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SA Dental Service  

Client Survey 2013-14: Summary of Findings 

  
SA Dental Service is committed to regularly monitoring, reviewing and improving the 
quality and safety of services provided to its clients.   
 
Conducting a client survey was seen as one way in which client experiences could be 
captured and the results used to inform continuous improvement activities. 
 
The last organisation-wide client survey was conducted in 2010-11. The focus for the 
2013-14 survey remained on promoting consumer rights and was determined after 
consultation with the Consumer Advisory Panel and SA Dental Service senior 
managers.   
 
Rights relating to Safety; Respect; Communication; Comment; and Participation, 
provided the framework for the survey.  These rights were referenced from the 
Australian Charter of Healthcare Rights. This Charter describes rights which are 
considered essential in ensuring that wherever and whenever care is provided, it is of 
high quality and safe.   
 
In SA Dental Service, these rights are reflected in the belief that at a minimum, all 
clients who access public dental care should expect to  
• gain a clear understanding of their dental situation 
• be informed of their treatment options and possible risks 
• be informed of associated costs 
• provide consent for treatment   
• be provided with professional, timely and caring treatment, by staff who are 

welcoming and helpful. 
 

Hence SA Dental Service wanted to find out whether clients actually experienced 
these service features when receiving dental care from us.  

 
To this end, a random sample of 5,000 clients who were recently seen at a SA Dental 
Service clinic were given a survey form. Of the 5,000 surveys distributed, 1,445 (29%) 
were completed and returned.  
 
There were positive results in many areas . . . . . 

  
In response to questions about communication 
• 98% of respondents confirmed that SA Dental Service staff identified themselves 

when answering the phone 
• 95% indicated that dental staff identified themselves when being personally 

greeted  
• 99% noted that staff were generally welcoming and helpful.  
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In response to questions about the provision of dental treatment  
• 99% of respondents confirmed that dental staff adequately answered their 

questions 
• 99% indicated that their dental situation was clearly explained 
• 98% noted that the reasons as to why certain dental treatment could or could not 

be provided were adequately explained 
• 95% agreed that where relevant, their dental treatment options were discussed 
• 95% confirmed that the risks involved in providing or not proving treatment were 

adequately explained 
• 98% agreed that their consent was sought prior to treatment proceeding 
• 100% noted that dental staff had been helpful in preparing them for treatment 
• 95% indicated that where relevant, treatment fees and payment options were 

clearly explained. 
 
In response to questions about the provision or availability of written information 
• 96% of respondents who recalled receiving written information, confirmed that it 

was easy to understand 
• 7% of respondents indicated that they had accessed the SA Dental Service 

Website.   
Of these respondents, 78% confirmed that information was easy to find and 81% 
found the information helpful. 

 
Of all 1,445 respondents, 896 (62%) added comments, of which 722 (81%) were 
positive. 
 
The positive comments made by respondents about their service experience indicated 
significant regard for highly valued services.  Comments reinforced the importance 
and appreciation of receiving clear, informative and timely communication and 
professional clinical interventions.  These favourable experiences were made even 
better by the positive and respectful attitude shown by dental and administrative staff 
towards respondents.   
 
. . . whilst challenges remain in other areas 

  
For 174 (19%) respondents, their experience was unsatisfactory.  
 
Generally, the negative comments made by respondents were about 
• reception and/or dental staff whose attitude and manner was unfriendly, 

unwelcoming, rude, dismissive or abrupt 
• clinical interactions / interventions which were considered unsatisfactory 
• “waiting” i.e. waiting for access to public dental care; waiting on the phone; waiting 

to “check-in”; waiting to be seen at scheduled appointments; waiting for a tutor to 
finalise student care; waiting to have treatment completed  

• the inconvenience resulting from having to access general dental treatment at the 
ADH instead of their local clinic 

• the absence of electronic payment facilities 
• some outdated building infrastructure. 

 
Comments provided, whether positive or otherwise, were consistent regardless of 
respondents attending for a consultation or treatment appointment. Comments were 
also consistent whether respondents accessed care at a School Dental Service, 
Community Dental Service or the Adelaide Dental Hospital. 
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Summary of findings 

 
The 2013-14 survey results indicate overall high levels of respondent satisfaction with  
• the manner in which SA Dental Service staff personally interact with them  
• the work practices and behaviours observed in association with the provision of 

clinical care 
• the availability and content of written information.  

 
These results also show considerable improvement in comparison to the 2010-11 
Survey results and are evidence of changes made to work practices in response to 
client feedback.  
 
Results emphasise that SA Dental Service has a respected workforce which provides 
highly valued services, and demonstrate that the organisation is active in promoting 
and supporting positive, respectful and effective interpersonal and professional 
interactions which are meaningful to clients and central to good work practice.  It is 
also clear from the findings that clients will react negatively where these service 
features are not observed in practice.   

 
Recommendations 

 
1. Positive service culture 

 

1.1 That all staff continue to engage with clients in a welcoming, helpful, 
respectful and professional manner. 

 
1.2 That the SA Dental Service Executive and line managers recognise and 

acknowledge the challenges associated with staff roles and responsibilities 
and continue to nurture a positive service culture by articulating service 
expectations and promoting continuous service quality improvement. 

 
2. Interpersonal communication 

 

2.1  That all SA Dental Service staff identify the organisation (and/or clinic, unit, 
office, division) and themselves, at least by first name, when answering a 
work phone. This requires continued monitoring by managers to ensure full 
compliance. 

 

2.2 That all dental staff identify themselves and state their role when greeting a 
client, unless staff are already known to the client. This requires continued 
monitoring by supervisory staff to ensure full compliance. 

 
3. Clinical interventions 

 

3.1  That all dental staff continue to deliver high quality clinical services by  
• providing clarity about dental diagnoses, treatment options, possible 

risks and any treatment associated costs 
• obtaining informed consent   
• providing professional, timely and caring treatment.  
This requires continued monitoring and reinforcement by senior 
practitioners, clinical leaders and managers.   
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4. Written material 

 

4.1  That authors of written material designed for any medium be continually 
mindful of health literacy principles in the development process and where 
possible, involve consumers / consumer representatives in providing input. 

 
5. Service access 
 

5.1 That the SA Dental Service Executive ensures that all administrative and/or 
clinical processes that contribute to service inefficiencies are identified and 
addressed.  

 

5.2 That the SA Dental Service Executive considers how to address persistent 
client dissatisfaction resulting from the requirement for some clients, 
particularly those living in outer metropolitan areas, to access their general 
dental care at the Adelaide Dental Hospital rather than locally.  

 

5.3 That the SA Dental Service Executive notes client interest in having access 
to more flexible clinic operating hours. 

 
6. Electronic payment facilities 

 

6.1  That SA Dental Service makes electronic payment facilities available in 
community dental clinics. 

 
7. Building infrastructure 

 

7.1  That SA Dental Service continues to advance its capital works program to 
ensure its facilities meet contemporary clinical and building standards.    

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

SA Dental Service sincerely thanks the 1,445 people who 
completed the 2013-14 client survey.  The feedback was 

invaluable and will be used to help improve services.  


