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Implementation of patient feedback is considered as a critical part of effective and efficient
management. This study is a retrospective survey after to ensure the medical convergence analysis of
contents on customer dissatisfaction using medical services. The data were collected from dissatisfaction
319 case at a affiliated hospital. The result indicate that a repeat visit than the initial visit, outpatients were
more dissatisfied than the inpatients. The type of dissatisfaction were more dissatisfied of the in
communication and explanation of medical service, nursing service and procedure of administrative
services. In the classification of disease the percentages of dissatisfaction in the digestive system and
neoplasm were high in both groups(p<0.05). Based on the study to improve the quality of medical service.
Prevent the recurrence of dissatisfaction and to establish a customer-oriented business strategy.
Characterized by dissatisfaction factors and contents of each patient and should be structured to specific
disease types of services through continuous medical convergence research.

e Key Words : Complaints, Medical convergence, Hospital, Medical service, Disease

*Corresponding Author : < (msyu@ajou.ac.kr)
Received  September 9, 2016 Revised October 12, 2016

Accepted  October 20, 2016 Published  October 31, 2016



2 ATA A5
1. A&

3]

1o}

=

1

o
el

118

oy o W oF I~ .
o ® Ww B 4;&&@@&@% oo "
=0 _ o @ m Lo N oo -l
éurm%.m @%HM%MM%@ W R Ao EREEEWATRE® é
Bant Sazsvrab] sEEEY RETFLERICS Tz
5 2o P e rHLPRry [ETEE R RO T P
TEW L dPTETa® g PETEE LU ETESEEREE =W
o o co = Mo ox ™ s I £Y X _mnu Wm o e U qm.* F W Ty T
wmﬂmﬁmﬁ%ﬂ%z@ﬂwﬂaﬁ G ol éﬁ%ﬂ@%wzﬁww vy %EF
o N ox . s N 0 <o = E ! oSy ﬂowu i =y A Mw_l ~r
o W %@i.s%%i%] B ~ ® R o BN P N = 3
EW%QM%@Qi&ﬂJﬂ# @%QW% WM%E%?%WE%B T x T
_ = 1 oar ® o N5 o K oo oo R o X P ook I W R s op 4 L
T oW T oo T o T I ISR AR T X w oy 2D T o B
%ﬂ%zéﬂmmmﬂ%%iﬂ,mﬂ%zﬂﬁﬂi NS e g Paa
— O = om0 5 o 6 B < OE T XV N " o) 2
__® R - S =W ! ~ - = NSy
m%maﬁgaﬂ@awmqgmﬁm%wq TriErERIITE T LG
ﬂ?wqﬂﬂ&mﬂ%gi%&.ﬂﬂ@ﬂwwﬁfoﬂﬂ PegrTEailozH cEL pEw
aﬂl%ol@%i ﬂ,_uﬂﬁuio_riﬁloﬂLﬂE An_tuuﬂﬂo.nﬂﬂﬁéewkll K o= 7o TCEREY
EORN= R REBYTATeR gl THRTH, YrnEE
W%M%%dmﬂ%mﬂﬂ%maﬂuﬁﬁiﬁmﬁquﬂﬂéExqm_ﬂoﬁ_coWﬂﬂh or ®E PG
o W = %0 & X X " 5 A ot o}J 5 o o) o — o i)
iimﬁgo?wiE%Si?ﬁiifE;Q TTrizR
% o 7o o R PMMHMOFEQ o o U= ok Y = = o) o ﬂa%owa CINC pp— B 5l oﬂ o of @
N ™ORN W oo B T X %Mnﬂwﬁﬂaovoﬂﬁowaﬁnﬁ_ ELmowamomﬂe
. TR T T R o o W e N .
M%WAEOM&EEEEWQ NI - —
B o) %o T T X o X g = ° 2 I G oY —
N T E - B ._o%m#cﬁiﬂu}woﬂh%wwgﬂ% T
ﬂuuzoﬂc Py ~N O Npe W ]]_xo"_7oAZ - o }M_%o»_fﬂﬂ
Tl REsLwgEUT ERTSEPZV X Wow MR R Gy
ﬁW_EﬂAiWMﬂNWL owam#u:w@%m»%ﬂomawm%mﬂi@uﬂ.w Qmﬁﬁaﬁﬂ%%%ﬂzﬁﬂﬂ
® A gk X O < Lo I S S Mo = o T o ¢
{E &} = . AR ~ o o © 2 < ® R Ny s 9% oy o
WiMkwwEﬂm%m“wwg%M%gs%mﬁQQaﬁ SEERIERCEES
FF TR E % ﬂ?%1ﬁoﬂoﬁﬂﬂ%mjgﬂﬂﬂlg}i E%u%ﬁﬂ@oﬂo
an%zfz%moﬂ,gmmo%ﬂﬂamf_g@%ﬂ%%%%b% %O#Lari%ﬂ%ﬂﬁo%
3 70% O# Z,# ﬂdﬂ o _L I .o T =K ﬂﬂ‘ﬁl,ml ‘_._Uo rl i_u ~dl :i 7! farvl = ‘_lryl .
waﬂqwéwmﬁ@ﬂ@@rzmo]mrfaom_xﬂmmm;n%g@w@ﬂ e L ydga mEE
fo m RGN EEZ R B E o X T ; s T o Lid s Xooo R
A O S T o B ST I I W oE %
gw%aa%%@Mawﬁguwﬁ@m%mqqi&W%qn crurEEiEeg
xocu@ﬂ%%iﬂwﬂﬂ ﬂo%w%JMﬂaﬂ}ﬁo@muis%Pifr Mﬂﬁ%ﬂﬁemﬂx@iﬁm
o ﬁmeﬁ}%hﬁlioéﬁlo 5 X N L I SN ™ = 9 2 £ oF Sn oA o
W o o 8- 12ﬁoﬂmo7$,mmx%%z,du%ﬂ%ﬂww HlaLmM74%ﬂﬁﬂLAuuLW
: o = e 5 : 2 =
JQMMQW%W%%W@@H&,Mﬂiﬁﬂkrkwmﬂ%@_ﬂrzﬂmﬁ EQMN%MW%%ﬂﬂ%
T H o moa PR S e Mg o Er T g B N S P
Lo By Doy o e o odTE LA 9 g AT R R I I
A R O Mo = O}Zi_/%,EmomMLWrdridrs}muLuE = %
3o R T oo 1 o o o) o dod B o & o W AT7mMurmﬂ$op% oo o R
1ﬂ%aﬂrwﬂ%ﬂﬁ@?ﬂ%ﬁ%%ﬂﬂ@pr@w%#urm%#ﬂﬁ%%mwwﬁ&ziﬂoﬂ
N X o 0 o B oy N LIRS} o it B 5
— Egomuaﬂ%mﬂm%_w_mvb];u%%ﬁma@%ﬂeﬁw7%%E%%Wamﬂ§ﬂiqﬁmoﬂ_j%o
IE R W e T e < EC Ry R
~ < oT AN o W R mﬂNMuEJalo»plo"_oﬂﬂ
s o T A T N T



119

&
]
X

O;

2.3.3 A=

2.1 A4A
Au) o]

AT-olth

1o
T°

ol

wlof oAtell Tk
771

o]

=

s}

2.34 A=
o &

=

o1 A We T

=

o

2014\ 3¢ 1974 20151 29 28U 744 A7) % SA|
o W s

2.2 A5

2
K

z
571

o]

sl 344

=

sake] 2
A A 92 59

pil

gk 3194

A

o

972 2 =A@ EF(nternational classification of

disease; ICD) -10 =& AW E7F7} 7}

N
=

)

2
K

1o

N
il
‘mo
Pl

EREEEEERE

201691 149 26

o)

Ran

ARE e AT

A

A
(AJIRB-SBR-MDB-15-492)

2

dow o0l A3

==
oA
ar

]—'_l

ISR

2.3.1 oJiAH]~ Ee

2.3 AT

-

Q)
=

o
=

I
o

32

[e]

=]

spol o}

Fdet. 2014 39 195
o

o

ey
2I9E 0§

B 2015 29 28U7HA] A7 %= SAle]l

AL

=

SPSS 22.0

L

AT

By

wlek

=

AT

A

T

Al A

2

1

~
)

L

T

Z}AH]

Far i vH16,18,19,201.

7z

28 el 94 =

Aol A

0

o
ToR
23

el

o
Wo

o



120 gr=rg3tsts]=aA A7d A58

2) AR 20 Akl Mo JES mX = 200

[¢]
s 98 YA s BuE 58 L Fisher's
=

exact test, A} MEEE EAET)
3) AW el wE BV 3 A5l HEgR
At WAHEAS A E T
4) SR 284S St
3. A7

3.1 tidAfe] A 54
dukd B4 e Ul 16078(50.2%), AAF 159
8(49.8%) % FAFHA LERTE 1ol Al 50
o] 7318(229%) 2.2 714 E=A YERth 5349
gz wHEA oA HSAR ()9} 23] oA
(A E v Al AR E7} 475 (14.8%) 0] a1 23]
o 77} 272“*‘(852‘%)01 SHlAE 23] o]
W fgidate]l BV vlgo] =7 YeRgth g
1= 9 m)e] B9 A9 2269(70.8%)°] A,
el & T 93 (29.2%) 01Tk, Tk A
of & EtSolA= Asl|AI7) 1667(51.8%),
< 54(14.0%), AEHA7}F 427(13.1%)2 = D&A
7} 25%(78%), 3 A7} 1794(5.3%), =4 A7} 169
(5.0%) % YER T Table 1>.

™o R

o
I oox Hl flo of

o
o

F

ru{u:_i
°

of

T
o

rz =)
PN
[

o J%N

ok o
Moot

—

=
=
o] 4

U

i
=

I
P X
o

e R RN ST )
r&gzﬁzuﬁgw
| E_I\IOR
Sweeliel
SHF w8l
“xilmr‘n‘z‘: -
o T
o m
el 2L
O;\:OE
= "D
I e S
Ooﬂ,lo
oL o2
o
o 2
&3
i
>
8
S

I
o
ofl
d
=
flul
VTS
ful
A
=
)
)
V

B9 U8 Ade vge 2
7 dod ks y824L FAMH 2GS 120
(376%)% =/ vERd Ak 8471 (70.0%) 5 #4
Az} h7)A7ke BEE B 407(47.6%) 3 344
o] Exbgol 3871(452%) 0. th4e] EukE g0

=

o

A1 3]

pil

e

=]
R
3l

ZIO

XJEO&O%?A Bk 1204(376%)% AWE-E 814
=okon o]& BASH A} oAl FE A
- T TR B gAtaT Y BVl 4971(60.5%) 2
2 =7 Jeith 1t39 9o 5738(17.9%)%F A9

3k Bulso] 2871(49.1%) 0.7 E=skth &S
W ke Lo ggjel gk AR o]

¢

A 06)0) A3, 7te T =D A X 3l FAfo] X
<Table 1> General characteristics (N=319) 142(30.0%) o]t Zr3h Aol o HEe] 5
— SH Ee =2 SRl 1271(429%) = YERstT) 34
Characteristics Category N(% R -
Gender Male 160 (50.2) o 222(69%)l A FAA FE 971(40.9%) 2 o] F R
Femal 159 (49.8) —
Age in years 0 36 (11.3) o] B 1l o] sge] FAES Qhl7E 1071(465%) 0.2
20-29 33 (10.3) HlE BulE alsko LLElLE
30-39 56 (17.6) E}' il =UT }'O—AE }’E}ME}'<Table 3>
40-49 61 (19.1)
50-59 73 (22.9) o] A = 2211 B o} }_ o &
60-69 33 (10.3) 3.4 Uil el uhZ emAnls FRE Y
70< 27 (1 85) AR 2AH| 2~ BulE 530 B o T §
Frequency of visits New 47 (14.8) LH = Sﬂr .,] 1 ] © © 74] B o
Repeat 272 5852; oJakA] FATHx2=0.340, p=0.95). 7gAIu]2 g9 120
Referral route Outpatients 226 (70.8 —
Inpatients 93 (292) A(37.6%)9 B 5 L7t &1(70.8%) 0.2 P 3B
Classificati f di Digesti 165 (51.8)
assification of disease Ng;ijalg;i 4?) o A(2029) 5T} =9k}, Alg ofole] BulEn 9)¢)7) 84
Cardiovascular 42 (13.1) 7 0/) O ole 7 0 75
usculoskeletal 16 (50) A(70.0%) o2 49 3671(30.0%) et =94t} 7t
Others 51 161) o] BulE AR ME 57A(17.9%)F 424(73.7%)°] 9|
<Table 2> Complaints about medical service use (N=319)
Category Total Procedure Communication Attitude
Administrative service 120 (37.6) 84 (70.0) 16 (13.3) 20 (16.7)
Medical service 120 (37.6) 12 (10.0) 81 (67.5) 27 (22.5)
Nursing service 57 (179) 6 (10.5) 28 (49.1) 23 (40.4)

Facilities service 22 (6.9)
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<Table 3> Contents analysis of complaints about medical service use
Dissatisfaction type N(%) Contents of multi frequency N (%)
Administration service 120 (37.6) Waiting time (Receipt, Consultation, Examination, Admission) 40 (47.6)
Processing (Receipt, Examination, Complication of Admission & Discharge process) 38 (45.2)
Others 6 (7.2)
Medical service 120 (37.6) Lack of adequate communication for the medical information before and after 49 (60.5)
examination
The lack of conversation with doctors 28 (34.6)
Others 4 (49
Nursing service 57 (17.9) Lack of explanation of the nursing process and behavior 14 (50.0)
Non-response or late response to questions about the care and treatment process 12 (42.9)
Others 2 (7.1
Facilities service 22 (6.9) Parking facilities 9 (40.9)
Incorrect information & Insufficient notice 10 (45.5)
Others (Hospital convenient facilities, Traffic facilities, Hospital comfortable) 3 (13.6)
go]iL, 1571(26.3%)0] P ot AP & o X oA $FF S Fito] 271(489%) o=
L 2270(6.9%)%5 2 1571(68.2%), ‘% 71(318%)  =A YEHLT
o AR dBFRe BUF £3 F PN MW Adw Froie ARG o] 137
2 Ho] BA(10.8%) o= 71 %74] LPE}”QE'# g9 G0%) o= E=okom AAR EuE fYPoEE
I PEE BN 78 F 1599 Fo] 3671(30.0%) BAGHFE 811(469%) 22 FAME I HE
o2 37 YERTR<Table 4> W RRIAE BUE 53 F 9399 PR 8a
(50.0%) 0. %2 =/ Yebytth o] A3} BNk §37
<Table 4> Complaints about type of medical service o] WA= EAF R F93 AWE BATH
use by access way (N=319) — 44198 p<0.005)<Table 5>
Dissatisfaction ~ Outpatients Inpatients ¥ D
type
1— =2 9o]HA]
Administration 85 (70.8) 35 (29.2) 034 0.9 3.6 7 W= Oﬂ tq—‘— S
service QBAS 3] 7+ W) Ao 3l 714 S
Medical service 8 (700 36 (300) = H l T ] e | e s
Nursing service 42 (737 15 (263) 98l KMO(Kaise-Meyer-Olkin) ¥ 244 A&
Facilities service 15 (68.2) 7 (31.8) 050624 UERSI. Bartl HAd A= 2 _
} . ett T ASAME X =
Total 226 (70.8) 93 (29.2) 1 e °ce me X
31022, p<0.001°lst® Yepytth 4 St A4
N o mmE o T o] el Sleel FAEA O F AR
s = ==
3.5 AR e RS A9 AAE-S 576%= LT 548 JRPANE W
AaEid ENE 58 24 49, Asp)ad g o] FEHOoZ AW wWE ey golu o /d
o] THE F 2790 6871(41.2%) 07 =L o] W2 golo el
<Table 5> Complaints about type of disease (N=319)
Dissatisfaction Total N(%) Gastroenterology Oncology Neurology Cardiology Orthopedics Others
type
Administration 120 (37.6) 57 (34.5) 22 (489) 7 (280) 8 (46.9) 8 (50.0) 18 (35.3)
service
Medical 120 (37.6) 68 (41.2) 11 (24.4) 13 (52.0) 4 (236) 4 (25.0) 20 (39.2)
service
Nursing 57 (17.9) 26 (15.8) 9 (20.0) 3 (12.0) 5 (295) 4 (25.0) 10 (19.6)
service
Facilities 22 (6.9) 14 (85) 3 67 2 (80 0 (0.0 0 (0.0 3 (659
service
Total 319 (100.0) 165 (51.8) 45 (14.1) 25 (78 17 (5.3) 16 (5.0) 51 (16.0)
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