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<Abstract>

Objectives: This study investigated outpatient health care satisfaction and influential factors using
data from the “2018 Health Care Experience Survey”. Methods: Data on 6,705 participants in the
Health Care Experience Survey were statistically examined using a t-testt ANOVA, and multiple
regression analysis. Results: First, the level of satisfaction among outpatients was generally positive, and
satisfaction among older people was high. Second, the significant factors of outpatient overall
satisfaction were gender, consultation time, waiting time, reason for choosing institution, satisfaction
with doctors, nurses, institutions, and the therapeutic result. Third, influential factors of intention to
recommend were education, institution type, reason for choosing institution, satisfaction with doctors,
nurses, institutions, and the therapeutic result. Conclusions: In order to improve the overall satisfaction
of outpatients, the treatment method should be improved. For example, the doctor should devote more
time for and engage in sufficient conversation with the patient, the nurse should be polite, and patients

should be given easy-to-understand explanations.
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<Table 1> Socio-demographic & health characteristics of subjects

Outpatient Health Care Satisfaction and Influential Factors by Medical Service Experience

Variables Category Hospital Clinic Total ¢ Jt—test
e Male 819(45.1%) 2,083(42.6%)  2,902(43.3%) 1,850
Female 996(54.9%) 2.807(57.4%)  3,803(56.7%) (.064)
15-29 154(8.5%) 572(11.7%) 726(10.8%)
30-39 161(8.9%) 550(11.2%) 711(10.6%)
Agelyears) 40-49 267(14. 7%) 807(16.5%)  1.074(16.0%) 912
gely (.000)
50-59 420( 1%) 1,159(23.7%)  1,579(23.5%)
Over 60 13(44.8%) 1,802(36.9%)  2,615(39.0%)
Elementary 310(17.1%) 604(12.4%) 914(13.6%)
Education Secondary 1,015(55.9%)  2,704(55.3%)  3,719(55.5%) :24083?
Higher 490(27.0%) 1582(32.4%)  2,072(30.9%) '
Paid worker 550(30.3%) 1,743(35.6%) 2,293(34.2%)
Self-employed, employer 404(22.3%) 969(19.8%) 1,373(20.5%)
Oceupation Housewife 452(24.9%) 1.205(24.6%)  1.657(24.7%) Zﬁoggf
Student 75(4.1%) 376(7.7%) 451(6.7%) '
Unemployed, others 334(18.4%) 597(12.2%) 931(13.9%)
<150 426(23.5%) 731(14.9%) 1157(17.3%)
Household 45,35 634(34.9%) 1,640 2274(33.9%)  86.428
income/month (33.5%) (.000)
(KRW 10,000) 350-560 527(29.0%) 1,664(34.0%) 191(32.7%) :
>550 228(12.6%) 855(17.5%) 083(16.2%)
Region Rural 568(31.3%) 1.447(29 6%) 2 015(30.1%) 1.828
Urban 1247(68.7%)  3,443(70.4%)  4,690(69.9%) (177)
Poor 395(21 8%) 500(10.2%) 895(13 3%)
Health status Moderate 11(33.7%) 1.490(305%)  2.101(31.3%) 00298
(.000)
Good 809(44 6%) 2,900(59.3%)  3,709(55.3%)
Chronic diseases No 926(51.0%) 3,123(63.9%) 4,049(60.4%) 91.312
Yes 880(49.0%) 1767(36.1%)  2,656(39.6%) (.000)
Identification No 200(11.0%) 565(11.6%) 765(11.4%) 375
before treatment  Yes 1,615(80.0%)  4,325(88.4%)  5,940(88.6%) (.574)
orug sce effects 1755(96.7%)  4.733(96.8%)  6.488(96.8%) 038
Yes 60(3.3%) 157(3.2%) 217(3.2%) (.877)
Anxiety of nfection © 1745(96.1%)  4.766(97.5%)  6,511(97.1%) 8991
Yes 70(3.9%) 124(2.5%) 194(2.9%) (.005)
Easy identificaton  No 1540(85.3%)  4.414(90.3%)  5.963(88.9%) 32,577
of safety facilites ~ Yes 266(14.7%) 476(9.7%) 742(11.1%) (.000)
Close 345(19.0%) 1725(35.3%)  2.070(30.9%)
Kindness 128(7.1%) 647(13.2%) 775(11.6%)
Reasons for  Good therapeutic effect 730(40.2%) 1,675(34.3%) 2,405(35.9%)
choosing a medical  Famous 293(16.1%) 251(5.1%) 544(8.1%) 4%5350
institution Recommend locally 239(13.2%) 495(10.1%) 734(10.9%) ’
Reasonable cost 32(1.8%) 67(1.4%) 99(1.5%)
Others 48(2.6%) 30(0.6%) 78(1.2%)
Total 1.815(100.0%)  4,890(100.0%) _ 6,705(100.0%)
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<Table 2> Satisfaction degree by medical institution

Hospital

Clinic

Total

Variables (M£5.D) (M£5.D) (M£5.D) (p)

Etiquette 4.16%0.670 4.08+0.639 4.10£0.649 4.222(.000)

Easy explanations 4.17+0.698 4.12£0.698 4.13£0.699 2.723(.006)

Sufficient opportunities 10 ask 44410708 40740699  4.09+0.708  3.381(.001)

Doctor questions

satisfaction Reflect patient feedback 4.09£0.709 4.06+0.661 4.07£0.675 1.523(.128)

Empathy for anxiety 4.09£0.732 4.05+0.662 4.0610.682 2.327(.020)

Sufficient conversation 4.02£0.731 3.98+0.671 3.9910.688 2.346(.019)

Subtotal 4.11£0.566 4.06+0.496 4.08%+0.516 3.506(.000)

Etiquette 4.13£0.667 4.07£0.625 4.094+0.637 3.179(.001)

Sati!‘;;ifion Easy explanations 4.09+0.706  4.07£0.654  4.08+0.669 .965(.335)

Subtotal 4.114+0.634 4.07£0.576 4.08£0.593 2.225(.020)

Comfortable facilities 4.06+0.694 4.05%0.629 4.05%0.647 .505(.614)

Medical Official service 4.0940.709 4.08£0.685 4.09£0.692 .366(.715)

institution Body exposure protection 4.1540.679 4.0910.679  4.11£0.680 3.414(.001)

satisfaction  Protection of personal information 4.1240.667 4.04£0.660  4.06+0.663 4.045(.000)

Subtotal 4.11£0.535 4.07£0.492 4.08+0.504 2.676(.005)

Satisfaction with treatment result 3.98+0.596 3.99£0.551 3.9910.564 -.483(.629)

Total satisfaction 3.99+0.607 3.99+0.562 3.99£0.574 265( 791)

Intention to recommend 4.02+0.697 4.00+0.618 4.01+0.64 71(.384)
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<Table 3> Satisfaction degree by socio-demographic characteristics and reason for choosing institution

Satisfaction Satisfaction Satisfaction

) ) Satisfaction ) . with Total Intention  to
Variables with ) with  medical . '
" with nurse s treatment satisfaction recommend
physician institution result
Gender Male 4.05+£.517 4.07£.585 4.06£.512 3.98+.557 3.97+£.571 3.99+.645
Female 4.09+.516 4.09+.598 4.09+.498 3.99+.569 4.00£.576 4.02+.636
T(p) -2.850(.004) -1.427(.154) -2.323(.020) —1.078(.281) —1.917(.055) —1.651(.099)

156-29 @ 3.97+.547 3.99+.619 3.994.552 3.92+.607 3.92+.637 3.88+.662
30-39 b 3.99+.504 4.00+.604 4.01£.515 3.96£.557 3.96+.584  3.95+.662
Age 40-49 ¢ 4.05%.532 4.05+.597 4.05£.509 4.01£.556 4.01+.584  3.97+.654
50-59 d 4.06+.497 4.07+.595 4.07+.484 3.98+.581 3.97+£.572 3.99+.622
Over 60 ° 4.15+.506 4.151.571 4.13+.491 4.01+.543 4.01+.548 4.08+.624

Scheffe a<b,c<d<e a,b,c<d<e a,b<c,d<e a<c,e a<c,e a,b,c<d<e

F(p) 26.121(.000)  18.187(.000) 17.850(.000)  4.743(.001)  4.708(.000)  18.913(.000)

Elementary ®  4.194.555 4.20£.607 4.17+.540 3.99+.576 4.00+.568 4.13+.654
Education Secondary °  4.08+.492 4.09£.570 4.08+.482 4.00+.550 3.99+.559 4.00+.618
Higher ¢ 4.03+.533 4.02+.617 4.03+.522 3.97+.582 3.98+.603 3.95+.664

Scheffe a>b>c a>b>c a>b>c - - a>b>c

F(p) 31.419(.000)  28.948(.000)  23.879(.000)  1.421(.241)  .507(.602) 26.090(.000)
Paid worker ®  4.04+.499 4.06+.571 4.06+.491 3.99+.560 3.99+.576 3.99+.628
Self-employe

d.employer 4.09+.493 4.10+£.571 4.09£.480 4.00+.529 4.00+.555 4.02+.609

Occupation  Housewife ©  4.11+.523 4.10£.613 4.10+.503 4.01+.551 3.99+.560 4.04+.642
Student ¢ 3.98+.556 3.99+.633 3.98+.553 3.92+.609 3.93+.629 3.88+.657

gtﬂeerrgp'oyei" 4104550 4144610 4114541 396615  3.98+.504  4.04+.694
Scheffe a,d<b,c<e a,d<b,c.e d<b,c.e - - d<a,b,c,e
Fio) 10.285(.000)  6.790(.000)  7.358(.000)  2.896(.021) 1.235(294)  6.741(.000)

Household <150 @ 4.16+.527 4.16+.581 4.14+.519 3.97+.579  3.98+.557  4.10+.680
";ﬁome/mo 150-350 °  4.044.531 4.05+.595 4.04+ 517 3.98+.567  3.97+.583  3.96+.645
ni

(K R W 350-550 °  4.06:+.507 4.06+.590 4.06+.497 4.00+.542  4.00+.580  4.00%.620

10,000) >550 4 4.08+.480 4.11+.595 4.12+.464 4.00+.581 4.01+.562 4.01£.615

Scheffe a>b,c,d a,d>b,c a,d>b,c - a>b,c,d

F(p) 15.127(.000)  11.813(.000)  14.007(.000) 1.285(.278)  1.187(.313)  12.171(.000)

Close ?  3.99%.545 4.00+.608 4.00£.523 3.89£.600 3.89%.600 3.89%.660
Kindness °  4.17+.430 4.19£.502 4.16+.441 4.14+£.494 4.14£.504 4.11£.560
G o o d

Reasons therapeutic 4.13%.486 4.14£ 576 4.12+.482 4.04£.522 4.03£.546 4.09+.611

f 0 r effect ©

choosing a  Famous 4 411+.528 4.10£.619 4.10+.521 4.00+.582 4.01£.591 4.04£.619

ical
medical Recommend iy 4021612 4035503 3.920.558  3.945574  3.94%.671

institution locally
S:S?SO“ab'e 4124414 4014491 4124502 4.06+.470 404570  4.01+.598
Others 410+.750 4004860  4.09+.663  3.86+.849  3.97+755  3.86+1.003
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<Table 4> Multiple regression on satisfaction to total satisfaction, intention to recommend

Total satisfaction

Intention to recommend

Variable Category 5 5 5 0
Gender (base=Male) Female .025 .010 -.008 430
30-39 .019 .198 .016 267
40-49 .027 .098 .008 .625
Age (base=15-29)
50-59 .026 182 .020 .327
Over 60 .044 .062 .033 A75
Education Secondary .008 .608 -.037 .020
(base=Elementary) Higher 027 132 -.037 042
Self-employed,employer .000 .998 -.013 217
Occupation Housewife -.017 126 -.005 .645
(base=Paid worker) Student 024 070 -.005 686
Unemployed, others .007 .536 -.013 245
Household income/month 150-350 009 488 -.023 092
(KRW 10,000) 350-550 .008 .590 -.004 .816
(base=<150) >550 004 733 -.024 074
Region (base=Urban) Rural .014 A1 .012 163
Health status Health status .016 150 .017 122
Chronic diseases (base=No) Yes .007 541 .002 .885
'(f)eazte'f:'CNaCSO” before treatment v 001 929 ~.031 000
Drug side effects Yes .001 .953 .008 372
oy o Mecton Yes ~.005 602 ~014 135
o ety s Gasect) Y% o507 oo 2
Doctor’s consultation time (minutes) .037 .000 .015 .084
Waiting time (minutes) -.021 .014 -.001 .894
mz‘i'gi(')“;;'glt)'on Clinic -.001 899 021 018
Kindness .021 .020 .014 146
Good therapedtic effect .007 .468 .043 .000
Rea;orjs for choosing a medical  Fymous 1009 343 019 040
institution
(base=Close) Recommend locally .012 198 .014 142
Reasonable cost .000 979 -.002 .838
Others .016 .054 -.015 .084
Doctor satisfaction .088 .000 .240 .000
Nurse satisfaction .108 .000 113 .000
Medical institution satisfaction .079 .000 .382 .000
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