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R w21

FAE 29  83.88+3.92 81.41+3.60 ~—2.46 <.0001

(A%)

Note: *2017\d I} 20199 H¥HA 9FEw710] pairred T-teste] S 3t

_26_



£ 8. o27|BY 540 BE YR VHE W44

(n=88)
20174 20194 _
1 B i -1 p-
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Note: 5. beta coefficients, SE: standard error, Ref: reference
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55w 153 Ref.
259 1.02 -0.25 0.28 0.53« 2.01 -1.01 -0.83 0.96
35 Zo|st -0.69 -0.18 0.57 -1.47 -1.41 0.00 0.54
ARA] A Ref.
v A& 1.47 0.80 0.52 1.95 -0.69 1.68+ -0.27 1.72=
R-Square 0.6453 0.7886 0.7376 0.7486 0.9113 0.6339 0.918 0.7742 0.7251  0.9809 0.7102
Note: #xp<0.01, *p<0.05, Ref: reference
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ABSTRACT

Association between score change by patient experience

score and overall hospital rating score

Ji-Hyun Kim
Department of Public Health
Graduate School of

Yonsei University

(Directed by Professor Suk-Yong Jang, Ph.D.)

In this study, it proceeds with the effect of score changes by patients’
experience in medical institutions on overall satisfaction rate about the
patients’ experience based on primary and secondary patient experience
evaluation. As a subject of study, 88 medical institutions are selected based
on primary and secondary patient experience evaluation by the Health
Insurance Review & Assessment Service. Therefore, in this study, it sets the
five-part score changes of patient experience as independent variable and it
sets overall satisfaction rate composed of the intention to recommend and
the hospitalization experience as dependent variable. Through previous

research, it conducts the multiple regression analysis to revise the general
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characteristics of medical institutions, which has proven their association
with the patient experience evaluation. Additionally, it analyzes the subgroup
according to the characteristics of medical institutions to consider the
different effect of score changes by patients’ experience in medical

institutions on overall satisfaction rate.

This study has proven that both dosing and medication and treatment
dimension(B=0.68, P=<.0001) and hospital environment dimension(3=0.38,
P=<.0001) have a statistical interrelationship with changes in overall
satisfaction evaluation, however, there is no statistically significant
association with the increase in hospital ratings score for physician and
nurse dimension. In case of the score of the medication and treatment
dimension score, by considering it as an index affected by the physician and
nurse dimension, this study conducts an analysis with a model excluding the
medication and treatment dimension score. Therefore, this study analyzes the
effect of satisfaction increase for health professionals’ service on the overall

satisfaction increase.

In consequence, the score of the hospital environment dimension (3=0.45,
P=<.0001) has a statistically significant effect on the overall satisfaction rate.
Moreover, it has proven that both the score changes in the nurse dimension
(B=0.26, P=0.055) and the physician dimension (3=0.29, P=0.006) are related
with the overall satisfaction increase. Furthermore, in the subgroup analysis
according to the general characteristics of medical institutions, the score
changes in the hospital environment have a constant effect on the overall
satisfaction changes except for hospitals located in Seoul and hospitals

located in areas with higher financial independence than the average.
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Especially, it has proven that hospitals with a low nursing level group have a
significant increase about their overall satisfaction score as the score in the

nursing dimension (3=0.83, P<0.01) increases.

As a result, this study suggests that the hospital environment dimension
score should be increased in order to increase the overall hospital rating,
which means that hospital managers should continuously strive to ensure
that patients experience that the hospital is a clean and safe environment for

the growth and development of the hospital.

In conclusion, this study suggests that the hospital environment dimension
score, apart from the satisfaction about health professionals’ service
suggested by previous research, has a possibility to affect on the overall
hospital rating. Therefore, this study deduces the implications to a policy
decision-maker to improve the health service management and quality by
suggesting the improvement point for overall satisfaction through improving a
physical environment of hospital apart from the health professionals’ service

from the health service manager’'s perspective.

Key words: Patient experience, patient-centeredness, overall hospital rating,

hospital environment,
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