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ABSTRACT

Dentistry is one of the service professions. Hence, the behavior of the dentist
is important for the dental service profession. In this research, the author aims to study
the risk factors in dentistry patients’ dissatisfaction with dental service. The frame of
the study concentrates on four aspects which are composed of the patients’ unrealized
expectations regarding dental service providers’ behavior, insufficient communication
on the part of the dentist, substandard service behavior, and unethically commercially
oriented behavior in dental service providers. The data on these four aspects were
gathered by survey of 366 dentists.

From the study, it was found that overall the dentists’ service behavior had
risk of grievance at a moderate level. The order of the risk is as follows respectively:
the patients’ unrealized expectations regarding dental service providers’ behavior,
unethically commercially oriented behavior in dental service providers, substandard
service behavior, and insufficient communication on the part of the dentist.

The second part of the research surveyed dentists about their overall attitude
regarding their profession. There were four aspects, all of which were found to be at a
low level: perceptions of their own professional motives (commercial versus ethical),
dentists’ satisfaction with their job and work environment, their perception of patients’
respect for their work, their perception of staff and assistants’ respect of them as
professionals and as human beings. Hence steps should be taken to improve these
aspects of the dentistry profession.

In addition, it was found that dentists’ acknowledgement of three aspects of
professional integrity was at a moderate level, namely: the dentistry laws as legislated
in 1994, especially part II which concerns professional integrity, general moral
principals when serving as a dentist, and patients’ right to information. From analysis,
it was found that the relation between dentists’ overall attitude and acknowledgement
of integrity in the dental profession and all behaviors of dental service profession
surveyed in this research was a significantly positive relation (p-value < 0.001).
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CHAPTER 1
INTRODUCTION

Background and Rationale

Dentist is one of service profession related to the patient who suffers from
oral disease. Hence he/she is expected to be a dedicative and ethic person as others in
medical field. (1) Medical care is a profession which differs from occupation in the
point that profession has threaten to a man by curing, diagnosed and prevented patient
from illness with knowledge and good purpose.

In the past, medical profession was based on moral philosophy. Therefore
doctor was more honored and respected in Thai society as teacher and priest who was
praised to be a scholar and an integrity model. About the doctor, he/she was praised to
be a symbol of good behavior in consequence of relation between physician and
patient presented in a closely tie. (2) This relation not only shows as favored perform
which can not evaluate the value but refers to the basic teaching of the Buddha that
emphasizes in helping for each other. Hence this relation does not perform due to
contract or money but happens in term of trustfulness and respectfulness. (3) With the
ethic of profession bringing up generation to generation is always realized that curing
people from serious illness is the important job for sacrifice himselt/herself to the
social. As well as understanding in suitable role of profession leads the doctor having
a good relation with the patient. (4)

In a present, the circumstance of social have changed, this changes alter the
role of doctor. Especially changes in infrastructure of Thai doctor such as happening
of clinic and taking advantage of private hospital influence to the relation between
doctor and patient in term of commercial relation. All of these make the relation
changing from favored perform to commercial perform. Patients have to pay more
money for extravagant medical equipment. These are a source of business relation and

gap between doctor and patient. Therefore, undoubting why people suspect that there
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is still doctor in ideal or not. Or the society change makes them to be a commercial
doctor. (4)

On the other hand, nowadays there are many alternatives of medical care. The
patient has not only more expectation from public hospital and private health care
center but his/her attitude changes in term of consumer as well such as He/she has a
rights to know about constituent and service information before making a decision. (5)
This reflects to consideration the patient’s rights in both of law and ethic so as to insist
the existing of rights which is unable to violate. Hence the relation between doctor
and patient becomes as a contract given in law. Doctor is not honored to the integrity
model anymore but he/she is looked only the one of service occupation in the
socioeconomic. (6) At a present, doctor has to work under the regulation which relates
between the patient and social. While the patient calls for responsibility of service
from the doctor.

When the health care service becomes a business and cost of service is too
high due to apply a modern technology for diagnosing illness. (2) Moreover with
consequence of globalization and high level of education, the medical information is
communicated to the people rapidly by the channel of mass communication, radio,
news paper and medical journal. They make the people having more conscious in
health and learning for many case of grievance. These make a current of awareness in
patient‘s rights to the doctor. (7) With unaware of patient‘s rights is caused to the
violence of its and consequently in accusation.

Currently, In Thailand profession of medicine has a malpractice more and
more which causes from carelessness or unavoidable circumstance. The thinking of
the patient forgives to the doctor trending to decline. A civil suit is increased
statistically. (8) The column often reports about the malpractice of the doctor. This
event is the most important ethic problem which is always checked by the social.
Therefore, the accusation in ethic of malpractice is not a distant for the doctor. No one
needs the grievance happening to them because it makes a depression in mind. In
globalization doctor is apt a defendant in civil suit. Most of people thought that this is
a real event. The explanation to the social about the truth is spent more time to finish.

This always takes sadness to the doctor who is the defendant and makes him lacking
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of self-confidence in medical profession. As a result for caring patient is not good
enough and quality of family life is detriment. (3)

Dentist is one of the medical profession giving the service to the patient. In
each medical care is depended on the competence and the judgment of the dentist
while the patient can not know anything about the accuracy. Therefore This cause has
sourced from the error of dentist or may a misunderstanding from patient about
malpractice in medical treatment as a result leads to accusation between dentist and
his/her patient. In any case, when it is occurred, the opportunity in accusation is too
high. It is found that the grievance increasingly comes to dentist council every year.
(9) Thus dentist must have to work prudently because if he/she is careless, he/she has
to not only response in civil suit and criminal case but also withdraw a license which is
the highest punishment. (4) Referring to the research and other document of this issue,
the author found that most of the problems occur with a doctor. Most of them cause
from the doctor but only few happen from misunderstanding of the patient or cousin.
All of the grievances are a relation problem between the doctor and the patient. (8,10)
About the dentist, There is not much paper reporting about the grievance in this field
in spite of this is one of the service profession as a doctor. Hence the author pays
attention in the study of Thai dentist’s service behaviors which are easily to the
grievance. About the study the author classifies into 4 aspects which compose of non
patient-oriented service behavior, insufficient communication and information service
behavior, substandard service behavior, and commercially oriented service behavior,
all above are often the point to grievance. (5,8,10,11) So as to study about the point of
dentist’s moral behavior which is risk for the grievance, the author pays attention in
taking the result of this study being a guideline for development moral of the dentist to

prevent the problem.

Objectives of the Research

General Objective
To study the service behavior of Thai’s dentist which risk for the grievance in
ethic and the factor and its relation which influence to the service behavior in dental

profession.
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Specific Objectives

1. Study the general characteristic of the dentist in 3 aspects; general
information of population, working experience, and perception of grievance.

2. Study the dental service behavior which risk for grievance by patient in 4
aspects; non patient-oriented service behavior, insufficient communication and
information service behavior, substandard service behavior, and commercially
oriented service behavior.

3. Study the attitude of dental profession in 4 aspects; Perception of
professional motive, satisfaction with job, relation between patient and dentist, and
acceptation from social.

4. Study of Acknowledgement about ethic in 3 aspects; dentistry laws
legislated in 1994 part II, integrity and moral of profession, and patients’ right to
information.

5. Study relation of 3 factors in dental profession; general characteristic of
the dentist, attitude of dental profession, and acknowledgement about ethic to dental

service behavior which risk for grievance by patient.

Hypothesis of the Research

1. General characteristic of dentist relates to dental service behavior.

2. Good Attitude of dental profession is corresponded to dental service
behavior.

3. Good acknowledgement about ethic is corresponded to dental service

behavior.

Scope of the Research

1. Study risk of dentist’s behavior in ethic grievance
2. Group of population searching from members of Thai dentist association
2002 who still work in this field not less than 2 years.

3. Methodology implemented by randomly sending a questionnaire.
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Constraint of the Research

1. Using self assessment questionnaire.
2. Limitation of methodology; less response, difficult to follow up, take more

time, distort and incomplete information.

Variables of the Research

Independent Variables

1. General characteristic of dentist
e Characteristic of population
e Working experience
e Perception of grievance

2. Attitude of dental profession

Perception of professional motive

Satisfaction with job

Relation between patient and dentist

Acceptation from social

3. Acknowledgement about ethic
e Dentistry laws legislated in 1994 part 11
e Integrity and moral of profession

e Patient’s right to information

Dependent Variables

Dental service behavior which risk for grievance by patient are composed of
e Non patient-oriented service behavior
¢ Insufficient communication and information service behavior
e Substandard service behavior

e Commercially oriented service behavior
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Vocabularies of the Research

1. Dental service behavior which risk for grievance by patient means the
unsatisfied behavior which the patient or relative perceives from immoral behavior
may causes to accusation and compensation cost from deficiency of cure. These
unsuitable acts can be classified into 4 aspects as followed

1.1 Non patient-oriented service behavior: The patients’ unrealized
expectations regarding dental service providers’ behavior and no more response the
requisition, unsuitable act and good human relation to the patient.

1.2 Insufficient communication and information service behavior:
Lack of information on the part of the dentist to make understanding for the patient
about curing course and problem during treatment.

1.3 Substandard service behavior: Non circumspect operation,
curing with substandard and concealed a patient chance to get a better treat.

1.4 Commercially oriented service behavior:  Unethically
commercially oriented behavior in dental service providers, taking advantage from
patient in term of business, injustice in profession, unrealized to the humanity and
unresponsive to patient’s problem.

2 General characteristic of the dentist means the factors involving dentist’s
behavior that causes to the grievance. All of these can divide into 3 aspects as
followed

2.1 General information of population such as sex, age, status,
education level and discipline.

2.2 Working experience: All information about the past
performance in profession such as experience, routine task and reserve task.

2.3 Perception of grievance: Understanding and experience in cause
of grievance happening with himself or others.

3 Attitude of dentist profession means the dedication in profession to serve
the patient which can divide referring with the experience into 4 aspects as followed

3.1 Perception of professional motive: Perceptions of dentists’ own

professional motives (commercial versus ethical).
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3.2 Satisfaction with job: Dentists’ satisfaction with their job and
work environment.

3.3 Relation between patient and dentist: Dentists’ perception of
patients’ respect for their work.

3.4 Acceptation from social: Dentists’ perception of staff, assistants
and social respect of them as professionals and as human beings.

4. Acknowledgement about ethic means: Acknowledge in principle for good

practice which can divide into 3 aspects as followed

4.1 Dentistry laws legislated in 1994 part II: A guideline for good
practice in dentist profession, the dentistry laws as legislated in 1994, part II which
concerns professional integrity.

4.2 Integrity and moral of profession: Integrity and good behavior
for dentist, general moral principals when serving as a dentist.

4.3 Patients’ right to information: Patients’ right to information

which announce for good relation between patient and dentist.
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CHAPTER 2
LITERATURE REVIEW

About the literatures referring in this research, There are source from many
document such as textbook, journal, theory and research. So as to ease for reference,
They are classified into three topics which compose of (12-15)

1. Behavior concepts.

2. Moral concepts in dental profession.

3. Grievance in medical and dental profession.

1. Behavior Concepts

Behavior means action or manner which is performed when encounters with
external stimulant. This performance depends upon the characteristic and the
familiarity of the individual directly with experience and educational level. The result
of process may agree or resist however it can be traced back to the cause.

The factors which influence to human behavior base on the following:

1. Personal background

2. Acknowledgement: This point is a basic for the human behavior.

3. Believe: The acceptability of individuals which may correct or incorrect
depending upon their thinking.

4. Value judgment: The guideline for being in the social about what should
to do or should to avoid.

5. Characteristic: The bearing of individuals which are performed during
encountered with any situations.

6. Inspiration or Stimulant: Whatever that influences to the emotion which

may differ person to person.
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7. Attitude: A part of individuality which automatically happens thru an
experience and a learning process of the individuals. Hence these may not be
consistent when the time changes.

8. Situation: The circumstance or environment which is around the
individual. The different circumstance makes a various performs.

In this study, Author aims to study 3 areas composing of personal

background, attitude and acknowledgement. The details are as followed

Personal Background

From the study, It was found that the factors effect to the behavior
composing of

1. Age & Work ability: It was found that the action is inversely with age
while the consistency of work is directly when aging. The younger worker trends to
absence higher than the older. However when considers about health, there are more
deficiency and more absence in elder worker.

2. Sex & work ability: It was found that there are not difference between
male and female for instance problem solving, skill of analysis, internal motivation,
inspiration force, social compatibility, learning ability, result of work and work
satisfaction. However, normally the women are quite easier persuasive than the men
while the men are more aggressive and more expected in the result than the women.

3. Marriage & work ability: Comparing with marriage people and single
people, There are more absence rate and resignation rate in the later while marriage
people are not only more satisfied and more responsible in work but quite consistence
and understanding in the value of work.

4. Seniority & work ability: The outcome of the more experience worker is
quite better than the one just beginning.

In this study, The author attempts to study about the chorology of individual

which composes of age, sex, family status, education level and working experience.

Attitude
Means the result of decision making or assessment such as like and dislike to

someone or something. This result depends upon learning and experience of
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individuals which indicates to the condition of mind and their feeling. Hence it enables

driving someone to do something and this why it has a role to human behavior. (13,15)

Component of Attitude: can be divided into 3 types (15-18)

1. Cognition component: is the knowledge, concept or believe of individual
to something or someone.

2. Feeling component: is the emotion which performs in the way of liking
or dislike when encounters with something or someone.

3. Action tendency component: is the reflection of emotion when contacts

with something or someone.

Attribute of Attitude: (18)

1. It is the readiness to response with the stimulant in the way of liking or
dislike.

2. It is a state of mind which influences to the feeling and the determining
of behavior performance.

3. It is unable directly measure but it can be measured by the inventive tool
to evaluate the behavior performance which is a clue for explanation the attitude.

4. Tt occurs from learning and experience.

5. It can be changed when encounters with new environment.

Attitude of Work: can be divided into 3 types: (13)

1. Attitude of work satisfaction

2. Attitude of work co-operation

3. Attitude of promise and commitment

It is found that the positive thinking is the indicator implying to the initiative

behavior of the employee.

Creation of Attitude: depends upon 4 elementy15)
1. Culture
2. Family

3. Companion
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4. Individuality

Change of Attitude: is influenced by:
1. Persuading, advising, informing or learning
2. Changing commune

3. Proclamation

Factors Influence to Attitude (15,16)
1. Inducer
1.1. Influence of expert or conceit of inducer: If there are much they
will more effect to change the attitude.
1.2. Intention of inducer: Attitude of people may be change when
they trust and believe to the inducer.
1.3. Admiration: If the inducer is admired by the receiver, the
objection is quite difficult to happen.
1.4. Likeliness: If inducer has experience the same as receiver, may
it influence to the attitude of him.
1.5. Reference group: Advice of the reference group is quite more
influence to the member.
2. Communication
2.1. Difference between the former attitude and the new attitude:
when receiver has more experience, it is quite hard to change his attitude.
2.2. Discussion with two-ways communication is quite effective to
persuade receivers when compares with one-way communication.
2.3. Conclusion of the speech to the receiver is an effective way to
help for changing the attitude of the receiver.
2.4. The fear stimulates makes the receiver changing attitude.
3. Inside inducer
3.1. If inducer impresses with the former attitude, the persuasion is
quite difficult to happen.
3.2. The elegant person is quite difficult to induce his attitude.

3.3. Woman is quite easier to persuade than man.
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3.4. Normally most receivers trend to learn only something
matching with their style.

3.5. General receivers get only something which is able response to
their happiness and need.

4. Environment

4.1. About the receiver who is hinted from inducer, It is found that
they are quite easier to persuade.

4.2. Influence from neighbor helps the receiver changed the mind

easier when gets the new attitude.

Relation between Attitude and Behavior (16)

The factors which enhance the accuracy of the prediction compose of

1. Determination or reduction of the influence from the outside factors.

2. Alignment between attitude measure and focus behavior.

3. Attitude which comes from repeated learning and directly gets from
experience has a strongly characteristic and an easily prediction.

4. The attitude and the behavior of the integrity person is not easy to
prediction however the result gives more an accuracy than the wavering person.

In this research, Author intends to study the attitude of the dentist in 4
aspects which compose of perception of professional motive, satisfaction with job,

relation between patient and dentist, and acceptation from social.

Acknowledgement
means the result of learning process when receiver contacts and gets the
stimulants which passing him to his conscience and assesses them with intelligence

mind and experience. (12,14,17)

Factors in Acknowledgement Process (14)

1. Receiver: The person who contacts with the situation by the way of
1.1. Body contact
1.2. Mental contact

2. Stimulant: The cause urges to acknowledge process
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2.1.

2.2.

Interior stimulant such as individual’s inspiration
2.1.1. Physical need
2.1.2. Mental need
2.1.3. Social need

Exterior stimulant such as surrounding and outside factor which

contact to the receiver.

Characteristics of Acknowledgement (14,17)

1. Result of learning process or experience

Outcome of selection process

P
3. Contacting with the body makes a self-confidence for the receiver.
4

Repeating contact taking to familiarity till to indifference.

Influence factors to Acknowledgement (19)

1. Exterior attraction

1.18
IS
Ju3.
1.4.
NS,
1.6.
1.7.

Concentration: more intense more attractive
Size : more bigger more attractive
Difference: more difference more interested
Position: more outstanding more interested
Motion: more inert more unattractive
Distinction: more dominant more attractive

Distance: more dimensional more attractive

2. Interior attraction

2.1.
2.2.
2.3.
2.4.

Inspiration
Characteristic
Learning ability

Expectation

In this study, author focuses into 3 areas which compose of dentistry laws

legislated in 1994 part I, integrity and moral of profession, and patients’ right to

information.

Thus detail of the study involves the behavior of dentist which risks for

occupational grievance and studying 3 influent factors effecting on the behavior
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comprising of a background of individual, an attitude of dental profession and an

acknowledgement of the ethic in profession.

2. Ethic of Dental Profession

Ethic

means guidance of behavior or the way of goodness. (20,21)

Establishment of Profession Ethic in the Past (22)

1. Pass on integrity model.

Unable distinguished between ethic and profession.
Emphasize in practice rather than in theory.

Establish for own society.

SO~ » N

Fix pattern for definitely perception.

Present Pattern to Establish Ethic of Profession

1. No integrity model for new generation and society.

Separately in establishing process and led to non related and unfavorable.
Emphasize only in theory but not in practice.

Indifferent in work pattern while destructing value of local work.

U H o

Establishing pattern unleaded to initiation and development for the better.

Profession

comes from “declaration” which means pledging to the holy in the behave of
goodness which is defined by a criterion and is seriously controlled by the fellow. (4)

Willbert E. Moore explains that the profession is a full time work which the
professionals are praised to not only being the expert who have a knowledge and a
skill in their work but being dedicator who adhere with the rule and give the service
with consciousness including with a freedom of the profession also. (23)

Hence profession is different from the occupations into 3 patterns as
followed

1. Itis a work which dedicates all over the life.
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2.
3.

It is a high end of work which spends a time for training.

A group of people who realize in ethic, honor and renown. There is own

association to protect professional repute. (4)

Ethic of Dental Profession

composes of “moral of dental profession” and “code of conduct of dental

profession”

Moral

means a guide of goodness which uses for spending a life. (21)

Moral of Dental Profession

means a goodness which dentist always uses for a guide line of work and

life.

Code of Conduct of Dental Profession composes of

1.

There is a knowledge to provide a service with standard and efficiency

for the patient and a realization in dentist profession which is a service profession but

not a business.

2.
3.

patient.

ability.

6.
7.
8.

There 1s just and faithfulness for the patient.

There is a mercy and love to others so as to have a good relation with the

There is a suitable pay for remuneration according to the ethic.

Pay attention to learn a new knowledge so as to enhance a skill and work

Search for co-operation in best practice of the treatment.
Provide an advantageous service and proper adviceor the patient.

Adhere to the value of humanity and provide a suitable treatment to get

in mind of the patient.

9.

Provide a suitable treatment for the patient with carefully

10. Always realize with a honesty but not with a gain.
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Code of Conduct
Means a guideline of the behavior which is determined to maintain and

promote the repute of the association.

Code of Conduct in Profession comprises of
1. Record type such as act of dental profession 1994.

2. Verbal type such as courtesy of dental profession.

Role of Code of Conduct in Dental Profession

1. Provide a guide line for service in dental profession.

2. Provide a compulsory for the dentist according to the regulation.

3. Provide a justice for a society and control the dentist’s behavior.

Dentist is a high end profession which depends on the knowledge and the
skill of the operator. With realized in the service and dedicated to the social and the
profession, it leads to the solution to reduce the grievance of the profession. Hence the
author emphasizes to study about the behavior, which is risk for the grievance, causing

from realization and code of conduct in the profession.

3. Grievance in Medical and Dental Profession

1.1 Ethic problem in medical profession

1.2 Preventive action for ethic problem

1.3 Preventive action for grievance
1.3.1 Make a relation with the patient
1.3.2 Patient’s right and authorized paper

1.4 Ethic problem in dental profession

1.1 Ethic Problem in Medical Profession

In the former, Thai society was a generous society. Only 3 persons; priest,
doctor and teacher are honored. The relation proceeded in term of favor performance.
With coming of western culture, it made a culture change in Thai society. The relation

between doctor and patient changed from favor performance to remunerate
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performance. Hence in a present, doctors do not realize about their profession but they
try not only to make a profit but to perform as a business man as well. (1) These easily

leads to the medical grievance. (8,1024)

Cause of Ethic Problem composes of (1)
1. Change of the value in society to the western.
2. Take advantage of the doctor
3. Born of medical business
4

Higher education and more understanding about law and right of

the patient

5. Redundant treatment with medicine

6. Search for a extra remuneration

7. Inefficient treatment due to apart diagnosis of the doctor in each
department.

8. Lack of standard for charging a treatment cost.

9. Cure a patient contrasting with skill of the doctor.

10. Change of idealism of externs replacing with imitation a doctorial
commerce system from the senior.

11. Change of relation between doctor and patient from value
performance to exchange system.

12. Shorten time for taking care and paying attention to the patient.

13. Insufficient communication to the patient.

14. Unfaithfulness of the doctor from suppressing the truth of the

treatment.

1.2 Preventive Action For Ethic Problem (3)
1. Keep a good relation between the doctor and the patient.
2. Summarize a point of concern in medical record.
3. Take care a patient with aware of quality and cost of treatment.
4. Enthusiastic the ethic for the externs.
5. Closely control the clinic and medical center about taking

advantage to the patient.
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1.3 Preventive Action of Grievance should be remind as followed as

1.3.1 Make a good relation with the patient which is divided into 4

model (25)

1.3.1.1 The paternalistic model

1.3.1.2 The informative model

1.3.1.3 The interpretive model
1.3.1.4 The Deliberate model

A Guidance to Make a Good Relation With the Patient (26)

1. Reduce a relation gap between the doctor and both of the patient

and the family

2. Communicate with clearness and straight-forward to the patient.

3. Provide an assistance and an instruction after the treatment.

4. Make a confidence of the treatment to the patient by co-operating

with patient’s family or patient’s friend.

5. Make an impression to the patient with 6 “S” ( smart, smile,

speak, search, service and satisfy) (27)

Aware of patient’s right and agreement notice. (1,3) The most important

thing in medical treatment is the right of the patient to understand and to admit about

the process of the treatment with consensus.

Guidance to Give a Notice (28)

1. Give a notice compliance with the guidance identified in the

standard of care which composes of

Result of diagnosis

Detail of the treatment course

Risk or side effect from the treatment
Opportunity of the treatment
Consequence of violating a regulation

Alternative of the treatment
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1.4 Ethic Problem in Dental Profession

The ethic of dental profession is an agreement but not a regulation. Hence It
must always have been done so as to prevent a depreciation not only to the council but
to the social and also an own. The case of the grievance can be divided into 5 cases
referring with the grievance which dental council received.(29)

Advice to prevent the grievance in dental profession

1. Provide a carefully treatment to the patient.

Refrain from the treatment that over the competence.
Charge a cost of treatment directly the fact.
Co-operate with the patients following the requisition.

Should not make an expectation to the patient.

2N

Clearly explanation to the patient and get an agreement notice
before treatment.

7. Provide the best dental service to the patient but should not make
a guarantee term.

8. Make an understanding to the patient with efficient
communication.

9. Should not let the extern operating the treatment.

10. Provide the fact without the boast through the advertisement.

11. Make an understanding and following the regulation of dental
council.

From the study, author was found that the grievance which is risk to the
dental service profession can be identified into 4 areas such as non patient-oriented
service behavior, insufficient communication and information service behavior,
substandard service behavior, and commercially oriented service behavior. (see detail

in Appendix)
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e Characteristic of population
e Working experience

e Perception of grievance
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Dependent Variable

Attitude of dental profession

e Perception of professional
motive

e Satisfaction with job

e Relation between patient and
dentist

e Acceptation from social

“| information service behavior

Acknowledgement about ethic

e Dentistry laws legislated in
1994 part II

e Integrity and moral of
profession

e Patient’s right to information

Behavior in dental profession
e Non patient-oriented service
behavior

e Insufficient communication and

e Substandard service behavior
e Commercially oriented service

behavior

Patient satisfaction

Grievance by the patient
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CHAPTER 3
MATERIALS AND METHODS

Research Design
This study is a descrplive rescarch which is procceded by sending the

questhionnaire letter to the group of sample.

sroup of Sample
Group of sample compose of 6,908 dentists who have registered in the
member of the dental council in year 2002, As the same time, all of them are still
alive and work in a dental field,

Sample Size

Relerring Irom Danial’s formula

T 2502 NIPO)
7 a2PQ) + N

(a = 0.0 N = 1.96

P = (.3

= .3
d i .05
M = number of sample
Caleulation
e (1.96)° {6.90840.5)(0.5)

(1961°(0.5K0.5) + (5,908)(0.05)°

n in3 samples
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Sampling System
The method of sampling is done by a random sampling of the registers who
are the member of the dental council. After calculation “I value” from the below

equation, the samples in subgroup of “I value” are randomly chosen.

Methodology of Research

The author develops the questionnaire for this research by self. All of the
questions are created and referred with the theoretical concepts of the literature
mentioned in chapter II. The details of questionnaire can be divided into 4 parts as
follow as:

PartI:  The 1* part composes of 31 questions which involve the service
behavior which has a chance to the grievance.

Part II: The 2™ part comprises of 12 items which measure about the
attitude of dental profession.

Part III: The 3™ part consists of 3 queries which aims to study about the
acknowledgement about the ethic.

PartIV: The final part has 10 questions which concentrate in the general

characteristics of dentist.

Assessment of Tool’s Quality (30-32)

1. Try out: After finished the questionnaire, It was verified the understanding
by 43 dentists and all of ambiguous points were corrected in the final.

2. Content validity: All topics of document which compose of item, content
validity, questionnaire content validity, item objective validity, questionnaire objective
validity were reviewed by advisors and 43 dentists before launched to the survey.

3. Reliability: This assessment was run by measures of internal consistency
which implemented by applied the rectified questionnaire to the new 44 dentists and

calculated Conbrach’s alpha coefficient which got the result as 0.8515.
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Data Collection

1. Collect name and address of 363 dentists by contacting with Dental
council through the dean of dental faculty of Mahidol university.

2. Send the post card to 363 dentists so as to let them know before sending
the questionnaire 1 week after that send the questionnaire with the missive from Dean
of dental faculty of Mahidol university to group of sample and finally send remind
letter to group of sample after due 1 week and 2 weeks respectively. (32) The
percentage of reply was 50.14%.

3. Re-sampling new group of the sample and send questionnaire for 2™
round. The percentage of reply in 2" round was 50.69 %.

4. The duration in this step is between 24" February — 17" April 2004.

Data Analysis
1. Assessment criteria and classification criteria
1.1 Dental service behavior

The assessment criteria compose of

Positive question Negative question
Yes 2 points 0 point
Hesitate 1 point 1 point

No 0 point 2 points

The classification criteria comprise of

1) Point > 1.6 or>80%

Means dental service behavior is very satisfied level: hardly for a
grievance.

2) Point between 1.2 — 1.6 or 60 — 80 %

Means dental service behavior is satisfied level: having a chance for
a grievance.

3) Point<1.2 or<60%

Means dental service behavior is unsatisfied level: having more

chance for grievance.
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1.2 Attitude of dental profession

The criteria of assessment composes of

Positive question Negative question
Most agreeable 5 points 1 point
More agreeable 4 points 2 points
Agreeable 3 points 3 points
Less agreeable 2 points 4  points
Not agree 1 point 5 points

Classification criteria is divided into 3 groups as followed as
1) Point>4.2 or>80%

Means attitude of dental profession is of high level.

2) Point 3.4 —4.2 or 60 — 80%

Means attitude of dental profession is of moderate level.

3) Point <3.4 or <60%

Means attitude of dental profession is in low level.
1.3 Acknowledgement about ethic

The criteria using for assessment is as followed as

Question
Most acknowledgeable 5 points
More acknowledgeable 4 points
Acknowledgeable 3 points
Less acknowledgeable 2 points
Least acknowledgeable 1 point

The classification criteria is divided into 3 groups as followed as

1) Point >4.2 or >80 %

Means the acknowledgement about ethic is high level.

2) Point between 3.4 —4.2 or 60 —80 %

Means the acknowledgement about ethic is equal level.
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3) Point < 3.4 0r<60 %

Means the acknowledgement about ethic is low level.

Statistic for Research (33)
Descriptive statistics is a methodology for data analysis which is showed by
table or graph in terms of percentage, frequency, average and standard deviation etc.
Inferential statistics is a methodology for assessing the relationship between
two variables such as Chi-square test and Pearson’ product moment correlation

coefficient.
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CHAPTER 4
RESULTS

About the method for collecting the data, the author chose the mail for
contacting with a group of sample which composed of 726 dentists or 726 mails. The
feedbacks of them received only 366 mails as equal 50.41 % of the total while there
were only 33 mails as equal 4.54 % of the total which were incomplete the data.

The result of analysis is presented as followed as

Part 1 General characteristics of the dentists

Part 2 Service behavior which risk for a grievance

Part 3 Attitude of dental profession

Part 4 Acknowledgement about ethic

Part 5 Relation between 3 dependent variables (general characteristics of

the dentists, attitudeof dental pro fession and acknowledgement about

ethic) and independent variable (dental service behavior)

Part 1 General Characteristics of the Dentists

1. General Information of the Population

Most of the dentists replied the mail were women as equal 61.5%. all of them
were between 31-40 years old. The minimum age was around 24 years old as equal
38% and the maximum age was 64 years old. The average age of samples was 38.87
years old. The marriage status was 58.7 % . About the level of education, it was found
that 53% of them graduated in bachelor degree and 22% of them graduated in post
graduation. (see Table 1)

From the feedback, It was found that the dentists who graduated in oral and
maxillofacial branch replied the mail (as equal 20.7%) much more than other

department. (see Table 2)
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Table 1 Percentage of the dentist is classified by sex, age, status and level of

education
General information number percentage
Number of sample 366 100.0
Sex
male 141 38.5
Female 225 61.5
Age (year)
24-30 84 23.0
31-40 139 38.0
41-50 95 26.0
51-64 48 13.0
Average + standard deviation 38.87 &+ 9.40
Min. value, Max. value 24, 64 years
Status
Single
Marriage 144 39.3
Widow 215 58.7
Divorce 1 0.3
6 1.7
Level of education
Doctorate 9 2.5
Master degree 54 14.8
Bachelor degree 194 53.0
Certificate 83 22.7
Diploma / License 23 6.3
Others 3 0.7
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Table 2 Number and percentage of the dentist is classified by level of education and

department
Level of Education
Diplo
Master Certifi Total
Doctorate ma /
Department degree cate
License
Number  Number  Number Number Number
(o) (%) (o) (%) (%)
Periodontic - 3(1.8) 10(5.9) - 13(7.7)
Pedodontic - 4(2.4) 13(7.7) 1(0.5) 18(10.6)
Endodontic - 1(0.5) 15(9.0) - 16(9.5)
Oral & maxillofacial
1(0.5) 4(2.4) 21(12.4) 9(5.4) 35(20.7)
surgery

Orthodontic - 12(7.1) - 5(2.9) 17(10.0)
Oral medicine - 3(1.8) 2(1.2) 1(0.6) 6(3.6)
Prosthodontic - 2(1.2) 14(8.3) - 16(9.5)
Operative dentistry - - 3(1.8) - 3(1.8)
General dentistry - - 3(1.8) 1(0.5) 4(2.4)
Dental public health - 2(1.2) - 2(1.2) 4(2.4)
Public health 1(0.6) 12(7.1) - 1(0.6) 14(8.3)
Others 7(4.0) 11(6.5) 2(1.2) 3(1.8) 23(13.5)

Total (Percent) 9(53)  54(32.0)  83(49.1) 23(13.6)  169(100.0)
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2. Working Experience

Most of the dentists have working experience around 6-10 years as equal
22.1% while the average working experience was 14.08 years. The minimum
experience was 2 years and maximum experience was 38 years. (see Table 3)

The dentists who work only in primary working place as equal 53%. Which
54.6% of them worked in a government working place which 37.2 % of them worked
in a clinic. From the study, It was found that 88.9% of samples had worked in
secondary working place especially in private working place when considered in the

detail found that 64.5% of them worked in a clinic. (see Table 4)

Table3 Number and percentage of the dentist is classified by working experience.

General Informantion Number percent

Number 366 100.0

Working experience (years)

2-5 69 18.9
6-10 81 22.1
11-15 76 20.8
16-20 54 14.8
21-25 42 11.5
>26 44 11.9

Average + standard deviation 14.08 + 8.59

Min. value, Max. value 2,38
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Table4  Number and percentage is identified by primary working place and

secondary working place

General Data Number Percent

Number of sample 366 100.0

Primary working place 366 100.0

Government working place 200 54.6
Community hospital 55 27.5
General hospital 40 20.0
Central hospital 27 13.5
University 46 23.0
Others government working place 32 16.0

Private working place 166 454
Private hospital 24 14.4
Clinic 136 81.9
Others private working place 6 3.7

Secondary hospital 172 47.0

Government working place 19 5.2
General hospital 1 53
Central hospital 4 21.0
University 6 31.6
Others 8 42.1

Secondary working place 153 41.8
Private hospital 30 19.6
Clinic 111 72.5
Others 12 7.9
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3. Perception of the Grievance

Most of dentists thought that the cause of grievance came from the patient as
equal 32.5% (see Table 5)

Most of the samples replied that they had ever seen a behavior of other
dentists which riskd for an ethic grievance as equal 51.6%. The behavior which had
ever seen the most was under standard of treatment behavior as equal 22.7%,
providing a treatment apart from the skill as equal 16.4 especially in orthodontic
branch. On the other hand, when considers according to a group of grievance. It can be
classified into 4 aspects which have the detail as ordering; commercially oriented
service behavior 48.5%, substandard behavior 24.3%, insufficient communication and
information service behavior 16.8% and non patient-oriented service behavior 10.4%

(see Table 6)

Table 5 Number and percentage of the dentist is identified by the cause of

grievance

General Information Number Percent
Number of samples 366 100.0
Cause of grievance
Patient 119 325
Cousin 85 23.2
Dentist 79 21.6
Patient cousin and dentist 31 8.4
Patient cousin and friend 13 3.6
Patient and dentist including ambiguous
communication 32 57
Others dentist 7 2.0
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Table 6 Number and percentage of dentists’ feedback is classified according to the

type of dental service behavior which risk for ethic grievance from

dentists’ experience

Risk Behavior Number percentage
1. Non Patient-Oriented Service Behavior 28 10.5
Impolite and unequal treatment 27 10.1
No planning in comprehensive treatment 1 0.4
2. Insufficient Communication and Information
Service Behavior N S
Providing with incompletion information 37 13.8
Neglecting a responsibility when occurring of
problem i 0
3. Substandard Service Behavior 65 242
Providing under standard of the treatment 61 22.7
Providing a treatment without carefulness 3 1.1
Without recording a treatment 1 0.4
4. Commercially Oriented Service Behavior 130 48.5
Expensive cost 29 10.8
Providing a treatment without identified the skill 12 4.5
Providing a Orthodontic without a skill 44 16.4
Providing a more treatment than necessary 20 7.4
Persuading a more treatment than necessary 12 4.5
Employing an dental assistant without the dentist 8 3.0
Let the patient wait for a treatment 3 1.1
Working in private clinic while getting lavish
work earnings ! 04
Cheating employable dentists 1 0.4
Total 268 100.0
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Part 2 Risk of Service Behavior for the Grievance

1. Non Patient-Oriented Service Behavior

Dentist who neglects to the patient’s need riskd to a grievance. From the
study found that number of the dentist who has a behavior without responding to the
patient’s need having a high risk at 45.7%, moderate risk at 45.6% and without a risk
at 8.7% (see Table 9)

The behavior that riskd to the grievance as ordered as the treatment without
planning as a comprehensive treatment, treatment the patient only the symptom,
perform an impolite acting to the patient and without attention to listening the patient’s
record.

The behavior which did not risk to the grievance was questioning to find a

patient’s need and expectation before a treatment. ( see Table 7)

2. Insufficient Communication and Information Service Behavior

The dentist who provides a service with lacking of information and
insufficient of the communication was a risk to the grievance. The chance of the
grievance can be classified as following without a risk 53.3%, at moderate level 28.4%
and at high level 18.3%. (see Table 9)

The behavior that was a high risk to the grievance as neglecting to give an
answer the patient’s suspect.

The risk behavior that was a moderate level to the grievance can be identified
as ordered as unapplied a media to the explanation, without explanation about the
necessary data respectively. (see Table 7)

Referring with the information, it was found that the topic which riskd in a
moderate level comprising of without explanation of the treatment cost, concealment
about the risk of the treatment, without inform the result of diagnosis, without
communication about the chance of the success and without providing an advisory to
the patient.

The topic did not risk to the grievance as following without inform about the
method of the treatment and without inform about the condition of the patient. (see

Table &)
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The behavior did not risk to the grievance as following ambiguous
communication about the patient’s treatment, Using an inefficient language when

communication, without providing information about the error of the treatment (see

Table 7)

3. Substandard Service Behavior

About this behavior, a level of the risk was in a moderate level. Most of the
dentists took a risk in a moderate level as equal 62.3%. While 29.2%of them did not
take a risk and only 8.5% of them were in a high risk (see Table 9).

When considers about the chance of the grievance, It can order the behavior
as following incapable operating a basic life support when emergency occurred,
unused an equipment to diagnosis and providing unsuitable treatment due to error of
diagnosis.

The behavior riskd to the grievance in a moderate level ordering as followed
as without communication when refers the patient to other dentist. without followed
up the patient who may have a problem after the treatment.

The behavior did not risk to the grievance as followed as without inquiring
patient’s information before providing a treatment such as medical record, dental
record and drug allergy, without an equipment to diagnosis, providing a treatment
without carefulness, without prevention for infection control as the standard. (see

Table 7)

4. Commercially Oriented Service Behavior

About this topic, it was found that the chance of the grievance was in a
moderate level. 51.9% of the samples were in a moderate level. 26% of them were in a
high level. And 22.1% of them did not risk for the grievance. (See Table 9)

Involving the behaviors of this topic, They were ordered according to a
chance to the grievance as following, without usage informed consent in a working
place, misunderstanding about the informed consent, providing a difference treatment
according to the patient’s position and providing advisory about the unnecessary

treatment.
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The behaviors risked in a moderate level composing of lacking the sense to
uncomfortable or unsatisfied of the patient, providing dental service without skill and
knowledge and providing an unsuitable equipment to diagnosis the patient.

The behaviors did not risk to the grievance composing of providing
unnecessary treatment or dangerous treatment to the patient, and unrealized about cost

of treatment. (see Table 7)

Conclusion about Risk of the 4 Behaviors to the Grievance

About this topic, most of dentists have a chance of grievance in a moderate
level. From the study, it was found that 55.2% of them were in a moderate level.
28.7% of them did not risk for the grievance while 16.1%.(see Table 9)

Referring with above 4 behaviors, The most risk behavior for the grievance
was Non patient-oriented service behavior. Following with Commercially oriented
service behavior as in a moderate level, substandard service behavior and insufficient

communication and information service behavior respectively. (see Table 7)

Table 7  Average score, standard deviation and level of risk for the grievance in

service behavior

Average £  Level of
Dental Service Behavior

S.D. Risk
Behaviors 1.46 £0.23  moderate
Non Patient-Oriented Service Behavior 1.16 £0.39 high

Without question patient’s requirement and expectation
o 1.69 +0.51 none
before providing a treatment

Neglecting to listening the patient’s record 1.16 £ 0.85 high
Providing dental service as a comprehensive treatment  0.79 + 0.78 high
Providing a treatment only a symptom. 1.08 = 0.88 high

Act as impolite to the patient 1.08 = 0.81 high
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Table 7  Average score, standard deviation and level of risk for the grievance in

service behavior (Continuous)

Average = Level of
S.D. Risk

Dental Service Behavior

Insufficient Communication and Information Service
1.55+0.33  moderate
Behavior

Insufficient information about the treatment to the
_ 1.93 +£0.31 none
patient

Use an improper language/manner while gives an
‘ . 1.93 £0.25 none
advisory to the patient

Unapplied the media when gives a explanation 1.34 £0.56  moderate

Not allocate the time for the patient to ask about the
0.95+0.80 high
suspect

Without communication about the error happening
. 1.84 +0.38 none
during a treatment

Without immediately inform about the error after the
1.77 £0.49 none

treatment.
Concealing the truth about the error of the treatment. 1.69 +0.55 none
Substandard Service Behavior 1.50+0.25 moderate

Without inquiring about the medical record dental
1.78 £ 0.44 none
record and drug allergy before providing the treatment.

Without an necessary equipment to diagnosis. 1.68 +0.57 none
Without usage an equipment to diagnosis. 1.04 +£0.83 high
Providing with unsuitable treatment due to fault of
1.17 £ 0.67 high
diagnosis.
Without followed up the patient who may have a
1.48 £0.61  moderate
problem after the treatment.
Without communication when refers the patient to
1.37+0.64  moderate
other dentist

Providing a treatment without carefulness. 1.76 £ 0.50 none
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Table 7  Average score, standard deviation and level of risk for the grievance in

service behavior (Continuous)

Average = Level of
Dental Service Behavior
S.D. Risk
incapable operating a basic life support when
P P s bp 1.00 £ 0.62 high
emergency occurred.
without prevention for infection control as the
1.77 £0.48 none
standard.
Commercially Oriented Service Behavior 1.36 £0.31  moderate
Providing unnecessary treatment or dangerous
. 1.71 £ 0.57 none
treatment to the patient.
Providing advisory about the unnecessary treatment. 1.19 +0.82 high
Providing an unsuitable equipment to diagnosis the
: 1.55+0.66  moderate
patient.
Unrealized about cost of treatment 1.87+0.40 none
Providing a difference treatment according to the )
1.17 £ 0.80 high
patient’s position
providing dental service without skill and knowledge. 1.47+0.64  moderate
Lacking the sense to uncomfortable or unsatisfied of
‘ 1.44+£0.69  moderate
the patient
Misunderstanding about the informed consent 1.08 £0.82 high
Without usage informed consent in a working place. 0.75+0.90 high
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Table 8 Average, standard deviation and conclusion about risk for the grievance in

case of without providing a necessary information to the patient.

Providing Service without Providing a Necessary Average + Level of

Information to the Patient S.D. Risk

Without Explanation about a Necessary Information
1.54 £0.40 moderate

to the Patient
Without Explanation about the Result of Diagnosis 1.43 £0.52 moderate
Without explanation about step of diagnosis 1.19+£0.78 high
Without explanation about type of disease 1.61 +0.62 none
Without explanation about the cause. 1.47 £ 0.67 moderate
Without explanation about the symptom. 1.45 £0.65 moderate
Without explanation about the risk. 1.44 + 0.66 moderate
Without Explanation about the Treatment. 1.71 £0.43 none
Without explanation about the treatment plan. 1.80 £ 0.45 none
Without explanation about the duration of the
1.65+0.58 none
treatment.
Without explanation about side effect of the
1.68 +0.54 none
treatment.
Without Explanation about the Alternative of the
1.63+0.54 none
Treatment.
Without explanation about the treatment plan. 1.65+0.59 none

Without explanation about the duration of the
1.59 £0.62 moderate
treatment.

Without explanation about side effect of the
1.65+0.57 none
treatment.

Without Explanation about the Dangerous of the
1.39 £ 0.68 moderate
Treatment.

Without Explanation about the Success of the
1.49+0.64 moderate
Treatment.
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Average, standard deviation and conclusion about risk for the grievance in

Providing Service without Providing a Necessary Average + Level of
Information to the Patient S.D. Risk
Without Explanation in Case of Giving up the
1.63 £0.55 none
Treatment.
Without Explanation about the Cost of Treatment.
1.31+£0.71 moderate
(Before Providing a Treatment)
Without Providing an Advisory to the Patient. 1.56 £ 0.52 moderate
Without providing a point of concern so as to get an
| 1.58 £0.59 moderate
effective treatment.
Without providing a preventive action to the
1.55+0.59 moderate

recurrence of the disease

Table 9

grievance.

Percentage of the dentist identifies according to the risk behavior for the

Level of Risk Average +
Dental Service Behavior
None Moderate High S.D.
4 Aspects of the Behavior 28.7 55.2 16.1 1.46+0.23
1. Non patient-oriented
‘ ‘ 8.7 45.6 457 1.16+£0.39
service behavior
2. Insufficient
communication and information 53.3 28.4 18.3 1.55+0.33
service behavior
3. Substandard service
' 29.2 62.3 8.5 1.50+£0.25
behavior
4. Commercially oriented
22.1 51.9 26.0 1.36+0.31

service behavior
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Part 3 Attitude of Dental Profession

1. Perception of Professional Motive

About this aspect, it was found that most of them had a level of attitude in a
moderate level. 65.8% of them had an attitude in a moderate level. 23.5% of them
were in a high level and 10.7% of them were in a low level. (see Table 11)

The point which the dentists had an attitude in a low level as a motivation for
choosing this profession due to providing a high income. (see Table10)

The point that the dentist had an attitude in a high level as a key of being a

good dentist due to kindness and love to the other

2. Satisfaction with Job

From the study, it was found that the attitude of satisfaction with job in
dental profession had an average score as equal 3.42 which was in a moderate level.
46.2%of them had an attitude in a low level. 36.3 of them were in a moderate level and
17.5% of them were in a high level. (see Table 11)

The attitude of satisfaction with job was in a low level as dental profession
being a routine and boring work and as dental service profession usage skill more than
knowledge and as turning back from dental profession if having a chance to other
occupations respectively. (see Table 10)

The attitude of satisfaction with job was in a high level as a proud in dental

profession due to helping a patient from oral disease.

3. Relation Between Patient and Dentist

The attitude of the dentists in this topic had an average score as equal 2.86
which was in a low level. 84.7% of them had an attitude in a low level. 13.4% of them
were in a moderate level and 1.9% of them were in a high level. (see Table 11)

The attitude of relation between patient and dentist was in a low level as up-
to-date dentist had to endure a high expectation of the patient and as the patients did
not respected the dentist because the relation changed to the business. (see Table 10)

The attitude that was in a moderate level as most of the patient trusted and

co-operated to the treatment program.
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4. Acceptation from Social

The acceptation from the social had a score as equal 3.32 which was in a low
level. 68.8% of them had an attitude in a moderate level. 25.7% of them was in a
moderate level. And 5.5% of them was in a high level. (see Table 11).

The attitude of the dentist was in a low level as dentist was an importance in
the health promotion team but in fact adversely. (see Table 10)

The dentist had an attitude in a moderate level as most of people thought that
dental profession was a honor and a fame from the social and as the dentist was

accepted in a good level by the colleague such as doctor, pharmacist, nurse and others.

Conclusion 4 Aspect of Attitude of the Dental Profession

Most of dentist had an attitude of the dental profession in a low level. 55.2%
of them were in a low level. 41.8% of them were in a moderate level and 3% of them
were in a high level. (see Table 11)

The attitude was in a low level as the relation between the dentist and the
patient and as the acceptation from the social. (see Table 10)

The attitude was in a moderate level as perception of professional motive and

satisfaction with job respectively.

Table 10 Average, standard deviation and conclusion the attitude of dental

profession according to aspects and clauses

Average + Conclu
Attitude of Dental Profession

S.D. sion
4 aspects of attitude 3.34+043 low
Perception of Professional Motive 3.93+0.59 moderate
Motivation for choosing this profession due to
3.35+0.96 low

providing a high income.

Key of being a good dentist due to kindness and love to
4.51+0.67 high
the other.
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Table 10 Average, standard deviation and conclusion the attitude of dental

profession according to aspects and clauses (Continuous)

Average Conclu
Attitude in Dental Profession
S.D. sion
Satisfaction with Job 342+ 0.73  moderate
Dental service profession usage skill more than
3.07+1.01 low
knowledge
Proud in dental profession due to helping a patient
4.25+0.73 high
from oral disease
Dental profession being a routine and boring work. 3.02+1.18 low
Turning back from dental profession if having a chance
3.34+1.22 low
to other occupations.
Relation between Patient and Dentist 2.86 £0.62 low
the patients did not respected the dentist because the
2.78 £ 1.04 low
relation changed to the business.
Most of the patient trusted and co-operated to the
3.69+£0.68 moderate
treatment program.
Up-to-date dentist had to endure a high expectation of
_ 2.10 +0.80 low
the patient.
Acceptation from Social 3.32+0.51 low
Most of people thought that dental profession was a
3.87+0.73  moderate
honor and a fame from the social
Dentist was an importance in the health promotion
2.17+£0.95 low
team but in fact adversely.
Acceptability from the colleague such as doctor,
391+£0.67 moderate

pharmacist, nurse and others being in a good level.
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Table 11 Percentage of the dentist identifies according to the attitude of dental

profession.

Level of Attitude Average +
Attitude of Dental Profession
High Moderate Low S.D.
4 Aspects of Attitude 3.0 41.8 552 3.34+£043
1. Perception of
‘ / 23.5 65.8 10.7 3.93+£0.59
professional motive
2. Satisfaction with job 17.5 36.3 46.2 3.42+0.73
3. Relation between patient
1.9 13.4 84.7 2.86+0.62
and dentist
4. Acceptation from social 5.5 25.7 68.8 3.32+0.51

Part 4 Acknowledgement about Ethic (see Table 12)

1. About the Dentistry laws legislated in 1994 part II, Most of dentist had an
acknowledgement in a low level with an average score 3.09. From the study, it was
found that 39.9% of them were in a moderate level, 28.1% of them were in a high
level and 18.9% of them were in a low level.

2. About the Integrity and moral of profession, Most of dentist had an
acknowledgement in a moderate level with an average score 3.84. From the study, It
was found that 51.9% of them were in a high level. 24.0% of them were in a moderate
level and 18.9% of them were in the highest level.

3. About Patients’ right to information, Most of dentist had an
acknowledgement in a moderate level with an average score 4.04. From the study, it
was found that 44.8% of them were in a high level. 30.9% of them were in the highest

level and 21.9% of them were in a moderate level.

Conclusion an acknowledgement about ethic
Most of dentists had an acknowledgement about the ethic of profession in a
moderate level with score 3.66. 45.6% of them had an acknowledgement in a

moderate. 36.9% of them were in a low level and 17.5% of them were in a high level.
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The acknowledgement about the Dentistry laws legislated in 1994 part 11

which involved ethic of profession was in a low level .

The acknowledgement about integrity and moral of profession, and patients’

right to information were in a moderate level. From the study, the patients’ right to

information had a more perceive than the integrity and moral of profession.

Table 12 Percentage of the dentist identifies according to the level of

acknowledgement about ethic

Percentage
Ethic of Average + Conclu
High Mod Low
Profession High Low S.D. sion
est erate est
Acknowledge
3.66 +0.68 moderate
ment
¢ Dentistry
laws legislated in o PSS U AN ] 6.5 3.09+0.99 low
1994 part II
® Integrity
and moral of 18.9" .51 .90 4.6 0.6 3.84+0.80 moderate
profession
® Patient’s right
309 448 219 D) 0.2 4.04+0.80 moderate

to information
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Part S5 Relation between Dependent Variables (General Characteristic of Dentist
and Attitude of Dental Profession and Acknowledgement about Ethic)

and Independent Variabl( Dental Service Behaviors)

Relation BetweenGeneral Characteristi ¢ of Dentist and Dental Service Behavior

There was not a relation between general characteristic of dentist and dental
service behaviors with 95% confidence. (see Table 13)

When considered about the primary working place in term of government
working place and private working place. There was a significant relation as equal
0.134 between primary working place and dental service behavior in aspect of non
patient-oriented service behavior with 95% confidence (p-value < 0.05). (see table 14)
Thus if independent variable was a primary working place, The error of prediction can
reduce as equal 1% when forecasted about the non patient-oriented service behavior.
About the risk to the grievance, it was found that the government working place had a
more risk than private working place as equal 94% and 88% respectively. (see Table
18)

About the relation between primary working place and dental service
behavior in case of insufficient communication and information service behavior,
there was a drastically relation with 95% confidence (p-value < 0.01). (see Table 15)
From the study, the dentists in a community hospital had risk in both of a moderate
level and a high level with 67.3% of them but inversely for who worked in the
university had risk in a same case only 28.2% of them. (see Table 19)

The level of education had a significant relation with the service behavior in
case of substandard service behavior with 95% confidence (p-value < 0.01). (see
Table 16) From the result, it was found that the dentist who graduated in bachelor
degree having a risk in both of moderate level and high level at the highest percentage
as equal 77.8%. (see Table 20)

Age and working experience had a positive relation with the dental service
behavior in case of substandard service behavior with 95% and 99% respectively (p-
value < 0.05) and in case of commercially oriented service behavior with 95%

confident 95 %(p-value < 0.05) (see Tablel6)
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The relation between level of education and dental service behavior in case
of commercially oriented service behavior was a significant relation with 95%
confidence (p-value < 0.05). (see Table 17) From the study, it was found that the
dentist who graduated in doctorate degree or diploma having a risk in both of

moderate level and high level at the highest percentage as equal 90.6% (see Table 21)

Relation between Attitude of Dental Profession and Dental Service
Behavior

Attitude of dental profession was a positive relation with a dental service
behavior in all cases of 4 aspects with 99% confidence (p-value < 0.001). (see Table

13to 17)

Relation between Acknowledgement about Ethic and Dental Service
Behavior

About the relation between acknowledgement about ethic and overall of
dental service behaviors was in a significant relation with 99% confidence (p-value <
0.001). (see Table 13)

The acknowledgement about ethic of profession was a positive relation with
insufficient communication and information service behavior and substandard service
behavior with 99% confidence (p-value < 0.001) and was a significant relation with
commercially oriented service behavior with 95% confidence (p-value < 0.05) (see
Tablel5 to 17). But for the non patient-oriented service behavior was not a significant

relation with an acknowledgement about ethic with 95%. (see Table 14)
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Table 13 The statistics shows the relation between dependent variable (composing of

general characteristic of dentist, attitude of dental profession and

acknowledgement about ethic) and independent variable (Overall dental

service behavior)

Dependent Variables Xz —test  d.f. r p-value
Sex 2.708 2 - 0.258
Status 4.553 2 - 0.103
Level of education. 6.278 6 - 0.393
Primary working place identified by -~ N \ 0.065
category
Primary working place identified by
government and private working place 2008 i ] 0203
Age - - 0.081 0.124
Working experience - - 0.068 0.196
Attitude of dental profession - - *0.321 <0.001
Acknowledgement about ethic - *%0.347  <0.001

*  with 95 % confidence

** with 99 % confidence
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Tablel4 The statistics shows the relation between dependent variable (composing of

general characteristic of dentist, attitude of dental profession and

acknowledgement about ethic)

oriented service behavior)

and independent variable (non patient-

Dependent Variables Xz —test d.f. r p-value
Sex 4.079 2 - 0.130
Status 3359 2 - 0.186
Level of education. 7.607 6 - 0.268
Primary working place identified by e \ 097
category
Primary working place identified by
government and private working place 10327 i ] 0038
Age - - 0.047 0.365
Working experience - - 0.036 0.493
Attitude of dental profession - **0.216  <0.001
Acknowledgement about ethic - - 0.088 0.094

*  with 95 % confidence

** with 99 % confidence
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Table 15 The statistics shows the relation between dependent variables (composing

of general characteristic of dentist, attitudeof dental profession and

acknowledgement about ethic) and independent variable (insufficient

communication and information service behavior)

Dependent Variables Xz —test d.f. r p-value
Sex 1.969 2 - 0.374
Status 0.347 R - 0.841
Level of education 9.055 6 - 0.171
Primary working place identified by ilE N \ 0.004
category
Primary working place identified by
government and private working place 070 k | 0131
Age - - 0.011 0.832
Working experience - - <0.001 <1.001
Attitude of dental profession. - *%0.201 <0.001
Acknowledgement about ethic - *#0.307  <0.001

*  with 95 % confidence

** with 99 % confidence
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Table 16 The statistics shows the relation between dependent variables (composing

of general characteristic of dentist, attitudeof dental profession and

acknowledgement about ethic) and independent variable (substandard of

service behavior)

Dependent Variables x2 —test d.f. r p-value
Sex 4.778 2 - 0.092
Status 4916 2 - 0.086
Level of education *18.391 6 - 0.005
Primary working place identified by Bk N \ 0346
category
Primary working place identified by
government and private working place 0401 . | 0818
Age - - *0.132 0.012
Working experience - - *%0.135 0.010
Attitude of dental profession - **0.271 <0.001
Acknowledgement about ethic - - *0.335  <0.001

*  with 95 % confidence

** with 99 % confidence
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Table 17 The statistics shows the relation between dependent variables (composing

of general characteristic of dentist, attitudeof dental profession and

acknowledgement about ethic) and independent variable (commercially

oriented service behavior)

Dependent Variables x2 —test  d.f. r p-value
Sex 10.477 6 - 0.106
Status 3.329 2 - 0.189
Level of education *12.845 6 - 0.046
Primary working place identified by s, f ) 0247
category
Primary working place identified by
government and private working place 072 : \ 007
Age - - *0.128 0.015
Working experience - - *0.114 0.030
Attitude of dental profession - - **%0.288  <0.001
Acknowledgement about ethic - - *0.129 0.013

* with 95 % confidence

** with 99 % confidence

Table 18 Percentage of the dentist identifies according to primary working place and

level of risk for the grievance in point of non patient-oriented service

behavior.
Level of Risk for the Grievance

Primary Working Place
None Moderate High
Y% % %

Government working

slace 43.5 50.5
Private working place 12 48.2 39.8
Total 8.8 45.6 45.6

v*=6.527, d.f. = 2, p-value = 0.038
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Table 19 Percentage of the dentist identifies according to primary working place and
level of risk for the grievance in point of insufficient communication and

information service behavior

Level of Risk for the Grievance

Primary Working
Place None Moderate High
Y% % %

Government hospital
Community hospital Y 38.2 29.1
General hospital 42.5 30.0 27.5
Central hospital 48.1 48.1 3.7
University T 15.2 13.0
Others o=l 21.9 25.0

Private working place

Private hospital 54.2 25.0 20.8
Clinic 58.8 26.5 14.7
Total QAR 28.3 18.6

v*=29.133, d.f. = 12, p-value = 0.004

Table 20 Percentage of the dentist identifies according to the level of education and

level of risk for the grievance in point of substandard service behavior

Level of Risk for the Grievance

Level of Education None Moderate High
% % %

Doctorate/Diploma 43.8 53.1 3.1
Master degree 31.5 64.8 3.7
Bachelor degree 22.2 64.9 12.9
Certificate 38.6 57.8 3.6
Total 29.2 62.3 8.5

x*=18.391, d.f. = 6, p-value = 0.005
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Table 21 Percentage of the dentist identifies according to the level of education and

level of risk for the grievance in point of commercially oriented service

behavior

Level of Risk for the Grievance

Level of Education None Moderate High
% % %

Doctorate/Diploma 9.4 71.9 18.7
Master degree 16.7 68.5 14.8
Bachelor degree 32.0 50.5 17.5
Certificate 229 56.6 20.5
Total 25.6 56.5 17.9

v* = 12.845, d.f. = 6, p-value = 0.046
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CHAPTER S
DISCUSSION

In this study, the author sent the mail to 726 dentists for 4 times so as to
inform and follow up the questionnaire. The result got back only 366 mails which
equal 50.41%. About the non reply mail, the author assumed that they might change
the address or move to work in other place which is not according to the former
address giving to the dental council.

When considers about the dentist’s service behavior, It was found that the
risk for grievance is in a moderate level. 71.3% of the behavior risk for the grievance.
About the questionnaire which is assessed by the dentist, may the result more positive
than a real case. According to dentist’s experience, it was found that 51.6% of a
service behavior has a risk in the ethic grievance which ordered as followed:
commercially oriented service behavior, substandard service behavior, insufficient
communication and information service behavior, and non patient-oriented service
behavior. On the other hand, when regards the result of the questionnaire. The service
behavior which is risk to the grievance can order as followed: non patient-oriented
service behavior, commercially oriented service behavior, substandard service
behavior, and insufficient communication and information service behavior. When
comparing between result of the questionnaire and result of dentist’s experience, It
was different order only in the point of non patient-oriented service behavior but for
others were in a same sequence. From this point, it is explained that this behavior
implies to the pay attention to the patient hence nobody can observe when the dentist
omits this point. This is a reason why most of dentists thought that it is a tiny point in
their profession.

About the cause of grievance, most of dentists thought that 32.5% initiated
from patient which is differ from the studying result of Prommin Homhuan and Vitoon
Ungprapan (8,10) who found that most of grievance having a source from the dentist.

About the cause of difference, It comes from the different of opinion between the
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dentist and the patient. The dentist thought that the patient did not understand or
seldom co-operated with the treatment while the patient had a more expectation from
the treatment. All of above mention are able to solve by making an understanding and
a favor between the dentist (29), giving a service with ethic and the patient and
respective to the patient’s right.

From the study, The risk behaviors for the grievance were able to identify
into 4 behaviors.

Non patient-oriented service behavior, Most of dentists seldom learn about
the patient needs which make a bad feeling to the patient and no trust in a
consequence. Hence the dentist is unable to get the information from the patient which
leads to the service lower than patient’s expectation. Besides, most of problems come
from the treatment according to the symptom but not from a root cause and impolite
behavior during a treatment. About the unsuitable behavior should be urgently
improved as service behavior with non-comprehensive treatment which has a cause
from a separate curriculum in the university and leads to a specialist in post
graduation.

Insufficient communication behavior, Although most of dentists have an
understanding about the importance of advisory, they still omit in a real work which
leads to the grievance (5,8). From the study, there are 5 items that should be improved
such as diagnosis, hazard from treatment, chance of success, cost of treatment and
instruction for the patient. About the way to solve this problem, the dentist should
give a more time to the patient so as to make understanding in an ambiguous point.

Substandard service behavior, It was found that only some points such as
asking the patient’s record before treatment implying the pay attention and protecting
the dangerous to the patient but for others most of dentist omits them such as improper
equipment usage for diagnosis, no followed up the result of their treatment, providing
insufficient information or lacking communication when referring the patient and
insufficient preparation for emergency situation. Hence the authors have an opinion
that it should be improve in this points as followed as providing a suitable an
equipment according to the disease and the treatment, providing more information to

the patient or other dentist in case of reference and having a urgent countermeasure in
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case of having an emergency situation. Especially the last point, author thought that it
should urgently proceed although it is quite a rare case.

Commercially oriented service behavior, Most of dentists provide a suitable
treatment program to the patient but 35.5% of the dentists had ever seen a providing a
unsuitable program to the patient for taking an advantage. From the study, it was
found that more than a half of dentists have an unsuitable behavior such as treated the
patients according to their status, taking advantage from the patient, providing a
treatment more than the competency and neglecting to the patient’s mind and patient’s
right during a treatment. In the later point, most of dentists thought that it has not an
important and do not want to make a clue when the patient complain. But in fact this is
very useful for the dentist so as to provide a necessary information before a treatment
which help for reducing a confliction after the treatment thus it should be enhance to
implement in the future.

Referring about attitude of dental profession, It was found that most of them
have an attitude in a low level which equals to 55.2%. The most topic which should be
improved as a relation between the dentist and the patient. For the minor points need
to improve as followed as attitude of acceptation from the social, attitude of
satisfaction with job and attitude of perception of professional motive respectvely.

About perception of professional motive, although most of dentists agree that
the individual who works in dental profession normally is a kindness and friendliness
person. However with an inducer in objectivism environment and high income leads
the most dentist changing their attitude from dental idealism to dental commercialism
(8) which is potential to the grievance.

About satisfaction with job, most of dentists thought that it uses the skill
more than the knowledge. Hence they are bored and tried to a routine work and many
of them need to change to a new job which has a more challenge. However this
problem can be solve if the dentist pay more attention in the patient. Because they
have always taken more time for searching a new knowledge which makes a challenge
in their job.

For the relation between dentist and the patient, most of them do not give an
importance because the relation is change from a bind to a commerce. The patients do

not respect to the dentists and have more expectation after treatment. Thus if the



Fac. of Grad. Studies, Mahidol Univ. M.Sc.(General Dentistry) / 57

patients pay more, the expectation after treatment takes more as well. This is a one
reason that why the dentists endure with the patients and their relation have a gap
more and more (2).

About the acceptation from the social, most of the dentist thought that they
get more honor and praise from the people but get less from their colleague. Thus the
dentists are apt to neglect from other health care unit because their job can be finished
by own unit which leads a lacking of relation with the other unit. So as to solve this
problem, dentist should let other know about their work and try to make a relation with
them.

The result from this research is difference from the attitude of nurse research
(34) which the attitude of nurse is in a moderate level, equal to 68%, a high level equal
to 17% and a low level equal to 15%. The reason which make a difference has a
source from the difference in the curriculum which combined the ethic in the clause.

When considers about an acknowledgement about the ethic, it was found that
the average score was in a moderate level. From the reference data, It was identified
that 45.6% was in a low level, 36.9% was in a moderate level and 17.5% was in the
high level. The reason that explains about the cause why most of the population had an
ethic acknowledgement in a low level was incomplete of the dentist’s curriculum in a
part of ethic. Hence, most of them are neglect the ethic but lead only to the expertise in
the profession.

When ordering the acknowledgement topic that should be improved, it can
conclude that most of the dentist should know more about dentistry laws legislated in
1994 part II, integrity and moral of profession, and patients’ right to information
respectively. From the study, author thought that the acknowledgement of the dentists
depend upon the compulsion from the dental council (14,17). If it is only a guideline
or an agreement, it is quite low response from the dentist comparing with a
compulsion (21,29).

The relation between characteristic of dentist and dental behavior

When considers about the type of primary working place, It was found that
the dentist working in a government hospital is apt to work as non patient-oriented
service behavior more than the dentist working in a private hospital. Thus the number

of grievance from the government hospital is quite higher than a private hospital with
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many reasons such as a lower number of the patient, having an aim in the business by
making a satisfaction to the customer continuously and emphasizing a profit from the
comprehensive treatment.

The relation between primary working place and insufficient communication
and information service behavior, It is found that the dentist working in a community
hospital is the highest risk for the grievance and following with a hospital, an
university and a clinic. The factors which influences to the grievance are ordered the
following. The number of the patient to the dentist which most of community hospitals
have a more patients thus the dentist has a bit time to explain the detail to the patient.
This might be a cause of grievance. The number of the specialists which normally in
the university has a more specialists hence it is very easy to assess the fault from the
dental treatment besides most of dentists are quite concentrate and more carefully in a
treatment. The commitment to customer satisfaction; most of the dentists working at
the clinic they try to make a satisfaction to the customers by treating them with a
comprehensive treatment and having a more time for making a comprehension about
the treatment.

Level of the education has related to the service behavior. It was found that
the dentist who graduated in the bachelor degree having a chance in the grievance
more than the dentist who graduated in the post graduation and doctorate. From the
study, the author thought that the reason that makes the dentist who graduate in post
graduation and doctorate having a less chance for the grievance comes from a more
knowledge and a more skill which make them having a more carefulness. Besides the
study in the university led them knowing about the standard of the treatment. On the
other hand, when consider about the dentist who only graduated in bachelor degree. It
was found that may they have to cure the patient in a more difficult case than their
ability. This result was different from studying of Wangpetch (35).

Age and experience in dental profession have a positive relation with
substandard service behavior and commercially oriented service behavior. This result
is according to the study of Wangpetch (35) (p-value < 0.05). With the dentists who
are more age and have more an experience is quite prudently in their work.

Level of education has a relation with a dental service profession. It is found

that the dentists who graduated in doctorate and post graduation have a more chance
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for the grievance in this topic respectively. From the data, most of them work in a
university or the hospital hence it is possible that they have ever seen many cases from
their experience.

Relation between attitude of dental profession and dental service behavior

The attitude of the dentist has a positive relation to 4 aspects of the dental
service profession according to the study of Sureerat pornwattanakul (34) (p-value <
0.05). Because the attitude influence to the result of work. If there is a positive for
work, it makes an individual having a creation. On the other hand. If there is a
negative for work, it makes an opposite side (13). From the study, it was found that
the attitude was not born with an individual but it occurred according to the experience
of individual. Thus it can change all the time depending upon learning and getting a
new experience (13). The alternation of the attitude can be done by persuasion,
advisory, narration and learning (15) Thus if there is a good instructor combined with
a training, it will lead the dentist having a good attitude which is consequent to a better
service behavior.

Relation between acknowledgement about ethic and dental service behavior

The acknowledgement about the ethic has a positive to dental service
behavior. The type of dental service behavior can be identified into 3 types composing
of insufficient communication and information service behavior, substandard service
behavior, and commercially oriented service behavior. From the study it is known that
the acknowledgement is one of factors which influences to the behavior because it
initiates a basic of the behavior. Thus the acknowledgement is determined the
behavior by passing of the stimulant through the internal process which has a
realization, thinking, believe and experience for processing the result (13). Thus if
there are a program to push in both of an acknowledgement of the requirement in
profession and establish an ethic, it will help the dental service behavior better than a
present. (20)

From the study, It was found that the dentist who neglects to the ethic trends
to increase. But in the detail of the treatment, the patient is unable know about the
accuracy of the treatment and the effect does not lead to the fatal. Hence the grievance
of the patient in dental case is quite less than the doctor. Most of dentist thought that it

was far from themselves. In the fact, now the problem is more increased thus the
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dentist should turn to consider and interest in the ethic so as to make a satisfaction
through the patients need continuously to prevent the grievance from the them.

In this research, the author leads to study about the service behavior of the
Thai’s dentist by referring with a grievance data of the doctor because his work is
quite the same as a dentist. Besides, the patient may think to the dentist as same as the
doctor while the doctor have encountered with a grievance much more period than the
dentist. Unfortunately the study about the dentist in this topic is quite less. At that
time, if the author studies especially in the dentist case, it will lead an advantage to the
dental profession. Thus, this is a primary data for studying a dentist’s behavior which
reflects many situations in dental service behavior such as the attitude of the dentist
and the acknowledgement of the restriction and dental ethic. Moreover it can explain
about the factors which influence to the dental profession and learn about the way to
change the unsatisfied behavior. Consequently the author hope that this research will

give an advantage and lead to the study in other aspects in the future.
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CHAPTER 6
CONCLUSION AND RECOMMENDATIONS

This study was a descriptive research which aimed to reflect about the risk
behavior of the Thai dentist having a chance in ethic grievance. The group of sample
composed of 366 dentists who were treated with self-administrated questionnaires
which were proved by the professor in the dental field and besides were tested with 44
dentists before mailed a reliable questionnaire (Alpha = 0.8515) to the samples. After
that, the replies were analyzed by the statistic tool such as percentage, frequency,

mean, standard deviation, chi-square, pearson’s coefficient and multiple regression.

Conclusion

The group of sample composes of 61.5% females who are age between 31 to
40 years. 38 % of them had the average age 38.87 years and married 58.7%. The
education level normally graduated in bachelor degree which 53% of them mostly
graduated in oral and maxillofacial surgery branch 20.7%. 22.1% has working
experience normally 6-10 years and had the average experience around14.08 years.
53% of them work only in primary working place which normally is a clinic. On the
other hand, 37.2% work a part time in secondary working place normally as a clinic.
About the grievance, 64.5% of the dentists agree that the cause normally occurs from
the patient moreover 32.5% of them had ever seen the risk behavior of others as a
chance of ethic problem 51.6. The behavior taking a risk for the grievance is a curing
with substandard which is about 22.7% and 48.5% is mostly found in term of service
with commercially oriented behavior.

Normally the dentist’s work is in term of general service, hence the risk for
the grievance takes in the moderate level. ( 55.2 % takes a risk in the middle level,
28.7% 1is now-significant level and 28.7% is in the high level.) About the risk
behaviors which cause to the grievance can be identified into 4 types as followed: non

patient-oriented service behavior, commercialy oriented service behavior, substandard
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service behavior and insufficient communication and information service behavior
respectively.

From the study, most dentists have an attitude of dental profession (55.2% is
in a poor level, 41.8% is in a mean level and 3% in a good level). The attitude should
be urgently improved as followed 4 attitudes; relation between patient and dentist,
acceptation from the social, satisfaction with job, and perception of professional
motive.

About the acknowledgement about ethic, most of dentists have overall
acknowledgement in a mean level ( 45.6% is in a mean level, 36.9% is in a low level
and 17.5% is in a high level). From the study, It should be improved the
acknowledgements sorting according with the importance as followed: dentistry laws
legislated in 1994 part II, integrity and moral of profession, and patients’ right to
information respectively.

The relationship between non patient-oriented service behavior and primary
working place (composing of private hospital and official hospital) found that type of
primary working place has a significant relation to service behavior (p-value < 0.05 at
95% confidence.

The level of education has significant relation to the substandard service
behavior (p-value < 0.01 at 95% confidence). The age and the working experience has
positive relation to this behavior (p-value < 0.05 at 95% and 99% respectively)

The insufficient communication and information service behavior has
significantly relation to primary working place (p-value < 0.01 at 95% confidence).

The commercially oriented behavior has significant relation to the level of
education, age and working experience (p-value < 0.05 at confidence 95%)

The attitude of dental profession directly relates to 4 behaviors of dental
service behavior which composes of non patient-oriented service behavior,
communication and information service behavior, substandard service behavior, and
commercially service behavior (p-value < 0.001 at 99% confidence).

The acknowledgement about ethic has strong relation to the service behavior
(p-value < 0.001 at 99% confidence). As well as for 3 behavior, It was found that not

only both of insufficient communication and information service behavior and
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substandard service behavior has a relation with this point (p-value < 0.001) but

commercially oriented service behavior as well (p-value < 0.05 at 95% confidence).

Recommendations

1. From the study, It was found that the behavior which is risk for a
grievance causes from

1.1 Lack of ethic; Pra metheethummaporn (20) said that It should not
only teach ethic promptly with clause of dentist but should give an integrity model as
well. Hence the extern and the dentist should be taught the ethic in both of practice
and theory as well as should give a prevention concept to them by raising an example
of the grievance.

1.2 Lack of knowledge and skill; It should provide a training clause
and determine the dentist to join with this at least twice a year. Beside It should
support the dentist for further studying so as to give a good service for the patient.

1.3 Lack of promotion and motivation; It was known that both effect
to the human behavior (12,13,15) Hence it should have the assessment program in
both of performance result and patient’s satisfaction from the patient or internal
assessor so as to make a continual improvement.

2. From the study, most of dentists have an attitude of dental profession in a
low level. Hence learning and getting more experience can establish a good attitude in
the way of

2.1 Admire the dentists who have a good performance and dedicate
themselves to the social by providing a certificate or a reward or printing performance
to the dentist journal.

2.2 Provide a training clause to the dentist so as to establish the
happiness in work, make a good relation among the colleague and establish
satisfaction to the patient.

3. Referring to the study, most of dentists seldom know about the ethic of
profession especially dentistry laws legislated in 1994 part II. It was found that most
of grievance came from this point. (19) Hence the establishment of dominance is
attractive to the learning process such as announcement about the patient’s right on

board so as to enthusiastic to the dentist.
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Recommendations for further research

1. Study the grievance case from the dental council so as to find the other
cause of problem.

2. Because all information which uses for analyze in this study gets only
from the dentist. Hence the result of assessment might get a more positive so as to
reduce the bias the further studying should get the information from others who work
or contact closely with the dentist such as assistant and the patient by interviewing to
get a clear answer.

3. It should study more in the detail of effect from the working place to the
service behavior according to type of working place, settlement area and number of
patient.

4. Should study in dental curriculum so as to find a room to improvement
especially in establishing ethic and skill for providing a satisfaction of the service to

the patient.
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Questionnaire

The Risk of Dental Service Behavior for the Grievance among Thai Dentists.

Instruction  This questionnaire composing of 4 parts with 8 pages is applied for

assessment of service behavior of the dentist.

Part]  Dental service behavior 31 questions
PartIl  Attitude of dental profession 12 questions
Part [II Acknowledgement about ethic 3 questions
Part IV~ General characteristic of dentist 10 questions

Please prudently make understanding the instruction and answer the question
by yourself with the truth. All of your information will keep in the confidence and will
be presented in a research only in term of a conclusion.

In finally, the researcher has to thank in advance for your reply and hope for

getting a co-operation from you.

Preeyanuch Botklon

Researcher
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Partl Dental Service Behavior

Instruction Please give only one answer with the symbol v in a reply block which

you agree

Reply

Questionnaire Yes | Not

surc

1. Do you ask a question about medical record, dental record and

drug allergy to the patient before providing a treatment or not?

2. Do you ask the question about need and expectation from the

patient before providing a treatment or not?

3. Do you listen about the medical record or symptom from the

patient or not?

4. Do your working place provide a sufficient equipment for

diagnosis or not?

5. Have you ever seen your colleague providing an over treatment
to the patient such as applying a more equipment than its necessary

for diagnosis so as to get a benefit from this activity or not?

6. Do you always use only a basic equipments (mouth mirror,

explorer, cotton plier) for diagnosis or not?

7. Have you ever had a wrong diagnosis till effecting to the

treatment with ineffective or not?

8. Have you ever seen your colleague persuading the patient to have

an additional treatment with unsuitably or not?

9. Have you ever provided dental service out of the scope that you

have knowledge and skill or not?
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Questionnaire

Reply

Yes

Not

surc

No

10. In case of referring the dentist, Have you ever refer the case to

other dentist or not?

11. Have you ever provided a treatment with carelessness till

making an dangerous to the patient or not?

12. In case of emergency, Do you have a confidence to manage this

incident with a basic life support to the patient or not?

13. Does your working place have standard infection control?

14. Do you follow up the patient who may have a problem after the

treatment or not?

15. Referring with patient’s requisition, have you ever provided the

additional treatment which has not had risk to the patient or not?

16. During the treatment, if the patient is not comfortable or
unsatisfied with your activity, Have your ever tried to finished your

treatment as possible as or not?

17. Have you ever seen your colleague acting with impolite manner

or language to the patient or not?

18.Have your ever seen your colleague acting as difference manner

according to the position of the patient or not?

19. Have you realized about the cost of the treatment in every cases

or not?

20. Do you agree that the dental service profession considering the
problem as case by case but not considering as a comprehensive

case?

21. You always provide a treatment only chief compliant.
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Questionaire

Reply

Yes

Not

surc

No

22. As known that the patients have a less in medical knowledge.

Hence it was a standard of the profession to provide a clear

explanation about the treatment to the patient.

23. In case of error during the treatment while the patient do not
know about this and the result may effect in a long term to the

patient. Do you always inform this to the patient or not?

24. Referring with 23, Do you always let the time passed and make

a decision before providing an explanation to the patient or not?

25. In case of having an error from the treatment, Do you explain in

every aspect without concealing the truth or not?

26. Do you apply the media during providing an explanation to the

patient or not?

27. Do you provide an explanation so as to make the patient

understanding about the caution after the treatment or not?

28. If the time for providing a dental service completely spent with
100 units, you would give the time for explanation about the

question not more than 20 units at average.

29. Informed consent from the patient is effective according to the

law and is useful in case of accusation to the dentist.

30. Your working place do not let the patient signing in the

informed consent.
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31. According Your Treatment, How Often Do You Inform Them about the

Treatment Please give the only one answer with the symbol v" in the block ]

that you agree with.

Reply
Information to the Patient Always As Possible [ Occasionally
Disease Diagnosis 0 O O
1) Step of disease diagnosis
O O O
2) Type of diagnosis
P O O d
3) Cause
[l o O
4) Symptom
5) Risk = = H
Methodology of Treatment
6) Treatment plan
[l o O
7) Duration for treatment
' O O O
8) Advantage and disadvantage of each
O O O
treatment
Alternative of the Treatment
9) Treatment plan
U ] O
10) Duration for treatment
' O O O
11) Advantage and disadvantage of each
d d d
treatment
12) Dangerous from the Treatment O O O
13) Success of the Treatment O
14) Effect to the Patient when Lacking a O
Treatment.
15) Cost of Treatment dnform Before O O d

Providing a Treatment)




Fac. of Grad. Studies, Mahidol Univ.

M.Sc.(General Dentistry) / 75

Reply
Information to the Patient Always As Possible | Occasionally
Patient Recommendation
16) Advisory during a treatment for - - -
achievement
17) Prevention for disease recurrence
O O O

Part II Attitude of Dental Profession

Instruction Please give the only one answer with the symbol vin the block that you

agree with.

Attitude

Level of Agreement

Highest

High

Moderate

Low

Lowest

Perception of Professional
Motive
1. Motivation of the dentist

is a high income.

2. The dentist is a kindness
person and giving a wishes

to other.

Satisfaction with Job
3. Dental service profession
use the skill more than the

knowledge.

4. You are proud when
providing a treatment to the
patient who suffers from

disease.

5. The dental profession is

a boring and routine work.
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Attitude

Level of Agreement

Highest

High

Moderate

Low

Lowest

6. If you have another
choice you will not choose

to be a dentist.

Relation between Patient
and Dentist

7. Up-to-date, patient doest
not respect the dentist cause
from the changing of the

relation as a business.

8. Most of patients trust in
the dentist and co-operate

with the treatment.

9.Nowaday, the dentist
endures with the patient’s

expectation.

Acceptation from Social
10. Dentist is a honor and a

fame from the social.

11. Dentist is important to
the health promotion team
but inversely in fact team is

neglect for this point.

12. You are accepted from
the colleague such as
doctor, pharmacist, nurse

and others.
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Instruction Please give the only one answer with the symbol v" in the block that you

agree with.

Level of Acknowledgement

Requirement High

est

High

Mod

erate

Low

Low

est

1. Dentistry laws legislated in 1994 part II;

ethic of profession

2. Integrity and moral of profession

3. Patients’ right to information

Part IV General Characteristic of Dentist

Instruction Please give the answer with the symbol v in the parenthesis ( ) as a fact.

In case of equal or more than two answer please remark.

1. Sex

( )1. male () 2. female
2. Age....ceunenn Years
3. Status
( )1.single ( )2. mariage
( )4.divorce ( )S. sepatate

4. Level of Education

( )1. Doctorate in branch.............c.ccooooeieiviiee.

( )2. Master degree in branch............cccccovvviiirnnnnen.

( )3. Bachelor degree

( )4. Certificate in branch.........cocoeceeeeeeeveeceeeeeeceeeenn,

( )5. Diploma in branch..........c.cccccooievniinniienes

()60, OTNETS....oeeeeeeeeeeeeeeeeeee e

( )3. widow
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5. Do You still Work in a Dental Profession?

( )1. Yes ( )2.No

6. Working experience............. Years

7. Primary Working Place (More Dental Service)

Government working place

Appendix /78

( )1.Community hospital ( )2. General hospital ( )3. Central hospital

( )4. University mi@thets . ...

Private working place

( )6.Private hospital ( )7. Clinic

( )8. Other/ v v .

8. Secondary Working Place (Less Dental Service)

Government working place

( )1.Community hospital ( )2. General hospital ( )3. Central hospital

( )4. University ()96 (Uinc 1y | N . .....................

Private working place

( )6.Private hospital ( )7. Clinic

( )8. Othergp . B2 8. . 8 .7 ‘&

9. What is a Cause of the Grievance?

( )1. Patient ( )2. Cousin

( )3. Dental ()4. Ohter....ccooeeeeeeeeeeen,
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10. Have You ever Seen the Behavior of Other Dentists Who were Risk for the

Ethic Grievance or Not?

( )1.Yes, How about the behavior you have ever seen?

( )2. Never

© Thank you in advance. If anybody interested in the result of the research,

please inform your contact as the below

Y olESHETEENG <N, =y o . . ©
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3. The Interpretive Model
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