Journal of the Korea Academia-Industrial http://dx.doi.org/10.5762/KAIS.2012.13.9.4082
cooperation Society
Vol. 13, No. 9 pp. 4082-4089, 2012

& [) = = =
Wi 2P w4V BYT BF AT
ASST, e
iR MR AR, Ziritm W walstl

Study on customer management analysis model for one General
Hospital

Young-Jong Kim' and Kwang-Hwan Kim®*
1Department of Management Support, Daejeon Sun General Hospital,

2Department of Hospital Management, Konyang University

2 9 B ATE WU olgst: UIAEe BUEAcN UNEAASS 2] Hit RO NAUZHYS
Sat 712428 AMtA steck AP el Adske U FUEY JBAS O 20119 10
U 249 197 AERALE ST AR S F 160589 HEAS wjmstel 14488 FARNARE ol§st
Ak AFAT PYAURRL] B F A wEmel elRA el ofstel b we L AL acle
Hopad wRe) A% e HelgoR tehton] gapleld) dadyldel HAYE FEOR UL b
AOR Uitk oI 2 A AL WEAY S Y NANTE AFIALHE T35 2GuchE 39
A FYET P AP wobd Aoly nAREAGolets AYREE Sy & U Aol Ar
A

Abstract This study is to provide basic data for a higher level of customer satisfaction by investigating the
satisfaction factors of and dissatisfaction factors for the outpatients. The survey was conducted with the
outpatients in a general hospital located in Daejeon on October 24, 2011. A total of 160 questionnaires were
distributed and 144 copies were used as the statistical analysis. As a result of the research, it is found that
convenience is the most influential factor to affect on the overall satisfaction and willingness to recommend to
other people among the characteristics of the administrative support division, which is the quickness and
simplicity of the admission and receipt procedure, and it is also found that the comfortability of examination
room and outpatient treatment waiting room affects on it in common. In conclusion, it is considered that if a
customer-oriented hospital management system is built and operated for the satisfaction of customers, the
competitiveness of hospital will be improved and the sustainability of hospital will increase and the business
goal that is customer satisfaction management will be achieved.
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[Table 1] General characteristics of the subjects

gk EA4 A ) H|E(%)
4 4
U=} 65 45.1
olz} 79 549
a4
294 o]s} 31 215
30~444 59 41.0
45~594 33 22.9
604 o] 21 14.6
i |
e 10 6.9
E 109 75.7
st ol 25 17.4
AFA
A 23 57 39.6
Al 5+ 29 20.1
oA AT 39 27.1
A g 7 4.9
o At 6 42
A 3 2.1
FHEE 3 2.1
g9
3909H] )k 43 434
3901+ o)A} 56 56.6
e 45 -
23}
Wt Al 62 43.1
o A 82 56.9
A3l
13 31 215
2~33) 73 50.7
43] o)A} 40 27.8
3 A 144 100.0

(p<0.05), ANEA Q) WEELL ERlFH GGl AL B
Moz ou] gt Aol Holx] gkt WUAolE 9
Apell A= 204] ol3k7t 410802 44 3 604 o4
4,097, 45~594] 3.85%, 30~444] 3.767 402 el
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[Table 2] Analysis on the demographic difference for the dependent variables

©9]:(Mean+S.D)

Unkx =4 ARl s Ao]-g- SJAL ERQISH o
4
LS 3.88+0.60 3.94+0.73 3.80+0.71
3=} 3.76+0.64 3.87+0.61 3.72+0.71
a9 *
294 °]3} 3.97+0.66 4.10+0.54 3.84+0.69
30~444) 3.710.62 3.76+0.70 3.64+0.74
45~594) 3.85+0.62 3.85+0.71 3.76+0.75
604 ©)4 3.81%0.60 4.09+0.54 3.95+0.59
3 *
1E ola} 3.60+0.52 3.90+0.74 3.60+0.52
i ES 3.84+0.58 3.97+0.60 3.8120.70
kel oA} 3.76+0.83 3.60£0.82 3.60£0.82
AFA
oA =3 3.84+0.68 3.88+0.66 3.74%0.61
oAl B 3.62+0.62 3.86+0.74 3.59+0.87
I 3.9020.60 4.00+0.65 3.92+0.74
i gjgl 3.57+0.53 3.71+0.49 3.57+0.53
ol A3+ 4.00+0.63 3.83+0.75 3.67+0.82
ZAdE 4.00£0.00 4.00+0.00 4.00£0.00
AR 4.00+0.00 4.00+1.00 4.00+1.00
4=
3904+ o]yt 3.91%0.65 4.00+0.69 3.88+0.73
3901+ o)Ak 3.80%0.62 3.95+0.62 3.79+0.68
=23}
Wt A 3.82+0.59 3.87+0.64 3.77+0.61
o)z} A 3.80+0.66 3.93+0.68 3.74+0.78
g3l
13] 3.74%0.63 3.770.76 3.61£0.67
2~33) 3.92+0.64 3.96+0.68 3.84+0.73
43] o)A 3.67+0.57 3.90+0.55 3.73+0.72
3 A 3.81+0.63 3.90+0.66 3.76+0.71
*P<0.05
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[Table 3] Analysis on High-Ricky Logic by division to affect on overall satisfaction
24 g4 Model T T Model T1°
B t B t
FAFPHARRLE 302%% 2.606 290%* 2.554
(AEHRARRE -.091 -737 -.093 -782
FAADHHERE 119 1.006 -.018 -.147
REDHABA YRS 129 1.176 005 043
(AR ABA Y& 217% 1.607 157 1.204
(AR B YR -.005 -.050 -.020 -223
FE WA ARE 186% 1.788
(A )PP AT .190% 1.935
AR P& 165% 1.738
& 1.177 510
R Al 269 347

*P<0.05, **P<0.01

4, REWHA 2YW 23
WY 24 HE S4o] Fhulse ol AP
A AHAoR 24T S g WA GRS
(ARHE, ARAURE 3 BPAALRSL FEu
(A Q) IATEE, B ol g At L el o
3 7be] QTEAE shefsl] §lstel FHAL FHEA
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A B AP MW Chisquare

>
(o]

74.633(df=48) o|n] §o]4FL p=0.0082 YE}ITE 7|
2 H3}2](Goodness of Fit Index; GF)+= 0.9212 4] 0.9&
zte] AFHETL B AOR Uehon, 2R
(Adjusted Goodness of Fit Index; AGFI)+= 0.8712 X4
o) BtEt BEQl Aow tehgeh A4 7k BRI

(Root Mean square Residual; RMR)+= Fho] A= H
THE7} Sh 9 4 91o0], o2 0.0601510] RVRS &
o v 2 9 meEE Esked H AolAe] RMRS
0.0172 HateolA A7 gllch E=3 ZAASE B
A 22HRoot Mean Square Error of Approximation;
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[Table 4] The fit of structural equation model

Indices of fitness Score Remark
Goodness of Fit Index (GFI) 0.921 Acceptable
Adjusted Goodness of Fit Index (AGFI) 0.871 Acceptable
Root Mean square Residual (RMR) 0.017 Acceptable
Root Mean Square Error of Approximation(RMSEA) 0.062 Acceptable
Aama | 028
IBFAEE
Hegolg 012
S
BIEH 0104
o5t @

[O8 1197z
[Fig. 1] building the model for structural analysis
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