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Abstract The purpose of this study is to verify the effect of dental service quality on satisfaction in
Shanghai and the mediated effect of perceived value. To this end, we conducted an electronic survey
of dental patients in Shanghai, China, and retrieved 345 copies of the effective sample, using SPSS 26.0
for the purpose of the study. To summarize the results: First, all factors of service quality have had a
positive impact on satisfaction and perceived value. Second, perceived values have a positive effect on
satisfaction. Third, perceived values have been analyzed to have a partial mediated effect in the
relationship between service quality and satisfaction, and research on dental users in China and Korea
has shown almost similar results. It shows that high—quality dental services are essential to enhancing

management capabilities.
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Table 1. The characteristics of the analyzed samples

Classification(N=271) N(%)
Male 169(48.98)
Gender
Female 176(51.01)
Under high school 109(31.5)
High school 88(25.5)
Education College degree 98(28.4)
University 22(6.3)
Graduate degree 28(8.1)
15~24 106(30.7)
25~34 137(39.7)
Age 35~44 64(18.5)
45~54 11(3.1)
Over 55 27(7.8)
2,000~4,000 yuan 57(16.5)
4,000~6,000 yuan 95(27.5)
income 6,000~8,000 yuan 84(24.3)
(yuan)
8,000~10,000 yuan 79(22.8)
Over 10,000 yuan 30(8.6)
1 172(49.8)
Visit frequency 2 127(36.8)
Dentafoin one 3 29(8.4)
year 4 14(4.0)
Over 5 3(0.8)
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Table 2. The result of service quality factor analysis
Concept Factor Loading Cronbach's alpha
Items Fator 1 Fator 2 Fator 3
All 817 213 182
Al12 .8565 .143 161
Tangibles Al13 .828 .156 .188 911
Al4 .828 210 125
Al6 797 158 139
A31 133 144 772
A32 .138 154 792
Responsiveness A33 115 074 782 .865
A34 176 .108 754
A36 .169 181 812
A41 .140 747 192
A42 .233 .801 131
i‘;ﬁ‘:’s’;ﬁ‘i’ﬁy A43 168 820 108 894
A45 117 .849 142
A46 201 .830 113
eigenvalue - 3.67 3.536 3.289 -
dispersion % - 24.466% 23.57% 21.925% —
Cumulative dispersion % - 24.466% 48.037% 69.962% —
KMO= .916, Bartlett's test : 2964.309, p= .000, df=105.
Table 3. The result of perceived value factor analysis
Concept Items Factor Loading Variance(%) Eigen Value Cronbach's alpha
C12 .844
C13 .800
Perceived Value Cl4 797 67.609% 3.38 .878
C15 .821
C16 .848
KMO= .854, Bartlett's test : 859.599, p= .000, df=10.
Bl1l 755
B12 .835
B13 .804
Satisfaction 62.177% 3.731 .878
B14 .817
B15 .803
B16 711
KMO= .895, Bartlett's test : 938.68, p= .000, df=15.
Table 4. The results of correlation analysis
Variable 1 2 3 4 5
1. Tangibles 1
2. Responsiveness .38 6k 1
3. Information Accessibility A26%x 353 1
4. Perceived Value 536k .386x 478k 1
5. Satisfaction 485%x A2 AT S .55 3k 1

#* p <0.05, *#* p <0.01
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Table 5. Regression analysis

Dependent Variable Independent Variable S.E. B t p VIF Result
Tangibles .031 175 5.687 .000 1.324 accept
Satisfaction Responsiveness .047 206 4.421 .000 1.239 accept
Information Accessibility .045 257 5.688 .000 1.287 accept
R2= .360, adj R*= .354, F—value=63.972, p=.000, Durbin—Watson= 1.973
Tangibles .029 214 7.398 .000 1.324 accept
Perceived Value Responsiveness .044 140 3.183 .002 1.239 accept
Information Accessibility .043 238 5.591 .000 1.287 accept
Rz= 382, adj R2= .376, F—value=70.120, p=.000, Durbin—Watson= 1.738
Satisfaction ‘ Perceived Value ‘ .047 ‘ 577 ‘ 12.28 ‘ .000 ‘ 1 ‘ accept
Rz= .305, adj R*= .303, F—value=150.799, p=.000, Durbin—Watson= 1.744
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Table 6. The mediating effect of satisfaction
Hypothesis \l;g Eﬁgggféﬁcgte Independent variable Dependent Variable B S.E. t p
Tangibles 214 .029 7.398 .000
1 stage Responsiveness Perceived Value 140 .044 3.183 .002
Information accessibility 238 .043 5.591 .000
R2=.382 Adjusted R®=.376 F=70.120 p=.000
Tangibles 175 .031 5.687 .000
2 stage Responsiveness Satisfaction .206 .047 4.421 .000
H4 Information accessibility 257 .045 5.688 .000
R?=.360 Adjusted R?=.354 F=63.972 p=.000
Tangibles .108 .032 3.407 .001
Responsiveness 162 .045 3.588 .002
3 stage Satisfaction
Information accessibility 183 .045 4.044 .000
Perceived Value 312 .055 5.67 .000
R2=.415 Adjusted R?=.409 F=60.397 p=.000
, =l 4 Sk S, 29 AH|sE e Al 7] ek a”l BT

N7 ehe ghcar 71g 3t E}. L2
%ﬁﬂ ko] 2etAlol M o] =
MNET7} ATHAT].

) 3ke] Mu|AEA T} gk o] BAlol| A X zHE 714
7F gt wiavE 7 =AE 3PAlR A e A
= Table 62} 2T} 1A A 37 2]] A7) =
38.2%, Ry AL YehlE Fakd 70.120,
p=.0002.% {ro|gt 3|72 o= FA o 2
A B 72)e] AAAG g2 36%, A ATAES YE
W FEES 63.972, p=.0002.2 ]38t 379402 7]
THRat, 3Rl 214 o) AR ghE 415%, B
o] Aghd-S YeERlE Fak2 60.397, p=.0000.%
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