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Survey on Satisfaction of Outpatients with Chronic Musculoskeletal
Pain Using Physical Therapy in North Gyeong-buk

Jin-Seop Kim
Dept. of Physical therapy, Andong Science College
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Abstract The purpose of this study was to analyze the factors of health services that satisfy chronic
musculoskeletal patients in the northern part of Gyeong-buk, South Korea. One hundred and seven chronic
musculoskeletal patients who had visited a clinic in Gyeong-buk were recruited for this study. The data were
collected through a questionnaire survey administered from May 7 to June 6, 2012. The collected data were
analyzed by multiple regression analysis. The major findings of this research are as follows. The chronic
musculoskeletal patients’ satisfaction was determined by the “physical therapist’s explanation,” “registration
process,” “home exercise,” “respect from staff,” and whether the physical therapist and staff “listened to
concerns.” The chronic musculoskeletal patients’ likely to revisit is strongly related to “physical therapist’s
explanation,” “registration process,” and “up-to-date equipment.” Therefore, it is very important for clinics to
improve the quality of the “physical therapist’s explanation,” ‘“registration process,” “respect from staft,”
“informed consent,” “up-to-date equipment,” and “home exercise.” Furthermore, it is expected that the outcomes
of this study will contribute to the customer satisfaction of chronic musculoskeletal patients in clinics.

Key Words : Survey, Satisfaction, Physical therapy, Chronic musculoskeletal pain

Received 30 December 2012, Revised 24 May 2013 © The Society of Digital Policy & Management. All rights
Accepted 20 June 2013 reserved. This is an open—access article distributed under the
Corresponding Author: Jin-Seop Kim(The Society of Digital Policy) terms of the Creative Commons Attribution Non-Commercial

License (http://creative  commons.otg/licenses/by—nc/3.0),
which permits unrestricted non-commercial use, distribution,
and reproduction in any medium, provided the original work
ISSN: 1738-1916 is properly cited.

Email: kimjinseop@ase.ac.kr

The Journal of Digital Policy & Management | 205



[11]

=4

(e

Reid -

[e]

p

Goldstein

=%
=

=
=
[e)

g

T

o
gl

Aol w=d Kim[9]

37

sFo] A3, Kwon - Kim[3]

Gundlach[10]7}F AFEIAF} A 018

& gelth

Ko

A= 223204 22

2009\ 74A] 38,2249 0] WAEA| L2 E

SEAjoll Al

A

|J

1

=

I

Ak W e BelH

X

=t

ol

(e}

?‘;l,

A7ko]

L

L

el

S

it ol

7]

Beattie 5113,14]¢]

L
L
L

L

A

o,

FoALgro. 2 Al H AT

)

[e]
9

g

hal

tod

o

Joh iy AEes) BE

%L
A
b

31131, Lee - Han[12]

7}V8
5
Al
=

°

3
A7
(e}

e
=

o=

o
= Kwon - Kim[3]

S
J

7)) Al
A

2
3} 219)

[e]
=

T
=

1}

Aow HuHUL FF Aoz

Helk
Toll A AA

i)
=

1

s

Q)
H

ol

SHA| =

3t

<)
= 2

Ea

[e)
Z
= W

[4]

[e]
H Edele]

HA o] 9

b1 9

S
9|

o

L

74

1eH3 AL

EE
Ll
[€]

=

=
o
=

iR

Eu

aof e 277}

il

9

;
dge 24}

2zt
FANCS
tol

S8 ofell M

| X3

A7F o5 o]gol o

539l o

L
L
A
T

7hA 6.

i

B

S

}3. 2tk Yang

2] 7F
FAe] o) gAH) 2 ] o

s
=

S

]
ok

)

&7}
Al
s}z, Kim - Chail 7= &

YRR
SRR

T el mH|

i

ko]
pal

1]

5

1

s

ole]
fol o1
o ol B wEEo] v)A

S A8 FollAx A A 7t 445 &g
Kwon[8]

REREEEE
47 Heifs).

o]-&
o
=

5

ox

el

o
el

=e] A 5ol 7jd s o]

Al7]
whgE 713b0] 6719 o) ol 213y
Arshet.

Sho]

3

]

2

2.1 A7
%L

o

X

=0

1575-(785%) ATt ©]

L
L

A

206 | The Journal of Digital Policy & Management 2013 Jun; 11(6): 205-212



Survey on Satisfaction of Outpatients with Chronic Musculoskeletal Pain Using Physical Therapy in North Gyeong—buk
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252 g7] AzE S4 Qg An)2 =4 . N o .
154 7] A (6, €7), HA. 2] A1) (€8, 9, regression) 2 ARtk EA1A 2] SPSS version 12.0
2 A Al =1 - _
el0, ell, el2, el3, el4, el), hARA A8 S, o yaggy gorze g Nzszoz etk
el7, el8), WAl v ZW(el9), Aloldo= U
(2002 A=) ATt 69 E3k) 139 w3 FAg e
(=] Al o] AE 7] o] LA O Z=H 5] A
iié?:‘)] TAE ] ek eE-X]L J:rL_—. As Twol A 3. o4zl
Haolal 595 A2 FHoll AAlstgen Ao Al A% 7]
ABI=E ki) ke ik A4 Likert 5 point 3.1 SILCHALO| UHIXO| EM
scale 59| & S-&3to] 14804 5H o= uHSIAUTH 1 Huo| Sa|FE SR = (7HoR 1 = U
A vl 1R S, 238 1A A 3 WS AR T g 196 of s 589969 om, Ul 300 H]ebe] 2.8%, 30
g} 54 vjg- a8y, AFREL [Fg. 113 2ok
(Table 1) Respondent’ s general characteristics
(n=107)
. o satisfaction revisiting
Category Frea — ©0) Mean SD UF Mean SD F
male 44 411 3.82 1.08 . 3.84 1.08
Gender female 63 589 376 15 0% 381 120 014
30< 3 2.8 3.67 1.16 4.00 1.00
30-39 20 187 3.65 1.31 3.40 1.35
40-49 27 25.2 4.15 0.60 4.30 0.61 .
Age 50-59 18 163 367 1.09 1.36 383 110 217
60-69 25 234 3.44 1.39 348 1.30
70> 14 13.1 407 0.99 407 1.21
16< 4 3.7 3.50 1.29 3.50 1.29
Treatment time 16-30 28 26.2 3.86 0.85 354 1.14
(min) 31-45 31 29.0 3.87 1.12 0.20 3.97 0.98 0.74
mn 46-60 3H 32.7 3.69 1.23 394 1.31
60> 9 84 3.78 1.39 3.89 1.05
neck 14 13.1 3.86 0.77 3.79 0.89
lumbar 47 439 3.64 1.33 3.77 1.26
arm 10 9.3 4.20 0.42 4.40 0.52
Treatment area leg 21 196 4.00 0.9 1.01 3.90 1.14 1.01
foot/ankle 6 56 317 147 3.00 1.41
hand/wrist 3 2.8 3.33 0.58 3.67 1.53
double 6 56 417 0.98 4.00 1.09
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(Table 2) Mean and standard deviation on

each item
(n=107)
Item Mean+SD
el. The receptionist was courteous. 4.13+1.07
e2. The registration process was appropriate. 3.94£1.11
e3. The waiting area was comfortable. 3.91£1.06
ed. The office location is convenient. 3.65+0.96
eb. Parking is convenient. 3.56+1.07
eb. I did not wait too long. 2.85+1.03
€7. The office hours are convenient 3.78+0.87
e8. My therapist spent enough time with me. 2.65%1.16
€9. My therapist explained the treatment. 3.82£1.10
el0. My therapist treated me respectfully. 3.96+1.01
ell. The office staff was respectful. 3.89+1.10
el2. My therapist assistant was respectful 3.86+1.08
el3. My therapist do not listen to my concerns.  2.79+1.35
eld. My therapist answered all my questions. 3.93£1.09
elb. fl\frzhte};ezjgste ;tsi.\flsed me on ways to prevent 3664105
el6. The office was clean. 3.90+0.95
el7. The equipment was up-to-date 3.87£0.95
el8. My therapist explained my home exercise. 3.61+1.11

Global Measures
el9. LF)a\r/eerall, I am completely satisfied with my 3794112

€20. T would return in the future. 3.82+1.15

a l=strongly disagree, 5=strongly agree. Negatively worded
questions were recoded as "positive” for this analysis (ie, a
response of 1=5, 2=4, 4=2, 5=1).
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Survey on Satisfaction of Outpatients with Chronic Musculoskeletal Pain Using Physical Therapy in North Gyeong—buk

(Table 3) Multiple regression analysis of physical therapy satisfaction scores on each item

Unstandardized Standardized
Coefficients Coefficient t p F p ¥
B SE B
(Variable) 0.13 0.26 0.51 0.61
€9 0.22 0.08 0.22 2.65 0.01
€2 0.31 0.07 0.31 4.19 0.00
el8 0.30 0.07 0.29 4.46 0.00 s 000 073
ell 0.21 0.08 0.21 251 0.01
el3 -0.10 0.04 -0.12 -2.30 0.02

(Table 4) Multiple regression analysis of hospital revisiting scores on each item

Unstandardized Standardized
Coefficients Coefficient t p F D R’
B SE B
(Variable) -0.05 0.30 -0.17 0.87
o b o 0 s o OB 00 08
el7 0.29 0.10 0.24 2.89 0.01

HA ZAF 7 A7) el gl Blo® yEeRdth ek 4 i E

tEsadel o g HAEs] st 7 FEE B4k
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Z57} 199 EEe] 7} uke x| 2o EH??} MENSP Yi 561 e AR A7d A3 B
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<Table 3>, A3} 817 LH e AHahul(F=5R77, p<00o), 0 OldelM WHETF =8k, Sohn - Kiml151= A2,
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B AEE=022, p<00l), ellA95e] 23(p-021, =/FECHL SSICh SR Kwon - Kiml3]2 @5 7
p<OO0), el3HFABA} 917 AH(B=012 p<oye]  °HE THOR & AT Ag) nep el o
dare] o n X m, H1 4459 Al ZHoA] e2 450 & MAA] ek, Park F(16] AHASGE tdo=
SolA(B=031, p<000)o], HB.X2A AAA Zwoln DT A EE AFe] wp Fo1g 2oz uhH ot
el8 7F 2 ¥ (B=0.29, p<0.00)0] el Aukg el wHE 2 A Aol AR A3 Aol B AAE v
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H(F=63.13, p<000), 2@ AR e 6o vepyry M0 ek TR GRS A e sle
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