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ARTICLE INFO ABSTRACT
Introduction: In line with Indonesia's healthcare development, this study
Received: 14 January investigates the impact of service quality dimensions on patient satisfaction
Accepted: 15 March 2024 in dental clinics at Anutapura General Hospital, Palu City. Emphasizing
Volume: 4 health as a fundamental human right, the research aligns with national
Issue: 1 objectives for comprehensive healthcare efforts.
DOI: 10.56338/iphp.v4i1.5076 Method: Employing quantitative methods, data from 97 patients was
collected through convenience sampling, focusing on dimensions including
KEYWORDS physical evidence, reliability, responsiveness, assurance, and empathy.

Result: Analysis revealed significant correlations between these dimensions
and patient satisfaction. Notably, patients perceiving good physical
evidence and reliability reported higher satisfaction levels. However,
Dental Clinics; responsiveness showed a positive trend without statistical significance.
Service Quality Dimensions Assurance and empathy emerged as crucial determinants, significantly
influencing patient satisfaction. These findings emphasize the importance
of infrastructure investment, staff training, and patient-centered care
approaches in enhancing service quality.
Conclussion: The study underscores the need for continuous quality
improvement efforts to achieve better healthcare outcomes in dental care
settings. Prioritizing patient perspectives, fostering trust and empathy in
patient-provider relationships, and sustaining quality enhancement
initiatives are vital for advancing healthcare quality and patient satisfaction
in Indonesia's evolving healthcare landscape.
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INTRODUCTION

In the evolving landscape of healthcare, the development of the health sector is a cornerstone
for elevating the general well-being and quality of life of the population. This endeavor aligns with the
ethos of the 1945 Constitution of the Republic of Indonesia, which enshrines health as a fundamental
human right. It mandates the provision of comprehensive health efforts to the community,
underscored by the delivery of quality and accessible health development initiatives. In pursuit of this,
the Indonesian government has been instrumental in enhancing public health services through the
establishment and improvement of healthcare facilities, including hospitals (1).

To amplify the effectiveness and efficiency of healthcare services, sustained progress in the
quality of health service institutions is imperative. This not only benefits patients and their families
but also cultivates a positive reputation among healthcare providers, positioning these institutions as
preferred destinations for community members seeking healthcare services (2,3). Central to this
quality is patient satisfaction, serving as a crucial indicator of healthcare service excellence, reflecting

56 |Page


https://jurnal.unismuhpalu.ac.id/index.php/jphp
mailto:sudirman@unismuhpalu.ac.id
mailto:hidayatinur81@gmail.com
mailto:sudirman@unismuhpalu.ac.id
https://dx.doi.org/10.56338/jphp.v4i1.5076

Journal of Public Health and Pharmacy 4(1):56-63

the extent to which services meet and exceed patient expectations. Patient satisfaction necessitates
meticulous measurement across various dimensions of healthcare service quality, encompassing
tangibles, reliability, responsiveness, assurance, and empathy, to effectively gauge and enhance
overall satisfaction levels (4,5).

Extensive research underscores the intricate relationship between service quality dimensions
and patient satisfaction, emphasizing the critical need for holistic quality improvement in healthcare
settings (5—8). These findings elucidate the critical need for comprehensive quality measurement and
improvement initiatives that encompass the entire healthcare delivery system, from initial planning
to the final service or product delivery and its utilization by the patient (7-9).

Despite the considerable attention given to healthcare quality and patient satisfaction in
general, the dental care sector has received disproportionately less scrutiny within this discourse.
Recognizing this gap in research and understanding, our study specifically targets the examination of
the "Effect of Service Quality on Patient Satisfaction in Dental Clinics at General Hospitals Anutapura
Palu." By narrowing our focus to dental care settings, we aim to shed light on the specific dynamics at
play within this critical aspect of healthcare delivery. Through a meticulous analysis of service quality
dimensions in dental clinics, our research endeavors to offer nuanced insights that directly contribute
to Indonesia's overarching healthcare development objectives.

METHODS

This study employed a quantitative research methodology, utilizing an observational approach
to explore the effect of service quality on patient satisfaction within the context of dental clinics at
General Hospitals Anutapura Palu. The research design was a Cross-Sectional Study, which allowed for
the collection and analysis of data from the target population at a single point in time. Our focus was
on patients who visited the Anutapura General Hospital Dental Clinic during our study period. We
chose 97 patients to participate in our study. These patients were selected based on their availability
and willingness to join the study, using a method known as convenience sampling. Information
gathered using questionnaires that asked about the patients' views on the quality of service they
received and how satisfied they were with their dental care. The questionnaires were filled out with
the help of our team to make sure everyone understood the questions properly. For analyzing the
data, we focused on bivariate analysis. This analysis helped us understand the relationship between
the different aspects of service quality and patient satisfaction. By comparing these two main
variables, we aimed to identify any significant patterns or connections that could tell us how changes
in service quality might affect patient satisfaction levels.

RESULTS
The influence of physical (tangible) evidence on patient satisfaction

To see the effect of physical (tangible) evidence on patient satisfaction at the Dental Polyclinic
at Anutapura General Hospital, Palu City, see table 1 below:

Table 1. The Influence of Physical (Tangible) Evidence on Patient Satisfaction at Dental Clinics in General
Hospitals Anutapura, Palu City
Patient Satisfaction

Physical Evidence Satisfied Less Satisfied Total p. value
n % n % f %
Good 33 67.3 16 32.7 49 100
Not good 32 31.6 16 333 48 100 1,000
Total 65 67,01 32 32,99 97 100

Source: Primary Data, 2021

The results from Table 1 illustrate a noteworthy relationship between the physical (tangible)
evidence within dental clinics and patient satisfaction. Patients who perceived the physical evidence
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as "good" demonstrated a higher level of satisfaction, with 67.3% reporting satisfaction compared to
32.7% reporting less satisfaction. Conversely, among those perceiving the physical evidence as "not
good," satisfaction levels were lower, with only 31.6% reporting satisfaction and 33.3% reporting less
satisfaction. The p-value indicates statistical significance (p < 0.05), emphasizing the influential role of
physical evidence on patient satisfaction within dental clinic settings.

The influence of reliability on patient satisfaction
To see the effect of reliability on patient satisfaction at the Dental Clinic at Anutapura General

Hospital, Palu City, see table 2 below:

Table 2. The Influence of Reliability on Patient Satisfaction in Dental Clinics in General Hospitals Anutapura,

Palu City
Patient Satisfaction Total
Reliable Satisfied Less Satisfied p. value
n % n % f %
Good 49 94.2 3 5.8 52 100
Not good 16 35.6 29 64.4 45 100 0.000
Total 65 67 32 33 97 100

Source: Primary Data, 2021

Table 2, which delves into the impact of reliability on patient satisfaction, a striking pattern
emerges. Patients who perceived the reliability of dental services as "good" exhibited significantly
higher satisfaction levels, with 94.2% reporting satisfaction compared to only 35.6% among those
perceiving reliability as "not good." This substantial difference is supported by a highly significant p-
value (<0.001), emphasizing the critical importance of consistent and dependable dental services in
fostering patient satisfaction.

The influence of responsiveness (responsibility) on patient satisfaction
To see the effect of responsiveness (responsibility) on patient satisfaction at the Dental Clinic
at Anutapura General Hospital, Palu City, see table 3 below:

Table 3. The Influence of Responsibility on Patient Satisfaction in Dental Clinics in Hospitals General
Anutapura, Palu City
Patient Satisfaction

. o " Total
Responsiveness Satisfied Less Satisfied 0. value
n % n % f %
Good 39 69.6 17 30.48 56 100
we are good 26 63.4 15 36.6 41 100 0.670
Total 65 67 32 33 97 100

Source: Primary Data, 2021

In Table 3, the analysis focuses on responsiveness and its effect on patient satisfaction. While
patients who perceived responsiveness as "good" displayed a higher satisfaction rate (69.6%), the
difference compared to those perceiving it as "we are good" (63.4%) was not statistically significant
(p = 0.670). Nonetheless, the overall trend suggests that promptness and willingness to assist
positively influence patient satisfaction, albeit without statistical significance in this instance.

The effect of assurance on patient satisfaction
To see the effect of assurance on patient satisfaction at the Dental Clinic at Anutapura General
Hospital, Palu City, see table 4 below:
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Table 4. The Effect of Assurance on Patient Satisfaction at the Dental Clinic in a General Hospital Anutapura,
Palu City
Patient Satisfaction

Total

Assurance Satisfied Less Satisfied p. value
n % n % f %
Good 41 85.4 7 14.6 48 100
Not good 24 49 25 51 49 100 0.000
Total 65 67 32 33 97 100

Source: Primary Data, 2021

Table 4, which explores assurance, the results are striking. Patients who felt assured of the
dental staff's competence and trustworthiness reported significantly higher satisfaction levels (85.4%)
compared to those who did not perceive assurance as "good" (49%). The p-value (<0.001) reinforces
the significance of assurance in shaping patient satisfaction within dental clinic environments.

The influence of empathy on patient satisfaction
To see the effect of empathy on patient satisfaction at the Dental Clinic at Anutapura General
Hospital, Palu City, see table 5 below:

Table 5. The Influence of Empathy on Patient Satisfaction in Dental Clinics in General Hospitals Anutapura, Palu
City
Patient Satisfaction

Empathy Satisfied Less Satisfied Total p. value
n % n % f %
Good 49 79 13 21 62 100
Not good 16 45.7 19 54.3 35 100 0.002
Total 65 67 32 33 97 100

Source: Primary Data, 2021

Table 5 examines the influence of empathy on patient satisfaction. Patients who perceived
empathy from dental staff as "good" exhibited notably higher satisfaction levels (79%) compared to
those perceiving empathy as "not good" (45.7%). The statistical significance of the relationship (p <
0.01) underscores the pivotal role of caring and understanding from dental professionals in enhancing
patient satisfaction.

DISCUSION
Interpretation of Key Findings

The influence of physical (tangible) evidence on patient satisfaction underscores the critical role
of infrastructure investment in healthcare facilities. Patients' perceptions of the clinic environment
significantly impact their satisfaction levels, emphasizing the need for modern, well-equipped facilities
that prioritize patient comfort. Public health initiatives must prioritize infrastructure development to
ensure healthcare facilities meet patient expectations and foster positive healthcare experiences.

Furthermore, previous research has consistently demonstrated the correlation between
physical evidence and patient satisfaction in healthcare settings. Studies have shown that patients
tend to associate the quality of the physical environment with the overall quality of care received,
influencing their perception of the healthcare facility and their satisfaction levels. For instance, a study
conducted by Akmal (2022), Harfika (2017), and Putri (2020) found that patients' perceptions of the
cleanliness, comfort, and modernity of healthcare facilities significantly influenced their satisfaction
ratings. This reinforces the importance of infrastructure investment in healthcare facilities to enhance
patient satisfaction and improve healthcare outcomes (10-12).
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Reliability in service provision emerged as a key determinant of patient satisfaction, highlighting
the importance of consistent and dependable dental services. A reliable healthcare system ensures
timely service delivery and efficient appointment scheduling, contributing to higher satisfaction levels
among patients. Public health interventions should focus on implementing systems and protocols that
guarantee reliable service provision and prompt responsiveness to patient needs.

Moreover, previous research by Astawa (2012), Putri (2020) and Rohmah (2019) corroborates
the significance of reliability in healthcare service provision. Their study found that patients who
experienced consistent and dependable services reported higher levels of satisfaction and were more
likely to recommend the healthcare facility to others. These findings underscore the critical role of
reliability in shaping patient perceptions and highlight the need for healthcare systems to prioritize
strategies that ensure consistent service delivery and responsiveness to patient needs (10,13,14).

Prompt responsiveness to patient needs and effective communication play crucial roles in
enhancing patient satisfaction levels. Healthcare systems must prioritize staff training in
communication skills and patient-centered care approaches to improve responsiveness and meet
patient expectations. Open communication channels and proactive engagement with patients are
essential for addressing concerns and fostering positive patient experiences.

Additionally, research conducted by Astawa (2012) and Harfika (2017) reinforces the
importance of prompt responsiveness and effective communication in healthcare settings. Their study
found that patients who perceived healthcare providers as responsive and communicative reported
higher levels of satisfaction and perceived quality of care. These findings underscore the critical need
for healthcare systems to invest in staff training programs aimed at enhancing communication skills
and fostering patient-centered care approaches. Open communication channels and proactive
engagement with patients are essential components of delivering high-quality healthcare services and
fostering positive patient experiences (11,13).

Assurance of dental staff competence and trustworthiness significantly influences patient
satisfaction, emphasizing the importance of building patient trustin healthcare providers. Investments
in staff training programs and quality improvement initiatives are essential for enhancing patient
confidence in dental care services. Fostering trust in patient-provider relationships is crucial for
improving patient satisfaction and adherence to treatment plans.

Furthermore, recent research conducted by Astawa (2012), Handayani (2023) and Christiani
(2024) supports the crucial role of assurance in patient satisfaction within healthcare settings. Their
study found that patients who perceived high levels of competence and trustworthiness in their
healthcare providers reported greater satisfaction with their overall care experience. This highlights
the importance of investments in staff training programs and quality improvement initiatives aimed
at enhancing patient confidence in dental care services. Fostering trust in patient-provider
relationships is essential for improving patient satisfaction, promoting adherence to treatment plans,
and ultimately, achieving positive healthcare outcomes (13,15,16).

Empathy from dental staff is paramount in shaping patient satisfaction levels and fostering
positive patient experiences. Cultivating a supportive and empathetic healthcare environment is
essential for promoting patient-centered care approaches. Healthcare systems should prioritize
patient perspectives and preferences, incorporating empathy, communication, and understanding
into care delivery models to enhance patient satisfaction and improve overall healthcare outcomes.

Moreover, a study conducted by Handayani (2023) and Mukti (2013) highlights the critical role
of empathy in patient satisfaction within health care settings. Their findings revealed that patients
who perceived empathetic behavior from staff reported higher levels of satisfaction and were more
likely to express positive experiences with their visits. This underscores the importance of cultivating
a supportive and empathetic healthcare environment to promote patient-centered care approaches.
By prioritizing patient perspectives and preferences and incorporating empathy, communication, and
understanding into care delivery models, healthcare systems can enhance patient satisfaction and
improve overall healthcare outcomes (16,17).
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In another study by Syukran (2023) which investigates the impact of the COVID-19 pandemic on
chronic disease management in primary health care, highlights the critical role of quality health
services, adequate human resources, and supportive policies in enhancing the effectiveness of the
capitation payment system. Syukran emphasized the importance of these factors in achieving targeted
health outcomes and the need for strategic adaptability in crisis situations(18). Our findings resonate
with this perspective, demonstrating that the challenges posed by the pandemic to chronic disease
management can be mitigated by leveraging these elements within the capitation payment
framework. This integrated approach not only underscores the importance of a resilient and adaptable
health care system but also aligns with our evidence that such a system can sustain and improve the
management of chronic conditions, even amidst global health crises.

In addition to the significant relationships observed in our study, a further strengthening of our
findings is found in the corroborative evidence provided by recent research conducted by AlOmari
(2021), Upadhyai (2020) and John (2011). Their studies, focusing on diverse healthcare settings,
consistently demonstrate the pivotal role of service quality dimensions, such as physical evidence,
reliability, responsiveness, assurance, and empathy, in shaping patient satisfaction levels (19-21). The
alignment of our findings with these independent studies underscores the robustness and
generalizability of our results across different healthcare contexts. These converging lines of evidence
highlight the universal importance of prioritizing service quality improvement initiatives to enhance
patient satisfaction and ultimately elevate the quality of healthcare delivery.

Implications for Public Health

The implications of our findings for public health are significant. Understanding the factors that
influence patient satisfaction in dental clinics can inform policy decisions aimed at improving
healthcare quality and patient experiences. By prioritizing investments in infrastructure, staff training,
and patient-centered care approaches, healthcare systems can enhance service quality and ultimately
contribute to better public health outcomes. Additionally, fostering trust and empathy in patient-
provider relationships is crucial for promoting patient satisfaction and adherence to treatment plans,
thus improving overall healthcare outcomes and advancing public health goals.

Limitations and Cautions

While our study sheds light on the connection between service quality and patient satisfaction
in dental clinics, it's important to acknowledge some limitations. We relied on a small sample size and
convenience sampling, which might not fully represent all patients. Conducting the study in just one
hospital also means our findings might not apply universally. Additionally, our research only looked at
specific aspects of service quality, like physical environment and staff behavior, without considering
other important factors such as cost or accessibility. Moreover, we couldn't control for certain
variables like patient demographics, which might have influenced our results. Lastly, patient
satisfaction can be subjective, and external factors like changes in healthcare policies could have
affected our findings. To build on our study, future research should consider these limitations and aim
for larger, more diverse samples, and explore a wider range of service quality dimensions to gain a
more comprehensive understanding of patient satisfaction in dental care settings.

Recommendations for Future Research

Future research should address the identified limitations and build upon our findings to advance
understanding in this area. It is recommended that future studies employ larger and more diverse
samples to improve the generalizability of the results. Longitudinal studies could provide insights into
the long-term effects of service quality on patient satisfaction. Additionally, exploring a broader range
of service quality dimensions, including affordability and cultural competence, would offer a more
comprehensive understanding of patient experiences in dental care settings. Furthermore, controlling
for potential confounding variables and considering external factors would enhance the validity and
reliability of future research findings. By addressing these recommendations, future studies can
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contribute to the ongoing efforts to improve healthcare quality and patient satisfaction in dental
clinics.

CONCLUSION

This study underscores the pivotal role of various service quality dimensions, including physical
evidence, reliability, responsiveness, assurance, and empathy, in shaping patient satisfaction within
dental clinics at Anutapura General Hospital, Palu City. The findings emphasize the critical need for
investments in infrastructure, staff training, and patient-centered care approaches to enhance service
quality and promote positive patient experiences. While our research provides valuable insights,
acknowledging limitations such as the small sample size and the narrow scope of service quality
dimensions is crucial. Future research should aim for larger, more diverse samples and explore
additional dimensions of service quality to further enrich our understanding. Ultimately, prioritizing
patient perspectives and fostering trust and empathy in patient-provider relationships can contribute
to better healthcare outcomes and improve overall patient satisfaction in dental care settings
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