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Abstract This study presents a unique way to improve consumer-oriented service for assistive orthosis products.
Satisfaction and important factors were analyzed based on responses from disabled people who have used the orthoses.
We surveyed 185 disabled people with QUEST (Quebec User Evaluation of Satisfaction with assistive Technology),
and we conducted in-depth interviews with 25 individuals. The average satisfaction score was 3.68 (orthoses
satisfaction: 3.78; service satisfaction: 3.52). For each item, the highest score was effectiveness, and the lowest one
was cost. As important factors for each item, the participants selected cost, comfort, repair, and service. The fee

system for orthoses needs rational revision, and a delivery system should be constructed for follow-up services such
as repair.
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Table 1. General characteristics of subjects

Category N %
male 120 64.9
Gender
female 65 35.1
20 below 45 243
20-29 31 16.8
Age 30-39 46 24.9
40-49 33 17.8
50 above 30 16.2
spinal cord injury 64 34.6
stroke 45 243
Dx
cerebral palsy 50 27.0
polio 26 14.1
Level of mild(1-3 grade) 91 49.2
disability severe(4-6 grade) 65 35.1
spinal orthoses 95 42.0
Type of UE orthoses 10 4.4
orthotics
device LE orthoses 80 354
orthopedic shoes 41 18.1
2.2 ZAMCHAE
BE7|F U WEEE S 93 A8

EAQl =591 QUEST2.0(Quebec User Evaluation of
Satisfaction with assistive Technology)< HZ7]7 A}
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Table 2. Orthoses and service satisfaction
Items Mean+SD min max
Dimension 3.95+0.65 2 5
Weight 3.87+0.95 2 5
Adjustments 3.77+0.78 2 5
Safety 3.7340.55 2 5
Orth
05¢8 Durability 3.98+0.69 2 5
Easy to use 3.49+0.82 2 5
Comfort 3.42+1.18 1 5
Effectiveness 4.01+0.48 3 5
Orthoses  satisfaction 3.78+0.66
Service delivery 3.59+0.88 2 5
Repairs and servicing 3.45£1.02 2 5
orthoses service Professional service 3.94+0.96 2 5
Follow-up service 3.57+0.89 2 5
Cost 3.05+0.56 1 4
Service satisfaction 3.52+0.77
Total satisfaction 3.68+0.76

111



A=A 71E8 8] =2 A AlTd A3E, 2016

), kb, ek R o Fa FES A
2 7}20] 4.62, gtetstol
Akl 442 o2 VTR 4).

A UeRgth Bz7] Az vEEE 3.52+0.770]  WIEOA 7FEe] 1118](20.6%)2H 71 S L35t 5t
W, M FEoA s HAE7MA R A(3.94+0.96)7F 7Y S 2}
B9 7HA(3.05£0.56)°] 7Pg WA el AA vk ek Fekd gd e
5 3.68£0.76 1 02 UEIITHE 2). 446, 729k
Hz7] AEZRAR) tEe] 258S dPde R A5HH
o] AAEAL A3 A3} 7MY =& HEE Hel AL 3.3 Hx7| olEEQl =ZQ
Mo R =2 ARGH SR FA ] olHeS 52819 B27] o]% Fojole] whER
on, 5o o s AR 5 55 A WA, 2s 9 AAS Su AR 2
AT A= B A/S 717 AEAI ARFRE] Al How gojnE xjo]E Hol F
2dle] EA15 AAstct 2ga g8 2 fFAHYA  =ne Fowo PFe wwd Ant
A el g ALAA ) wu), AR adge e 8 mEes) 2avut) Pl w
Adake] Bk Add el Ag 55 AASATHE 3). & gEori= slAo] 1.57, oketdl
o} FA#E 7} 0.89 £ FRE
3.2 Bx7| 2% MEHd] AR = o= e} Foke B
7] HEE gEA F23% 3/ FES dYd UERE 55

Table 3, Qualitative survey

A71A Bk Ao YERGTHE 5).

Items N Summary of Content
Cost » - Large out-of-pocket expenses make it less affordable.
- Discount rates vary depending on companies.
- Texture is stiff and therefore it is not readily wearable causing pain.
Comfort 18
- Ready-made ones are more uncomfortable than custom-made ones.
. - Specialized follow-up services are not available.
Follow-up service 16 . Lo
- After service period is short.
- Support for repair is not available.
Repairs and servicing 16 - Repair cost is not consistent.
- It takes long to get repaired.
- Administrative processes are complicated.
. . - It is hard to obtain information about the equipment.
Service delivery 15 . . . . . .
- Only companies associated with the hospital are available without
allowing individual options.
- It is not easy to use the equipment in summer.
Easy to use 13 - The equipment does not offer various functions.
- Parts are vulnerable wears.
Adjustments 9 - It is not easy to wear and remove the equipment.
. - The equipment is too heavy.
Weight 9 quip VY

- Materials used for the equipment should be lightweight.

Table 4. Orthoses and service important

N(%) ranking M+£SD
Dimension 12(2.2) 12 3.80+0.62
Weight 58(10.7) 4 4.39+0.60
Adjustments 15(2.8) 10 3.99+0.65
Safety 45(8.3) 6 4.27+0.66
Durability 193.5) 9 3.99+0.52
Easy to use 12(2.2) 12 3.88+0.66
Comfort 82(15.2) 2 4.46+0.47
Effectiveness 25(4.6) 7 4.12+0.70
Service delivery 58(10.7) 4 4.23+0.64
Repairs and servicing 68(12.6) 3 4.42+0.50
Professional service 21(3.9) 9 4.01£0.51
Follow-up service 14(2.6) 11 3.81+0.59
Cost 111(20.6) 1 4.62+0.29
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Table 5. Comparison between satisfaction and important

Items Satisfaction Important Different p
Dimension 3.95 3.90 -0.5 .00*
Weight 3.87 4.39 0.52 .00*
Adjustments 3.77 3.99 0.22 .02%
Safety 3.73 4.07 0.34 .04*
orthoses .
Durability 3.98 3.99 0.01 .00*
Easy to use 3.49 3.88 0.39 .05%
Comfort 3.42 4.42 1.00 .01*
Effectiveness 4.01 4.12 0.11 .02%
Service delivery 3.59 4.23 0.64 .04*
Repairs and servicing 345 4.46 0.89 .02*
service Professional service 3.94 4.01 0.07 .00*
Follow-up service 3.57 3.81 0.36 .01*
Cost 3.05 4.62 1.57 .02*
*p<.05
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