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Abstract

The purpose of this study was to determine factors influencing patient satisfaction with medical
services in hospital, which is classified into environmental aspect, human services and procedural services.
Based on the results of literature review, the study focused on effects of social-demographical factors on
patient satisfaction.

The environmental aspect of medical care services included medical equipment and facilities, hygiene,
ventilation, heating and air-conditioning, waiting and resting space, ward space and parking facilities.
Procedural service included registration process, bill payment, waiting time after registration, exarnination
and prescription as well as appointment process. Human services consisted of physicians listening to
stories of patients, examination duration, physicians’ explanation and physicians’ service. As for nurses,
explanation about disease, examination procedure and results, kindness and nursing care were evaluated.
Services provided by other staff members were also evaluated. Patient satisfaction, defined as individual
attitude toward medical service as a whole, was measured using a questionnaire. A total of 700 in-or
out-patients were surveyed in 6 hospitals with more than 300 beds in North Gyeongbuk Province.

1. The level of patient satisfaction varied with characteristics of patients. Male patients and those in
their 30s had a low level of satisfaction. Dissatisfaction level was positively related to education level but
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negatively related to economic condition.

2. As for patient satisfaction with medical service providers and other employees in hospital,
satisfaction level with physician’s explanation about treatment was higher. But dissatisfaction levels with
treatment duration and the lack of explanation about examination procedures were high, calling for
improvement. Dissatisfaction level with nursing care was high, calling for training of nurses for better
service. Given the low level of satisfaction vmth human services, hospital employees need to be trained to
improve their service.

3. It was found that administrative service was also a mgmﬁcant factor mﬂuencmg patient satisfaction
in addition to medical service. It is therefore important for hospitals to provide patients with prompt and
convenient procedural service. '

4, Environmental factors such as medical equipment and amenity facilities also affected patient
satisfaction. Thus environmental condition, procedural service and human service are all important to
improve medical service in hospital.

In summary, procedural service was the most - significant factor for patient satisfaction. The level of
satisfaction in patients was also affected by human service and environmental condition,

It is therefore necessary to take patient-oriented approach in providing medical service in an effort to
improve patient satisfaction. The finding of a lower level of satisfaction with human service signifies the
need for training of healthcare providers and other hospital employees for better services. The
introduction of advanced management programs is also needed to improve procedures that patients go
through in hospitals.

Key words : Satisfaction, Medical Care, Service
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