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Abstract

Decision of behavioral patterns after utilization of medical

services and their related factors

Kyung Soon Huh
Graduate School of
Health Science and Management

Yonsei University

(Directed by Professor Seung-Hum Yu, M. D., Dr. P. H)

This study conducted an analysis of factors related to behavioral
patterns of medical consumers by dividing them into a satisfaction group
and a dissatisfaction group depending upon their degree of satisfaction
with medical services they had received. For that purpose, this study
took as its subjects those medical service consumers who had utilized a
hospital for the latest five months as a resident in Seoul. A questionnaire
poll was carried out for six days using a fill-in type of questionnaire
form. The number of respondents used for the final analysis totaled to

365. Resultant findings were revealed, as follows:

- 77 -



1. The variable that showed a datistically significant difference of
demographic factors depending upon the degree of satisfaction with
medical services indicated the vocation the respondents were engaged
in, and the results of the comparison of expectancy and the level of the
result prior and posterior to the utilization of medical services
represented a statistically significant difference in the speciaity and the
kindness of the medical staff, procedures for wuse, facilities and
environment. And the results of having compared variables of the
utilization of medical services according the degree of satisfaction
reflected a statistically significant difference in the expectancy to heath

and the level of medical fees.

2. The result of having compared demographic factors by behavioral
pattern revealed that schooling reflected a statistically significant difference
of noncomplaining, positive words of mouth, and recommendation in the
satisfaction behavior pattern, while vocation a statistically significant
difference of reuse. On the other hand, sex showed a statistically
significant difference of noncomplaining and negative words of mouth,
whereas vocation a statically significant difference of personal boycott. The
frequency of dissatisfaction represented the most private actions and then
there emerged noncomplaining and remedial and legal actions. The result
of having compared variables of the utilization of medical services

indicated that noncomplaining presented a statistically significant
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difference of interest in health and medical charges in the dissatisfaction
behavior pattern, while the type of hospital expressed a statistical
significance of personal boycott and interest in health a satistical

significance of remedia and legal actions.

3. The resault of having analysed the factors affecting variables by
behavioral pattern disclosed that the higher the level of education in the
satisfied pattern the higher probability of noncomplaining, while the lower
the level of education, the higher the probability of positive words of
mouth, and the higher the result after the utilization of medical services
the higher the probability of reuse, especially in the case of a housewife
rather than a professional.

In the consumer complaint behavior pattern, male respondents
reflected that the higher the interest in health and the lower the medical
fees, the higher the probability of noncomplaining. On the other hand,
female respondents disclosed that the higher the medica fees and the
lower the results after the utilization of medical services, the higher the
probability of negative words of mouth. In case of having utilized a
hospital or a clinic, the lower the results, the higher the probability of
personal boycott; and the higher the interest in health, the higher the

probability and the remedial and legal actions.
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This study analysed factors related to medical consumers degree of
satisfaction with the medical services they had received by dividing their
satisfaction and dissatisfaction into several patterns, and investigated the
related factors. Furthermore it suggested behavioral characteristics of
medical consumers depending upon the degree of their satisfaction in the
medical market by analysing the factors affecting variables of satisfaction

and dissatisfaction.

It is required to establish a department in charge of customer
marketing that provides specialized management and alternatives to it, for
the medical consumers within the hospital. And it is recommended for a
hospital to carry out its own unique differentiated strategies, with the
parallel of consecutive practical studies and marketing of the behavior of
medical consumers. In the future, diversified studies should be carried
out which reconstitute and analyse related factors by behavior pattern
using variables such as the patterns of medical consumes, attributions,
hospitals attributions towards complaints, consumers behavior variables

against their complaints.

Key Words : Consumer behavior, Consumer satisfaction, dissatisfaction

Consumer complaint behavior
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