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Review of Reliability and Validity of Medical Service Experience Survey:
Focused on the Differences by Type of Medical Institutions
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Background: The efforts to build more “people centered,” “patient centered” health system has been emerging all over the world.
Aligning with it, the Korean government is conducing the survey called “Medical Service Experience Survey (MSES).” There are critics,
however, that MSES is not scrutinizing the medical experiences of patients in various healthcare settings. For this reason, this study
aims to perform an empirical analysis of the differences in answers of patients responding to various healthcare settings.
Methods: There are two steps in this study. First, explanatory analysis is conducted to compare the tendency of statistical
concentration on questionnaires by divided healthcare settings. Second, confirmative analysis is carried out to evaluate the construct
validity, reliability, and discriminant validity of the questionnaire in each healthcare setting. The raw data of MSES, which was
conducted in 2020 by the Ministry of Health and Welfare in Korea and the Korean Institute for Health and Social Affairs is used.
Results: As a result of exploratory factor analysis for all outpatients, the items were classified into four factors statistically: “doctor
experience,” “nurse experience,” “outpatient service experience,” and “patient satisfaction.” It was confirmed that the reliability of
all factors extracted was secured. However, for patients who visited hospitals, questionnaires related to personal privacy, such as
“experiences on medical staffs considering physical exposure” or “experiences related to personal information exposure,” were
answered in conjunction with items of “nurse experience.” Besides, patients responded that administrative elements of medical
services, such as “experiences of comfort in medical institutions” and “experiences of satisfactory administrative services,” were
related to the items of “nurse experience.” The answers of patients who visited traditional medical hospitals and clinics about “doctor
experience” and “nurse experience” were not discerned statistically, and the answers to “doctor experience,” “nurse experience,” and
“medical institution experience” were entangled with the responses of patients who visited dental hospitals and clinics. On the other
hand, as a result of the confirmatory factor analysis, it was found that the inquiries of MSES generally had intensive validity.
Conclusion: The collection of objective and scientific data is the prominent component to enlighten the patient-centered healthcare
system alongside with change of the worldwide paradigm of measuring the healthcare system performance as follows the transition
of perspective of health care from provider-centered to patient-centered. This study empirically shows that the patient experience
can vary as the healthcare settings. Furthermore, to make an advance in measuring the experience of patients with medical services,
this article proposes the deliberate consideration of the different kinds of healthcare settings and articulate design of the survey.
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© & =% 1 (independence model) T} 90% o] S 943t & S73H A= Table 331 et AR A HH 2 U] 7F1] 70
mgoleh gt 4= 9l W R, AR L AR a2 BEe
AR B3] AN S 28k A5 YRS HES3) E 97 7)¢ S0 A 8 sle(standardized factor loading)©]
7] 93l 231 91K 5]5K factor loading) 2} -2} Al (critical ratio) 0.5 AT & =2 AAS H olt) o= &4 HEl5o| LA ES
Table 2. Result of model fit test
Variable Absolute fit index Incremental fit index
2 df RMISEA NFI CHI
Total
Default model 11714 84 0.041 0.975 0.977
Independence model 475135 105 0.242 1 1
Hospital
Default model 4538 84 0.044 0.971 0.976
Independence model 16,052.6 105 0.254 1 1
Clinic
Default model 7220 84 0.041 0.973 0.976
Independence model 26819.7 105 0.239 1 1
Traditional medicine
Default model 1669 84 0.055 091 0.952
Independence model 1847.2 105 0226 1 1
Dentist
Default model 1517 84 0.038 0.953 0.978
Independence model 3196.8" 105 0.23 1 1
Recommended level - - <0.05 209 209
f”’ degrees of freedom; RMSEA, root mean square error of approximation; NFI, normed fit index; CFl, comparative fit index.
' p<0.05.

Table 3. Convergent validity of questionnaire (standardized FL and CR)

Types of medical institution

Total

Concept Hospital Clinic Traditional medicine Dentist
FLT CR ALY CR FLT CR AL CR FL CR

Physician 6 069 069 069 0.67 0.65

Physician 5 0.70 5491° 073 3169 0.70 462 0.64 10217 0.68 13.60°
Physician 4 0.69 5415 0.73 3186 0.68 4054 0.68 10.66° 0.62 1264
Physician 3 0.66 5192° 0.70 3074° 0.64 38.58° 0.59 951" 0.65 13.10°
Physician 2 0.66 52.00 069 30.06 0.65 3892 0.68 1068 063 1285
Physician 1 0.72 55.90" 0.74 3202 0.71 048 0.6 990" 0.71 14.16°
Nurse 2 076 077 076 075 on

Nurse 1 0.78 61.15 0.80 35.84° 0.79 4627 0.63 993 0.77 15.70°
Institution 5 0.72 073 0.72 0.76 0.69

Institution 4 0.64 51.90° 0.65 29117 0.64 39.16° 0.67 1148 0.65 13.66°
Institution 3 0.65 52.06 0.65 2957 0.65 39.30° 059 10.09° 0.67 13.99°
Institution 2 062 4985 063 2843 061 3132 0.62 10,65 0.61 12.93°
Institution 1 061 4926° 063 2847 0.60 36.66° 0.64 1093 0.58 1231
Satisfaction 2 0.88 091 0.88 0.68 0,84

Satisfaction 1 081 58.24° 082 35,63 0.82 4368" 0.72 832 0.78 1313

FL, factor loading; CR, critical ratio.
"p<0.05. TStandardized FL
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Table 4. Reliability and convergent validity of questionnaire (AVE & CR)

Types of medical institution

Concept Totel Hospital Clinic Traditional medicine Dentist
Cronbach'’s AVE (R Cronbach’s NE R Cronbach’s ANE CR Cronbach’s NECR Cronbach's AE CR
@ 3 3 3 3
Experiences on 084 067 093 0.86 069 093 084 067 092 0.81 063 091 0.82 065 092
physicians
Experiences on nurses 0.75 081 089 0.76 082 090 0.75 081 090 0.64 073 085 0.71 077 087
Experiences on medical ~ 0.78 066 091 079 067 091 078 066 091 0.79 067 091 0.78 065 090
institution
Patient satisfaction 084 092 09 085 092 096 083 092 0% 0.78 088 094 0.79 090 0%
AVE, average variance extracted; CR, construct reliability.
Table 5. Discriminant validity of the questionnaire (R+2SE)
Total Types of medical institution
Concept Hospital Clinic Traditional medicine Dentist
+2SE -2SE +2SE -2SE +2SE -2SE +2SE -2SE +2SE -2SE

Physician-nurse 083 081 083 079 0.82 0.80 0.93 083 089 0.82
Physician-institution 0.86 084 087 083 0.86 0.84 0.92 0.82 091 0.85
Physician-satisfaction 0.59 0.58 0.64 0.61 0.59 057 0.53 0.46 0.56 0.51
Nurse-institution 085 083 087 0.84 0.84 0.82 0.85 0.76 0.92 0.86
Nurse-satisfaction 055 054 057 054 054 053 0.56 049 062 058
Institution-satisfaction 0.62 061 0.64 061 0.62 0.61 0.54 0.48 0.61 0.57

SE, standard error.
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Table 6. Discriminant validity of the questionnaire (AVE>g?)

FHom - Yl 9

Component
Concept Physician Nurse Institution Satisfaction AVE

Total

Physician 1 0675

Nurse 0816 1 0.808

Institution 0.853 0.84 1 0.662

Satisfaction 0.586 0.545 0613 1 0917
Hospital

Physician 1 0.691

Nurse 0814 1 0.821

Institution 0.851 0.855 1 0671

Satisfaction 0623 0.556 0.625 1 0919
Clinic

Physician 1 0672

Nurse 0.809 1 0.811

Institution 0.852 0.827 1 0.658

Satisfaction 0576 0534 0.615 1 0.920
Traditional herbal medicine

Physician 1 0627

Nurse 0.882 1 0.735

Institution 0.87 0.805 1 0675

Satisfaction 0493 0.526 0.508 1 0.883
Dentist

Physician 1 0.651

Nurse 0.855 1 0.774

Institution 0.877 0.892 1 0.653

Satisfaction 0.537 0,599 0.591 1 0.900

The bold type means the value of square of correlation between extracted factors which is larger than AVE.

AVE, average variance extracted.
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Appendix 1. Demographic characteristics of the participants (N=7,697)

i

Aol

i

Types of medical institution

Varable Total Hospital Clinic Traditional medicine Dentist

Sex

Man 3,347 (435) 1,049 (44.7) 1,886 (42.3) 124 (31.9) 283 (51.4)

Woman 4,350 (56.5) 1,298 (55.3) 2,577 (57.7) 203 (62.1) 272 (486)
Education level

Under elementary education 1,193 (15.5) 491 (209) 642 (14.4) 34 (10.4) 26 (4.6)

Secondary education 3,964 (51.5) 1,259 (53.6) 2,252 (50.5) 183 (56.0) 270 (48.2)

Higher education 2,540 (33.0) 597 (25.4) 1,569 (35.2) 110 (33.6) 264 (47.1)
Type of medical coverage

National health insurance 7514 (97.6) 2,262 (96.4) 4,378 (98.1) 320 (97.9) 554 (98.9)

Medical aids 183 (2.4) 85 (3.6) 85 (1.9) 7(21) 6 (1.1)

Private insurance

Enrolled 5222 (67.8) 1,427 (60.8) 3,125 (70.0) 236 (72.2) 434 (77.5)

Not enrolled 2475 (32.2) 920 (39.2) 1,338 (30.0) 91 (278) 126 (22.5)
Income quintile

1 1,536 (20.0) 5% (25.4) 844 (18.9) 45 (138) 52 (9.3)

2 1,542 (20.0) 510 (21.7) 898 (20.1) 54 (16.5) 80 (14.3)

3 1,458 (18.9) 432 (184) 836 (18.7) 58 (17.7) 132 (236)

4 1,536 (20.0) 389 (16.6) 926 (20.7) 75 (22.9) 146 (26.1)

5 1,625 (21.1) a1 (179 959 (21.5) 95 (29.1) 150 (26.8)
Perceived health status

Positive 3,071 (39.9) 1,285 (54.8) 1,595 (35.7) 105 (32.1) 86 (15.4)

Neutral or negative 4626 (60.1) 1,062 (45.2) 2,868 (64.3) 222 (67.9) 474 (84.6)
Age group (yr)

1519 182 (2.4) 24 (1.0) 106 (2.4) 4(1.2) 48 (8.6)

20-29 493 (6.4) 89 (3.8) 283 (6.5) 18 (5.5) 98 (17.5)

30-39 780 (10.1) 173 (7.4) 512 (11.5) 19 (5.8) 76 (13.6)

40-49 1,091 (14.2) 272 (11.6) 672 (15.1) 58 (17.7) 89 (15.9)

50-59 1,814 (23.6) 519 (22.1) 1,065 (23.9) 95 (29.1) 135 (24.1)

>60 3,337 (434) 1,270 (54.1) 1,820 (40.8) 133 (40.7) 114 (20.4)
Total 7,697 (100.0) 2,347 (100.0) 4,463 (100.0) 327 (100.0) 560 (100.0)

Values are presented as number (%).
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