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Determinants of Patients Satisfaction and Intent to
Revisit Oriental Medical Hospitals
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Abstract This study aimed to investigate the determinants of patients satisfaction and intent to revisit oriental medical
hospitals. The level of overall patient satisfaction was used as an intervening variable and the level of intent to revisit
was used as a dependent variable. The sample used in this study consisted of 578 patients from 3 oriental medical
hospitals located in Chungnam Province. Data were collected from October 2014 to December 2014 with a structured
and self-administrated questionnaire and analysed using path analysis. The results of the study indicate that oriental
medical hospitals should make an effort to improve the overall satisfaction of patients, in the case of outpatient,
especially focusing on the doctors' service and medical procedure, and in the case of inpatient, especially focusing
on the facilities convenience, medical price and hospital ward life which will lead to high level of intent to revisit
of patients.
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Table 2. Socio-Demographic Characteristics of Respondents N(%)
Characteristics Category Outpatient Inpatient Total x? (p)
Male 122 (412) 107 (37.9) 229 (39.6)
647 (421
Gender Female 174 (58.8) 175 (62.1) 349 (60.4) 0.647 (421)
<29 46 (15.5) 55 (19.5) 101 (17.5)
3049 123 (41.6) 103 (36.5) 226 (39.1)
Age 50~69 110 (37.2) 99 (35.1) 209 (36.2) 4338 (227)
70< 17 (5.7 25 (89) 2 (73)
_ Single 76 (25.7) 76 (27.0) 152 (263)
Marriage Married 220 (74.3) 206 (73.0) 426 (73.7) 0.121 (728)
Middle school=> 46 (15.6) 60 (21.3) 106 (18.4)
A High school 122 (41.4) 105 (37.2) 227 (39.3)
Education Background College 113 (38.3) 104 (36.9) 217 (37.6) 3241 (356)
Graduates 14 @47 13 (4.6) 27 @)
. No religion 140 (47.5) 119 (42.2) 259 (44.9)
Rel 1.612 (204
cligion Religion has 155 (52.5) 163 (57.8) 318 (55.1) 612 (204)
<100 55 (18.7) 72 (25.5) 127 (22.0)
Monthly Income 100~200 83 (28.2) 77 (27.3) 160 (27.8) 4132 (249)
(10,000won) 200~300 90 (30.6) 75 (26.6) 165 (28.6) o4t
300< 66 (22.4) 58 (20.6) 124 (21.5)
_ Metropolitan city 161 (54.4) 124 (44.0) 285 (49.3)
Resident Area Others 135 (45.6) 158 (56.0) 293 (50.7) 6.274 (012)
All 296(100.0) 282(100.0) 578(100.0)

Non-respondent excluded
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Table 3. Medical Care Characteristics of Respondents N(%)
Characteristics Category Outpatient Inpatient Total b'e )
- o First visit 156 (52.7) 195 (69.1) 351 (60.7)
lassifi 16. .
Visiting classification Follow up visit 140 (47.3) 87 (309) | 227 (393 | 6378 (000)
Internal 94 (31.8) 69 (24.5) 163 (28.2)
Acupuncture 73 (24.7) 54 (19.1) 127 (22.0)
Medical department Rehabilitation 48 (16.2) 78 (27.7) 126 (21.8) 18.613 (.001)
Neurology 43 (14.5) 57 (20.2) 100 (17.3)
The others 38 (12.8) 24 (8.5) 62 (10.7)
Using other medical institutions Yes 171 (57.8) 190 (67.4) 361 (62.5) 5.683 (017)
for the current disease No 125 (42.2) 92 (32.6) 217 (37.5) ’ ’
Medical expene?ice Yes 135 (45.6) 82 (29.1) 217 (37.5) 16.829 (.000)
of current hospital No 161 (54.4) 200 (70.9) 361 (62.5)
University hospital 156 (52.7) 110 (39.0) 266 (46.0) 10.904 (.001)
Good medical personnel 115 (38.9) 96 (34.0) 211 (36.5) 1.441 (.230)
Good medical equipment 12 (4.1) 25 (8.9) 37 (64) 5.579 (.018)
. . Good facilities 57 (19.3) 55 (19.5) 112 (19.4) 0.006 (.940)
R f h 1
easo"(m"umii':;egec’s’°“ Located nearly 99 (33.4) 79 (28.0) | 178 (30.8) 1.999 (.157)
Cheap medical fee 1 (0.3) 6 (2.1) 7 (1.2) 3.867 (.049)
Kindly staff 40 (13.5) 34 (12.1) 74 (12.8) 0.275 (.600)
Acquaintance in hospital 28 (9.5) 30 (10.6) 58 (10.0) 0.222 (.637)
The others 2 (74) 45 (16.0) 67 (11.6) | 10.241 (.001)
Patient's own 126 (42.6) 126 44.7) | 252 (43.6) 0.262 (.609)
Family 78 (26.4) 70 (24.8) 148 (25.6) 0.177 (.674)
Influencing factor Acquaintance or friend 68 (23.0) 65 (23.0) 133 (23.0) 0.000 (.983)
of hospital selection Recommendation of another hospital 9 (3.0 7 (2.5 16 (2.8) 0.167 (.683)
(multi answer) From E.R. 6 (2.0 4 (14) 10 (1.7) 0315 (.575)
TV and mass media 21 (1.1 10 (3.5 31 (54) 3.583 (.058)
The others 3 (1.0) 12 (43) 15 (2.6) 6.004 (.014)
On foot 40 (13.5) 30 (10.6) 70 (12.1) 1.122 (.290)
Bus 83 (28.0) 80 (28.4) 163 (28.2) 0.008 (.930)
Visiting transportation Car 153 (51.7) 129 (45.7) 282 (48.8) 2.042 (.153)
to current hospital Subway 21 (1.1 12 (43) 33 (5.7) 2.163 (.141)
(multi answer) Taxi 34 (11.5) 31 (11.0) 65 (11.2) 0.035 (.851)
Ambulance 1 (03) 3 (LD 4 (0.7 1.108 (.293)
The others 3 (1.0) 3 (LD 6 (1.0) 0.004 (.952)
Time spent 30 min > 174 (58.8) 107 (38.2) 281 (48.8)
arrival at hospital 30 min < 122 (41.2) 173 (61.8) 295 (51.2) 24.366 (.000)
Usage time From the Beginning 101 (34.1) 73 (25.9) 174 (30.1)
of oricnil medicine After Western Medicine 77 (26.0) 107 (37.9) 184 (31.8) 10.228 (.006)
Both Medidine 118 (39.9) 102 (36.2) 220 (38.1)
Not Improved 8 7) 9 (32) 17 (2.9)
Mediocre 50 (16.9) 45 (16.0) 95 (16.4)
Treatment results Moderately Recovered 194 (65.5) | 203 (1200 | 397 (68.7) | 422 (143)
Well Recovered 44 (14.9) 25 (8.9) 69 (11.9)
1~9 134 (47.5) 134 (47.5)
10~19 96 (34.0) 96 (34.0)
Length of stay (days) 20~29 34 (12.1) 34 (12.1)
30< 18 (6.4) 18 (6.4)
Well 54 (19.1) 54 (19.1)
Health states at admission Bad 199 (70.6) 199 (70.6)
Very bad 29 (10.3) 29 (10.3)
All 296(100.0) 282(100.0) 578(100.0)

Non-respondent excluded
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Table 4. Patient Overall and Partial Satisfaction, and the Intent to Revisit of Oriental Medical Hospital
Outpatient Inpatient
Variables tem |y fin ~Max.| MeantSD. [ Min.~Max.| Mean+S.D. ‘e
Nos Nos
Dependent Revisit Intention 1 1~5 4.22+1.18 1 1~5 3.72+1.54 4.361 (.000)
Intervening Overall Satisfaction 1 1~5 3.85+0.73 1 1~5 3.73+0.73 2.053 (.041)
Satisfaction with Doctors 4 2~5 4.31+0.68 5 2~5 4.31£0.65 -0.062 (.950)
Satisfaction with Nurses 4 2~5 4.31+0.72 5 1~5 4.2240.70 1.510 (.132)
Satisfaction with Staffs 3 2~5 4.1940.69 3 1~5 4.10+0.74 1.660 (.097)
Independent Satisfaction with Procedure 3 1~5 3.93+0.85 3 2~5 3.95+0.70 -0.207 (.836)
Satisfaction with Medical Fee 1 1~5 3.11£1.12 1 1~5 3.10+0.91 0.035 (.972)
Satisfaction with Environment 3 1~5 4.04+0.76 5 1~5 3.84+0.89 2.981 (.003)
Satisfaction with Facilities 5 1~5 3.83+0.75 7 1~5 3.75+0.86 1.190 (.235)
Satisfaction with Ward Life 5 2~5 3.92+0.71
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Table 5. Factors that Influence the Overall Satisfaction of the Patients

. . Outpatient Inpatient

Factors of Satisfaction
B Beta t p VIF B Beta t p VIF

Doctors 178 .166 2.627 .009 1.599 .103 .092 1.559 120 1.412
Nurses .036 .036 0.525 .600 1.921 .021 .020 0.317 51 1.599
Staffs .078 .074 1.108 269 1.796 316 319 5.364 .000 1.428
Procedure 153 179 3.203 .002 1.250 .148 142 2.410 017 1.401
Medical Fee -.033 -.051 -0.856 392 1.444 .056 .070 1.217 225 1.333
Environment .034 .035 0.573 567 1.532 .018 .021 0.305 760 1.972
Facilities 314 325 5.024 .000 1.683 .016 .019 0.277 782 1.860
Ward Life 337 329 5.355 .000 1.519
R’ 283 323
ADJ-R* 266 304
F (p) 16.276 (.000) 16.312 (.000)
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