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INTRODUCTION

 In the present era people are more concerned about 
their dental health and quality of dental treatment that 
they are being provided.1 Around the globe, general 
public usually depends on dental health care centers 
to resolve their major and minor dental problems.2-4 
Evaluation of patient satisfaction is important bench-

mark to gauge performance of health care system and 
it can also affect patient decision in selecting dentist.5-9 
Therefore feedback from patient is important factor for 
managers of dental care set-ups to assess and improve 
quality of services that they provide.10,11 Satisfaction 
of patient can be defined as, “level of an individual’s 
experience compared with his or her expectations.”12-15 
Patient level of satisfaction and success of treatment 
provided are strongly associated.2,16 Studies have shown 
that patients were not satisfied when their needs or 
demands were not fulfilled.17 It is rational to believe 
that level of patient’s satisfaction may vary depending 
on the dental procedures performed.18 Clinical and non 
clinical factors both affect satisfaction of patient.19 
Newsome and Wright 16 reported that five basic fac-
tors can affect satisfaction level among dental patient: 
1) Quality of dental treatment provided, 2) Behavior 
of dentist and hospital staff, 3) Cost of treatment, 4) 
Infrastructure and 5) Facilities provided. Within every 
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ABSTRACT

 This study was done to determine the level of satisfaction among patients undergoing Orthodontic 
treatment. At the end of Orthodontic session, a questionnaire containing 17 close ended questions was 
handed out to patients who were willing to participate in the study. Questionnaire addressed four 
main categories; 1) Appointment facilities, 2) Behavior of dentist and staff, 3) Quality, efficiency and 
cost of treatment provided, 4) Infrastructure and other basic facilities. Pearson Chi square test was 
used to find association between patient’s age & various factors that can affect satisfaction level among 
patients. Three hundred and ninety patients (28.5% male & 71.5% female) voluntarily participated 
in this study which was carried out from September 2013 to May 2014. Professional, courteous and 
polite behavior of dental professionals showed highest percentage of satisfaction (98.2%). Only 53.1% 
of patients reported that they were satisfied with number of chairs in waiting area, which showed 
lowest percentage of satisfaction. 89% of the patients stated that they were satisfied with overall 
services provided by Orthodontic department. On average, mean percentage of satisfaction among 
Orthodontic patients in all four categories was 88%, demonstrating high level of satisfaction. Female 
patients showed higher satisfaction level in all categories. Satisfaction rate was highest in 19-24 years 
age group. Chi square test revealed that association between patient’s age & factors like behavior of 
dental professionals (p = 0.019), cost (p = 0.000), efficiency of treatment (p = 0.000), cleanliness of 
equipment (p = 0.001) and neatness of clinical area (p = 0.008) were found to be statistically signif-
icant (p < 0.05). Dental practitioners should be careful about the human and emotional aspects of 
treatment provided and must be aware that these factors are fundamental components of quality of 
care that we provide. Regular feedback & evaluation of patient satisfaction level is essential in order 
to further improve quality of Orthodontic services.
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health care system there are many highly trained and 
enthusiastic people working at every level to improve 
health of their patients. The real task is to build and 
run health care system that is economical and responds 
to patient’s legitimate needs and demands in best 
possible way. Studies conducted in the past to assess 
satisfaction level among dental patients have largely 
focused on dental visits in general.20,21 Unfortunately 
very little work has been done to evaluate level of sat-
isfaction among Orthodontic patients. The objective 
of this study was to assess level of satisfaction among 
patients undergoing Orthodontic treatment.

TABLE 1: CROSS TABULATION PATIENTS AGE WITH VARIOUS FACTORS THAT CAN AFFECT 
SATISFACTION LEVEL AMONG DENTAL PATIENTS

Factors that can affect satisfaction level 
among dental patients

Satisfaction  Levels With Respect 
To Various Age Groups

Total 
n=390

Chi-
Square
P value12-18 years

n=171
19-24 years

n=144
25 years & 
above n=75

APPOINTMENTS FACILITIES
1. It was easy to make appointment 96.5% 96% 96% 96.2% 0.2
2. You were seen on  time for your appoint-

ment without any delays
79% 77% 88% 81% 0.411

3. Your dental treatment was completed 
efficiently and in a timely manner.

77.2% 72.9% 76% 75.4% 0.000†

INFRASTRUCTURE AND OTHER BASIC FACILITIES
4. The clinical area was neat and clean. 93% 96% 88% 92.3% 0.008†
5. The equipment and instruments were 

clean and presentable.
96.5% 87.5% 88% 91% 0.001†

6. The temperature in the clinic was com-
fortable.

96.5% 98% 88% 94.1% 0.000†

7. The lightening in the clinic was sufficient. 93% 96% 92% 94% 0.231
8. Numbers of seats in waiting area are 

enough.
49.1% 54.2% 56% 53.1% 0.238

BEHAVIOR OF DENTIST AND STAFF
9. Dentist was professional, courteous and 

polite.
94.7% 100% 100% 98.2% 0.019†

10. Dental assistant was courteous and polite. 91% 96% 100% 95.6% 0.002†
11. Receptionist was courteous, helpful and 

polite.
100% 98% 92% 96.6% 0.001†

COST, QUALITY & EFFICIENCY OF TREATMENT PROVIDED
12. The cost was explained prior to treatment. 87.7% 87.5% 88% 87.7% 0.021†
13. The cost for Orthodontic treatment is fair. 81% 95.8% 96 % 91.2% 0.000†
14. You were pleased with the quality of your 

dental treatment.
91% 94% 88% 91% 0.176

15. The Orthodontic treatment session was 
completed to your satisfaction.

86% 85% 84% 85% 0.714

16. You plan to remain patient at our practice. 81% 91.7% 92% 88.2% 0.011†
17. You were satisfied with overall services 

provided by Orthodontic Department
89% 90% 88% 89% 0.933

MEAN SATISFACTION  LEVELS 87% 89% 88% 88%

† Statistically Significant (p < 0.05)

METHODOLOGY

 A descriptive cross sectional study was carried out 
during the period of September 2013 to May 2014. A 
questionnaire containing 17 close ended questions was 
used for data collection. All the questions in the survey 
form were assessed and redesigned various times to 
create a questionnaire that would be friendly and easy 
to follow. Questionnaire was tested in-house first, then 
in the real situation. The questions addressed four 
main categories; 1) Appointment facilities, 2) Behavior 
of dentist and staff, 3) Quality, efficiency and cost of 
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treatment provided, 4) Infrastructure and other basic 
facilities. All patients attending Orthodontic depart-
ment during that period, who voluntarily agreed to 

participate, were included in this study. Receptionist at 
front desk of Orthodontic department handed out ques-
tionnaires to patients at the end of their Orthodontic 
session. Identities of patients were kept confidential by 
placing a drop box in the waiting room, for patients to 
return completed questionnaires. Patients were divided 
into three groups according to age (12-18 years, 19-24 
years, 25 years and above). Chi square test was used 
to find association between patient’s age and various 
factors that can affect satisfaction level among dental 
patients. Data collected was analyzed using SPSS 
software version 20.

RESULTS

 390 patients, 28.5% male and female 71.5% (Fig 
1), voluntarily participated in the study. Mean age 
of sample was 19.4 years with standard deviation ± 
5.6. As shown in Fig 2, maximum number of patients 
were in 12-18 year age group (43.8%) followed by 
19-24 year age group (36.9% ). Total of 57.7% of the 
patients who participated in this study were visiting 
practice for more than 12 months (Fig 3). Professional, 
courteous and polite behavior of dental professionals 
showed highest percentage of satisfaction (98.2%). 
96.2% of the patients agreed that it was easy to make 
an appointment. More than two third of the patient’s 
agreed that cleanliness of clinical area, cost, efficien-
cy and quality of treatment provided by Orthodontic 
department was up to the mark. In response to the 
question concerning number of seats in waiting area, 
only 53.1% of patients reported that they were satisfied 
with the amount of chairs in the waiting area, which 
took the lowest percentage of satisfaction. 89% of the 
patients were satisfied with overall services provided 
by Orthodontic department. On average, mean percent-
age of satisfaction among Orthodontic patients in all 
four categories was 88%, demonstrating high level of 
satisfaction (Table 1). Female patients showed higher 
satisfaction rate in all categories than male patients 
(Fig 4). Satisfaction rate was highest in 19-24 years 
age group (Fig 5). Pearson Chi square test revealed 
that association between patient’s age and factors like 
behavior of dental professionals (p = 0.019), cost (p = 
0.000), efficiency of treatment (p = 0.000), cleanliness 
of equipment (p = 0.001) and neatness of clinical area 

Fig 1: Distribution according to gender

Fig 2 : Distribution according to age

Fig 3: Distribution according to duration of visits

Fig 4 : Satisfaction levels according to gender

Fig 5: Satisfaction levels according to age
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(p = 0.008) were found to be statistically significant 
with p value less than 0.05 (Table 1).

DISCUSSION

 In any health care set up, patient satisfaction with 
regards to quality of services and treatment provided 
is a very important and sensitive issue. In Pakistan, 
little work has been done to evaluate level of satisfac-
tion among dental patients.22 Even those studies which 
were conducted in past focused on general dental visits, 
but not even a single study has been done in Pakistan 
to investigate level of satisfaction among Orthodontic 
patients. Results of current study showed that 98.2% 
of Orthodontic patients were happy with the behav-
ior of dentist while 95.6% of patients found dental 
assistants to be courteous and polite. Various studies 
conducted around the globe have established that 
patient and dentist interaction is the most important 
factor which can influences satisfaction level among 
dental patients.7,18,23-25 Patients judge dentist skills 
and quality of care they receive on the basis of their 
personal interaction with dentist.18 Behavior of dentist 
with patient, which must include showing empathy to 
patient and reassuring them regarding their expecta-
tions and demands, needs to be given top priority by 
all dental professionals.24 A study conducted in Aus-
tralia by Sbaraini et al25 concluded that almost every 
patient appreciated having a dedicated, supportive and 
compassionate dentist and dental team who respected 
them and paid attention to their concerns. They also 
reported that as a result of courteous and polite be-
havior of these dental professionals, profound changes 
were not only seen in oral health care routines of these 
patients but it also changed patients attitude towards 
their own oral health. These patients stated that they 
complied with their dentists because they were treated 
like a person and not as a patient. Khan26, El Amin27and 
Lahti28 reported that qualifications and skills of dental 
professionals were of secondary importance than their 
behavior with patient. Few other studies conducted on 
patients preferences of dental professional behavior 
reported that majority of patients preferred a dentist 
who explained to them before hand about the treatment 
and procedures that needs to be performed.29

 Adhering to strict protocols of sterilization and 
cross-infection control is vital for every dental practice. 
Karydis24 reported that main concern of majority of 
patients visiting dental surgery was regarding steril-
ization and cross infection control. Patients confidence 
in dental surgery can be hampered if patient is not 
satisfied with sterilization and cross infection control 
policies and practices of the clinics.30,31 Majority of 
patients in this study were satisfied with the hygiene 
of the clinical area and equipment used.

 Cost is a key factor from patient’s perspective.32 
High dental charges is one of the important factors 
that can cause hindrance in patients visiting dental 
professionals and seeking dental treatment.33 Results 
of this study showed that 91.2% of patients visiting 
Orthodontic department found cost of treatment to be 
legitimate. Multiple studies in the past have reported 
that patients prefer to visit teaching hospitals due to 
decreased treatment cost and concession available on 

different dental services.30,34-36 Khan26 and Lahti28 re-
ported that in Saudi patients cost was not an important 
factor as major proportion of Saudi citizens are affording 
and paying for their dental treatment does not affect 
their monthly budget.

 Long waiting time in dental clinics and lack of proper 
waiting area is one of the main reasons of disappoint-
ment among dental patients.22,29,33,37-43 Extensive waiting 
time just to get a dental appointment can also be one of 
the main reasons of patient’s dissatisfaction.43 In this 
study 96.2% of the patients agreed that it was easy 
to make an appointment while only 53.1% of patients 
were happy with amount of chairs in the waiting area. 
Although a separate patient waiting area with ample 
amount of chairs is available just adjacent to entrance 
gate of Orthodontic clinical area, but for patient’s 
convenience that area needs to be sign posted. Proper 
appointments system with time schedule is followed to 
minimize long waiting time that is the reason that 81% 
of patients stated that they were seen on time, without 
any delays, for their Orthodontic session and 75.4% of 
the patient agreed that their treatment session was 
completed efficiently in timely manner.

 Results of this study showed that satisfaction level in 
female patients were higher in all categories than male, 
which is in agreement with various studies condwucted 
around the globe.16,33,43 These higher satisfaction rates 
among female patients can be due to their increased 
exposure to dental care facilities and their modest 
expectations and demands which are more likely to be 
attained.16

 In this study, mean percentage of satisfaction 
among Orthodontic patients in all four categories was 
88% while 89% of the patients stated that they were 
satisfied with overall services provided by Orthodontic 
department, demonstrating good level of satisfaction. 
Results of this study are slightly lower than Bedi et al44 
but they are better than those reported by Mahrous34 
and Othamn.45 British Dental Association independent 
polls reported that 9 out of 10 patients have confidence 
in the dental treatment they receive.46 If dental profes-
sionals meet needs and demands of their patients and 
consider patients best interest at heart, then patients 
will be more satisfied with quality of care that their 
dentist provide.

CONCLUSION

 Mean percentage of satisfaction among Orthodontic 
patients in all four categories was 88%. Satisfaction rate 
was highest in 19-24 years age group. Female patients 
showed higher satisfaction level in all categories than 
male patients.

 Evaluation of satisfaction is significant for almost 
every dental care set-up. In Pakistan, more work needs 
to be done in this domain. Regular feedback and eval-
uation of patient satisfaction level is essential in order 
to further improve quality of services.
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