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A Study on the Effect of a Mission Hospital’s Social Services Image
Factors on Hospital Satisfaction of Patients : A Case of the K Hospital
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<Abstract>

The main purpose of this study was to investigate the effect of the factors which cause the patients
to choose hospital from the view of Christian missionary hospital. The subjects were 194 inpatients and
202 outpatients of the K Medical Center in Busan. The research had been conducted from 20 June to
31 July in 2013. The major results demonstrated that the medical and social services image factors
strongly affected to the satisfaction and selectivity of patients. Social role image of religious medical
institution should be considered important and it seems beneficent in CRM(Customer Relationship

Management) based on this results.
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<Table 1> Results of Factor Analysis and Reliability
Analysis

Faclos

Vsl Meded  Enion-  Socdl Oroxfach
Supports mert Services
Treatment 0.742 0.150 0.189  0.197
Intensive Care for Serious Case 0.745 0.096 0.246  0.258
Medical Senvices Reputation 0.759 0.084 0.275 0286  0.899
Doctor’s Reputation 0.723 0.164 0.234  0.17
Doctor's Kindness 0.737 0.39% 0.015  0.151
Efforts of Doctor’s Care 0.709 0.391 0.000  0.221
Efforts of Nuse’s Care 0.476 0.631 0.014  0.149
Nuser’'s Attitudes 0.302 0.748 0.040  0.108
Menagerent Staff's Kincness 0.211 0.740 0.150  0.238  0.837
Procedure Convenience 0.088 0.663 0.331 0.239
Reservation Convenience 0.125 0.550 0.274  0.243
Appropriateness of Cost 0.081 0.519 0.414  0.340
Traffic Convenience 0.144 0.080 0.688  0.007
Facllities Convenience 0.265 0.220 0.679  0.147  0.625

Supply of Medical Information 0.195 0.237 0548  0.379

Considkration of the Lower-income 0131 0.223 0.468 = 0.513
Reputation on Mssion Hospital 0.308 0.163 0.188 ~ 0.740

Medical Missionary Services 0.266 0.193 0.254 0.709

Hospital Church Services 0.185 0.194 0.055 = 0.866  0.931
Reguiar Worship Services 0.174 0.201 0.072 ~ 0.883

Religious Atmosphere 0.130 0.177 0.048 ~ 0.909

Idertity of Establishment Pupose  0.312 0.212 0.166 ~ 0.714
Eigenvalue 4132 3.270 2.199 4.955

% Variance 18.781 14.862  9.994 22.521

% Accumulate Variance 18.781 23,643 33,637 66.158
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<Table 3>.

<Table 2> General Characteristics of the Research Subjects

Research Subjects

Outpatients Inpatients Total subjects
n % n % n %
Male 92 45.5% 84 43.3% 176 44.4%
Gender
Female 110 54.5% 110 56.7% 220 55.6%
Medical care Reuvisit 110 54.5% 79 40.7% 189 47.7%
Experience First visit 92 45.5% 115 59.3% 207 52.3%
Government employee 8 4.0% 7 3.6% 15 3.8%
Self-employed 26 12.9% 29 14.9% 55 13.9%
Student 15 7.4% 6 3.1% 21 5.3%
Occupation Professionals 32 15.8% 23 11.9% 55 13.9%
Directorate secretary 30 14.9% 12 6.2% 42 10.6%
Housewife 53 26.2% 7 39.7% 130 32.8%
Other jobs 38 18.8% 40 20.6% 78 19.7%
! <Senior high school 94 46.5% 141 72.7% 235 59.4%
Education
>College 108 53.5% 53 27.3% 161 40.6%
Religion Protestant 62 30.7% 54 27.8% 116 29.3%
Other religion 140 69.3% 140 72.2% 280 70.7%
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<Table 3> Regression Analysis of Recommendation Intention by General Characteristics and Major Hospital

Image Factors

Recommendation Intention to Person Who Want to Hospital Services

Dependent Variable

Outpatients Inpatients

] Type 1 Type 2 Type 3 Type 1 Type 2 Type 3
Independent Variables .. B 5 5 5 B B

(Constant) 4.102%x  0.398 0.356 4.210%*+ 0.780+ 0.692+

Gender -0.047 -0.032 -0.045 -0.022 -0.045 -0.019
igrcaig;i?:e; Medical care Experience ~ 0.046 -0.032 -0.021 0.132 0.099 0.081
Characters  Education -0.181 -0.019 -0.006 -0.079 -0.138 -0.140

Religion 0.279x 0.086 0.001 0.203 0.111 -0.029

Medical 0.665%*x 0.627xx 0.452%%x 0.326%*
l':qoasgga' Medical Supports 0.175% 0.121 0.263%+ 0.186+
Factors Environment 0.092 0.070 0.126 0.087

Social Services 0.136+* 0.286***

Adj R 0.021 0.558 0.565 0.002 0.382 0.427

F 2.069 37.185%xx  33.637*** 111 18.006%* 18.974xxx

* p<.b, *x p<.01, **x p<.001

Dummy Variables : Gender(Male 1/Female 0), Medcal care Experience(Revisit 1/First Visit 0), Education(>College 1/<Senior

high school 0), Religion(Protestant 1/Other Religion 0)
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<Tab|e 4> Regression Analysis of Revisit Intention by General Characteristics and Major Hospital Image Factors

Revisit Intention

T Rn\Pependent Variable Outpatients Inpatients
Independent Variabgg'm Type 1 Type 2 Type 3 Type 1 Type 2 Type 3
B B B B B B
(Constant) 4078+« 0.298 0.242 4.292%xx  0.870%+ 0.802+x
' Gender -0.049 -0.041 -0.059 -0.031 -0.053 -0.033
Zf’a%ﬁl‘cda‘fmo Medical care Experience 0.125 0.055 0.069 0.238+ 0.212++ 0.198+
Characters  Education -0.155 0.019 0.036 -0.110 -0.178+ -0.180%
Religion 0.270% 0.049 -0.064 0.167 0.082 -0.025
, Medical 0.594%%%  (0.543%xx 0.546%%%  0.449%%*
m’:gga' Medical Supports 0.172+ 0.101 0.215+ 0.155
Factors Envw‘ronmen‘t 0.193x* 0.164x 0.067 0.037
Social Services 0.180% 0.218xx
Adj Re 0.021 0.522 0.536 0.019 0.422 0.449
F 2.104 32.388++x  20.983*+x  1.956 21.145xxx  20.675%%*

* p<.5, *x p<.01, **» p<.001

Dummy Variables : Gender(Male 1/Female 0), Medical care Experience(Revisit 1/First Visit 0), Education(>College 1/<Senior

high school 0), Religion(Protestant 1/Other Religion 0)
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<Table 5> Regression Analysis of Positive Word of Mouth by General Characteristics and Major Hospital Image
Factors

Dependent Variable Outpatients Inpatients
Type 1 Type 2 Type 3 Type 1 Type 2 Type 3
Independent Variables B B B B B B
(Constant) ) 3.968+*** 0.174 0.147 4.287*xx 0.817+* 0.754+
) Gender -0.027 -0.008 -0.017 0.015 -0.008 0.010
zfa%ﬁl‘c‘i‘fmo Medcal care Bxperiece~~ 0.116 0.052 0.059 0.082 0.041 0.029
Characters Edgcgt\on -0.131 0.037 0.045 0.012 -0.043 -0.045
Religion 0.311* 0.084 0.028 0.000 -0.094 -0.192
) Medical 0.534*%* 0.509% ** 0.498*** 0.409%
mfasgga' Medical Supports 0.206%x  0.261% 0.158 0.104
Factors Envw‘ronmen‘t 0.136+* 0.121 0.199* 0.170*
Social Services 0.088 0.201 **
Adj R 0.026 0.530 0.532 0.018 0.386 0.406
F 2.335 33.432%%x 29 542%xx 0.157 18.297 %% * 17.497 xx

*: p<.5, % p<01, *#x p< 001
Dummy Variables : Gender(Male 1/Female 0), Medical care Experience(Revisit 1/First Visit 0), Education(>College 1/<Senior
high school 0), Religion(Protestant 1/Other Religion 0)
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BRI wE dBxe Qe A
B A48 2o 4
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SHe <Table 63 Bow], AWHOZ SABAs)

HsALe] Aol ASEAZTOIMAE A
dd@Ae] AGAZ LA Aol mAe FF o oA a9l LS T AFAA
A FE A BAE S dAT = ol aaiel bR 2 9] 2ou] 204054, <
AR 22 4o]m] A (0.169+), =237 0]w]#|(0.158%)5

oAt -, A EARREOImAE AR dolm|A] 23l BF7L AHAS D Qo] TAH L
BeolmAl 291E IS T AN 9 2 fonig dFE FE Ao BMHNL Y
Fo]m 2] (0454), & 54U olW] #(0.203+), o] &% 22 371%FF0l Ak
7BeIA(0173%) & BdewlAl a9l B57E A EF AR SAREEoINAE Egkste] Hedolv]
ASB 8 QA FAHCR fefmeh IF= A 89E SHHSE &t IR AelA
Fe AoR B4E0dI, IFEHe] AdwEe T 9&5o]n] (03517 gk o537 o] n)|#|(0.141%)

0% S8 7h ALAL 2o %MOE FAIE 9L

A BABFIAE EF] WlolrA & i Aoz BAHN, AWEL B0%D AHE
AT ERELE ol ALAT BHINE O AuEeIAE AdAAL ABG el 4
BOW|A(0385), S| SAAFITA0132) ¢k AB HolE BT

BAEHg ol 2] (024677} A G H 2ol BA

<Table 6> Regression Analysis of Perceived Community Necessity by General Characteristics and Major Hospital
Image Factors

Dependent Variable Qutpatients Inpatients
Type 1 Type 2 Type 3 Type 1 Type 2 Type 3
Independent Variables B B B B B B
(Constant) - 4,301 *%x 1.047%xx 0.970%** 4.408%** 1.437%** 1.399%xx
) Gender -0.097 -0.088 -0.112 0.102 0.082 0.093
Sfacp'ﬁl‘ci‘fmo Medcal care Experierce~ —0.067 -0.121 -0.101 0.065 0.031 0.023
Characters Edgcgt\on -0.109 0.041 0.064 0.036 -0.011 -0.013
Religion 0.390%* 0.188* 0.033 -0.013 -0.093 -0.154
) Medical 0.454%%x 0.385%x* 0.405%x* 0.351#xx
l':fasgga' Medical Supports 0.203«x 0.0 0.169+ 0.135
Factors Environment 0.173** 0.132+ 0.158+* 0.141*
Social Services 0.246%** 0.124
Adj Re 0.041 0.450 0.481 0.011 0.371 0.380
F 3.134% 24.516%** 24.305%** 0.493 17.286%** 15,771 %%*

*: p<0.5, **. p<0.01, *»x: P<0.001
Dummy Variables : Gender(Male 1/Female 0), Medical care Experience(Revisit 1/First Visit 0), Education(>College 1/<Senior
high school 0), Religion(Protestant 1/Other Religion 0)
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: A Case of the K Hospital

gk BdolvA ajle FALAE] 1 A%

E Type 29 Type 32 T3t AA3ATH

A9 Ho|mAs} 79 AHBEd] that L <Table 3>, <Table 4>, <Table 5>, <Table 6>
SIASF Bolo] AR ojAbe] mlA= Qare wop 6 ATEA Al BeFRo] A eAREol
] s 4% wHE B 979 Ang gy VT ERHEC AR SAE A A9sel

W oo o T woMAe 4de H3la, o= Bl 3loiA

AR, WAHAE 2AFE 2 BRG] gar  AESARTOIAZE HUREEe] iAo
Qo8 Anox AT A% EAS A U FEFS nH T o= AL gt s
MHoT QT golAre) SZRT U 245 olg|g A7 A= 71 AFlA FYHAA

M
z2 9
T, @7 FAG 2 WEe AeA g w PUUSES ARARel suAda”], awy
3 30 Astun. 2R 0o 2o AHQ8 FoE FEsI HIEd AFE HlE
Qo1BM S AN ouyt UeE 4779 ol [17][18] &AFEolt W o] &S0 48k W
o =zaon 229 29158 & B9 662% NER YEE HAE g2 81T EAY £
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BHEe Uezs AfT ALs ozgole 1 A ASE Al g 7S AHAE W
89, omAURULe 837, omaAede 5 oolAECl WA AHIGE AL Est, B
Abs AL RO n] R Qole 9312 AEEQT A S TGl 9 o]H3 H& FEs s
Aoz METHE FARHOR BYF sgo]  FEEEO] ALIHIL BedH
A, AFHNE EAHZ So5taT), B a7 Aoz ANT & e e 4
=5, A7 AAE oz WdoluR THEAE G AuEdS v*u'ii ATE T
QO1S0] o AH|~ Aul] olud HEo wE 7] Wi AFAHAE dRtskshe H leA
TE2 27 Qv thE BAS AANSUT B FHAIZE o= Aol o] 15{ TAAE 53]
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