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Analysis of Consumer’s Recognition and Satisfaction for the
Improvement of the Doctor-Designation System
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Dept. of Healthcare Management, Catholic University of Pusan
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Abstract  The purpose of this study was to examine the recognition of citizens in Busan on the
doctor-designation system, the awareness of medical consumers with experience of using this system and their
satisfaction in an effort to seek ways of improving this system. The subjects in this study were the selected
citizens in Busan who were at the age of 20 and up. As a result, it's found that the largest group of the
respondents was female, in their 20s, received college or higher education, students and in the service industry,
and that the most common monthly mean income was between two and 2.99 million won.

27.7 percent were aware of the doctor-designation system, and 23.7 percent became cognizant of the system
through others who had used it. The rate of knowing the rules of the doctor-designation system(the right
answer) stood at 66.3 percent. They got to know about the system through mass media(31.9%), and used it
since it offered highly specialized treatment(57.5%). The respondents who had used it intended to reuse
it(76.3%), and the reason was that they were provided with high-class medical services(35.2%). The respondents
who had used this system got a mean of 2.96 in satisfaction level, which was not high in general. They
mentioned more publicity efforts(91.2%), offering information in a conspicuous place (96.7%) and cutting
doctor-designation treatment fee as a means of improving this system. As for how to ensure the operating
efficiency of the system, sustained publicity seem to be necessary to raise awareness of the system among
patients, and it's required to take measures to relieve patients of financial burden caused by medical bills.
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Analysis of Consumer's Recognition and Satisfaction for the Improvement of the Doctor—Designation System
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(124%)¢] x5 B3laL, A98 Awe) A # -

of o) A Hejs AR b $HE e
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(234%), Aol e A= T18H(766%)9] XS A2 Z34 319%= /M = By 13 F2AH
Hebith<Table 1> Aol NES B4 21.9%, BAZ D] Ay Fatol
20.0%, EFR1S &dl 139%, WY F9 FRES F3ld
(Table 1) General Characteristics of Respondents 12.3% <o A7E R Yt<Table 3>
N %
. Male 404 43.1 o
Gender Female 53 569 (Table 2) The Recognition Rate of Doctor—
20729 457 488 esignation System
30739 179 19.1 N(260) o
Age 40749 18 201
> 50 113 121 Concept of Doctor-designation System 228 877
< Middle School 40 43 Additional Fee of Selective Medical 205 788
Education High School 230 245 Treatment ’
> College 67 T2 Out-of-pocket Payment 208 800
Student 286 305 : -
Specialized Job 0 105 False Claims Refund 173 66.5
o . Office Job 131 140 Designation Range of Doctor 139 535
ccupation Servi %67 285
ervice ° ' Selection Criteria for Doctor 1 188 73
Self-employed 56 59
Fte. 99 106 Selection Criteria for Doctor 2 160 61.5
< 100M won 130 160 Selection Criteria for Doctor 3 129 496
100~199M won 199 21.2 o . -
Monthly Tncome 200~299M won 203 313 Arbitrariness of Medical Procedures 131 50.4
300~399M won 179 19.1 Range of Non-designative Doctor 136 52.3
= 400M won 116 124 Range of Patient Pick out Doctor 131 50.4
Rccogmt1m of . Yes 20 211 Component ratio of Doctors 174 66.9
Doctor-designation
System No 677 723 Medical Istitutes Type of Selective 1% 53
Experience of Yes 219 234 Medical Treatment
Doctor-designation Duty of Sign 222 85.4
System No 718 76.6 e . -
Application and Cancel through Media & 40.1
Total 937 100.0
Average (M=66.3)
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(Table 3) The Recognition Path of Doctor—
esignation System

N %

Mass Media 83 31.9
Description of Hospital Workers 52 20.0
Promotional Material of Hospital 32 12.3
Content of Medical Application Forms 57 219
Through Others 36 139

Total 260 100.0
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(Table 4) Selective Reason of Doctor— esignation
System According to Doctor—esignation
System Experience

N %
utilization Medical Appointment 152 69.4
Treatment of the Day 67 30.6
Visit Type Out-patient Department 175 79.9
In-patient Department 44 20.1
Specialized Treatment 126 575
Arbitrary Application of %5 159
Selective Hospital )
Reason of Pre-Existing Use 15 6.9
Doctor— Concern of Discrimination 12 55
s Impossiblity of
g?;gxlon Medical Appointment 9 41
Have no Choice of Pertinent ] 37
Doctor
Etc. 14 6.4
Total 219 100.0
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(Table 5) The Reuse Intention According to
Doctor—designation System Experience

[unit : N, %]

Doctor-designa  Reuse Intention 2
tion System Yes No Total X

. 167 52 219
Experience (63 (37 (1000)
Non-Experience 359 350 718 46982
on-Lxpenence (500) (5000  (1000)  (.000)
- 526 411 937
Total 61 439 (100.0)

* P<O06, = P<0.001

(Table 6) The Reason of Using on Reusing

Intention of Doctor—designation
System [unit : N, (%)]
. Non- "~

Reusing reusing Total
Advanced Medical Service ( 429‘%) ( 42%;
" . 31 _ 31
decrease of Length of Stay 14.2) (142)
- Saticfact] 39 _ 39
Self-Satisfaction 178 178
Expensive Medical Cost - (10%2) (10%2)
Indistinction  of  Usual _ 13 13
Treatment (59 (59
No Need for Doctor— ~ 12 12
designation System (55) (55)
Hospital utilization Chance _ 3 3
has very Low (1.4) (1.4)
4 2 2
Ete. (09 (09
167 52 219
Total (163) (237 (100.0)
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Analysis of Consumer's Recognition and Satisfaction for the Improvement of the Doctor—Designation System

(Table 7—-1) The Satisfaction of Doctor—designation System by General Characteristics

[unit : M#SD]
. . Law for Range
=219 Doctor-designa Extra Costs Out-of-pocket False Claims of )
tion System Collection Payment _Refund Se(l)%%t(:)llye
2.96+.483 2.90+.862 3.59+.891 3.86+.951 2.18+1.020 2.87+.875
Male 2.92+.879 350%.953 3.88£1.000 2.18+1.033 2.97+.900
Female 2,88+ 851 3.58+.842 384+ 912 2.17+1.01 2.80+.849
t(p) 319(.063) 019(891) 335(563) 034(853) 9.110(003)"
20729 years 2.84+ 846 354+.363 3.84+.944 2.17+.937 2.30+.782
30739 years 2.95+.823 3.55+.901 3.89+.903 2.13+1.086 2.93+811
40749 years 2.97+.859 3.60+.929 3.78+1.003 2.19+1.056 2.92+.961
> 50 years 2,95+ 981 3.82+.899 4,00+.954 2.2641.171 2.95+1.141
F(p) 1545(202) 32030023 1.635(180) 374771 1.335(262)
< Middle School 3.00+817 3.73+.987 3.76+1.098 2.55+1.131 2.90+1.057
< High School 2,80+ 856 350+.865 387+913 2.17+.997 2.80+ 863
> College 2,90+ 876 358+.913 3.85+ 981 2.15+1.032 2.85+ 873
F(p) 38(7%0) 515(598) 199(819) 2.846(.059) 2R5(752)
< 100M won 2.97+8% 357972 3.79+1.034 2.45+1.046 2.34+ 303
1007199M won 3.00+.902 370+.847 4.03+.834 2.13+1.078 2.91+.908
2007299M won 2.84+737 358+.850 3.84+.935 2.13+.998 2.86+.807
3007399M won 2.83+917 3.49+.8%9 381+917 212+.973 2.88+878
> 400M won 2,80+ 958 3.60+.932 37841088 2124972 2.91+1.063
F(p) 14760207 1.380(238) 2211(066) 3175(013)° 183(947)
Student 2.80+.850 3.48+.849 3.78+.923 2.26+.916 2.84+79%
Specialized Job 2,94+ 895 350+.951 391+.932 2.14+.99%5 3.04+1.025
Office Job 3.00+.868 363+.870 3.87+.940 2.16+1.066 294+ 811
Service 2.93+.894 3.70+.869 3.96+875 2.08+1.073 2.88+.916
Self-employed 2.96+713 35041112 361£1.303 2.20+1.167 2,66+1.01
Etc. 2,90+ 814 3.60+.8%0 38741007 2.24+1.041 2,83+ 809
F(p) 1.408(199) 1.499(164) 1.625(1%5) B15(575) 1.275(259)
* p<0.05
3.5 MEHZIZN|ES| DHERE AR 2647, 8B F ASR AP A= HA}
AeABZ A3 3 294S giatow MaxeAs v FEYA Foll date] AT F ArkE A=
o] 72 A B3k MEL A4 P 20688 v B9 oA 3167, Auixls AAel #ek RS
Wwon AeldaAwe] /de tgt wEr 2904, 949 HIXIEOF Stk Qb HIA| o 73 2753 9 W 2
mE 9E 12 A MR o]9]e] o] dexig ug  HE HERITH
off bk g Wan o] Frhug A5 ojg Aol w2 AU AR o] NEEA s P4
nhEL 3504, AElRE ngo] Bokl sixy) Ao o o] AR 12 e A4S Blon AR
et A aHl g Holnek 3867, Sk ApE A oF ARAAYIE @] R Al o - ozt B
2 HEL B uhg S gt Bk g gE 218 A2E ol AfolS HEHItHp<0.05). AFE AEx
A 7b o5 B e AL 7k AR oate] 8% W 0 BARE FE] UM dFe] EE4E e A
9 ool MeElXE a2 MAE= A AW b A e, ISt AR 5
2874, QAHE HE T 15d0] Aet xupola} @ & oA AR whet fol g 2ol S YERATHp<0.05). 3H
oA}o} AT 217 1AL we T 0do] Andt oap o W AEXIEAE FEo| R s 7
23 Y s gaka sl elo] zws o)y} W UE WIEE AFE Hon ASSgEd uE I
o A} B oAAANFE 2664, AEdm Poas FO| R o= 10072009 wlke] Fetel] A
AN BT} 7PsE AR AL 80% WY ol ARy AR w2 WEE HeE Bon, BT g
L Zo) oAl W) o, HAF olake] omy] Fud AR oA Ao R A
o Aut AelA e ge 4 orls gury §3e  7FASFE wEt §o¢ AolE BATHp<0.06). AF
of W MEFIEAE o] e e AFd
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(Table 7-2) The Satisfaction of Doctor—designation System by General Characteristics

[unit : M+SD]
Criteria for Range for Range of Arbitrariness of
n=219 Selection of Selection of Hog tal Medical Duty of Sign
Doctor Doctor D Procedures
2.96+.483 2.66+.834 2.84+.828 2.64+.796 3.16+.885 2.75+.779
Male 2.73+£.859 2.85+.864 264+.829 3.16+.896 2.77+.801
Female 2.61+.812 2.83+.800 263+.771 3.15+.878 2.73+.762
tp) 4660(.031)" 079(.778) .041(.839) .052(.820) A416(519)
20729 years 2.63+.758 2.84+.752 2.59+.732 3.14+.857 2.73+.737
30739 years 2.70£.940 2.75+.839 266+.815 3.21+.854 271775
40749 years 2.72+.815 2.79+.819 2.66%.808 3.07+.868 2.78+.823
> 50 years 2.63+.975 3.05+1.059 2.74+ 973 3.27+1.052 2.81+.875
F(p) 686(.561) 3417(.017)° 1.174(.319) 1.401(.241) 483(.691)
< Middle School 2.55+.986 2.80+.912 2.70+.823 3.43+1.060 2.70£.758
< High School 2.70+.810 2.83+.821 261+.821 3.12+.881 2.72+.769
> College 2.63+.848 2.86+.829 2.66+.763 3.17+.868 2.79+.793
F(p) 1.057(.348) .205(.815) 494(611) 2.212(.110) 1.028(.358)
< 100M won 2.62+.808 2.83+.758 2.69+.812 3.01£.955 2.67+.773
1007199M won 2.69+.933 2.97+870 2.65+.820 3.26+.928 2.82+.8670
2007299M won 2.66+.716 2.83+.747 2.67+.732 3.09+.798 2.77+.648
3007399M won 2.68+.877 2.79+.839 2.62+.783 3.27+.832 2.73+.761
> 400M won 2.64£.908 2.71+.987 2.47+.8%9 3.16+£.975 2.68+.938
F(p) .214(.931) 2.141(.074) 1.563(.182) 2.842(.023)" 1.086(.362)
Student 2.68+.755 2.79+.728 2.60+.751 3.09+.862 2.70+.716
Specialized Job 2.65+.851 2.72+.859 2.69+.779 3.25+.862 2.82+.737
Office Job 2.67+.819 2.90+.704 2.82+.732 3.10+.812 2.30£.820
Service 2.67+.879 2.89+.935 2.59+.815 3.26£.916 2.30£.922
Self-employed 2.61+.908 2.57+.806 243+.912 2.98+1.018 2.71+.868
Etc. 2.64+.909 3.01£.909 2.68+.867 3.15+.885 2.76+.870
F(p) .176(.990) 2.731(.008)° 1.942(.060) 2.442(.018)" .803(.585)
x* p<0.0b
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Analysis of Consumer's Recognition and Satisfaction for the Improvement of the Doctor—Designation System

(Table 8-1) The Improvement by General Characteristics

[unit : N(%)]

Strengthening of PR

Put up a notice in a Conspicuous Place

Yes Yes No
Total 937(100.0) 855(91.2) 906(%6.7) 31(3.3)
Male 404( 43.1) 370(39.4) 386(41.2) 18(1.9)
Female 533( 56.9) 485(51.8) 520(55.5) 13(1.4)
x(p) .040(.842) 2.921(.098)
20729 years 457( 488) 422(45.0) 441(47.1) 16(1.8)
30739 years 179( 19 1) 161(17.2) 172(18.4) 7(0.7)
40749 years 188( 20.1) 171(18.2) 181(19.3) 7(0.7)
> 50 years 113( 12.1) 101(10.8) 112(12.0) 1(0.1)
x(p) 1.579(.664) 2.432(.488)
< Middle School 40( 4.3 34( 36) 36( 3.8) 4(0.4)
< High School 492( 52.5) 450(48.0) 479(51.1) 13(1.4)
> College 405( 43.2) 371(39.6) 391(41.7) 14(1.5)
x(p) 2.049(.359) 6.309(0.043)"
< 100M won 50( 16.0) 139(14.8) 145(15.5) 5(0.5)
1007199M won 199( 21.2) 174(186) 188(20.1) 11(1.2)
2007299M won 293( 31.3) 260(27.7) 281(30.3) 12(1.3)
3007399M won 179( 19.1) 170(18.1) 178(19.0) 1(0.1)
> 400M won 116( 12.4) 112(12.0) 114(12.2) 2(0.2)
x(p) 13.505(.009)° 8.773(.063)
Student 36( 30.5) 266(28.4) 279(29.8) 7(0.7)
Specialized Job 98( 105) 93( 9.9) 96(10.2) 2(0.2)
Office Job 131( 14.0) 118(12.6) 123(13.1) 8(0.9)
Service 267( 285) 238(25.4) 260(27.8) 7(0.7)
Self-employed 56( 5.9) 52( 55) 54( 5.8) 2(0.2)
Etc. 99( 10.6) 83( 9.4) 94(10.0) 5(0.5)
x(p) 5.328(.377) 5.707(.336)
* p<0.05
(Table 8-2) The Improvement by General Characteristics it : NOO)]
Range of Qualification for Doctor Cost of DOC%;‘;?;E?:UOH System
Decrease  Appropriate Decrease Appropriate Increase
A 937(100.0) 223(23.8) 553(59.0) 803(85.7) 126(13.4) 8( 0.9
Male 404( 43.1) 107(11.4) 219(23.4) 337(36.0) 64( 6.8) 3(0.3)
Female 533( 56.9) 116(12.4) 334(35.6) 466(49.7) 62( 6.6) 5( 05)
x(p) 6.803(.033)" 3.563(.168)
20729 years 457( 48.8) 67( 7.2) 302(32.2) 383(40.9) 700 7.5) 40 04)
30739 years 179( 19.1) 53( 6.2) 97(10.4) 155(16.5) 22( 2.3) 2(02)
40749 years 188( 20.1) 69( 7.4) 93( 99 165(17.6) 22( 2.3) 1€ 0.1)
> 50 years 113( 12.1) 29( 3.1) 61( 6.5) 100(10.7) 12( 1.3) 1 0.1)
x(p) 47.401(.000)° 3.246(.777)
< Middle School 40( 4.3 700.7) 24( 2.6) 34( 36) 4( 04) 2(0.2)
< High School 492( 52.5) 113(12.1) 295(31.4) 422(45.0) 69( 7.4) 10 0.1
> College 405( 43.2) 103(11.0) 234(25.0) 347(37.0) 53( 5.7) 5( 0.5)
x(p) 2.148(.709) 11.698(.020)°
< 100M won 150( 16.0) 24( 2.6) 94(10.0) 131(14.0) 18( 1.9) 10 0.1
1007199M won 199( 21.2) 37( 39) 121(12.9) 174(186 25( 2.7) -
2007299M won 293( 31.3) 79( 84) 180(19.2) 246(26.3) 46( 4.9) 10 0.1
3007399M won 179( 19.1) 52( 5.5) 92( 9.8) 152(16.2) 24( 2.6) 3(03)
> 400M won 116( 12.4) 31( 33) 66( 7.1) 100(10.7) 13( 1.4) 3(0.3)
x(p) 21.203(.007)" 10.282(.246)
Student 286( 30.5) 49( 52) 186(19 9) 51( 5.3) 242(25.8) 43( 4.6) 10 0.1
Specialized Job 98( 10.5) 34( 36) 52( 5 12( 1.3) 84( 9.0) 12( 1.3) 2(0.3)
Office Job 131( 14.0) 39( 4.2) 69( 74) 23( 2.5) 114(12.2) 16( 1.7) 1(0.1)
Service 267( 285) 73( 7.8) 143(15. 3) 51( 5.4) 236(25.2) 30( 32) 10 0.1
Self-employed 56( 5.9) 11( 1.2) 40( 4. 5( 0.5) 46( 4.9) 9( 1.0) 10 0.1)
Etc. 99( 10.6) 17( 1.8) 63( 6.7) 19( 2.0) 81( 86) 16( 1.7) 2(.0.3)
x(p) 26.734(.003)" 8.485(.582)
* p<0.06
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(Table 8-3) The Improvement by General Characteristics

Ei<table

[unit : N(%)]

Explanation of

Medical Service Policy

Doctor-designation System Hospital

. . General Specia-lized
Decrease  Appropriate  Increase Hospital Hospital Medical

Institutions

A 937(100.0) 203(21.7) 121(12.9) 613(65.4) 418(44.6) 348(37.1) 171(18.3)

Male 404( 43.1) 95(10.1) 59( 6.3) 250(26.7) 174(18.6) 147(15.7) 83( 89)

Female 533( 56.9) 108(11.5) 62( 6.6) 363(38.7) 244(26.0) 201(21.5) 83( 9.4)
x(p) 4.054(.132) 8.113(.044)"

20729 years 457( 48.8) 99(10.6) 73(7.8) 285(30.4) 237(25.2) 148(15.8) 7207.7)

30739 years 179( 19.1) 42( 45) 19( 2.0) 118(12.6) 73( 7.8 73( 7.8 33( 35)

40749 years 183( 20.1) 40( 4.3) 19( 2.0) 129(13.8) 63( 6.7) 85( 9.1) 40( 4.3)

> 50 years 113( 12.1) 22( 2.3) 10( 1.1) 81( 86) 45( 4.8) 42( 45) 26( 2.8)
x(p) 8.802(.185) 31.089(.000)"

< Middle School 400 4.3) 3(03) 5( 0.5 32(34) 19( 2.0) 10 1.1) 11( 1.2)

< High School 492( 52.5) 106(11.3) 68( 7.3) 318(33.9) 216(23.0) 183(20.1) 83(9.4)

> College 405( 43.2) 94(10.0) 48( 5.1) 263(28.1) 183(19.5) 150(16.0) 7207.7)
x(p) 6.187(.186) 4.584(.598)

< 100M won 150( 16.0) 22( 2.3) 14( 1.5) 114(12.2) 84( 9.0) 42( 45) 24( 2.6)

1007199M won 199( 21.2) 48( 5.1) 21( 2.2) 130(13.9) 100(10.7) 64( 6.8) 35( 3.7)

2007299M won 293( 31.1) 50( 5.3) 53( 5.7) 190(20.3) 110(11.8) 130(13.9) 53( 5.7)

3007399M won 179( 19.1) 60( 6.4) 23( 2.5) 96(10.2) 74( 79) 65( 6.9) 40( 4.3)

> 400M won 116( 12.4) 23( 25) 10 1.1) 83( 89) 50( 5.3) 47( 5.0) 19( 2.0)
x(p) 35.730(.000) 27.009(.008)"

Student 286( 30.5) 66( 7.0) 43( 4.6) 177(18.9) 141(15.0) 98(10.5) 47( 5.0)

Specialized Job 98( 10.5) 18( 1.9) 13( 1.4) 67( 7.2) 4 4.7) 41( 4.4) 13( 1.4)

Office Job 131( 14.0) 28( 3.0 25( 2.7) 78( 8.3) 54( 58) 55( 5.9) 22( 2.3)

Service 267( 285) 61( 6.5 28( 3.0) 178(19.0) 106( 11.3) 99(10.6) 62( 6.6)

Self-employed 56( 59) 17( 1.8) 3(03) 36( 3.8) 29( 3.1) 16( 1.7) 11( 1.2)

Etc. 99( 10.6) 13( 1.4) 9( 1.0) 77( 82) 44( 4.7) 39( 4.2) 16( 1.7)
x(p) 19.648(.033)" 14.043(.221)
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