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Abstract: This study was attempted to check if there would be any differences in local customer’s satisfaction
in choosing hospitals. The purpose of this study 1s to mvestigate the factors affecting people’s choice of a
hospital with persons over 20 living in a local community who notified that they were moving m. As a result
of an analysis of the doctor’s skills concerning satisfaction with a medical institution, the doctor’s experience
was the most important element of the doctor’s expertise, knowledge, ability and fame, when local residents
choose a hospital and of the techmcal capabilities for medical care, ability of medical care and quality
management were the most important elements. Of the hospital’s capabilities for facilities and equipment, safety
procedures were the most important element. Thus, local hospitals can bring about the improvements of
differentiated hospital managements for community hospitals by managing the quality of medical care as well
as establishing the system mn which customers can be provided with medical care services for safety procedures
and bring the doctor’s expertise into consideration. The results of this study will establish effective marketing
strategies for the improvement of the management of local hospitals with community residents who moved into

the area.
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INTRODUCTION

As  hospitals change to a consumer-centered
competitive health care environment, it is a very unportant
element to understand the factors of the hospital by
which customers choose and visit in terms of a hospital
marketing perspective. As human lifespans have
expanded recently with people’s interest in health and the
development of medical techniques, the importance of the
health and medical care industries are increasing. In
addition with the development of the IT mdustry as
people can obtain information about medical care fast
through the internet and SNS, the range of consumer’s
choice of medical institutions has expanded (Nam, 2016).
According to the status of medical care mstitutions by
city and province, health and welfare data in first quarter
(Q1) (Anonymous, 2017) for the number of medical
institutions, higher than hospital levels, there were 43
tertiary hospitals, 301 general hospitals, 1,457 hospitals,
1,502 medical care hospitals and 30,482 clinics. When
customers use tertiary hospitals, they should spend more
time there and have more mconveniences in lreatment
procedures relatively compared to general hospitals and
clinics. However, a lot of patients are concentrated
because they expect that they can have quality service
and treatment because of the modernization and
specialization of facilities and equipment when they use
large medical nstitutions (Kim et al., 2016; Park ef al.,
2015). Consumer’s experience with a service affects a

series of behaviors such as the revisit of a service
provider, the reuse of the service, the recommendation of
service or recommendation to other consumers as
compared to the previous services (Kucukarslan and
Nadkarni, 2008).

In addition, it was found that there is a relationship
between patient’s expectations and the satisfaction of the
patients who use the hospital (Bostan et al., 2007) which
suggests that, it is necessary to approach from the
patient’s expectations of medical care services in
terms of the business efficiency of medical mstitutions.
By Kim and Yu (2009), customers had overall higher
perceptions about the social properties, physical
properties and trust in the doctor’s expertise in tertiary
medical institutions than in primary medical mstitutions in
choosing a hospital. This means that, there are differences
1n consumer’s perceptions about the choice of hospitals,
according to the scale or size of medical institutions. In
the results of the research conducted by Kim and Yu
(2009) and Lim and Jaegal (2011), the doctor’s skills and
expertise took up the ighest proportion of the importance
for the choice of medical mstitutions followed by the
experience of treatment and surgery (13.1%) wiuch 1s
consistent with the expertise, the most important element
for the choice.

Thus, except for large hospitals coming from the
provinces, it is necessary to understand the factors by
which consumers choose a hospital in the reality in which
medical institutions compete, developing specialized and
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subdivided marketing strategies with community
consumers (Shin and Park, 2016). And also recently,
Korean government has recognized that patient’s safety
15 most important factor, so, the patient’s aafety act
(Anonymous, 2015) has been enforced.

This study is conducted to identify the factors
affecting the inpact on the choice of medical institutions,
using the data drawn up directly by the residents moving
in one apartment and to check the relationships among
individual factors. And the concrete research purposes
are summarized as follows:

* To check socicdemographic characteristics of the
residents who notified their moving-in

*  To check the factors affecting the choice of medical
mstitutions m the residents who notified their
moving-in

*  Tocheck the correlations among the factors affecting
their choice of medical institutions

MATERIALS AND METHODS

Study design: Based on research on the factors
affecting the choice of hospitals, this study used a
self-administered questionnaire method, dividing the
customers who visited the community service center of
area A by sociodemographic characteristics and
satisfaction with the medical mstitution.

The questionnaire was composed of 12 items
including four sub-items for three groups according to
satisfaction with the doctor’s skills, technical capabilities
for medical care and capabilities for facility/equipment
capabilities. For satisfaction with medical institutions,
a S-point scale was used: ‘Not satisfied at all (5 points)’,
‘Not satisfied (4 points)’, “‘Average (3 points)’, “Satisfied
(2 points)” and “Very satisfied (1 pomt)’. The cronbach
alpha coefficient was 0.940 in this study.

Study population: The subjects of this study were
residents in the community, who made a moving-n report
by visiting the community service center of area A. anda
survey was conducted with 143 people with the method
i which a single nurse described the purpose of this
study to them, for 23 days from April 5 through April 28,
2017,

Research variables: This study used sex (male and
female), age group, occupation, education level and type
of generation as sociodemographic variables.

For satisfaction with medical mstitutions, four items,
mcluding the doctor’s expertise, knowledge, ability and
fame were used as variables. Other variables which were

considered were: satisfaction with medical technologies
and four other items including the doctor’s capability of
surgery, the rate of the use of patients with an advanced
disease, the ability to manage the quality of medical
treatment and the speed of the introduction of new
medical technologies. For satisfaction with the
facility/equipment capabilities of medical institutions, four
items mcluding the scale of facilities, cutting-edge medical
equipment, safe procedures and pleasant facility
environments were also used as variables.

Data analysis: As the methods of data analysis in this
study, for sociodemographic factors, descriptive factors
such as frequency, percentage, mean and standard
deviation were used. For satisfaction with medical
institutions, the average on a five-point scale was
analyzed and the correlations among the factors affecting
the choice of medical institutions were examined.

Ethical considerations for the participants: This study
was conducted based on the ethucal process m the
Helsinki Declaration and good clinical practice related
regulations which was conducted, obtaimng approval of
the institutional review board of Kangbuk Samsung
Hospital (IRB approval mumber: 2017-04-020-001) and one
nurse as an investigator described the consent form of
participation in the research, recewved the participant’s
signatures and explained that they could cancel their
participation in the research any time. All subjects were
asked to draw up consent from for research participations
according to their free will safety and welfare the first.

RESULTS AND DISCUSSION

The general characteristics of subjects: For sex, 55
people were men (38.5%), 88 were women (61.5%). The 85
people (59.4%) responded that they had an occupation, 55
people (38.5%) responded that they did not and 3 people
(2.1%) did not respond. Of those with an occupation, 31
people were office workers (21.7%), 29 were housewives
(20.3%) and 19 were experts (13.3%). The most common
type of family was married couple and unmarried children,
73 families (51.0%) followed by the type of family of
married couple, 38 families (26.6%) as the following
Table 1.

Satisfaction with hospitals: As for the average of their
satisfaction with the doctor’s skills, the subjects
attached the most importance on the doctor’s
specialty (4.33 pomts), followed by the doctor’s ability
(4.26 points), the doctor’s knowledge (4.24 points) and the
doctor’s fame (4.19 points). The number of participants
was 132 people who did respond as the following Table 2.
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Table 1: General characteristics of subjects

Variables/Classification N (%)
Sex
Male 55(38.5)
Female 88(61.5)
QOccupation
Yes 85 (59.4)
No 55(38.5)
Not answer 32D
Education
Under elementary school 32D
Middle and high school 19(13.3)
Over college school 72 (50.3)
Mot answer 40 (28.0)
Family type
Couple and unmarried children 73 (51.0)
Only couple 38 (26.6)
Single 10 (7.0)
Etc. 22 (15.4)
Table 2: Importance of the doctor’s skills at the medical institution

Not Very
Variables atall  Little Average  Much much Mean
Daoctor’s 1 1 18 47 65 4.33
expertise
Daoctor’s 1 2 21 48 60 4.24
knowledge
Doctor’s 1 1 25 4 ot 4.26
skills
Daoctor’s 1 0 30 43 58 4.19
fame

Satisfaction with the skills of hospitals: As for the
average of satisfaction with technical capabilities for
medical care, the subjects attached the most importance
to medical team’s surgery and ability of medical care
quality management (4.03 points), respectively followed
by the speed of the introduction of new medical care
techniques (3.95 points) and the use of patients with an
advanced disease (3.92 pomts) which was the lowest of
the four factors. The number of the participants was 128
persons, excluding 15 persons who did not respond as the
following Table 3.

Satisfaction with facilities in medical institutions: As for
the average of satisfaction with capabilities for facilities
and equipment, the subjects responded that a pleasant
environment 1s most important (4.08 pots), followed by
safe procedures (4.02 points), the latest medical care
equipment (3.98 pomts) and the size of the facilities
(3.95 points) which was the lowest of the four factors. The
number of the participants was 132 persons, excluding 11
persons as the following Table 4.

Effect of the hospital choice factors on the choice of
hospitals: To check the causal relations amoeng the factors
of the choice of hospitals, this study conducted an
analysis of the correlations among the independent
variables. As a result of the analysis with three
independent variables as seen in Table 5, the correlation

Table 3: Trportance of the medical instittion’s technical capabilities for
medical care

Not Very
Variables atall  Little  Average Much much Mean
Surgical 0 4 37 47 40 3.97
ability
Severepatient 1 5 49 40 33 3.78
utilization
Quality 0 1 39 47 42 4.02
management
ability
New medical 1 1 39 51 37 3.98

care techniques

Table 4: Tmportance of the medical institution’s capabilities for

facilities/equipment
Not Very

Variables atall  Little Average Much  much Mean
Facility scale 1 5 38 43 45 3.98
New medical 2 3 38 42 47 3.98
equipment.

Rafe procedure 2 2 39 37 52 4.02
Pleasant 1 0 37 43 51 4.06
environment

Table 5: Correlation among the factors of the choice of hospitals
Satisfaction with  Satisfaction

Tndependent. Ratisfaction with the hospital’s with the
variables the hospital skills hospital’ stacilities
Satisfaction with 1 0.466™ 0.029

the hospital’s

doctors

Satistaction with 1 0.087

the hospital’s skills

Satisfaction with the 1

hospital’s facilities
**Correlation is significant at the level of 0.01 (2-tailed)

coefficient among the independent varables was 0.466,
and 1t was found that of the correlation coefficients
among the mdependent variables only satisfaction with
medical institutions and satisfaction with the skills of
medical mstitutions had very significant correlations at
the significance level of 0.01, statistically.

CONCLUSION

An analysis was conducted on the doctor’s skills of
satisfaction with the hospital, when local residents
choose a hospital and as a result, of the doctor’s
expertise, knowledge, ability and fame, the doctor’s
expertise was the most important element. Of the techrnical
capabilities for medical care, the ability to manage the
quality of medical care was the most important element. Of
the capabilities for the facilities and equipment of the
hospital, safe procedures were the most important
element. The survey was conducted at one community
service center of one district, downtown Seoul and it was
noted that 111 (77.6%) out of 143 households consisted
of married couples and married couples and their
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unmarried children. Tn addition, of the participants,
85 persons (59.4%) responded that they had a job
and 81 persons (77.9%) out of 103 pemsons, excluding
40 persons who did not respond had the level of
education of college graduation or lhigher. They showed
the typical characteristics of urban households who were
nuclearized and had high education level.

This study was found that, sex affected the quality
of the services provided by the medical team and the fame
of the hospital the level of education, the quality of the
services provided by the medical team, the fame of the
hospital and the internal/physical environments of the
hospital age, the external/physical environments of the
hospital. This was the result, same as that of this study.
And yet, it turned out that the quality management
system did not affect the choice of hospitals which was
different from the result of this study. It is judged that
there was a difference in the choice because the age range
of the subjects of this study was over 20 while that of the
previous study was over 60, the age of the elderly.

In the results of this study, the most important
elements 1n the resident’s choice of medical mstitutions
were the ability to manage the quality of medical care and
safe procedures. The patient’s safety act aims to protect
patients by autonomous reporting and analysis by
medical persommel when a patient safety accident takes
place. Tt is necessary to establish a systematic
management process, improving the capabilities of
management of the quality of medical care and abiding by
safe procedures. Paying careful attention, so that, patients
can be treated in safe environments could be a marketing
factor differentiated from other medical institutions,
improving the ability to manage the quality of the patients
and naturally increasing patient’s and their familie’s
satisfaction.

Thus, hospitals that provide a medical care service
for commumty residents should have a differentiated
strategy preferentially with expertise, the element that can
increase customer satisfaction by specialized centers at
the hospital.
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