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 Abstract 

Introduction: Dentists provide treatments spanning oral health exams, pain 
relief, aesthetics, and functional restoration. Dental colleges deliver thorough care 
via supervised student practitioners, prioritizing excellence. In order to provide the 
appropriate health-care services to patients, it is essential to investigate their 
health-care needs, and expectations.  
Aims & objectives: This study aims to evaluate how satisfied patients are with 
the dental facilities, services and the level of care they receive by dental house 
officers to improve the quality of care being provided. 
Methodology: A questionnaire-based survey quantified factors impacting 
satisfaction from different departments. Anonymity was ensured in the 
questionnaire to secure participant privacy. 
Result: A total of 250 questionnaires were distributed, and 206 responses were 
received. The findings revealed a very high level of overall satisfaction among the 
participants, indicating strong contentment with the treatment received. Majority 
of the patient were satisfied with the Oral Surgery department as compare to 
other departments. The treatment received unanimous satisfaction, highlighting 
that patient satisfaction was consistent across gender, age, and departments at 
the dental clinic. 
Conclusion: Our study found that patients are very satisfied with the care 
provided by dental house officers, reflecting their dedication to quality and patient 
needs. However, there were few dissatisfied patients, so it’s important to improve 
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care quality. Providing excellent patient experiences can attract and keep more 
patients, benefiting dental house officers and the institute as a whole. 

INTRODUCTION
BACKGROUND:  
Dentists provide treatment to maintain oral health, 
alleviate pain, improve aesthetics, and restore full-
mouth functionality. People typically choose dental 
clinics or hospitals that are accessible, practical, and 
affordable. While most clinics focus on treating oral 
health issues, dental colleges and allied hospitals offer 
comprehensive treatments due to their reputation, 
affordability, and professional expertise. 1 
Dental colleges train students to provide high-quality 
care under professional supervision. Despite longer 
appointments, they attract many patients due to lower 
costs and a reputation for high standards. This 
emphasizes the need for young dentists to maintain 
strong professional conduct..2,3  

A great deal of progress has taken place in the past few 
years in the dental field, where dental care has evolved 
from a dental focus into a patient focus approach. 
This approach focuses not only on the oral issue but 
also on how the patient is welcomed, managing any 
systemic conditions, and the length of treatment.4 
Patient satisfaction must be prioritized in all aspects 
of dental care at educational institutions, including 
their dental clinics, with regard to continuously satisfy 
the needs of both patients and young dentists. 5 
In order to provide the appropriate health-care 
services to patients, it is essential to investigate their 
health-care issues, requests, needs, and expectations.6 

Assessing patient satisfaction in relation to dental care 
offered may be done with the aid of tools like 
structured surveys that track patients' responses to 
dental treatment. 4 Such surveys have yielded some 
insightful data that has been useful in enhancing the 
standard of healthcare and developing strategic plans 
for the future. 6 

Since it is necessary to determine patient satisfaction 
with care provided by our students and house officers, 
the current study aims to gain insight into whether 
patients are satisfied with the treatment they receive at 
Dow Dental College, which is home to our house 
officers as their treatment providers. 
 
Aims & objectives:  
Health care organizations all across the world are very 
concerned about quality. In numerous dental schools 

around the world, the satisfaction of patients has been 
studied. Dental professionals may experience a 
tremendous deal of stress and anxiety as a result of 
patients' dental concerns. Thus, by knowing the level 
of satisfaction among the patients, what comforts 
them and what doesn’t, will encourage the young 
dentists to act in a professional manner. Using this 
study, doctors at Dow Dental College will assess how 
satisfied patients are with the dental facilities, services, 
and the quality of care they receive from dental house 
officers. 
 
Methodology: 
A cross-sectional study was conducted at Dow Dental 
College to analyze the satisfaction of patients with the 
treatment provided by dental house officers and the 
overall environment. The survey was conducted via 
questionnaire to quantify the parameters influencing 
patient satisfaction. These questionnaires were 
handed over to the patients when they visit the 
reception counter upon completion of their treatment 
where they come for the payment of the services that 
were provided. 
 
Sample: Sample size was calculated using the Open 
Epi system, version 3. As a result of the calculation, 
the estimated sample size was at least 135 with a 95% 
confidence level and 5% confidence limit based on 
the level of patient satisfaction. With proper screening 
according to our inclusion and exclusion criteria, the 
study consisted around 200 patients. Patients were 
chosen from different departments in Dow Dental 
College i.e. Periodontal department, Oral 
Maxillofacial surgery department, Operative 
Department, Removable and Fixed Prosthodontic 
departments. The questionnaires were provided to all 
departments, which were filled by the house officers 
by asking the patients once treatment had been 
completed. Since many of the patients were not 
literate, this was a challenging task.  
Each participant's individual identification was 
secured by the questionnaire being anonymous, 
containing no identifiers. 
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Inclusion criteria: All patients whose treatment has 
been completed and has provided their consent to 
participate in this research. 
 
Exclusion criteria: Patients under the age of 18, 
mentally retarded patients, those who have not 
completed the questionnaire, orthodontic patients, 
and patients with language issues as they are from 
different regions and speak different languages, but 
there are English and Urdu versions of the 
questionnaire. 
 
Data collection tool: The questionnaire from 
Othman's study 7 was utilized and modified for this 
investigation. This questionnaire is widely used in 
various articles to analyze patient satisfaction. 8–12 
The study used a pre-designed, validated 
questionnaire originally in English, which was 
translated into Urdu to address language barriers, to 

avoid the language barrier among our population. A 
back-translation method was applied, where another 
author re-translated the Urdu version into English to 
ensure accuracy and consistency. Any discrepancies 
were discussed and resolved, enhancing the 
instrument's validity in the local context. This process 
enhanced the content and face validity of the 
instrument in the local context. 
Since the questionnaire was translated back and forth, 
the reliability was assessed to ensure the accuracy of 
the translated content. This involved comparing the 
original and translated versions to identify any 
discrepancies or inconsistencies. The assessment 
ensured that the questionnaire maintained its 
intended meaning and effectiveness across different 
languages. Upon confirmation of tool reliability, it 
was found satisfactory for each section and overall as 
well. (Cronbach’s α > 0.7) As shown in figure 01, the 
overall reliability of the questionnaire is 0.9. 

 
OPD: Out-Patient Department 

Figure I. Reliability of questionnaire 
 
It comprises 22 questions, which are broken into four 
main sections. The first section was about 
appointments which consisted three items. Second 
section was related to OPD Setup (four items), which 
concerned the overall environment, cleanliness and 
comfort. Third section was regarding the dentist 
(seven items), asking about the behavior, 
professionalism and attitude towards the patient.  

 
Fourth section concerned the efficiency of the 
treatment which consisted eight items. 
In order to assess the scoring, the survey utilized a five-
point Likert scale, with "strongly agree" as the highest 
response [5] and "strongly disagree" as the lowest 
response [1]. According to Table 1, the cutoff value for 
the overall survey and each section is 70%.  
   

 
Table I. Satisfaction scoring criteria 

 Item Score range 
Satisfaction Cutoff 
(70%) 

overall satisfaction 22 22-110 61.6 
Appointment 3 3-15 ≥8.4 
OPD 4 4-20 ≥11.2 
Dentist 7 7-35 ≥19.6 
Treatment 8 8-40 ≥22.4 

0.84

0.79

0.84 0.85

0.9

Appointment OPD* Dentist Treatment Overall
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After receiving informed consent, questionnaires 
from participants were used to gather data. Items that 
were left unanswered will be coded with a zero to 
indicate a missing response. The results were then 
compiled to evaluate the satisfaction of patients. 
 
Statistical Analysis Plan 
Prior to data collection, a statistical analysis plan was 
developed to guide how the data would be processed 
and interpreted. The collected data was entered and 
analyzed using Microsoft Excel. Descriptive statistics 
such as frequencies, percentages, means, and standard 
deviations were calculated to summarize the 
demographic data and responses to satisfaction-
related items. 
For inferential analysis, the Chi-square test was 
applied to assess associations between demographic 
variables and levels of patient satisfaction. The Chi-
square test was appropriate as it is commonly used to 
examine relationships between categorical variables, 
which matched the nature of both the demographic 
data and satisfaction responses in this study. A p-value 
of less than 0.05 was considered statistically 
significant. 
Reliability of the questionnaire was measured using 
Cronbach’s alpha to ensure internal consistency of 
the scale. 

Result:  
A total of 250 questionnaires were distributed, and 
206 responses were received. The overall response rate 
was 82%. The participants consisted of males (42%) 
and females (58%) with their ages ranging from 18 to 
68 with mean 34±11 years. Highest number of 
questionnaires received from Oral surgery department 
i.e. 33%, followed by prosthodontic department i.e. 
25% and almost same number of questionnaires were 
collected from periodontology and operative dentistry 
i.e. 21% each. 
The findings revealed that the mean overall 
satisfaction score among the participants was 99.2, 
indicating a high level of contentment with the 
treatment received at the dental hospital.  
Table 03 presents overall satisfaction levels at a dental 
hospital, categorized by gender, age group, and 
department. Based on the distribution of 
participation for the two genders, females were more 
satisfied with the program than males (58:42). The 
satisfaction difference between genders is statistically 
non-significant (p-value>0.05). Patients with a 
satisfaction level of 48% were primarily between the 
ages of 31 and 50 (p-value > 0.05). While the majority 
of the patients were satisfied with the Oral Surgery 
department as compared to other departments i.e. 
32.4%. 

 
Table II: Association of overall satisfaction with demographic characteristics 

Demographic Characteristics 
Satisfied 
N = 204 (%) 

Not Satisfied 
N = 2 (%) 

P-value€ 

Gender    
   Male 86 (42.2) 1(50) 

0.82 
   Female 118 (57.8) 1(50) 
Age (years)    
   18 – 30 86 (42.2) 0(0) 

0.34    31 – 50 98 (48.0) 2 (100) 
   > 50 20 (9.8) 0 (0) 
Department    
   Periodontics 43 (21.1) 0(0) 

0.25 
   Oral Surgery  66 (32.4) 2 (100) 
   Operative Dentistry 44 (21.6) 0 (0) 
   Prosthodontics 51 (25.0) 0 (0) 

                  €Chi-square test for association     

 
Table III represents patient satisfaction levels related 
to appointments and the outpatient department 
(OPD). Male participants showed 44% satisfaction 

with appointments and 42% with the OPD, while 
females showed 56% satisfaction with appointments 
and 58% with the OPD. There is a significant 
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difference between satisfied and dissatisfied patients 
among the age groups, group of 31 to 50 years, shows 
around 47% satisfaction with appointments and 49% 
satisfaction with OPD. Patients of the same age group 
are approximately 52% dissatisfied with 
appointments, however 67% dissatisfied with OPD 
belong to the first age group, 18 to 30 years of age. 

Across gender and age groups, non-significant 
variations (p>0.05) were observed for appointments 
and the OPD. In department comparison, significant 
differences were found in satisfaction for 
appointments (p value<0.05), which demonstrates a 
lower satisfaction level in operative dentistry as 
compared to other departments. 

 
Table III: Association of Satisfaction level of appointment, OPD, dentist and treatment with demographic 
characteristics 

Demographic 
Characteristics  

Appointment OPD Dentist Treatment    

Satisfied  
N (%) 

Not 
Satisfied 
N (%) 

Satisfied 
(n) 

Satisfied 
(n) 

Not 
Satisfied 
(n) 

P-
value 

Not 
Satisfied 
(n) 

P-
value€ 

P-
value 

Satisfied  
N (%) 

Not 
Satisfied  
N (%) 

P-
value 

Gender             

   Male 
75 
(44.1) 

12 
(33.3) 

84 
(42.0) 

87(42.2) 0 N/A 3(50.0) 0.7 
0.23 

86 
(42.4) 

1 (33.3) 
0.75 

   Female 
95 
(55.9) 

24 
(66.7) 

116 
(58.0) 

119 
(57.8) 

0  3(50.0)  
117 
(57.6) 

2 (66.7) 

Age (years)             

   18 – 30 
70 
(41.2) 

16 
(44.4) 

85 
(42.5) 

86 
(41.7) 

0 N/A 1 (16.7) 0.22 

0.3 

84 
(41.4) 

2 (66.7) 

0.64 
   31 – 50 

81 
(47.6) 

19 
(52.8) 

95 
(47.5) 

100 
(48.5) 

0  5 (83.3)  
99 
(48.8) 

1 (33.3) 

   > 50 
19 
(11.2) 

1 (2.8) 
20 
(10.0) 

20 (9.7) 0  0 (0.0)  20 (9.9) 0 (0) 

Department             

   Periodontics 
39 
(22.9) 

04 
(11.1) 

42 
(21.0) 

43 
(20.9) 

0 N/A 1 (16.7) 0.28 

<0.001 

43 
(21.2) 

00 (0) 

0.1 
   Oral Surgery  

59 
(34.7) 

9 (25.0) 
64 
(32.0) 

68 
(33.3) 

0  4 (66.7)  
65 
(32.0) 

3 (100) 

   Operative 
Dentistry 

24 
(14.1) 

20 
(55.6) 

43 
(21.5) 

44 
(21.4) 

0  1 (16.7)  
44 
(21.7) 

0 (0) 

   
Prosthodontics 

48 
(28.2) 

3 (8.3) 
51 
(25.5) 

51 
(24.8) 

0  0 (0.0)  
51 
(25.1) 

0 (0) 

€Chi-square test for association, OPD: Outpatient department 
 

Table III also represents patient satisfaction levels 
with regards to the dentist and treatment categorized 
by gender, age group, and department. The 
satisfaction rate of females was higher than that of 
males, despite the fact that three of each gender were 
unsatisfied. Most satisfied patients belong to the 
second age group i.e., 31 to 50, demonstrating around 
95% satisfaction for dentist and 100% satisfaction for 
treatment, while most dissatisfied patients belong to 
the same age group demonstrating around 83% 
dissatisfaction for dentist The dentists of the Oral 
surgery department had the most satisfied number of 
patients departmentally wise but also included the 

highest number of dissatisfied patients among other 
departments. While the overall satisfaction rate for 
treatment was 100%. 
Overall, the study suggests that patient satisfaction 
levels were generally consistent across gender, age, and 
departments at the dental clinic. 
 
Discussion 
In recent years, the evaluation of health care quality 
has emerged as a key issue for all health services, and 
patient perspectives have been recognized as an 
essential component of such evaluations 13. In 
reviewing the literature regarding health care, it 



The Research of Medical Science Review  
ISSN: 3007-1208 & 3007-1216  Volume 3, Issue 7, 2025 
 

https:thermsr.com                                      | Qureshi et al., 2025 | Page 771 

became evident that a substantial number of studies 
were conducted not only in emerging, developing 
countries but also in well-developed countries, 
indicating the importance of analyzing areas for 
improvement 14–16. As part of the evaluation process 
of oral health care quality, patients may participate in 
three ways: by setting standards of care (i.e. defining 
what is desirable or undesirable); by providing 
information that will assist others in evaluating care 
quality; or by expressing satisfaction or dissatisfaction 
with care. 17 
A number of patients participated in this study by 
providing information about oral health care and 
expressing satisfaction or dissatisfaction with their 
dental house officers' treatment. These data were 
analyzed systematically in terms of appointment times, 
OPD environments, dentist behavior, and treatment 
provided as correlated with gender, age, and dental 
department. According to the results of our study, 
participants were extremely satisfied with the 
treatment provided by the dental hospital, resulting in 
an extraordinary mean overall satisfaction score. And 
achieved a commendable overall response rate, 
indicating a high level of engagement and interest 
among participants. It was found that females 
participated in the study more actively and willingly 
than males. And patients who were in the age range 
of 31 to 50 showed varying levels of satisfaction and 
dissatisfaction. As far as departmental satisfaction 
goes, oral surgery had the highest rate. 
Among our sample, we found that the gender 
distribution and a wide age range is similar to that 
described in a study conducted in Turkey (2000) and 
Saudi Arabia (2022). 18,19 Despite the fact that the 
overall satisfaction levels between males and females 
were not statistically significant, there were some 
differences in appointment and outpatient 
department (OPD) satisfaction between males and 
females. Our study shows slightly higher number of 
satisfaction rate among females as compared to males 
which contrasts with a study conducted in Saudi 
Arabia (2012) that reported higher satisfaction levels 
among males.8 Whereas, other studies reported that 
women are usually more satisfied with dental care 
than men.20–22 

A wide range of age were included in this study, 
starting with 18 years. These were divided into 3 
groups i.e. 18 to 30, 31 to 50 and 50 onwards. The 

predominant age groups were 31 to 50 followed by 18 
to 30 and then 50 onwards. Study conducted in Sri 
Lanka (2021) confirmed similar findings, suggesting 
that maturity level has a significant effect on 
satisfaction assessment.23 Some studies have shown 
that older patients are more likely to be satisfied with 
the quality of dental care provided than younger 
patients. 24 On the other hand, a study conducted in 
Finland found that elderly patients were less satisfied 
than younger patients. This was attributed to younger 
people having better oral health than the elderly.24 
The departmental distribution of patients and its 
correlation with satisfaction levels provide valuable 
insights. The Periodontology and Oral Surgery 
departments, in particular, reported higher levels of 
satisfaction with their appointments and the 
outpatient department compared to Operative 
Dentistry and Prosthodontics. Similar results were 
seen in different studies of Sri Lanka and Kuwait with 
highest satisfaction rate in Oral Surgery.23,25 In 
accordance with the study by Dental School of Tehran 
University of Medical Sciences, it has been shown that 
specialized departments often deliver more focused 
and tailored patient care, contributing to a higher 
level of satisfaction for patients. 26 However patients 
seem to have low satisfaction levels with the 
department of operative dentistry, probably due to the 
fact that they had multiple sessions to complete their 
treatment. 27 

The overall satisfaction level of patients is quite high, 
demonstrating the dedication of our young dentists 
and their desire to provide the best possible care. 
These results are similar to those of many other 
studies conducted throughout the world, including 
Sri Lanka, the West Indies, Saudi Arabia, Pakistan 
and many others.8,19,22,23,28,29 In contrast, a study 
conducted in Taiwan found that patients gave little 
confidence to junior dentists and preferred to be 
treated by a senior dentist.30 
Our study adds to the growing body of research on 
patient satisfaction with dental house officers' 
treatment. By systematically examining gender, age, 
and departmental influences on satisfaction, we 
provide a comprehensive understanding of patient 
experiences. There is a degree of consistency between 
our findings and those of some previous studies, while 
other aspects do differ. This underscores the 
complexity of patient satisfaction in dental settings. In 
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light of the results of these studies, it is apparent that 
personalized communication, efficient appointment 
systems, and comprehensive treatment across 
departments are essential. 
 
Limitations 
A few limitations are evident in this study, which 
suggest slight modifications for future research. Since 
our research took place at only one site and was 
confined to the treatment provided by dental house 
officers, it may limit its generalizability. Future studies 
could employ a multi-site approach to ensure a 
broader representation. Furthermore, qualitative 
research can also help us comprehend more details of 
patient experiences, which will improve our 
knowledge of the factors that influence satisfaction. 
Second, Patients who chose to participate may be 
more satisfied than those who declined to participate. 
This could result in sampling bias. 
Conclusion: 
In summary, our study found that patients are very 
satisfied with the care provided by dental house 
officers, with an average satisfaction score of 99.2. 
This shows the dedication of dental house officers to 
quality care and the importance of focusing on 
patients' needs. However, there were a few dissatisfied 
patients, so it's important to improve care quality. 
Providing excellent patient experiences can attract 
and keep more patients, benefiting dental house 
officers and the institute as a whole. 
 
Recommendation: 
To improve patient satisfaction and service quality, it 
is recommended to implement a structured feedback 
system, offer multilingual support, and raise 
awareness in underrepresented communities. Future 
research should include multiple clinics and use open-
ended questions or interviews for richer feedback. 
Longitudinal studies could also help assess changes in 
patient satisfaction over time, contributing to ongoing 
improvements in dental care services 
 
LIST OF ABBREVIATIONS: 
OPD: Out Patient Department 
i.e.: id est / that is 
e.g.: exampli gratia / for example 
p- value: probability value 
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