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Abstract The Korean healthcare industry is rapidly changing along with the competition among hospitals. In
the past, hospitals could make profit without designing competitive management strategies. Thus, they did not
find importance in listening to customers' voices and identifying their wants. However, nowadays, the
increasingly intense competition is encouraging hospitals to seriously consider competitive management strategies
and Customer Relationship Management (CRM) activities to gain a competitive advantage and prosper. It tries
to compare the expected satisfaction with the satisfaction of out-patient and in-patient and analysis of
VOC(Voice of Customer). This survey was done from 27th, April, 2009 to 8th May and each 100 in-patients
and out-patients. The paired t-test and descriptive analysis was used to analysis between before and after
satisfaction. The result, the replied out-patients were the highest of .M department, 43% and in-patients, surgery
and other department are the highest each 22.0%. Nurses kindness is statistical significant in out-patients.
Doctor, Nurse and staff’s kindness and rounding service was statistical significant in in-patients. Totally, the
satisfaction was lower than expected satisfaction, so the medical care institutions should analyst detailed the
patient’s satisfaction by VOC.
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S 3t Paired t-test 43} 7|&FAE AHESHACEH 5
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3. d39 Zut

3.1 H2LjAe| 23 (Demographic characters)

AT ehgRte] QAL SH EAS A, dAFE, &
& skl

SEHA g B E AuEY o4go] 56.3%E ol
LiEbt o, Aol 30, 40th7t 5 UskAl 27.0%
E AR FdolAls 7T 28.5%, A9
12.0%, HI11.0%5 JERGTRE 13%)

[Z 1] Ql7shs =4
N Percent
Sex Male 86 43.0
Female 113 56.5
Non-reply 1 0.5
Age 10 group 4 2.0
group 20 group 32 16.0
30 group 54 27.0
40 group 54 27.0
50 group 33 16.5
Over 60 group 21 10.5
Non-reply 2 1.0
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Job Professional 20 10.0
Administrator 6 3.0
Government Agency 7 3.5
Sacratory 16 8.0
Constructer 13 6.5
Sale/Retail 5 2.5
Self-employed 24 12.0
House maker 57 28.5
Student 22 11.0
Unemployed 11 55
Others 16 8.0
Non-reply 3 1.5
Total 200 100

3.2 ZlznpH B3 (Specialty)

SR ARIE RS A oJFigrte] F$=
I} 43.0%, 23} 20.0%, ©]H]21=T} 12.0%50 2 Ve
3, A= Qe 7|elatoll A BUSHA 22.0%E 2}
At o Wt 18.0%, olHAF I} 12.0%=0 2 et
Sk (GE 23D)

(& 2] 2=

Unit : %
Outpatient Inpatient
Internal medicine 43.0 18.0
Surgery 20.0 22.0
Family medicine 1.0 1.0
ENT 12.0 12.0
OB & GYN 6.0 -
Dentistry 2.0 -
Dermatology 3.0 1.0
Psychology 2.0 -
Eye 5.0 4.0
Urology 2.0 6.0
Neurology 1.0 5.0
Plastic Surgery 1.0 8.0
Emergency - -
Rehabilitation 1.0 -
Others 1.0 22.0
Non-reply - 1.0

Total 100.0 100.0

3.3 2lzfietxiet YHetXte| Z[CHPtEEet Al
H| OFE=E H|W (Compare with Expected
Satisfaction and Satisfaction)

3.3.1 2|2§EtXKOutpatient)
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Outpatient P-
Before After value

Convention reservation
3.28+0.783 3.35+0.801 .276
system

Convention reception

3.21+£0.754 3.28+0.810 .320
system
Staffs kindness 3.31£0.744 3.38£0.943  .399
The additional service for
. . 2.75+0.707 2.68+0.793  .339
waiting time
Enough explain of the
. 3.03+£0.746 3.08+0.952 .483
disease and treatment
Doctors kindness 3.35£0.873 3.31£0.936 .625
Nurses kindness 3.46+0.859 3.58+0.886 .040*
Automated prescription
. 3.36+0.770 3.41+£0.796 .397
service
Facilities(cafeteria---.) 3.38+0.719 3.52+0.818 .068
Parking service 2.76£0.900 2.65+1.004 230
Average 3.14+0.52  3.18%0.54
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[E 4] Jgre] 7| usmst Axgies

Inpatient p-
Before After value
Rounding service 291+1.451 3.25+1.000 .035*

3.51£0.911 .005*
3.36+£0.915 .005*
2.88+1.120 .128
2.64+1.100 .246
2.56+0.938 .695

Doctors kindness 3.04+1.414
Staff/Nurse kindness 2.91+1.347
Meal 2.65+1.429
Serve for spare time  2.46+1.413
Consideration of the Pt’s 2.50+1.473
family visitors
2.47+1.390
2.55+1.413

2770928 .051
291+1.016 .014*

Facilities(Elivator---)
Incidental facilities
management(Cafeteria)
2.18+1.111  .930

Parking(space--*) 2.16+1.440

3.4 THE, ETE0 st 2HFMAl (voC
Voice Of Customer)

OJAAAE Bt A Ar= 53 TS 4R H
AP off vl =2 AR Usigon oot oY
T 2579 Aol FAXCE {oHA] o2 AoR
Ueld AR Hof e, g BE VOCe| 543
AL Holal 9= AS ¥ 4 ASTh(E 53R)

, A #AF BE ST Az HRoA o8-S A
AlBtaL 42 AR UETh (F 634%)

FEat ETrS] ool gk AEolA= e A%
ZEHRH27.5), JAK20.7), AH(17.0) 282 UElon
o] AL AlHB7.2), YAt AEERTL U
17.0%2 JERFTHE 732).

o
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[E 5] VvOC#-o] At

Outpatient Inpatient p-value
3.17+0.846 3.35+0.890 0.169
[# 6] VOC Wi, W5 Ffof offt
Unit: %
Outpatient Inpatient
Dissatisfaction 15.0 11.0
Satisfaction 15.0 18.0
Both 67.0 68.0
No-reply 3.0 3.0
Total 100.0 100.0

[E 7] vOoC tjA+

Unit: %
Outpatient Inpatient
Facilities 17.0 37.2
Staffs 16.3 9.6
Doctors 20.7 17.0
Nurses 135 133
Treatment procedures 27.5 17.0
Others 5.0 59
Total 100.0 100.0

ofefigkatel At B vk 9l Eksof] digh
Axbo o] dis wwa w2 Jrg 2
7L AR fofgt 2pol7t Al =2 A
2 YEITHE 8F2).
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B

[Z 8] VOC Zofahy QA=
Outpatient
2.34+0.748

Inpatient
2.53+0.948 0.001

p-value

[E 9] VOC HoJA] A3 uh

Unit: %
Outpatient Inpatient

Internet 49.0 46.0

Mail(or VOC box in 21.0 28.0
the hospital)

Telephone 15.0 15.0

Visiting the VOC 7.0 5.0
department

Others 3.0 3.0

No-reply 5.0 3.0

Total 100.0 100.0
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[E 10] ¥A vOC FFedA] A=
Outpaitent
2.90+0.817

Inpatient

3.08+0.829

p-value

0.954

[ 11] 3 VOC HolA| 7|dE)= 7=
Outpatient
3.49+0.937

Inpatient

3.41+£0.980

p-value

0.663

ojAzelE Bk A4 S1A 23 ol folH Slehe
Aok QU BE WS BebA@2%.27%), £EYS

[e]

=
3 oL (27%, 24%), AZHEE(9%, 22%)% 02 Lhehit
thE 122%),

[HE 12] VOCo] #ojslA] ¢k= o]&

Unit: %
Outpatient Inpatient
I was busy 9.0 22.0
I didn’t know how to 42.0 27.0
participate in VOC
I felt it useless 27.0 24.0
1 worried about the staff 5.0 9.0
I worried about me 2.0 6.0
Others 8.0 6.0
No-reply 7.0 6.0
Total 100.0 100.0
4. A28 % g7l =tAH
41 22 A 1F
2 A ALY A2 A7) FRE A o

Aol Aol digt 7 diRtEEet AANEES b
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