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=ABSTRACT=

Consumer expectation and consumer satisfaction before and after

health care service

Jang-Soon Park

Department of Hospital Administration
Graduate School of

Health Science and Management

Yonsei University

(Directed by Professor Eun-Cheol Park, M.D., Ph.D)

The purpose of this study is to analyze the consumer’s expectation
before the health care service and the consumer’s satisfaction after it .

This analysis is based on several following facts

; the analysis of the gab of satisfactions among consumers

; the analysis of factors influencing consumer’s expectation and their
satisfaction.

; the analysis of the connection between the degree of expectation
and the degree of satisfaction due to questionnaire style

; the analysis of the factors effecting the consumer’s mind of whether

they want to come again to a hospital.
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The participants of the study are inpatients in a general hospital
located in  Seoul. The resources were collected from the
self-administration questionnaire survey run parallel with face to face
interview.

In order to measure the degree of the consumer’s expectation, 349
samples were collected from the first questionnaire survey on the date
of admission to the hospital. The second questionnaire survey was
carried out on the date of discharge to the hospital with the
participants responding to the first questionnaire survey. There are 154
samples collected from this survey. The results from the analysis of
these resources are as follow.

First, the survey shows that one of the highest consumers’
expectations was about the generosity, kindliness and sincerity from the
staff at the hospital, specially from doctors.

Second, according to the analysis of the factors affecting the
expectations of the consumers, with regard to path of admission to a
hospital relating to patient’s features, outpatient who gets into a hospital
expected good medical care much more than the other patients. In
regard of doctor’s features, patients usually and highly expect good
medical care from doctors who have good carrier and much experience.

Third, according to the second questionnaire survey, what patients
are satisfied most with is about the generosity and sincerity from staff

at a hospital, especially from doctors and their good attitudes. The
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results from survey show that the differences among the degree of
consumers’ satisfaction are very variable, depending on surrounding
environments and facilities. The only fact that expectation didn’t meet
with satisfaction appeared to the case about technology and skill of
medical care and the case about updated medical skills and equipments.

Fourth, comparing the degree of expectation with the degree of
satisfaction of consumers, correlative analysis was concerned significantly
and specifically about the part of overall cleanliness relating to facilities
and surrounding environments, the items about medical examination
and test plan procedure relating to skill of medical care, professional
specialties and convenience for procedure, and the items about
satisfying explanations and concern about patients from doctors relating
to staff’'s generosity and sincerity.

Fifth, the analysis of the factors affecting the degree of how much
patients are satisfied with shows that relating to sociodemographical
features, patients are not satisfied with the case when the time and
process of medical treatment are getting longer. It is surveyed that
consumer were satisfied with the motivation to visit a hospital and the
insurance type in patient’s feature and so were the medical department
and the factor of the degree of the expectation in disease’s feature.

Sixth, according to analysis based on the survey, patients would join
again a hospital when they get satisfaction from the medical care and

also they want to come again regarding to doctor’s capability. For
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example, when doctors are old, have a good carrier and much
experience, patients would come again.

As seen from the above, consumers are usually satisfied with the
medical treatment more than that they expected before. They would
intend to use again when they get satisfaction from the medical care
provided at a hospital. Patients and consumers highly expect good
attitude as well as capacity from medical doctors and they are also
generally satisfied with those things.

Therefore, in order to increase the degree of consumer’s satisfaction
and their intention to come again, the hospital staff would have to
commit themselves to achieve high quality service continuously and
would have to make an effort to offer the finest quality service.

The regular measurement and survey about consumer’s satisfaction
will give the grasp of changing desire of consumers. The comparison
with the past state would make the health care system improve better
than before. The basic date from this comparison would provide
hospital management with the standard and the strategy for medical
service quality.

This study has its own meaning in that the real consumer’s
satisfaction has been measured in the way of comparing the consumer’s
expectation before the health care with their satisfaction after the health
care. However, the field of this study didn’t include specifically how

much patients are ill, so future study has to be done with regard to
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the degree of illness.
Key Words: Consumer expectation, Consumer satisfaction, Health

care service, SERVQUAL
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