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= Abstract =

In choosing a hospital, consumer s satisfaction to hospital service is one of the most
important factors.

The main purpose of this study was, by using self-evaluation data for hospital service,
to investigate the trend of consumer s satisfaction to the service of K university hospital
and the causal factors for consumer s satisfaction for 3 years (from 1996 to 1998).
Subjects of this study were 830 patients. Questionnaires for interview were developed
for patients and surveyed by direct interview. Patients were selected by random
sampling. The components for evaluation were environment of hospital, attitude of the
personnel, and other service items.

Remarkable changes or trends of overall satisfaction by age, sex, and educational
attainment were not seen in both inpatients and ambulatory patients. But remarkable
changes or trends were shown in a few sections due to effort for improving hospital
service. The patients expressed increased satisfaction with wards, corridors, and
parking lots. But dissatisfaction of patients was persistent in aspects of restroom,
public telephone, kindness of the personnel and meal services.

Patients showed comparatively high satisfaction and stable trend of satisfaction with
reception, receiving, and preengagement, but showed low satisfaction with an ‘;vaiting
place at medical examination and pharmacy in spite of establishing order
communication system. These results showed actual proof in a few section that
invested effort to improve hospital service, and necessity for correspondent strategy of
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hospital management in low satisfied section.

Key Words : Consumer s satisfaction, Hospital service, Choosing hospital
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Table 1. General characteristics of surveyed subjects from 1996 to 1998

1996 1997 1998
Variables
Inpatient Ambulatory Inpatient Ambulatory Inpatient Ambulatory
No(%) No(%) No(%) No(%) No(%) No(%)
Age
-29 24(24.0)  27(27.0) 40(30.8) 43(33.1) 50(25.0) 45(26.5)
3049 42(42.0)  50(50.0) 39(30.0) 56(43.1) 65(32.5) 83(49.7)
50- 34(34.0)  23(23.0) 51(39.2) 31(23.8) 85(42.5) 39(23.4)
Sex
Men 48(48.0)  27(27.0) 62(47.7) 33(25.4) 99(49.5) 56(33.5)
Women  52(52.0)  73(73.0) 68(52.3) 97(74.6) 101(50.5) 111(66.5)
Educational attainment
-Primary 28(28.0) 17(17.0) 38(29.2) 18(13.8) 64(32.0) 18(66.5)
Middle 11(11.00 11(11.0) 20(15.4) 22(16.9) 36(18.0) 31(18.6)
High 43(43.0)  46(46.0) 55(42.3) 63(48.5) 72(36.0) 86(51.5)
College- 18(18.0)  26(26.0) 17(31.1) 27(20.1) 28(14.0) 32(19.2)
Total 100(100.0) 100(100.0) 130(100.0) 130(100.0) 200(100.0) 167(100.0)
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Table 2. Inpatients’ satisfaction about the environment of the hospital from

1996 to 1998

1996 1997 1998
Variables
Satisfied Dissatisfied Satisfied Dissatisfied Satisfied Dissatisfied
No(%) No(%) No(%) No(%) No(%) No(%)
Ward & corridor” 65(65.0) 31(31.0) 85(65.3) 45(34.4) 152(75.8) 35(20.7)

Restroom®
Hospital booth®

45(45.0)
36(36.0)

28(28.0) 87(67.3) 39(29.8) 123(61.3) 54(35.3)
24(24.0) 59(45.5) 47(36.0) 135(67.5) 46(27.6)

1) cleanness, air condition/ventilation, temperature, illumination, and odor

2) cleanness, number, and odor

3) location, kind of goods, price of goods and kindness of cler
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Table 3. Inpatients’ satisfaction about the attitude of the personnel from 1996 to 1998

1996 1997 1998
Variables -
Satisfied Dissatisfied Satisfied Dissatisfied Satisfied Dissatisfied
No(%)  No(%) No(%) No(%) No(%) No(%)
Doctor’ s
Easy to meet  51(51.0) 42(42.0) 84(64.6) 44(33.8) 116(58.0) 81(40.5)
Kindness 83(83.0) 14(14.0) 112(86.2) 17(13.1) 178(89.0) 21(10.5)
Answer & attention to patient s
question 81(81.0) 15(15.0) 111(85.4) 18(13.8) 175(87.5) 24(12.0)
Explanation about patient s disease
& it s progress 70(70.0) 24(24.0) 111(85.4) 18(13.8) 158(79.0) 39(19.5)
Nurse s
Kindness 89(89.0) 7(7.0) 118(90.8) 12(9.2) 183(91.5) 11(5.5)
Answer & attention to patient s
question 92(92.0) 2(2.0) 116(89.2) 12(9.2) 184(92.0) 12(6.0)
Rapid arrival on patient s
requestion 85(85.0) 8(8.0) 118(90.8) 10(7.7) 167(83.5) 24(12.0)
Sweeper & dinner distributer s
Kindness 37(37.0) 58(58.0) 112(86.2) 17(13.1) 150(75.0) 45(22.5)
Laboratory technician' s
Kindness 33(33.0) 50(50.0) 111(85.4) 17(13.1) 138(69.0) 54(27.0)
Parking guide s
Kindness 70(70.0) 16(16.0) 98(75.4) 25(19.3) 149(74.4) 23(11.5)
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Table 4. Inpatients satisfaction about the dinner for patient and protector from
1996 t01998

1996 1997 1998

Variables
Satisfied Dissatisfied Satisfied Dissatisfied Satisfied Dissatisfied

No(%) No(%) No(%) No(%) No(%) No(%)
Taste 47(47.0) 40(40.0) 56(43.1) 68(52.3) 91(45.6) 95(47.3)
Quantity 84(84.0) 10(10.0) 117(90.0) 10( 7.7) 168(84.0) 28(14.2)
Time of
distribution 85(85.0) 15(15.0) 115(88.5) 15(11.5) 168(84.0) 32(16.0)

Table 5. Inpatients’ satisfaction about the other service from 1996 to 1998

1996 1997 1998
Variables
Satisfied Dissatisfied Satisfied Dissatisfied Satisfied Dissatisfied
No(%) No(%) No(%) No(%) No(%) No(%)
Parking service 37(37.0) 63(63.0) 21(15.8) 109(84.2) 158(79.0) 26(13.2)

Other service at night & dinner time

Blood sampling 17(17.0)  83(83.0)  29(22.3) 101(77.7) 21(10.5) 179(89.5)
Treatment & Exam 9( 9.0) 11(11.0) 31(23.8) 99(76.2) 10( 5.00 190(95.0)
Operation consent 2( 2.0)  98(98.0) 2( 1.5) 28(98.5) 6( 3.0) 194(97.0)
Religious visit 31(31.0)  69(69.0)  40(30.8) 90(69.2) 47(23.5) 153(76.5)
Manage protection or preparement for a shame
concerning the physical exam & treatment
37(37.0) 44(44.0) 96(73.8) 34(26.2) 155(77.5) 43(21.5)
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Table 6. Ambulatory patients satisfaction about the environment of the hospital from
1996 to 1998

1996 1997 1998
Variables
Satisfied Dissatisfied Satisfied Dissatisfied Satisfied Dissatisfied
No(%) No(%) No(%) No(%) No(%) No(%)
Waiting place for
medical exam” 43(43.0) 44(44.0) 62(47.5) 66(51.1) 87(52.2) 72(43.1)
Waiting place at
a pharmacy® 33(33.0) 55(55.0) 75(57.3) 52(40.0) 89(53.5) 69(41.6)
Restroom® 59(59.0) 26(26.0) 84(64.5) 35(26.9) 108(64.9) 49(29.4)
Public telephone? 64(64.0) 29(29.0) 90(69.1) 39(30.3) 108(64.9) 44(26.2)
Hospital booth®  33(33.0) 35(35.0) 55(42.0) 50(38.6) 80(48.2) 49(29.2)
Directional signs® 60(60.0) 33(33.0) 78(60.0) 52(40.0) 110(65.9) 54(32.4)

1) space of waiting place, space and comfortableness of waiting chair, convenience of
facilities (example video or magazine rack)

2) space of waiting place, space and comfortableness of waiting chair, tumult of
noise,convenience of facilities (example : video or magazine rack)

3) cleanness, number, odor

4) convenience of utilization, seek for telephone, number of telephone

5) location, kind of goods, price of goods, and kindness of clerk -

6) directional signs for guidance out and in hospital
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Table 7. Amulatory patients satisfaction about the attitude of the personnel from 1996

to 1998
1996 1997 1998
Variables
Satisfied Dissatisfied Satisfied Dissatisfied Satisfied Dissatisfied
No(%) No(%) No(%) No(%) No(%) No(%)

Doctor s

Kindness 91(91.0) 6(6.0) 100(76.9) 24(18.5) 138(82.9) 28(16.5)

Answer & attention to patient s

question 90(90.0) 9(9.0) 97(74.6) 29(22.3) 139(83.2) 26(15.6)

Explanation about patient s disease

& its progress 88(88.0) 10(10.0) 98(75.4) 29(22.3) 134(80.2) 31(18.6)

Time spent in

patient s exam 49(49.0) 48(48.0) 69(53.1) 57(43.8) 98(58.7)  68(40.7)
Nurse s

Kindness 82(82.0) 15(15.0) 94(72.3) 31(23.8) 137(82.0) 25(15.0)

Answer & attention to patient s

question 87(87.0) 12(12.0) 92(70.8) 32(24.6) 136(81.4) 27(16.2)
Laboratory technician’ s

Kindness 63(63.0) 24(24.0) 96(69.2) 29(22.3) 125(74.9) 20(12.0)
Clerical worker s

Kindness 67(67.0) 26(26.0) 96(73.8) 29(22.3) 126(75.4) 25(15.0)
Guider or guard' s

Kindness 87(87.0) 13(13.0) 110(84.6) 17(13.1) 101(60.5)  49(29.3)
Parking guide' s

Kindness 69(69.0) 19(19.0) 99(76.3) 21(15.8) 132(79.2) 24(14.6)
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Table 8. Ambulatory patients satisfaction about the accessibility and convenience for
use hospital from 1996 to 1998

1996 1997 1998
Variables
Satisfied Dissatisfied Satisfied Dissatisfied Satisfied Dissatisfied
No(%) No(%) No(%) No(%) No(%) No(%)
Parking 40(40.0) 60(60.0) 43(32.9) 87(67.1) 104(62.5) 31(18.8)
Reception 70(70.0) 29(29.0) 93(71.7) 31(23.8) 134(80.2) 30(17.9)
Receiving 74(74.0) 26(26.0) 109(84.1) 17(13.0) 139(83.3) 23(14.0)

Preengagement 89(89.0) 8(8.0) 115(88.1) 13(7.9) 150(90.1) 12(17.2)

Table 9. Trend of patient s satisfaction by general characteristics from 1996 to 1998

1996 1997 1998
Variables
Inpatient Ambulatory Inpatient Ambulatory Inpatient Ambulatory
No(%) No(%) No(%) No(%) No(%) No(%)

Age

-29 16(66.7) 19(70.4) 28(70.0) 36(83.7) 41(82.0) 38(84.4)

30-49 31(72.8) 39(78.0) 32(82.1) 45(80.4) 51(78.5) 62(74.7)

50~ 27(79.4) 21(91.3) 37(72.5) 22(71.0) 61(71.8) 37(94.9)
Sex

Men 39(81.2) 23(85.2) 42(67.7) 26(78.8) 67(67.7) 46(82.1)

Women 35(67.3) 56(76.7) 54(79.4) 77(79.4) 80(79.4) 94(84.7)

Educational attainment

-Primary 20(71.4) 16(94.1) 27(71.1)  11(61.1) 52(81.3) 17(94.4)
Middle 10(90.9)  6(54.5) 16(80.0) 21(95.5) 29(80.0) 25(80.2)
High 31(72.1) 38(82.6) 41(74.5) 48(76.2) 54(74.5) 67(78.1)

College- 13(72.2) 19(73.1)  12(70.6) 23(85.2) 20(70.6) 27(83.8)
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Table 10. Proportion of overall satisfaction(%) by type of patient from 1996 to 1988

Type of patient 1996 1997 1998
Inpatient 68.6 68.4 68.9
Ambulatory patient +69.2 68.7 72.5

Table 11. Proportion of satisfaction(%) by type of medical exam and treatment in

inpatients
1996 1997 1998
Designated doctor for
+ special care and reservation 70.2 80.0 73.9
General consultation 66.1 69.3 80.6

Table 12. Proportion of satisfaction(%) by type of medical exam and treatment in
ambulatory patients

1996 1997 1998
Designation
Designated doctor 72.17 76.5 82.2
General consultation 715 75.6 85.7
Experience of visits
No 15.4 35.7 73.9
Yes 34.3 27.6 84.7
B 59 Aula A dig Hrb (o] FE. 1995l o 57| B AT 713 2] 2] 71 189

1994; R, 1995)7F F%& we Aol Qe A} 5 pgete] Eabshe JUAul Wby
o, B3] AARA (AN, 19902 ¥ Be SskdEd (Gas1RAE A3,
QA SRl < P Y Rad h 1995) olF BUF 607 I WA UFme}
A Qg Bsje] gAlel AR HoF YVl AR FPelgon shERE JedS 4
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