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Abstract 

 
There was the demand to improve the quality of the dental clinic serves as the objection of the health care service 
especially in the dentistry sector is to meet patient satisfaction. The purpose of the study is to review the literature on 
the service area to determine the important factor of the service quality. Data were collected using a questionnaire to 
measure the five dimensions of the service quality include tangibility, reliability, responsiveness, assurance, and 
empathy. A five-point Likert scale used to evaluate all dimensions. The data were analyzed to get the mean, standard 
deviation, and confirmatory factor. All of the dimensions have the Cronbach α score of more than 0.6 which means 
its reliability level is reliable. The result of the study show the Responsiveness, Assurance and Empathy have the 
highest effect on the dental service quality. 
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1. Introduction 
 
Based on The Global Burden of Disease Study 2016, dental and oral health problems, dental caries are diseases that 
served by almost the world's population (3.58 billion people). The 2030 caries-free target for Indonesia is the Decay 
Missing Missing Filled-Teeth (DMF-T) index for children aged 12 years reaching 1. Based on the survey in 2018, the 
average DMF-T index for permanent teeth in Indonesia is 7.1, this figure still does not meet the target of The National 
Action Plan (NAP) for Dental and Oral Health Services for the year 2020 with the DMF-T index is 4.1. 

Figure 1.  Average Permanent Tooth DMF-T Index Based on WHO Age Group in Indonesia in 2018 
Source: Riskesdas, 2018 

 
One of the strategies proposed by the Ministry of Health is to improve the quality of dental and oral health services, 
so that improving health services is important. Improvements in health services keep continue to get a satisfying 
experience from patients. Patient dissatisfaction with service providers can influence patients to stop treating or choose 
another health care provider to continue treatment (Federman et al., 2001). Dental clinics are required to be able to 
provide quality services in accordance with patient expectations. One of the important components to ensure quality 
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in the field of dentistry is in providing services (Ahmed & Amagoh, 2014). One of negative effect on patients in 
providing health services is the length of waiting time spent by patients this effect can also determine whether the 
patient will continue the treatment or not (Inglehart, M.R et al 2016). Long queues are a symptom of hospital 
inefficiency and an indication of the inability system's to meet patient demands within a reasonable timeframe 
(Alhatmi, 2010). There is a high demand to evaluate the quality of dental clinics to improve health services in the field 
of dentistry (Mabrouk, M. S et al. 2019). 

 
Several studies have been conducted with the aim of reducing patient waiting times. As Ahmed & Amagoh, (2014) 
used process analysis to identify how to reduce patient processing time, Mital, (2010) used queue analysis to 
investigate the quality of service in Indian hospitals. Dachyar & Nashira, (2019) conducted a study on the Business 
Process Reengineering (BPR) approach to reduce patient waiting time in cardiology outpatient cases. Where many 
previous studies have recommended reducing patient waiting time, in a study conducted by Akbar et al., (2019) which 
states that overall patient waiting time does not affect patient satisfaction. 
 
In the service industry, Parasuraman et al., (1985) stated that service quality is more difficult to evaluate by consumers 
than the quality of goods because it involves consumer expectations which may vary for each consumer with the actual 
service performance. In terms of the effect of service satisfaction on the health industry, patients will continue the 
treatment or medication (Alhasem et al., 2011). Every day there will be patients who will use dental health services, 
so that identifying, measuring, and improving the factors that affect the quality of dental services can improve the 
performance of service providers and increase patient satisfaction (Bahadori et al., 2015) 
 
Previous research has been conducted to determine the factors that can be used to determine and evaluate service 
quality. Parasuraman et al., (1985) define 10 categories which are labeled "determinants of service quality". and then 
these ten dimensions are broken down into five generic dimensions Tangibility, Reliability, Responsiveness, 
Assurance and Emphaty. Other studies also make more specific research in the health industry. Alhasem at al., (2011), 
for example, is divided into six service dimensions consisting of (interpersonal, technical, accessibility, convenience, 
availability, and overall) which have a number of statements. which measures patient satisfaction which is the end 
result in evaluating the quality of medical care. 
 

 
 

Figure 2. Dimensions in dental health service satisfaction 
 
In service industry Parasuraman et al., (1985) mentioned service quality is more difficult for the consumer to evaluate 
than goods quality since it is involved consumer expectation that may vary for each consumer with the actual service 
performance. In healthcare industry satisfaction influence patient will continuing patient to use the care or treatment 
(Alhasem et al., 2011). Several people are referred daily to dental services, so identifying, measuring and improving 
factors affecting dental service quality can prevent resource wastage and increase patient satisfaction (Bahadori et al., 
2015) 
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1.1 Objectives 
 
This research aims to: 
1. Knowing the factors that can improve the quality of dental clinic health services in Indonesia based on the social 
demographic conditions of dental clinic patients. 
2. Being a reference for improving the quality of services at dental clinics in Indonesia. 
3. In line with the government's strategy for a caries-free Indonesia in 2030 by improving the quality of dental and 
oral health services. 
 
2. Literature Review 
 
Quality Service 
Previous studies have been done to indicate the factor that can be used to determine and evaluate the service quality. 
Parasuraman et al., (1985) define 10 categories which are labeled “Service quality determinants”. and then these ten 
were collapsed into five generic dimensions, , assessed by a total of 22 attributes (Parasuraman et al. 1988). 
The attributes used in their SERVQUAL instrument are shown in table 1. The other study also makes more specific 
research in healthcare Industry  Alhasem at al., (2011) for example divided in to six dimension of care comprised of 
(interpersonal, technical, accessibility, convenience, availability, and overall) that has a number of statements that 
measure patients satisfaction which is an ultimate outcome in evaluating quality of medical care. 
 

Table 1. The SERVQUAL Instrument presented by Zeithaml et al. (1990) 
Dimensions Attributes 

Tangibles 1. Up-to-date equipment 
2. Visually appealing physical facilities 
3. Neat-appearing employees 
4. Visually appealing materials associated with the service 

Reliability 5. The company keeps its promises to do something by a certain time 
6. The company shows a sincere interest in solving the customer’s problem 
7. The company performs the service right the first time 
8. The company provides its services at the ti 

Responsiveness 10. Employees of the company tell customers exactly when services will be performed 
11. Employees of the company give prompt service to customers 
12. Employees of the company are always willing to help customers 
13. Employees of the company are never too busy to respond to customer requests 

Assurance 14. The behaviour of employees of the company instills confidence in customers 
15. Customers of the company feel safe in their transactions 
16. Employees of the company are consistently courteous with customers 
17. Employees of the company have the knowledge to answer customer’s questions 

Empathy 18. The company gives customers individual attention 
19. The company has operating hours convenient to all its customers 
20. Employees of the company give customers personal attention 
21. The company has the customer’s best interests at heart 
22. The employees of the company understand the specific needs of their 
customers 

 
 
 
For dental clinic Bahadori et al., (2015) and Akbar et al., (2019) have studied five dimension of quality service divided 
to Tangibility, Reliability, responsiveness, Assurance and Empathy, that used as the basis to evaluate the patient 
satisfactory factor based on patient perspective. The questioner to patient will as table 2. 
 

Table 2. Factors affecting dental services from the patients’ expectation 
Quality dimension and items 
Tangibility P1 In a good dental clinic, the equipment should be modern 
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 P2 The clinic employees should be clean, neat, tidy and appropriate to 
their professions 

 P3 The Waiting room, tables and chairs, bathrooms, toilets and floors 
should be clean, beautiful, comfortable and desirable 

 P4 The card of patients' chart number, pamphlets and brochures should 
be appropriate and beautiful 

 P5 The cleanliness and quality of the materials and supplies 
used for treatment should be appropriate  

 P6 The process of paying the bills should be easy and 
comfortable 

 P7 The car parking space for patients should be enough around 
the clinic 

Reliability P8 

In a good dental clinic, the patients’ physical examinations 
and treatments should be provided at the time that has 
previously been appointed and patients should not be 
delayed too much on the day of physical examination 
and treatment 

 P9 The dentist should consider the patients’ expectations and 
needs and meet them completely 

 P10 
When explaining the treatment procedures to the patients, 
the dentist should speak clear and understandable so that 
they fully understand him/her 

 P11 In addition to the assistants and secretary, the dentist should 
also explain the treatment procedures to the patients 

 P12 
The patients’ charts should be completed without any 
mistakes and maintained accurately and can easily be 
found when needed 

 P13 The dental care costs should not be high 
 P14 Everything should be done correctly and without 

duplication and reworking at the first time 
 P15 The treatment provided should be of high quality and long term 

effectiveness 
 P16 The dentist should give patients useful and necessary 

advice for preventing them from other diseases 

Responsiveness P17 
In a good dental clinic, there should not be a long time 
between patients’ physical examinations and their 
treatment procedures 

 P18 The treatment process should be provided quickly and 
conveniently 

 P19 The employees should behave towards patients such that 
they can trust in the dental clinic and its employees 

 P20 A secretary should always be accountable for arranging 
the time of treatment session by phone or in person 

 P21 
The dentist should clearly explain the problems and 
diseases to the patients during the first visit and physical 
examination 

 P22 
The employees should constantly be willing to help the 
patients referred to the clinic and be ready at any time to 
answer their questions 
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Assurance P23 
In a good dental clinic, the employees should always 
behave towards patients with respect and courtesy and 
ensure their privacy 

 P24 The dentist should be familiar with the newest treatment 
methods, as well as the modern technologies 

 P25 The dentist should have sufficient skills and be good at his/ 
her job 

 P26 A good dental clinic should have a good reputation among 
the people so that they offer it to each other 

Empathy P27 
In a good dental clinic, the admission process for 
consultation and initial physical examination should be 
carried out quickly and easily 

 P28 The clinic employees should listen to the patients’ 
comments and opinions 

 P29 The clinic employees should understand and pay attention 
to the patients’ needs 

 P30 
The clinic employees should pay particular attention to 
each patient’s costs of dental services and should be 
assured that they are affordable for patients 

 
The previous study used means, standard deviations, which was used to determine consistency between patient and 
the structural model (Bahadori et al., 2015; Akbar et al., 2019). This study will observed the correlation on the 
satisfaction score with the social-demographic factors. Exploratory factor analysis was used to identify the 
underlying factors and Cronbach’s alpha was used to measure the internal consistency of the scale and 
subscales. 
 
3. Methods 
 
This research aims to determine the factor affecting for the service quality of the healthcare sector especially on the 
dental clinic in Jakarta area, Indonesia to improve the service quality. Study literature conducted to get the factor for 
quality of service in dental clinic. Data was collected using questioner designed for the study based on  Parasuraman 
et al., (1985) and developed further so it can be uses on the healthcare service especially for dentistry sector. The Five-
point Likert scale will uses ranging from (1= strongly disagree and 5=strongly agree).Descriptive statistics (frequency 
distribution, mean, and standard deviation) were used to describe the data. 
 
In the end, this study will provide a conclusion fort the important factor of the patient perception for the service quality 
in dental clinic in Jakarta area. These factor can be used by the dental provide to improve their service to ge the 
competitive advantage. The last is suggestion will be given as an input for the further research. 
 
4. Results and Discussion  
 
Questionnaire have distributed and filled by 100 correspondents, as the Hair, Aderson, Tatham dan Black in Kusnendi 
(2005) the minimum sample for structure equation is 100 to 200 
 
the most subject was male (60%), 25-35 years old (56%), gradute from bachelor ( 63%), monthly spending of IDR 
3,000,000 – 7,500,000 (44%). The study will focused on the subject that have the dental treatment from the clinic in 
Jakarta are. Table 2 showing the questionnaire results for 30 question items with 5 dimensions  for the factors affecting 
dental clinic service quality from the patients perspective.  
 
The Cronbach α coefficient for each dimension of the question is higher than 0.6, which means its reliability level is 
reliable. The highest Cronbach α coefficient is in the Reliability dimension of 0.853 and the lowest in the reliability is 
Empathy dimension of 0.806 the result of cronbach test is shown on table 3. 
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Table 3. Cronbach α test for expectation 
Quality 

Dimension 
Tangibility 

X1 
Reliability 

X2 
Responsiveness 

X3 
Assurance 

X4 
Empathy 

X5 
 X11 

X12 
X13 
X14 
X15 
X16 
X17 

X21 
X22 
X23 
X24 
X25 
X26 
X27 
X28 
X29 

X31 
X32 
X33 
X34 
X35 
X36 

X41 
X42 
X43 
X44 

X51 
X52 
X53 
X54 

Cronbach’s α 
0.959 

0.852 0.853 0.843 0.848 0.806 

 
The most important factor of each dimension are “The cleanliness and quality of the materials and supplies used for 
treatment should be appropriate” (4.87) on Tangibility, “When explaining the treatment procedures to the patients, the 
dentist should speak clear and understandable so that they fully understand him/her” (4.87) on Reliability, “The dentist 
should have sufficient skills and be good at his/her job” (4.76) on Assurance, “The employees should behave towards 
patients such that they can trust in the dental clinic and its employees” (4.65) on the Responsiveness, The clinic 
employees should understand and pay attention to the patients’ needs (4.55) on Empathy. The result of mean for each 
factor as shown in table 4. 
 

Table 4. Result of Factors affecting dental services from the patients’ perspective 
Quality dimension and items  Mean  
Tangibility X1 X11 In a good dental clinic, the Equipment should be modern 4.62 
 

X12 The clinic employees should be clean, neat, tidy and 
appropriate to their professions 

4.86 
 

X13 The Waiting room, tables and chairs, bathrooms, toilets and 
floors should be clean, beautiful, comfortable and desirable 

4.64 
 

X14 The card of patients' chart number, pamhlets and 
brochursesshould be appropriate and beautiful 

3.95 
 

X15 The cleanliness and quality of the materials and supplies 
used for treatment should be appropriate  

4.87 
 

X16 The process of paying the bills should be easy and 
comfortable 

4.71 
 

X17 The car parking space for patients should be enough around 
the clinic 

4.47 

Reliability X2 X21 In a good dental clinic, the patients’ physical examinations 
and treatments should be provided at the time that has 
previously been appointed and patients should not be 
delayed too much on the day of physical examination 
and treatment 

4.61 

 
X22 The dentist should consider the patients’ expectations and 
needs and meet them completely 

4.72 
 

X23 When explaining the treatment procedures to the patients, 
the dentist should speak clear and understandable so that 
they fully understand him/her 

4.87 

 
X24 In addition to the assistants and secretary, the dentist should 
also explain the treatment procedures to the patients 

4.79 
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X25 The patients’ charts should be completed without any 
mistakes and maintained accurately and can easily be 
found when needed 

4.77 

 
X26 The dental care costs should not be high 4.05  
X27 Everything should be done correctly and without 
duplication and reworking at the first time 

4.47 
 

X28 The treatment provided should be of high quality and 
longterm effectiveness 

4.65 
 

X29 The dentist should give patients useful and necessary 
advice for preventing them from other diseases 

4.81 

Responsiveness 
X3 

X31 In a good dental clinic, there should not be a long time 
between patients’ physical examinations and their 
treatment procedures 

4.22 

 
X32 The treatment process should be provided quickly and 
conveniently 

4.32 
 

X33 The employees should behave towards patients such that 
they can trust in the dental clinic and its employees 

4.65 
 

X34 A secretary should always be accountable for arranging 
the time of treatment session by phone or in person 

4.53 
 

X35 The dentist should clearly explain the problems and 
diseases to the patients during the first visit and physical 
examination 

4.62 

 
X36 The employees should constantly be willing to help the 
patients referred to the clinic and be ready at any time to 
answer their questions 

4.5 

Assurance X4 X41 In a good dental clinic, the employees should always 
behave towards patients with respect and courtesy and 
ensure their privacy 

4.65 

 
X42 The dentist should be familiar with the newest treatment 
methods, as well as the modern technologies 

4.69 
 

X43 The dentist should have sufficient skills and be good at his/ 
her job 

4.76 
 

X44 A good dental clinic should have a good reputation among 
the people so that they offer it to each other 

4.6 

Empathy X5 X51 In a good dental clinic, the admission process for 
consultation and initial physical examination should be 
carried out quickly and easily 

4.55 

 
X52 The clinic employees should listen to the patients’ 
comments and opinions 

4.54 
 

X53 The clinic employees should understand and pay attention 
to the patients’ needs 

4.55 
 

X54 The clinic employees should pay particular attention to 
each patient’s costs of dental services and should be 
assured that they are affordable for patients 

4.34 
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Figure 3. Model Factor 
 
The result of the model as shown in figure 3 indicate X3, X4, and X5 have the highest scores where X3 is 
Responsiveness, X4 Assurance, X5 Empathy. Responsiveness (0.55), Assurance (0.66) and Empathy (0.57) have the 
highest effect on the dental service and Reliability (0.47) have the lowest effect on the dental service in Jakarta, 
Indonesia.  This study have different result from the previous study that show Tangibility, Reliability and Assurance 
have the highest score. 
 
5. Conclusion  
 
Considering the result of this study it show that 3 dimension for the most affecting of dental service from the patient 
perspective in Jakarta area, Indonesia, the three dimensions are Responsiveness, Assurance and Empathy . The each 
item in the dimension can be evaluated for the clinic strategy to improve their service quality. 
 
This study only limited to the small size of sample, the improvement of the number of sample need to be considered 
to make sure the model and result is fit and accurate. 
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