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A Study on Factors Affecting Outpatient Care Satisfaction
According to the Types of Medical Institution:
Findings from the Health Care Experience Survey 2019
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Abstract This study analyzed the Health Care Experience Survey 2019 to determine whether factors
affecting outpatient care satisfaction are dependent on the category of the medical institution. As an
independent variable, the survey was designed to include experience of outpatient care. The sub-factors
comprised 12 questions, which included the doctor's attitude, the nurse's attitude, and the medical
institution's experience. The medical institutions were divided 4 categories: Hospital, Clinic, Oriental
hospital & clinic, and Dental hospital & clinic, and were presented by individual multiple regression
models. Depending on the type of medical institution, factors affecting a positive (+) outcome for
outpatient care satisfaction were varied. However, etiquette of the doctor was a positive factor for all
institutions. The nurse's attitude showed no relevance in the Hospital setting, but had a positive impact
in the Clinics. Experience of the medical institution was positively correlated for all institutions. In
contrast, the waiting time had a negative (-) impact on the outpatient care satisfaction, except at the
Oriental hospital & clinic. Sufficient conversation, reflecting on patient feedback, and nurse's etiquette
were notable at the Dental hospital & clinic. In conclusion, results of this study determine that factors
affecting outpatient care satisfaction are different for each medical institution, and offer meaningful
suggestions for providing effective patient-centered medical services.
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Fig. 1. Research model
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Table 1. Socio-demographic and Outpatient Care

Satisfaction (N=8,304)
Outpatient Care
Variables Resp o(;c)lems Satisfaction | p-value
oo (M * S.D)
Male 3,611(43.5) | 4.01* + 0.476
Gender 0.213
Female 4,693(56.5) | 4.02* + 0.485
15-19 2372.9) | 4.00* + 0.465
20-29 585(7.0) | 3.95® + 0.529
Age 30-39 862(10.4) | 3.98" + 0.513 @001
(years) 40-49 | 1,199(14.4) | 4.00° + 0.493 |
50-59 | 1,852(22.3) | 3.99%° + 0.468
Over 60 | 3,569(43.0) | 4.06° + 0.465
First 1.608(19.4) | 4.04" + 0.497
Second | 1,993(24.0) | 4.03" + 0.449
Family T 1.269015.3) | 4.02% + 0481 | 0.019
Income
Fourth | 1,770(21.3) | 4.00® + 0.501
Fifth 1,664(20.0) | 3.99" + 0.480
Elementary | 1,507(18.1) | 4.08" + 0.472
Edf:j;‘l"“ Secondary | 4,256(51.3) | 4.00° + 0.480 | <0.001
Higher | 2,541(30.6) | 4.00° + 0.485
Urban | 6,148(74.0) | 4.01° + 0.476
Region 0.040
Rural 2,156(26.0) | 4.04" + 0.496
Total 8,304(100) -
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Table 2. The Result of the Correlation Analysis
(N=8,304)

Correlation Coefficient with Outpatient Care Satisfaction
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Table 3. Multiple Regression on Outpatient Care Satisfaction compared with Medical Institutions (N=8,304)
Types of Medical Institution Model 1: Hospital Model 2: Clinic  |Model 3Z.O.riental Medical Mo?le} 4: Dental
(n=2,419) (n=5,110) Clinic(n=314) Clinic (n=461)
Variables V4 B V4 B V4 B V4 B

Constant 1.4617 1.808™ 1.446™ 13357
Gender -0.004 | -0.003 | -0.004 | -0.004 -0.010 -0.011 0.059 | 0.054
Socio- Age 0.018" | 0.043 0.006 | 0.019 0.044 0.125 0.001 | 0.001
demograpic Family Income 0.003 0.009 -0.008 -0.025 0.013 0.040 0.004 0.009
Variables Education Level 0.005 | 0.006 0.005 | 0.007 0.029 0.044 -0.023 | -0.025
Region 0.026 | 0.022 0.005 | 0.005 0.022 0.021 -0.113" | -0.081
Etiquette 01257 | 0.137 | 0.086" | 0.101 0.219" 0.252 0.1817 | 0.204
Easy Explanations 0.045" | 0.057 0.025 0.037 0.019 0.028 0.026 0.034
Doctor’s Consideration 0.035 0.045 0.010 0.014 0.031 0.043 0.022 0.026
Attitude | Reflect Patient Feedback | 0.025 | 0.033 0.032 0.045 -0.001 -0.002 0.082° | 0.101
Empathy for Anxiety 0.031 0.041 | 0.044" 0.064 0.102" 0.146 0.030 | 0.039
Sufficient Conversation | 0.077 | 0.113 0.029 0.045 0.026 0.036 0.089° | 0.112
Nurse's Etiquette 0.042 | 0.047 | 0.095" 0.116 -0.074 -0.093 0.114" | 0.118
Attitude Easy Explanations 0.031 0.035 0.042" 0.056 0.070 0.089 0.033 0.038
Comfortable Facilities 0.095" | 0.112 | 0.088" 0.111 0.081 0.101 0.055 | 0.059
Experience of Official Service 0.044" | 0055 | 0.067" 0.091 0.008 0.010 0.072 | 0.083
. gﬁ?&fﬂn Consideration 0.064" | 0076 | 0.045™ 0.062 0.092" 0.129 0.007 | 0.009
Waiting Time -0.003" | -0.098 | -0.004" | -0.114 -0.001 -0.022 -0.006" | -0.125

Adjusted & 31.3% 26.6% 24.5% 38.3%
Durbin-Watson 1.926 1.874 1.820 2.009

* p<0.05, ** p<0.01, *** p<0.001
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