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Effect of Hospital Selection Factors on Patient Satisfaction and Reuse
Intention

Gyu-Beom Shim# , Min-Ho Kim, Weon Kim, Moon-Ju Shin
Department of Health Service Administration in Kyungnam College of Information & Technology

<Abstract>

This study was performed to identify effects of hospital selection factors on patient satisfaction and
reuse intention. For this purpose, a survey was performed subject to outpatients and inpatients in 10
hospitals located in Busan district from March 7, 2013 to June 21, 2013 and total 447 copies were used
as final study data.

As results of this study, it was found that among the hospital selection factors of outpatients,
internal conditions and medical service gave effects to patient satisfaction and internal conditions,
service of medical staffs and medical service gave effects to reuse intention.

It was found also that among the hospital selections factors of inpatients, internal conditions, service
of medical staffs and medical service gave effects to patient satisfaction and external conditions, internal
conditions, service of medical staffs and medical service gave effects to reuse intention.

It was suggested that in the effect of patient satisfaction on reuse intention, both inpatients and
outpatients gave the effect and thus higher patient satisfaction was related to higher reuse intention.

Therefore, instead of hospital-centered medical treatments, hospitals should restructure its medical
and service systems that are patient-centered. Also, it is necessary for the hospital managers to

recognize that patient satisfaction is an important factor in increasing its profit.
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<Table 1> The result of reliability analysis of variables

FHLIE S0z ZAFATL, BAH 2 =
Me 98 AE, As/AREH, ¢33 o8
A gl A SoR st dAtESEE o8
7)ol A e oA H| 20 i F@H o] A
HAQl Wtz ZAsHeH, AHold gie A&k
A HiEZ o2 o) gt HER FAsIGh

7+ Mgl oig A& GIAF(Cronbach’s
Alpha)= <Table 1> %

o] Ha} 0743904 1
H-sh=dl A7 S
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(Y 192%, 9 2558 E :?7_%‘ o] AT
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A Fehe ol sttt BAAMEE SPSS 120K &
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Variables Number of question Cronbach's a

External environment 5 0.743

Medical staff services 10 0.886
Hospital Selection Factors

Medical services 0.872

Internal environment 5 0.890
Patient Satisfaction 6 0.891
Reuse Intention 4 0.816
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<Table 2> General characteristics of study subjects

Persons(%)
- Inpatients Qutpatients
Characteristics Number (n=192) _ Percent (100%) _ Number (n=255) Percent (n=100%)

Gender Male 86 44.8 102 22.8
Female 106 55.2 153 34.2
20~29 17 8.9 14 55
30~39 33 17.2 34 13.3

Age
(years) 40~49 34 17.7 4 16.1
50~59 74 38.5 92 36.1
60< 34 17.7 74 29.0
<Middle school 67 34.9 77 30.2
Education High school graduation 64 33.3 83 32.5
College more< 61 31.8 95 37.3
Medical form First visit 89 46.4 107 42.0
Revisit 103 53.6 148 58.0
Christianity 42 21.9 43 16.9
Religion Roman Catholicism 12 6.3 17 6.7
Buddhism 53 27.6 87 341
Other 85 44.2 108 421
< 1million 30 15.6 36 14.1
1million~ 1.99million 35 18.2 48 18.8
:‘;ﬁ?""goome 2rmillion~2.99million 50 26.0 67 26.3
(won) 3million ~3.99million 44 22.9 61 23.9
4million~4.99million 19 9.9 22 8.6
500million< 14 7.3 21 8.2
) <10 81 422 122 47.8
r“}”gsvgg‘f”vﬁ;'g‘e of 10~30 84 438 97 38.0
(minutes) 31~60 13 6.8 15 59
61< 14 7.3 21 8.2

<Table 3> How outpatients’ selection of a hospital influence one’s satisfaction (multiple regression analysis)

Characteristics B SE B t P
External environment 0.015 0.057 0.014 0.265 0.791
Internal environment 0.345 0.115 0.290 3.014 0.003
Medical staff services -0.032 0.073 -0.030 -0.444 0.657
Medical services 0.602 0.097 0.582 6.192 0.000

Constant 0.184 0.397 0.465 0.045

R=0.838, Re=0.702, Adjusted R*=0.695, F=112.234, p=0.000

<Table 4> How outpatients’” selection of a hospital influence one’s revisit (multiple regression analysis)

Characteristics B SE B t P
External environment 0.081 0.076 0.065 1.073 0.284
Internal environment 0.678 0.151 0.502 4.476 0.000
Medical staff services 0.260 0.096 0.210 2.709 0.007
Medical services 0.475 0.128 0.406 3.703 0.000
Constant 0.102 0.339 0.301 0.764

R=0.771, Re=0.594, Adjusted R?=0.585, F=69.828, p=0.000
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<Table 5> How inpatients’ selection of a hospital influence one’s satisfaction (multiple regression analysis)

Characteristics B SE B t P
External environment 0.071 0.045 0.069 1.571 0.117
Internal environment 0.536 0.070 0.518 7.603 0.000
Medical staff services 0.148 0.061 0.130 2.411 0.017
Medical services 0.347 0.074 0.368 4,722 0.000
Constant 1.214 0.320 3.799 0.000

R=0.796, Re=0.633, Adjusted R*=0.627, F=105.997, p=0.000
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<Table 6> How inpatients’ selection of a hospital influence one’s revisit (multiple regression analysis)

Characteristics B SE B t P
External environment 0.247 0.056 0.202 4.430 0.000
Internal environment 0.579 0.087 0.469 6.621 0.000
Medical staff services 0.405 0.076 0.298 5.318 0.000
Medical services 0.497 0.091 0.441 5.442 0.000
Constant 0.184 0.397 0.465 0.643
R=0.777, Re=0.604, Adjusted R®=0.597, F=93.627, p=0.000
<Table 7> How outpatients’ satisfaction influence one’s decision to revisit (simple regression analysis)
Characteristics B SE § t P
Hospital Satisfaction 0.912 0.048 0.805 18.928 0.000
Constant 0.001 0.239 0.006 0.995
R=0.805, Re=0.649, Adjusted R®=0.647, F=358.287, p=0.000
<Table 8> How outpatients’ satisfaction influence one’s decision to revisit (simple regression analysis)
Characteristics B § t p
Hospital Satisfaction 0.998 0.835 23.971 0.000
Constant 0.417 1.817 0.070

R=0.835, Re=0.698, Adjusted R*=0.696, F=574.628, p=0.000
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