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Abstract This study aims to provide direction for improvement of the hospital's management
environment for customer satisfaction management, which is ultimately consumer-oriented in
practice. this study was analyzed the relationship between hospital use satisfaction relative to
expected level and medical service provision process for inpatients. The study method collected
data from September 10 to September 30, 2018 for patients with inpatient care at hospitals and
general hospitals under 300 beds, and conducted a t-test, ANOVA, and logistic regression.
According to the analysis, hospital brands were the most frequently chosen reason for
hospitalization, followed by doctor brands. The satisfaction level of the inpatient medical service
provision process showed no statistical differences depending on the general characteristics. It has
been confirmed that the hospital's satisfaction level relative to the expected level of inpatients has
a causal relationship that significantly affects the hospitalized procedure the course of the
provision of medical services.
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Table 1. Feasibility and Reliability

contents Factor value | % Cumulative value Cronbach'a Variable—-defined
937
Hogpltallzatlon procedure suf:h gs 934 86.740 920 Hospitalized
Hospitalization medical treatment and examination -~ Procedure
process .
Explanation of hospl.tallzgtlon 92.097 914 Hosplta.llzgtlon
process and hospital life 960 Description
. 961 .
Doctor' attitude and explanation 92.386 916 Doctor' service type
Medical Service 961
provision 967
Nurses' attitude and explanation %7 93.432 930 Nursing service type
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4.1 AP £

30007 vRte] B 9 S LA dPE &
HYst= 2 ALYAS Table 29+ o] &%} 1389
(34.6%), A+ 25578(63.9%), ¥ T3 69(1.5%)
og gL 304 wlvt 6.8%, 30~394] 15.8%, 40~
49A] 18.8%, 50~59A4 20.3%, 60~G9Al 25.6%, 70
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Table 2. Research Target Characteristics

Characteristic Respon. | Percent.

Male 138 34.6

Gender Female 255 63.9
non-res. 6 1.5

30 27 6.8

30<, >39 63 15.8

40<, 249 75 18.8

Age 50<, >59 81 20.3
60<, >69 102 25.6

70< 45 11.3

non-res. 6 1.5

within 10 min. 72 18.0

Ti ired 10-30 min. 153 38.3
ime required 1013560 min. 105 263

Hospital

more than an hour 66 16.5

non-res. 3 0.8

. Doctor Brand 207 51.9
Hospital use 1p il Brand 279 69.9

decision reason - -
. Promotional material 48 12.0
(duplicate) -

Introduction 150 37.6

All 399 100.0
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Table 3. Satisfaction of Medical Service Provision Process
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Satisfaction of Inpatient Medical Service Provision Process
Characteristio Hospitalized Procedure Hgizt?';?g:n Doctor' service type | Nursing service type

Male 4.491.62 4.54+.56 4.53+.70 4.71+£.46

Gender Female 4.33£.63 4.46+.73 4.60+.69 4.55%.69
t(p) 1.428(.156) .645(.520) -.482(.631) 1.538(.127)

»30 4.67+.44 4.72+.44 4.72+.44 5.00+.00

30<, =39 4.14+.85 4.26£1.03 4.48+.77 4.43£.91

40<, 249 4.47+.49 4.50£.50 4.50+.64 4.58+.49

Age 50<, 259 4.35%.61 4.54+.71 4.69+.65 4.52+.74

60<, 269 4.29+.64 4.44+57 4.55+.80 4.61£.53

70< 4.58%.50 4.73+.46 4.60+.66 4.82+.32
Fp) 1.522(.188) 1.175(.325) .365(.871) 1.543(.182)

within 10 min. 4.38£.69 4.56%.60 4.65+.70 4.77£.47

10-30 min. 4.291.62 4.44+.63 4.48+.76 4.50£.76

Timer;“iti;Td 1 130-60 min. 43657 44767 4.59+.68 462452
more than an hour 4.59+.67 4.57+.82 4.70+.53 4.66+.54
F(p) 1.146(333) .295(.829) 649(.585) 1.089(.357)

All 4.37+.63 4.49+.67 4.58+.69 4.60+.62

Table 4. Logistic Regression Results
Prediction
Measure Satisfaction with Expected level Classification
less than expected more than expected accutacy %

Satisfaction with less than expected m 75 36 67.6

Expected level more than expected 249 24 225 90.4

Total 360 99 261 83.3

x%(p) : 56.805(.000)
Inpatient Medical Service Provision B SE Wals 0 Exp(B)
Process

Hospitalized Procedure 1.330 656 4114 .043 3.782
Hospitalization Description 1.270 682 3.462 .063 3.560
Doctor' service type .076 414 034 863 1.079
Nursing service type 928 590 2.475 116 2.629
Gender(MAk:1, F:2) =111 .565 .038 844 .895
Age -.361 202 3.213 .073 .697
Costant -13.418 3.088 18.881 .000 .000
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Table 5 Logistic Regression Results for Hospital use decision reason

Inpatient Medical Service Provision p-value
Process Doctor Brand Hospital Brand Promotional material Introduction
Hospitalized Procedure on 325 1995 .015
Hospitalization Description 676 .010 992 074
Doctor' service type 349 996 992 772
Nursing service type .085 197 991 190
Gender(M:1, F:2) .305 .340 995 349
Age .365 161 992 .097
Costant .037 .000 992 .006
Classification accutacy % 69.1% 82.1% 78.8% 70.8%
xX(p) 40.928(.000) 40.435(.000) 21.930(.001) 32.777(.000)
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