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INTRODUCTION

 Dental problems are common now-a-days.1 Major 
and minor dental health issues require hospital services 
for general public.2,4 Patients have concern regarding 
the availability and selection of hospitals.2 Quality of 
treatment depends on facilities available.3,5 Awareness 
regarding dental health has led to change in patient’s 
attitude towards quality of dental treatment.6 

 Satisfaction and the faith of the patients are de-
terminants of dental care setup.7,15 Satisfaction can 
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ABSTRACT

 The study was carried out to know the attitude and satisfaction level of patients who came to 
dental OPD of Bahria Dental College and Hospital for treatment. This was a descriptive cross-sectional 
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(p-value 0.009), 13.6% males did not want to refer their nearest kith and kin to Bahria Dental College 
and Hospital as compared to females (p-value 0.000), 19.04% males experienced delay in treatment 
due to power or water cut down or lack of materials as compared to females (p-value 0.000). Females 
faced difficulty in two areas; 2% females felt problem in payment at the cash counter (p-value 0.094), 
32.65% females thought there should be more signboards to guide the patients in finding respective 
departments as compared to males (p-value 0.000). This study showed that majority of patients were 
satisfied about the dental treatment and facilities provided at this hospital.
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be defined as the extent of an individual’s experience 
compared with his or her expectations.8 Recent studies 
demonstrate coalition between gratification, patient’s 
accession and favorable outcome of treatment.9 Many 
countries are developing initiatives to measure perfor-
mance to guide and inform the improvement process. 
Unfortunately, this trend is still very much at infancy 
level in this country.2,10, It has been reported that sat-
isfied patients are more likely than their dis-satisfied 
counterparts to show positive illness behaviors.4 Kareem 
et al said that studies related to the patient satisfaction 
are important, but this topic has always been ignored 
by the service providers.11 Kashinath et al studied the 
attitudes of patients attending OPD of Sree Siddhartha 
Dental College, Tumkur and found that the patients 
were dissatisfied when their needs were not fulfilled.12 
Kumar and Chowhan (2013) in their research paper 
indicated that most of the patients interviewed in their 
study were satisfied with the services they received at 
OPD and also from the attitude of staff.13
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 The aim of the present study was to assess the 
satisfaction level of the patients who came to Dental 
OPD of Bahria University Dental College & Hospital 
for treatment.

METHODOLOGY

 It was a descriptive study carried out from March 
2013 to August 2013 to collect data concerning patient’s 
opinion about the services provided by the Outpatient 
Department of Bahria University Dental Hospital, 
Karachi.  Convenience sampling technique was adopted 
for data collection and information was collected by 
closed ended questionnaire containing 10 questions. 
The questionnaire had been translated in Urdu for 
convenience. The questions asked were about ease of 
access, treatment offered, staff behavior and general 
status of Dental Department. The questionnaires were 
handed over to the patients and collected back after 
they had completed it. Demographic information and 
educational level was also recorded in the same ques-
tionnaire. The response was found to be 100%.

 Inclusion criteria were all the patients who attend-
ed the Dental OPD on those days and who voluntarily 
agreed to participate in the study. The exclusion criteria 
included handicapped and patients having congenital 
dental disorders, patients below the age of 20 years and 
above the age of 60 years. Written consent had been 
taken by the patients. Data collected were analyzed 
using SPSS software version 17. Frequencies and 
percentages were recorded for gender, age, and each 
question of the proforma. Mean SD was calculated 
for age of the patients. Chi-square was used to asses’ 
satisfaction level from both genders. 

RESULTS 

 Total number of patients who participated in the 
study were 392. One hundred forty seven were male 
and 245 were female. (Fig 1) The mean age of patients 
was 32.20 years with standard deviation ± 11.03. 
Most of the patients (97.7 %) in this study visited the 
dentist when they had a problem.  251 patients (64%) 
had heard about Bahria Dental College & Hospital 
through friends and relatives. 124 (31.6%) came to know 
through advertisement and 4.3% learned from both 
sources. Out of 392 responding patients 54.8% (n=215) 
reported that they came to Bahria Dental College & 
Hospital because they had heard about the quality of 
service provided here, 6.4% came due to concessional 
fees and 152 patients (38.8%) came due to both reasons. 
Large group of patients (92.9%) were satisfied from the 

working hours and experienced no problem at the cash 
counter. (Table 1) 23.7% respondents suggested that 
there should be more guiding sign boards in finding 
respective sections.

 About 96% patients were satisfied about the be-
havior of staff and operators and wanted to refer their 
nearest kith and kin to this hospital. 10.5% respondents 
experienced delay in treatment due to lack of facilities 
like power cut down etc. All patients (n=392) wanted 
more awareness among people regarding dental dis-
eases. Chi-square test was used to assess the gender 
satisfaction level with different aspect of dental OPD.  
6.8% males felt that operator or staff showed apathy 
towards them as compared to females. 20 males out of 
147 did not want to refer their nearest kith and kin to 
Bahria Dental College and Hospital, 28 males out of 
147 experienced delay in treatment due to power cut 
down or lack of material. (Table 2) Females were less 
satisfied as compared to males in two areas; 32.65% 
females suggested more sign boards and assistance in 
finding respective department and 2% faced difficulty 
in payment at the cash counter.

DISCUSSION

 Patient satisfaction is an important indicator in 
evaluating the quality of the patient care in the out-
patient department.  The results of this study showed 
that most of the patients were satisfied with the dental 
treatment they received in this hospital. That was 
beyond our expectations because the dental staff were 
of the opinion that lot more should be done to improve 
the quality of services provided here. One reason may 
be that perhaps patients wanted to show, they are good 
patients and a negative answer may negate this char-
acteristic. The other explanation is that Bahria Dental 
Hospital is a private sector tertiary care hospital, the 
quality of services provided and the accountability of 
health providers is very high.

Fig 1: Gender distribution

Gender

Male 147

Female

245
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TABLE 1: RESPONSE OF PATIENTS TO VARIOUS QUESTIONS

S.No Questions Number Percent

1. When do you visit a dentist When in need 383 97.7%
Regular checkup 9 2.3%

2. From where you heard about Bahria
dental college and hospital

through friends and relatives 251 64.0%
through advertisement and camps 124 31.6%
Both 17 4.3%

3. Why to take treatment at Bahria dental
college and hospital

concessional fees 25 6.4%
quality of treatment 215 54.8%
both 152 38.8%

4. Any problem in working hours yes 28 7.1%
no 364 92.9%

5. Any problem in payment at the cash
counter

yes 5 1.3%
no 387 98.7%

6. Are sign boards and assistance required
in finding department

yes 93 23.7%
no 299 76.3%

7. Have you ever felt that operator or staff
showed apathy towards you

yes 14 3.6%
no 378 96.4%

8. Will you refer your nearest kith and kin
to Bahria dental college and hospital

yes 372 94.9%
no 20 5.1%

9. Did you experience any delay in getting
treatment due to missing power or water
or lack of materials

yes 372 94.9%
no 20 5.1%

10. Do you feel it is important to spread awareness 
among people regarding dental diseases

yes 41 10.5%
no 351 89.5%

 Thimmappayya established a relationship similar 
to this study between hospital status, services provided 
and patient satisfaction.14 Trakroo listed some of the 
factors which affect the satisfaction level of patients 
utilizing outpatient services. They include unusually 
long time waiting at registration counter, irritable 
behavior of registration clerk, lack of proper space for 
waiting, too long waiting time for consultation, unde-
sirable behavior of doctors and communication gap 
between doctor and patient.15

 In the present study majority of the patients had 
been visiting the dentist when they were in pain, only 
2.3% respondents went to the dentist for regular check-
up. This is due to low literacy rate, lack of awareness, 
financial problems and lack of dental facilities. A study 
done in Saudi Arabia10 has also described similar results 
stating that educational level and expenses involved in 
the dental treatment are the main hindrance, there-
fore, middle or higher socio-economic groups visited 
the dental clinics regularly. Majority of patients in 

the current  study were satisfied with the quality, cost 
of the treatment, and working hours of the hospital. 
This study suggests that some measures like placing 
signboards, explaining the treatment procedures to the 
patients should be taken. Most of the patients were 
satisfied from the behavior of doctors and staffs but 
wanted more awareness against dental diseases and 
their prevention. A survey in New Zealand16 showed 
that almost all the patients wanted to be informed in 
detail about their dental treatment. Similarly, Rankin 
and Harris17 reported that 97% of the patients surveyed 
favored a dentist who explained what the treatment 
and procedure entailed.

 Patients, in particular the uneducated and the el-
derly found it difficult to reach to the sections to which 
they were referred. They suggested that placing sign 
boards and volunteers would ease the situation. Patients 
felt, many a time they were not given any appropriate 
explanations for the delay in the treatment. Some of the 
patients commented that there were instances when 
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they or other patients around them were sent back or 
recalled later because the doctor/house-surgeon/student 
allotted to the patient were absent from duty.

 Females are mostly accompanied by male atten-
dants, and most of the time, all communication about 
investigations and treatment occur between doctor and 
the attendant, so they do not express their feelings 
freely.  However, more work needs to be done about 
this important finding.

 Satisfaction with the quality of care provided is 
a very sensitive issue, but little work has been done 
in this country about this important aspect of patient 
care. One reason is that we are still struggling for the 
primary care provision to all of our population rather 
than talking about its quality. By literature search, we 
were unable to find any reference about satisfaction 
with the Dental OPD but reports on satisfaction in some 
other domains were found. Studies have shown that 
expectations of patients are based on their experiences, 
environment, social background and personality.18,19,20,21

 This information could be included into undergrad-
uate training curriculum of dentists and continuing 
education programs. The systematic collections of pa-
tients’ opinion could help the hospital administration, 
staff, and dental faculty to get clear idea what his or 
her patients are expecting from them.

CONCLUSION

 Overall patient satisfaction was good but based on 
the statistics males were less satisfied as compared to 
females. The improvement in different areas of Dental 
OPD service of a tertiary care hospital can be achieved 
and maintained by repeated monitoring of patient 
satisfaction.
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