


2000 12



AAd sy wAg Y

2000 129 1]



2000 12



1
2.
1
2.
3.
1
2.
1)
2)
3)
3.
1

2)



3)
4)
5)

6)



10.

11.

12.

13.



2000 10 16 10

280
1)
200 -300
200 -300
2)
50
300
(
3)
4)

5)

29

250

200

50

30

200



7

8)

6)






- (

, 1994)

443

, 1993)



i

, 1990)

- (

, 2000)






(1988)

3 (1992)

(1991)

(1992), (1994)

(1991)

(1993)

(1990)



(1995)

(1996)



2000 10 16 10 29 2

500

280 250 ( 100 100 50

89.3%



1

' 5



1) 2)

1)30 2)30 - 50 3)50
1)200 2)200- 300 3)300
1) 2)( )

1) 2) 3)

1) 2) 3)

4) 5)

1) 2) 3)

4) 5)




t , ANOVA

ANOVA

v X

ANOVA,t

ANOVA, t

- 10 -




200

- 11 -

30

50

50



%

71 284
179 716

30 97 3838

30 - 50 109 436
50 26 104

18 7.2

200 111 44 4
200 - 300 85 34.0
300 50 20.1

4 16

96 384

( ) 149 59.6
5 2.0

250 100

- 12 -



1)

, 300

200

50

200

- 13 -

300



-pL -

E3: WdAe QFAGH S0 BE DEE HR

@ HFrEEFAI

Ads 873 dxe) "4 Jled ARAY AFAF A g4 AHs Azds AeH &
A g2 3.04+0.45 292+0.45 3261057 323+0.52 3.36+0.46 3.321£0.63 3.12+0.60
o =t 3.03+0.42 297£0.50 3324054 328051 3.38x10.48 3291061 3052070
<304 3.03£0.52 295*047 3251054 3.20+0.45+ 3.38+0.46 3.19%0.0.62* 3.11£0.58
a3 30~ <504 3.00£0.40 290+0.58 3.35+059 3.29+0.54 3.34+048 3.371£0.62 3.07+0.69
=504 3.27£036 3.30+0.25 354*052 3.70+052 353+055 3.80+0.42 3.40+0.84
<2007t 3.02+0.50 3.02%051 3.25%057 3.24+0.52 3.36%045 338045 3.38+061
A% 200~ <300%H¥ 3.04+0.35 2911048 3.36£0.55 3.24*0.50 3.35*0.50 3.23+0.59 3.23£0.59
230074 3.05%£0.35 286046 3.34+053 3.35+0.48 3.35+052 3.24£0.66 3.24£0.66
& aEo)st 3.06£0.41 2.92+0.58 3321053 3.28+053 3.33%£0.52 3.39%+0.60 3.14£0.65
(A &) gl ¢ 3.02+0.44 297044 3.29+£0.56 3.26%0.51 340£045 3.25+0.62 3.03x£0.69

* p<0.05



2)

300

30

50

- 15 -

50

30

200



-9l -

E4: 9nAe ATANGH 4o Be BEE ¥I

o9 HI+tEFHUA

Adz 873 e 98y e AR AEAR 49 B Mulx eds JaY F2
5 &2 3.28+0.46 3.33+057 3691065 366*051 3.57+0.62 3.74%0.66 3.0+0.89
of 2} 3.25*0.56 3.14*0.64 3611062 3.65+0.58 3.63*0.65 362+0.68 3.31x0.70
<304 3.43%0.57 3.22+0.69 358+0.66 365059 3.55*0.62 3.64+0.62 3.15+0.92
Q3 30~ <50AM 3.256%0.51 3201064 363*0.66 3661055 3.55*061 3.71£0.72 3.16+0.80
250M) 331045 3.43+0.40 3801054 369%0.48 3.90+0.58 3.64*0.63 3.33+050
2007t wink 3.26£0.56 3.14+057 360*0.52 357047+ 3.561+0.58 365*0.67 3.16%0.83
A% 200~299% 3341054 331*0.73 36410.78 3671063 363+0.70 3671068 321£0.79
3007 ol 4 3.39+0.36 3.351049 390*0.51 401050 3.75%0.74 3.83£0.72 3.10%0.74
S 2Fol 3 3.24£0.50 3.24+051 3611063 3.63£0.52 3.65*0.65 369%0.74 3.24+0.83
(RE)HE o] ¢ 3.34+0.54 3.21+0.74 3.68+0.63 3.69+0.59 3.5510.64 3.656+0.60 311%0.76

* p<0.05



3)

200

300

50

- 17 -

200

50

300

, 30



-8l -

E5: A5te] Q7A %Y E4o] BE VEE uz |
@9 HITEEWR

Ads 84 AR WA JleH AEAY  AEAYF Yo BAFH Ml Ngdz} 8w £&

Ay gt 352+0.21 301025 3471064 3.72+0.42 3.07+044 359+0.67 362+054

o =} 3.06+0.47 2971054 338+051 3301051 353+142 3.42+0.48 3544048

<304 3.01+0.49 2961057 3.30+0.54 331+054 348+047 3131081 3.10£0.90

Ay 30~ <504 317+041 2.97+0.47 356+0.45 3.39+0.47 357+0.38 3571051 3.07£062

2504 3.45+0.17 321+0.10 350+0.14 325+0.35 339+0.15 3.0+0.0 350+0.71

3.36+0.81

2007 ojgk 3.271£0.44%> 3.11+£0.59+ 3.69+0.49%*x 3.4610.45 359+0.42 3.69+0.48+ 3094083

A5 200~299% 319+0.43 3.09+0.47 3431050 3.38+0.58 3441047 3.09£0.70 2'92: 0'76
300%t )4+ 2.66%0.30 2621041 2.98+0.24 3.10+0.36 3531040 3.08+0.86 e

i n&Eols} 3.10+0.36 3172027 354+051 3.20+0.44 3341051 311093 278+0.83

(AR el 3.07+0.49 2.93+057 3.35+051 3.36+052 355+041 3.29+0.69 3.19+0.79

» p<0.05 =»» p<0.001



1)

- 19 -



296 £0.70 3.14+0.75 3.08+0.70 4.04*
292+ 061 3.10+0.77 298 £0.80 161
2.74 £0.76 3.28+0.85 3.12+0.69 12.38***
/ 3.22+0.80 351+0.78 3.22+0.58 4 43*
259+0.74 298 £0.92 272057 6.23*
2.60+0.79 285+091 268+0.71 233
3.23+0.78 3.36 +0.82 3.00+0.83 3.25*%
359+091 3.70+0.95 3.39+0.77 185
2.64 +0.93 290+ 1.08 2.77+0.73 168
3.21+0.78 3.34+0.76 3.12+0.72 157
347+081 3.78+0.85 3.26 +0.97 6.51*
3.19+0.84 344 +0.87 3.28+0.99 199
3.20+0.70 357+0.74 3.46 +0.68 6.80*
3.26 +0.72 3.30+0.64 294 +0.87 4.14*
*P0.05 ***p 0.001

- 20 -



2)

7
7.
F
3.07 +0.69 3.38+0.70 3.13+053 5.68**
3.03+0.74 342+0.72 3.08+0.71 TT7x**
3.23+0381 3.63+0.76 3.22+0.85 7.14**
3.05+0.71 3.35+0.76 3.25+0.60 4.46
266 £0.73 2.78+0.98 268 +0.82 0.58
0.75+0.77 287+096 256 +0.67 222
2.89 £ 0.67 3.10+0.75 2.85+0.68 3.01
**p 0.01 ***p0.001

- 21 -



3)

8
8.
F
339070  385+079 348+061 10.43%**
347070 382+074 352+061 6.65*
331+ 081  369+078 3.38+064 7.73%*
306+071  331+075 314057 3.13*
327+068  349+075 3.36+063 252
* p<0.05 ** p<0.01 **x% n<0.001

- 22 .



4)

9
9.
F
339+063 378%x0.78 3.66+0.72 7.51*F**
361+072 386+0.73 364+x021 3.26
, 3.08+0.77 356+0.78 3.38+0.64 10.20***
, 3.19+065 360+064 330+x071 0.84***
, , 3.09+062 351+069 2.77+0.66 21.6***
322+061 354%067 3.16+x065 8.19***
*** p<0.001

- 23 -



5)

10.

10

I+

327+068 350+086 3.10+059  504**
322+076  347+093 335+060 236
326+068 366+079 340+049  855***
341+064 367+082 362+049  3.70*
350+066 362+084 368+055  1.23
358+070 366+079 373+054 074
348+067 368+082 364+048 221
323+ 063 353+ 070 344+ 070  491**

* p<0.05 ** p<0.01 **% n<0.001

- 24 -



6)

11

11.

I+

330+061 367+067 3.26+x074 10.21***
3.07+067 318+080 3.11+080 050

*** p<0.001

- 25 -



12

12.

+

=
3.18+061 347+072 324+043 5.89**
3.04+043 330+052 3.07+047 8.69***
295+049 322+062 298 +0.53 6.67**
330+055 364+063 338+051 9.23**
327+051 365+055 333+051 14.78***
337+048 361+064 351+044 4.71**
330+061 367+067 3.26+0.74 10.21***
3.07+ 067 3.18+ 080 3.11+ 0.80 050

** p<0.01 *** p<0.001

- 26 -



- 27 -

13



-8z -

E13 Mul2 8248 TExs ANy BIxe J@A 24

ANy B /87 AXe "y Ve/AEA A84/44 B/ A B & Nagds} gy &g
ANy s 1.0000
Aa/87 0.4708» 1.0000
Axe] WA 0.5268+* 0.6420+» 1.0000
71a/AE8A 0.6059++ 0.5474+= 0.5979+= 1.0000
VE4/49 0.5941%»» 0.5495%*» 0.60595 % 0.7448% = 1.0000
A/ Mu & 0.5708+# 0.4221*» 0.5311*= 0.6154*= 0.6444#+ 1.0000
g P 0.5872%== 0.5435%»* 0.5319#** 0.6620% 0.6697%*+ 0.6843% %+ 1.0000
AgH & 0.4962 0.3933 0.3933 0.4889 0.4703 0.6511 0.5183 1.0000
=+ p<0.01 »»x p<0.001



50

(1987)

(1999)

200 - 300 / /

(1999)

(1993)

- 29 -



50

30

300

- 30 -

200

(1999)



(1990)

31 -

10



Douby (1963)
(1976)

(1972)

- 32 -



2000 10 16 10 29
280
250
1) 50 200
200 - 300

200 -300 ( )

2)

50 , 30

300 200

3)

4)

5)

- 33 -



6)

7

8)

34 -



- 35 -



, 1995,

, , 1996.
, 1999
, QA
1996
, 1996.
, 1999
, 1996.
D , , 1993,
, 1987.
, 1998,
, 1994,

- 36 -



Avis

M.

the

, 1992

, , 1994
) , 1991
, 1995,
, 1998.
, 1996.
) , 1991
, , 1998.
, , 1990.
, , 1993.
1999.
, 1998.
, , 1999
, 1992,
, 1995

Satisfying Solutions? A Review of some unresolved

measurement of patient satisfaction. J Adv Nurs, 1995.

- 37 -

issues

in



Babakus E, Mangold WG. Adapting the SERVQUAL scale to hospital
services : An Empirical investigation, Health Serv Res, 1992.
Babin BJ, Darden WR, Griffin M. Work and/or fun:measuring hedonic and
utilitarian shopping value. J Consumer Res 1994;20- 644- 56

Bitner MJ. Evaluating service encountersithe effects of physical

surroundings and employee responses. J Mark, 1990.

Chase, R. B, Where Dose the Customer Fit in a Service Operation?,
Harvard Business Review, Vol. 56(6), 1978, pp.137- 142.
Evans, Joel R. and Barry Berman: Service and Non-profit American M arketing,
New York: Macmillan Publishing Company, 1984.
Mayer, B. A. A Guide to Medical Care Administration: Concepts and
Principles, American Public Health Association, 1969(1), pp.14 - 15.
Rowland, H. S. and Rowland, B. L, Hospital Administration Handbook,
Rochbille, Maryland: Aspen Publication, 1984, p.181.
Schneider, B. and Bowen, D. E, New services design, development and
Implementation and the Employee , Developing newservice,
American Marketing Association, 1984, pp.82 - 101.
Stanton, W. J, Fundamental of Marketing, 7th ed, Newyork: Macgraw - Hill

Book Co, 1984, pp.486 - 494.

- 38 -



Analysis on Satisfaction and Related Factors

of Medical Examination Departments Inpatients

Suk Kyu Chung
Graduate School of
Health Science and Management

Yonsei University

( Directed by Professor Seung-Hum Yu, M .D, phD.)

This study about inpatients satisfation according to examination departments
and their related factors was done throuh structured survey of 280 inpatients
in generral hospitals located in Seoul during the period of October 16 through
October 29, 2000.

The analysis was done from 250 copies and the result is as follows.

1. Among the respondents, there were more males than females and most were
under the age of fifty with a monthly income of two million won or
between two million won and three million won. Satisfaction of medical
services were higher for female than male, those with monthly income
between two million won and three million won and higher for college

graduates than below high school graduates.
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2. Satisfaction according to examinations with characteristic of population
sociological factors were highest among those over fifty years old in all
medical departments and lowest for those under thirty years old for
Obsteric department. Satisfaction was highest among those with monthly
income above three million won for external medicine, income under two
million for Obsteric department and results were inconsistent for internal
medicine.

Among the internal medicine department, satisfaction was high for below
high school graduates but for other departments, the level of satisfaction

was similar for below high school graduates and college graduates.

3. For the facility environment, satisfaction of external medicine department
was highest followed by Obsteric and internal medicine and there was a

large satistical difference.

4. Convenience of hospital procedure factor was highest in all aspect for
external medicine department followed by Obstetric and internal medicine
which were simillar. As for convenience of hospitalization procedure,

waiting period, visiting hours, there was a large statistical difference.

5. For medical skills and specialization factors, external medicine department

was the highest followed by Obsteric and internal medicine and for

personal physician's skills there was a large statistical difference.
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For satisfation of kindness and sincerity among hospital employees was
the highest for external medicine department and for most factors
Obsteric department was slightly higher than internal medicine and there

was a large statistical differenvce.

7. For concern and service for patients, external medicine department was
the highest and for doctor's concern for patients' status there was a

large statistical difference.

8. For medical treatment factor, external medicine department was the
highest followed by internal medicine and Obstetric, there was a large

statistical difference.

To summarize, the satisfaction was highest for external medicine
department followed by Obsteric and internal medicine department
for most factors.

Satisfaction of inpatients differed among different departments but its

relationship to related factors could not be derived.

- 41 -



2000 10

(901) 3905

- 42 -




/

10.

11.

14.

43 -




44 -




45 -




1 2
?
? 1 2
?
1 2
?
200 200 - 299
300




	진료과별 입원환자 만족도 및 관련요인 분석 정석규 2001 연세대학교 보건대학원 병원행정학과 석사
	표제
	Ⅰ. 서론
	1. 연구배경
	2. 연구목적

	Ⅱ. 이론적 배경
	Ⅲ. 연구방법
	1. 조사대상 및 조사기간
	2. 조사도구
	3. 분석방법 및 연구의 틀

	Ⅳ. 연구결과
	1. 응답자의 일반적인 특성
	2. 진료과별 인구사회학적 특성에 의한 만족도 비교
	1) 내과계의 만족도 비교
	2) 외과계의 만족도 비교
	3) 산과의 만족도 비교

	3. 서비스 요소별 세부항목에 의한 진료과별 만족도 비교
	1) 시설과 환경에 대한 만족도 비교
	2) 병원이용 절차의 편리성에 대한 만족도 비교
	3) 의료진의 기술과 전문성에 대한 만족도 비교
	4) 병원직원들의 친절성과 성의에 따른 만족도 비교
	5) 환자의 관심과 서비스 설명에 대한 만족도 비교
	6) 치료결과에 따른 만족도 비교

	4. 서비스 요소별 만족도와 전반적 만족도의 비교
	5. 서비스 요소별 만족도와 전반적 만족도의 상관관계 분석

	Ⅴ. 고찰
	1. 연구결과에 대한 고찰
	2. 연구방법에 대한 고찰

	Ⅵ. 결론 및 제언
	Reference
	참고문헌
	영문초록
	부 록

	LIST
	표 차 례
	표1. 분석에 사용된 변수 및 내용
	표2. 응답자의 일반적인 특성
	표3. 내과계의 인구사회학적 특성에 따른 만족도 비교
	표4. 외과계의 인구사회학적 특성에 따른 만족도 비교
	표5. 산 과의 인구사회학적 특성에 따른 만족도 비교
	표6. 시설과 환경에 대한 만족도 비교
	표7. 병원이용에 절차의 편리성에 대한 만족도 비교
	표8. 의료진의 기술과 전문성에 대한 만족도 비교
	표9. 병원직원들의 친절성과 성의에 따른 만족도 비교
	표10. 환자의 관심과 서비스 설명에 대한 만족도 비교
	표11. 치료결과에 따른 만족도 비교
	표12. 서비스 요소별 만족도와 전반적 만족도 비교
	표13. 서비스 요소별 만족도와 전반적 만족도의 상관관계 분석

	그 림 차 례
	그림1. 연구 및 분석의 틀



