)(Table 1).

Table 1: Characteristics of Respondents

Characteristics of Respondents N %
Sex
Male 40 37
Female* 68 63
Age
17-25* 55 51
26-35 17 15,7
36-45 17 15,7
46-55 19 17,6
Recent Level of Education
SD 4 3,7
SMP 10 9,3
SMA 42 38,9
D1 1 0,9
D3 3 2,8
S1* 46 42,6
S2 2 1,8
Occupation
Student 1 0,9
University student 28 25,9
Private employees* 42 38,9
Government employees 3 2,8
Self-employed 12 11,2
Housewife 16 14,8
Driver 4 3,7
Architect 1 0,9
Laborer 1 0,9
Residential Area
West Jakarta* 59 54,7
Central Jakarta 8 7,4
East Jakarta 7 6,5
South Jakarta 8 7,4
North Jakarta 7 6,5
Depok 3 2,8
Tangerang 6 5,6
Bogor 4 3,7
Karawang 2 1,8
Bekasi 2 1,8
West Java 2 1,8

In the reliability category, it was found that patients were
very satisfied with an average score of 3.34 for the services
provided by the Dental Radiology Installation of RSGM-P
FKG USAKTI. Patient admission procedures, services
provided by the officers before radiographic examinations,
timeliness of waiting before radiographic examinations, and
service procedures during radiographic examinations
received a very satisfied level of satisfaction (Table 2).

Table 2: Patient satisfaction results based on reliability
category

Satisfaction

Score
Level

No. Questions

What do you think about the
patientadmission proceduresin Dental
Radiology Installation of RSGM-P
" [FKG USAKTI? (Includes: registration,

submission of referral letters,
administration, and payment)
2. | What do you think about the services | 3,37 |Very satisfied

3,3 |Very satisfied

provided by the officers before
radiographic examinationsin Dental
Radiology Installation

Satisfaction

No. Questions Score

Level
of the RSGM-P FKG USAKTI?
(Includes: provision of aprons,
explanation of costs)
What do you think about the timeliness
3. of waiting before radiographic 3,3 | Very satisfied

examinations?

What do you think about the service
procedures during radiographic
4. | examinations in Dental Radiology | 3,38 |Very satisfied
Installation of the RSGMP FKG
USAKTI?

Average score 3.34 | Very satisfied

Patients were very satisfied in the assurance category with
an average score of 3.35 for the services provided by the
Dental Radiology Installation of RSGM-P FKG USAKTI.
Radiology officers' communication before radiographic
examinations, during radiographic examinations, and in
motivating patients to follow directions when taking
radiographic images received a very satisfied level of
satisfaction (table 3).

Table 3: Patient satisfaction results based on assurance
category

Satisfaction

Score
Level

No. Questions

What do you think about the
communication of radiology officers
before radiographic examinations?
(Includes: explanation of costs and
types of radiographic examinations
provided)

What do you think about the
communication of radiology officers
during radiographic examinations?
2. (Includes: the procedures of 3,37 [Very satisfied

radiographic examination, removing
accessories, biting the film, positioning
the patient)
What do you think about the
3 corr)mu_nicatio_n skills of the of_ficer_s in 3.35 |Very satisfied
motivating patients to follow directions
when taking radiographic images?
Average score 3,35 |Very satisfied

3,33 [Very satisfied

Patients were very satisfied in the tangibles categorywith an
average score of 3.44 for the services provided by the Dental
Radiology Installation of RSGM-P FKG USAKTI.
Radiology officer skills, examination room comfort and
cleanliness, waiting room comfort and cleanliness, the
convenience in finding the location of dental radiology
installation, completeness and cleanliness of radiology
equipment, cleanliness and tidiness of the officers’
appearance, and patient privacy in the examination room
received a very satisfied level of satisfaction (table 4).
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Table 4: Patient satisfaction results based on tangibles category

No. Questions Score | Satisfaction Level
1. What do you think about the skills of the officerswhen taking radiographic examinations? 3,43 | Very satisfied
2. What do you think about the comfort, tidiness and cleanliness of the examination room in the dental 3,43 | Very satisfied

radiology installation?
3. | What do you think about the comfort, tidiness and cleanliness of the waiting room at the dental radiology | 3,42 | Very satisfied
installation?
4. What do you think about the convenience in finding the location ofdental radiology installation? 3,45 | Very satisfied
5. | What do you think about the completeness, readiness, and cleanliness of the equipment provided inthe | 3,45 | Very satisfied

dental radiology installation?

diagnosis)

No. Questions Score | Satisfaction Level
6. What do you think about the cleanliness and tidiness of the officers’ appearance? 3,49 | Very satisfied
7. | What do you think about the patient’s privacy in the examination room? (Includes: X-ray data, disease | 3,44 | Very satisfied

Average score

3,44 | Very satisfied

Patients were very satisfied in the empathy category with an
average score of 3.38 for the services provided by the Dental
Radiology Installation of RSGM-P FKG USAKTI. The
ability of radiology officers to provide services without
discriminating between patients' social status, the
friendliness and courtesy of radiology officers at work, the
ability of the officers to pay attention/empathy to patient
complaints, and the sincerity of officers in serving patients
received a very satisfied level of satisfaction (table 5).

Table 5: Patient satisfaction results based on empathy

category
No. Questions Score Satisfaction
Level
What do you think of the officers in Ve
1. |providing services without discriminating | 3,42 ery
e - satisfied
the patient's social status?
2 What do you think about the friendliness 339 Very
' and courtesy of the officers at work? ' satisfied
What do you think of the officers in Ve
3. giving attention/empathy to patient 3,33 ery
. satisfied
cases/complaints?
What do you think about the officers who Very
4. . - 3,39 L
sincerely serve patients? satisfied
Very
Average score 3,38 satisfied

Patients were very satisfied in the responsiveness category
with an average score of 3.34 for the services provided by
the Dental Radiology Installation of RSGM-P FKG
USAKTI. The accuracy of the officers in responding to
patient complaints and the alertness of the officers when the
patients need an explanation regarding radiology services
received a very satisfied level of satisfaction (table 6).

Table 6: Patient satisfaction results based on responsiveness

category
No. Questions Score Satisfaction
Level
What do you think about the accuracy Ver
1. |of the officers in responding to patient| 3,31 td
- satisfied
complaints?
What do you think about the alertness
of the officers when you need an Very
2. . . - 3,36 gt
explanation regarding radiology satisfied
services?
Very
Average score 3,34 satisfied

4. Discussion

This study was conducted on 108 respondents who had been
given treatment by Dentist Professional Study Program
Students and Dental Conservation Specialist Dentists at the
Radiology Installation RSGM-P FKG USAKTI with an age
range of 17-55 years. Based on the results, it was found that
there were more female respondents (63%) than male
respondents (37%). The results of this study are in line with
research at Andi DjemmaMasamba Hospital, North Luwu
Regency, where the number of female respondents (57.5%)
was more than male (42.5%).° Based on a national survey in
the United States, it was shown that women have an
important role in determining health service decisions, not
only for themselves but also for their families.”

The majority of respondents in this study were aged in the
17-25 years (51%). The results of this study are in line with
research at Fayoum University, Egypt where the majority of
respondents aged <35 years (83.1%) and at the Maranatha
Dental and Oral Hospital aged 21-30 years (54.4%) visited a
teaching hospital for health service facilities.2® Respondents
of young age generally have a higher level of awareness to
get health services compared to old age.*

The most recent level of education of the respondents was
S1 (42.6%) followed by SMA (38.9%). This study is in line
with research at the PuskesmasDepok 1, where most
respondents had high school education/SMA (46.7%) and
undergraduate/S1  (40%)."The level of education can
influence individual awareness of the importance of health,
thus it can encourage the need for health services and the
choice of health servicesquality. According to Budiman,
people with higher education have higher service criteria and
standards in accordance with the service references they
have.*

In this study it was also found that most of the respondents'
occupations were private employees (38.9%). The results of
this study are in line with research at Madiun City Hospital,
where the majority of respondents worked as private
employees  (46.7%)."*Occupations can influence the
community and usually respondents will exchange
information about the health services they obtain. Someone
who works tends to use health services more than someone
who doesn't work.™®
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The residential area of the most respondents in this study
was found in West Jakarta (54.7%). The results of this study
are in line with research at Sanglah Hospital in Denpasar,
where the majority of respondents resided in Denpasar
(51%)."*Location of the hospital can affect respondents in
seeking treatment, where they tend to look for hospitals that
are close to their area of residence.

Based on this study, patients were very satisfied in the
reliability category with an average score of 3.34 (Table 2).
Patients were very satisfied with the indicators of
thetimeliness of waiting around 30 minutes before
radiographic examinations with an average score of 3.3.
These results are different from research at the Department
of Radio-Diagnostic Enugu, Nigeria which showed that
patients were dissatisfied by 51%, with waiting times for
radiology —services more than 1 hour and at
SyarifHidayatullah Hospital, patients were dissatisfied by
58.5% with waiting time for radiology services >3 hours.**
The communication is one of the special concerns for
radiology officers at RSGM-P FKG USAKTI, where
officers have a definite jobdesc, workload adjusted to
estimated patient visits each year, and communication
between teams are always evaluated,thusthe service time can
be measured for good. In addition, proper and good time
management leads to greater efficiency and productivity.™

Based on this study, patients were very satisfied for the
assurance category with an average score of 3.35 (Table 3).
Patients were very satisfied with the indicators of the
radiology officers’ communication before radiographic
examinations with an average score of 3.33. These results
are in line with research at the Maranatha Dental and Oral
Hospitalwhere patients were satisfied by 52.9% with the
ability of radiology officers to provide explanations about
the dangers of radiation and protection before examination.’
This shows that radiology officers at RSGM-P FKG
USAKTI and RSGM Maranatha can provide clear
information about what patients should know and do before
radiographic examination. In addition, good communication
allows officers to work faster and more responsively, thus it
can help dentists’ performance in treating patients.™®

Based on this study, patients were very satisfied in the
tangibles category with an average score of 3.44 (Table 4).
Patients were very satisfied with the indicators of comfort,
tidiness and cleanliness of the examination room with an
average score of 3.43. These results are in line with research
at the Arifin Achmad Hospital in Riau, where patients were
satisfied by 64.2% with cleanliness, tidiness, and comfort in
the radiology installation room.!” These results show that
officers at RSGM-P FKG USAKTI and RSUD Arifin
Achmad Riau always maintain the cleanliness of the
examination room.

The results of the study for the empathy category found that
patients were very satisfied with an average score of 3.38
(Table 5). On the indicator of the ability of radiology
officers to provide services without discriminating between
patients' social status, it was found that patients were very
satisfied with an average score of 3.42. This can be
seenthatrespondentsworking as drivers (3.7%) and private
employees (38.9%), both were very satisfied with the

services provided by the dental radiology installation of
RSGM-P FKG USAKTI (Table 1). These results are in line
with research at the Arifin Achmad Hospital in Riau, where
patients were satisfied by 63% of the services provided by
radiology officers to patients regardless of social status.*’

The results of the study for the responsiveness category
found that patients were very satisfied with an average score
of 3.34 (Table 6). On the indicator of the accuracy of
officers in responding to patient complaints at RSGM-P
FKG USAKTI, it was found that patients were very satisfied
with an average score of 3.31. This can be seen from the
patient's satisfaction with the officer's communication before
and during the radiographic examinations, where the patient
was very satisfied (Table 3). This shows that officers have
the ability to respond to patient complaints during the
examination. These results are in line with research at the
Jakarta Sukapura Islamic Hospital, where patients were
satisfied by 65.5% with the response of doctors and nurses
in dealing with patient complaints*®

The limitation of this research is that some respondents did
not fill out the questionnaire completely so the data results
were inaccurate and could not be used as research
respondents. This was due to the researchers' lack of time in
distributing questionnaires to patients who visited and
received services at the Dental Radiology Installation of
RSGM-P FKG USAKTI, thus the researchers calibrated to
the Dentist Professional Study Program Students who were
in radiology stations to assist in distributing the
questionnaires.

5. Conclusion

This study showed that patients were very satisfied (3.26—
4.00) with the services at the Dental Radiology Installation
of RSGM-P FKG USAKTI in the reliability category with
an average score 3.34, assurance 3.35, tangibles 3.44,
empathy 3.38, and responsiveness 3.34. Therefore, radiology
officers at RSGM-P FKG USAKTI are expected to maintain
their services and periodically evaluate to increase patient
satisfaction with services, especially at the Dental Radiology
Installation of RSGM-P FKG USAKTI.
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