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<Abstract>

The Analysis on the Regional Comparison and Affecting
Factors of Customer Satisfaction

Jae San Park
Department of Health Services Management, Korea Health Industry Development Institute

The main objectives of this study are to compare the regional differences and to analyse
the affecting factors of customer satisfaction. The subjects are 9 hospitals(5 Daegu region,
4 Seoul region) patient satisfaction index that were surveyed the 2004 Hospital Accreditation
Program performed by KHIDI(Korea Health Industry Development Institute) and
MOHW (Ministry of Health and Welfare). The sample used in this study consisted of 450
inpatients and 454 outpatients. The survey instrument is composed of physical environment
items, physician factors, nursing staff factors, ancillary staff factors, administrative
procedure items, and quality of hospital stay items. And overall satisfaction, intent to revisit,
and intent to recommend as dependent variables are measured.

Basically, the reliability and validity of survey items was evaluated. And the T-test was
performed to compare regional differences of customer satisfaction. Finally to analyse the

affecting factors on overall satisfaction, and customer loyalty(intent to revisit and intent to
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recommend), the multiple regression analysis was used.

This study shows firstly, the Daegu region’s patient satisfaction level of inpatients and
outpatients is lower than Seoul region. Especially, nursing staff factors and quality of
hospital stay items are very low on inpatient’s satisfaction. Also all independent variables
except the sufficiency of goods in hospital stand are very low on outpatient’s satisfaction.
Secondly, as a result of multiple regression analysis, ancillary staff factors(Beta=0.281) have
a significant effect on overall satisfaction of inpatient cases in Daegu region. In regard to
intent to revisit and intent to recommend, physical environment factors have a significant
effect. Thirdly, in Seoul region, physical environment factors(Beta=0.430) have a significant
effect on overall satisfaction of inpatient cases. In regard to intent to revisit and intent to
recommend, administrative procedure items and nursing staff factors have a significant
effect, respectively.

In conclusion, these results indicate that hospitals in Daegu region make an effort to
improve the customer satisfaction level, especially, of physical environment factors on

inpatients and administrative procedure factors on outpatients

Key Words : Customer satistaction, Regional difference, Customer Loyalty
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