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A Comparison of the Recognition and Satisfaction for
Health Care Service between Internal Customer and External Customer
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Dept. of Health Administration, College of Health Science, Yonsei University3)
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To compare the differences in the recognition on hospital utilization and satisfaction, 368
hospital employees and 485 patients were selected in four hospitals in Seoul and Kyung-gi
do. The survey was done using a constructed form of checklist from Apr. 30 to May 10,
1999, And the results are as follows:

1. Gaining knowledge of hospitals available among hospital employees differed from that
of patients. When finding out about sources of information concerning hospitals, direct visit
to the hospital was recognized to be the main factor for the hospital employees in contrast
to the patients’ recognition which were mass media, personal involvement of job related
workplace and recommendations from other hospitals. There was no difference between
university and general hospitals.

2. The factors that concern which hospital to choose there was a difference between
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hospital employees and patients. Hospital employees recommended their own hospital solely
based on the reason that it was their work place. On the other hand, the patients made a
choice based on the type of medical staff, transportation available and whether it was a
university hospital or not. There was no difference between university and general hospitals.

3. The recognition of employees concerning hospital image of a hospital between hospital
employees and patients was different. In university hospitals, the employees recognized the
name value of university hospital and cooperation as most important, whereas the patients
thought convenience, kindness were the main factors. Patients considered general hospitals
to be more convenient. There was some difference between university and general hospitals.
For university hospitals employees’ recognition was higher and for the general hospital
patients’ recognition is higher on hospital image.

4. The recognition of employees was different from that of patients’ on hospital
satisfaction. The patients’ satisfaction was higher than that of employees’. There was no
difference between university and general hospitals.

Based on the above findings, the employees’ recognition on hospital utilization and
satisfaction was different from that of the patients, but there was no difference between
university and general hospitals. In both groups choice of hospital was associated with
satisfaction. Results showing difference between employees’ and patients’ recognition can
be applied to implement customer-oriented attitude and be used as a baseline data for
internal-external marketing planning of hospital management.

The study may be limited in that the results cannot be generalized due to its small
sample size and not being able to reflect demographic variables and life style. Further
studies to investigate the difference of hospital utilization and hospital satisfaction will be
necessary to define demographic characteristics and recognition of employees which

influences patients’ hospital satisfaction.
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