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Abstract This study was conducted to evaluate outpatient experiences of a general hospital and help
identify the medical service status experienced by the patients in the overall process of outpatient care,
and analyze the major factors influencing patient experience and perception. A total of 100 patients
having more than 2 outpatient clinic visits at a university hospital from May 14, 2018 to May 28, 2018,
were selected to participate in the survey, comprising 60.0% females and 40.0% males. Considering age,
majority belonged to the >60 years old age group (53.0%) as compared to <59 years (47.0%). "Hospital
is close by" was the highest motivation to visit the hospital (42.0%), followed by "Medical staff is skilled"
(36.0%), "Recommended by another hospital” (7.0%), and "Recommended by people" being the lowest
(1.0%). Taken together, the results of this study can be used as basic data to identify the issues for
providing better patient-centric medical services, and to formulate plans for creating medical services

that meet the patient needs and differentiated medical services.
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Table 1. Sociodemographic Characteristics for study

subjects
Unit : person(%)
Classification person (%)
Gender
Male 40 ( 40.0)
Female 60 (160.0)
Age
Under 59 47 (147.0)
Over 60 53 (153.0)
Medical department
Internal Medicine
Internal Medicine 31 (31.0
Pediatric 12 (12.0)
Neurology 5 ( 5.0
Rehabilitation Medicine 3 ( 3.0
Family Medicine 4 (4.0
Radiation Oncology =
Dermatology 4 ( 4.0
Pain Clinic 2 ( 2.0
Department of Surgery
General Surgery 1 ( 1.0
Obstetrics & Gynecology 1 (10
Orthopedic Surgery 5 ( 5.0
Neurosurgery 7 ( 7.0
Plastic Surgery 2 (20
Cardiothoracic Surgery -
Urology 1 ( 1.0
Ophthalmology 14 (14.0)
Ear, Nose &Throat 6 ( 6.0
Dentist 2 ( 2.0)
Total 100 (100.0)
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Table 2. Hospital Selection Motive and general
assesment for environment
Unit : person(%)

Classification L;Igder Over 60 Total p-value
Hospital Selection
Motive 0.306
Doctor's high 1, (29820 (41536 (360
ability
High quality of
facilities and 1 ( 21)3 ( 5704 ( 4.0
equipments
Eospital staff's ~ 3 (573 (30
indness
Hospital is near25 (53.2)17 (32.1)42 ( 42.0)
Convenient (433 (575 (50
transportation
Suggestion
from other 4 (853 (577 ( 7.0
hospital
Recommendati _ 1 ( 191 ¢ 1.0)
on from others
Etc. 1 (21 (192 (20
Convenience for
hospital's facility 0.708
and Visiting
not at all - - -
not really 3 (642 (385 (50
somewhat 30 (63.836 (67966 (66.0)
very much 14 (298)14 (26428 ( 28.0)
Not applicable - 1 (191 ( 1.0
General
Satisfactions for
hospital's facility 0.090
and environment
Very
unsatisfied B B B
Unsatisfied 7 (1492 ( 389 ( 90
Satisfied 36 (76642 (79.2)78 (78.0)
Very satisfied 4 (859 (17013 ( 13.0)
Total 47 (47.0053 (53.0)100 (100.0)

Table 3. Satisfaction for hospital's facility and
environment
Unit : Mean+S.D.

Under

Classification 59 Over 60 Total p-value
Parking lot 2.87 +09 2.79 084 2.83 +089 0.656
z;"itals Directional 3 09 1054 3,17 +047 3.13 051 0.406
Public toilet 3.02 #0.74 3.15 053 3.09 +064 0.312
Waiting room for 3 ) 4049 319 +039 3.10 +044 0.061
treatment
Medical office 3.13 +040 3.15 +036 3.14 +038 0.759

Convenient stores
and facilities (OA 3.83 094 4.04 +094 3.93 +094 0.272
machine, ATM etc.)

Average 3.16 +068 3.25 059 3.20 +0.63

3.2.3 2EMH|A
ORAHIAL B 49} Pk, QAR AR o)A
HlA REE F R 300802 vehith Qs

DAL Ag AR AL TEE & EF/99)7F 3.198 202
7P w2 ASE Hdow, ki 87 ¥ AF =Y
3.027, 474 2.974 &I, ¥ 4E Ho] 2.814
o2 7P WA et Eiils oAb mAfH|20]
TEE & S 3.25%8 0% Yeiith 11 5 £5/99
7F338% 0% 7MY w2 AeE EAoH, AR &
AR AF 3.374, BA 3.208 &0l A} gt
olopr] & 7187} 3.058 & M W2 Mg HAth

Table 4. Care Services
Unit : Mean+S.D.
p-valu

Classification Under 59 Over 60 Total

Nursing Care Services
Respect/Courtesy
Listen carefully
Explanation for
hospital

3.09 £0.65 3.30 +046 3.19 +056 0.057
3.00 £0.69 2.94 +0.69 2.97 +0.69 0.684

2.96 £0.78 2.66 +0.73 2.81 +0.76 0.052

Effort for request 5 ¢ 1079 2.98 £057 3.02 £068 0547
for help
Average 3.03 £0.73 2.97 061 3.00 +0.67
Physicians Health Care
Services
Respect/Courtesy ~ 3.40 £0.58 3.36 +0.65 3.38 +062 0.713

Listen carefully 3.28 062 3.13 +0.83 3.20 +0.72 0.331
Opportunity to talk 5 55 1075 302 +084 3.05 078 0.675
with doctor

ggf:e about round 5 34 1604 340 +077 3.37 +070 0.695

Average 3.28 +0.64 3.23 +0.77 3.25 +0.71
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Table 5. Injection and Process of Treatment
Unit : Mean+S.D.
Under 59 Over 60 Total

Classification p-value
Explanation for
injection, inspection,
treatment
Explanation of side
effect for injection,
inspection, treatment
Effort for pain control 3.15 £0.67 2.92 +0.85 3.03 +0.76 0.138
Sympathy and 305 1077 2,96 +078 2.99 +077 0705
consolation for disease
Notice for precautions
after discharge
Convenience for
Receipt/acceptance
Average
*p<0.05

3.19 054 3.15 066 3.17 £060 0.739

3.13 065 3.00 +0.78 3.06 £0.72 0.380

3.26 £067 3.21 082 3.23 +0.75 0.752

3.04 £051 3.30 #0554 3.17 #0.52 0.015
3.13 +0.64 3.09 #0.74 3.11 +0.69
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