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0854, W+ - BH - A2 0688, - FH - T2 0614, FF - A
A9 - AFe 0572 RdAE Ay fesid @ 2 =#H|(Odds
Ratio)7} w$tth. SAZo® BF fFostA] Fstth. 7HdATEEEE A
Ao w3 JEF7t 413¥ 2 WMLHY AF Foad HF 2 =n8(Odds
Ratio)7} 313% %t B (OR: 4.13, 95% A2 3t 153~11.13) SAH L
Folstdeh. Rl Z1Eael v A 098] WdA ] At o)
g © =u|(Odds Ratio)7} Sten EAHOCRE {FostA] &gttt Hr Y
ATFEEEE AGAINF(ES A7 A) e vl AGAA(EE A7y
Aol 1258 WhdA e A3 dojsfd 2@ 2 =9(Odds Ratio)7} ESke
W FAXCEE FsHA At EAFNARERE vl Hl 3
ZofQlo] 0.828] WPA ] A FeolsZd @ 2 =8](Odds Ratio)7} ko

W BAHCE foldtA %t
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<% 18> Z2A2YH I AZA - 1YY TR IA 7L 54)
Odds 95% A & -3¢
p—value
Ratio CiRciedy Aekak

32 1.00

2
SR 1.17 (0.76 , 1.79) 0.482
304 vt 2.22 (1.18 ,4.17) 0.013
30~394) 1.00

a3 40~49A 1.37 (0.83 , 2.25) 0.216
50~594 0.90 (0.51 , 1.60) 0.717
604 o] 1.10 (0.62 ,1.92) 0.752
Ae&34d 1.00
1377 1.04 (0.66 , 1.63) 0.869
FARGAT 0.85 (0.41 ,1.79) 0.669

AFA
o7 5 e 0.68 (0.36 , 1.30) 0.242
A 5Fd 0.61 (0.29 ,1.31) 0.207
FAE-AGA T 0.57 (0.29 ,1.11) 0.101
AY 1.00

A B A R 0.98 (0.67 ,1.42) 0.904
g8 Fo 4.13 (1.53,11.13) 0.005
AGAdF == FF 719a 1.00

3] 1 A
A A Y e Aau ok 1.25 (0.81 ,1.94) 0.310
H| e Ql 1.00

E ol ofjo] 7
ol el 0.82 (0.42 ,1.59) 0.552

Area under ROC (c statistics) 0.612
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. Al ogo]l &3 Ad BIsg E4E 150

ol

A 8ol At RPE 549 BFS <k 1904 BH, T8

HE 2 Z]Ed Ble FIERVE 5SS 0.88H], 0484, 0250 o=
5

1.948) =%, 284~1,002¥ A= el BB #HesE F@ =M
(Odds Ratio)7} 1.44H] =kl 61~283Y o)M= 7]Ewol vls) gosd 2
2 =8](Odds Ratio)7} 0.828) St BF FSAFHC 2= Fo35tA LAuth

HYFUIE 71FF0 vlal] 45281~80,165U A Fejsid & =4
(Odds Ratio)7} 1.17¥) =gkem, 7]Eoll Hlal 24,556~45,280 | A g
312 = =4 (Odds Ratio)7} 1.17v¥} =skoh. =g, 7lFwol B3] 80,166
A ol HE T2 2 2 =H(Odds Ratio)7} 0.70v] Sttt 2HF &

AXOZE FostA= Xt
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<% 19> 2A2Y 3 AZTAY - 159 o314
(Mo 5083 M RygFe EA)
Odds 95% 21 = G-+
p—value
Ratio shkak stak

919,2804 ©°]3} 1.00

919,281~3,426,415¢ 0.88 (0.41 , 1.89) 0.734
A

3,426,416~7,688,440¥ 0.48 (0.18 ,1.23) 0.124

7,688,4414 o] 0.25 (0.09 , 0.70) 0.009

604 o]3 1.00

61~283Y 0.82 (0.38 ,1.76) 0.611
Foke] 4

284~1,0024 1.44 (0.57 , 3.66) 0.444

1,003Y o)A+ 1.94 (0.70 , 5.39) 0.202

24,5554 °]3} 1.00

24,556~45,280¢ 1.17 (0.71 ,1.92) 0.541
Hyg

45,281~80,165¢ 1.28 (0.77 , 2.13) 0.335

80,166 oA+ 0.70 (0.41 , 1.20) 0.198

Area under ROC (c statistics) 0.622
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1ENY Fosad #E e9log WAFIFH] EAHAES <F 20>0A
HZo] AFdEE S 2004950 HIs] 20059 % 0.3981, 2006 % 0.1001 =
Zkzy 61%, 90% WA A3 G2 2@ 2 =H|(Odds Ratio)7} F A3
o7 #AI}HSH(OR: 039, 0.10, 95% A3k 0.24~0.65, 0.05~0.19) &
AXoZE wS Fostdth NAFIFEEZE HIEF T B3] 1
SATFAGAE] 1688, AATLEIF 1.04vco = WAAE A Fos
A 2 9 =u(0Odds Ratio)7} =tom, R g Rato] vl BFFo] - F
FE 7t 0938, 7B AF M 27F 0398072 WU AE Ay FoiE 2

=8](Odds Ratio)7} @ttt EAZHCZ BE Fo31A &Uth. HFAE
H2 = A vs) #1358 MAAE A Fosd 2@ o=

(Odds Ratio)7} =3tom, Q1] Bla) WEL 0878], A& 0.685, o

<

FRu AP S oedeon WA Ay FAd @ oz

=
(Odds Ratio)7} XSteh. FAH e 2E wF Feolaha ko
MARS HadslgEeE Fnagnd el v uaAe 2% §

a2 2 2=¥(Odds Ratio)7} AWAA&A7} 5138 9o (OR:
513, 95% A1 3k 1.20~21.88) TAIASZ fFostdt. 7IEwdl Bls) A

BRPANGALe 2000 WAHY AW FJAd B L=H(Odds

Ratio)7} %2 (OR: 0.17, 95% AlZ 7k 0.05~059) SAHLZ= 9

stk ZAMREEZ = FA(FE)ol vE gGA(FFY)o] 1.958F A
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A3 gojs)d 2 2=4u](Odds Ratio)7} 95% =Sk ™ (OR: 1.95, 95% Al

F 3k 117~3.25) BAFHCZE fo3nh

3l 1.e20f WAAY Ay deolsfd 2 2 =nH](Odds Ratio)7t
AMezs folstA &ttt AFAHE
|

3l 0.958] Tl A<

ih)
®
k
Lo

Hogw fo5A Lrh.

)

DEA(FFA ANF R

=%on, &

L AFH) 7L BHA(F @) ]

E 2 =H](Odds Ratio)7} 29k, F4

<¥ 20> 2A2E HARAY - 130

Odds 95% A1 = F-31
_ p—value
Ratio shskk 28t gk
2004 1.00
e 20054 0.39 (0.24 , 0.65) 0.000
20069 0.10 (0.05 ,0.19) <.0001
n3igRs 1.00
HFo, 593 0.93 (0.55 ,1.57) 0.785
VNAFETE RIEBAFAGAE 1.68 (0.97 , 2.90) 0.063
242 #g] 1.04 (0.49 , 2.19) 0.926
7|3y g Anl 0.39 (0.08 ,1.87) 0.241
AR )&, ZFAquFAER)  1.00
e 0.87 (0.40 , 1.91) 0.733
N7 A4 0.68 0.41 ,1.11) 0.122
RUFS 1.35 (0.59 , 3.10) 0.476
Qe u el 5 0.64 (0.24 ,1.75) 0.388
SUARRIE TS 1.00
PR R A7 R EAAE 71 2.26 (0.90 , 5.66) 0.082
A7 P BAFRAR 0.17 (0.05 , 0.59) 0.005
A WA} 2] B A 5.13 (1.20 , 21.88) 0.027
$AFD 1.00
e oA (354) 1.95 (1.17 , 3.25) 0.010
2F8(F5F4) 1.62 (0.46 , 5.76) 0.457
19 (AF9 Ak 0.95 (0.34 , 2.66) 0.922
Area under ROC (c statistics) 0.793
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3. WgA A B4, A 8o &H A nPge

99 F2 48 2AEA

K

=
443

YA 701 B AHU ozol&F MY HIZ EAS Ho 1

N Fosd #™d 8 A4S 3 <iE 21> <i 18> <i 19>5 ¢S

327} 1128 WYAE A Folsa =

© 218](Odds Ratio)7} oW, FAASZ {314 Lyt AHFEEZ =

30~394] 6] Hl8] 304] w®wlo] 197ujE wAxa Az ol =B o =H
(Odds Ratio)7} ¥ ™ (OR: 1.97, 95% A&t 1.03~3.77) EA o2

_ﬁ_
o)t ATt Z1Edol HlE) 40~494= 1.42¥), 604 o)L 1.23u] YA

237 FYsld 2 2=v[(Odds Ratio)’7} =om, TAHLE Fo3tA &
kT 71ETtol HlE] 50~59A4= 08582 WA E Ay Fd E 2=

H](Odds Ratio)7} wtrom, FA A2 FofatA skt
AFAEEZ = AAGEF Hla] AJAAGEFE7E 1.058 DA 2
3 golsf2d @ ©=H|(Odds Ratio)7} Ehth M A GE R uHla) Hal

A

AN

AEFE = 0848, FAFER = 0.718], HAAGE R} FFAJE

l?_
2ol 063z WdA e A3 Folsfd 2 2 =H|(Odds Ratio)7} Sk

o

CEF BAAEE fFYstAl gtk tEATEEEE Ao Bl <
2397 3908 WA e] A3 Felsjd ° 2 =u(Odds Ratio)7} &k

™ (OR: 3.90, 95% A1FF7F: 1.37~11.09) BAH o2 F3dth. AR P
FeEEE AGANFEZ gl Hla A AL (AT g Aol

1434 DA A Fojsld @ 2=98(Odds Ratio)7} EUTh EAZ |
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AR = vFgdd v ool 098] RAXY Ay Fojsd =2
L2 ZH](Odds Ratio)”7} Sttt

TRAEHERE 7l Bls AEH7E BolAW WoldS R 0.844,
0474, 0.22vice 2 WAAZ 23 Fosid 2 2=4H(Odds Ratio)7} %
xom, TAHLE Fo3tA] Fkou, FIFHIIL 7,688,440 oGl A=

SAASE fFoFATHOR: 022, 95% A3t 0.07~0.66). FFLIFHEEZ

1=

=3
=
£ FE Ha A5t goldss maxe 23 Felsd @ oz

(Odds Ratio)7} = %kt}.
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<3 21> ZA 1Y 3 AHEA

- nEFUY gz

(AAA71Ne] B4, A ol g3t A RPRY E4)

Odds 95% 21 %] 7-3¢ _value
Ratio satar asgr PV
. Er=Y 1.00
° o] 2} 1.12 0.71 ,1.74) 0.631
304 mwt 1.97 (1.03 , 3.77) 0.041
30~39A] 1.00
oy 40~49A) 1.42 (0.86 , 2.36) 0.171
50~594) 0.85 (0.47 , 1.55) 0.606
604 14 1.23 (0.68 , 2.23) 0.501
] 1.00
QAR - A7) 1.05 (0.66 , 1.66) 0.847
. Bk gt 0.84 (0.39 ,1.79) 0.648
AFA O - A - A 0.71 (0.36 ,1.37) 0.302
A - 8. g 0.63 (0.29 , 1.35) 0.233
F3 AR AG AT 0.63 (0.32 ,1.24) 0.179
g 1.00
7Fo) A8 27 1.07 (0.72 , 1.60) 0.739
o g 7ol 3.90 (1.37 , 11.09) 0.011
98 A AGAdFE == A7 71974 1.00
AN = 2] Roka) 1.43 0.91 , 2.25) 0.124
el Aol 8] ol Ql 1.00
o] - Aol 9l 0.98 (0.49 , 1.96) 0.945
919,2809 o]} 1.00
] 919,281~3,426,415¢ 0.84 (0.38 , 1.86) 0.661
X8| o
3,426,416~7,688,4409 0.47 (0.18 , 1.25) 0.130
7,688,4419 o)A 0.22 (0.07 , 0.66) 0.007
604 o]t 1.00
61~2832 0.86 0.39 ,1.92) 0.714
Eoro) X~
TR 284~1,002< 1.58 (0.60 , 4.18) 0.357
1,0039 ©]4F 1.98 (0.68 , 5.80) 0.211
24,5559 o]3} 1.00
] 24,556~45,280¢ 1.40 (0.82 ,2.37) 0.220
R T 45,281~80,1659 1.47 (0.86 , 2.52) 0.157
80,1669 o4 0.92 (0.52 , 1.65) 0.785
Area under ROC (c statistics) 0.662
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R AANAY 5, A 2ol g7 A RPE

54 % W4#39 542 399 AN #A 2
2y

DA 71de] 54, At og5ol&3 A BHAdge 54 % UdH

oft

o 4L sV #Yad #d gloe®E A¥EY <f 22>9 Ht

<X 22> <% 18>, <X 19>, <& 20>E &3l T2 #H 89S

r

AFEZ = 30~394 0] Hla] 304 mlwko] 2.79u) WP A

O
=

2 7 ¢ =H](Odds Ratio)7} E M (OR: 2.79, 95% A& F3F: 1.32~5.90) &
AFoZ F3tget. HYATREERZE G Hla] o 8F7F 3.998) ¥
Adxg A3 Feosid 2 2 =4H](Odds Ratio)7} ¥ W (OR: 3.99, 95% 4
7k 1.00~15.95) FAALE Fostdtt AFdEEEZE 20049500 H]
3l 20051 d¢] 0378 WX A3 FoJsf2 2 2 =H|(Odds Ratio)7} =
© W (OR: 0.37, 95% A 7t 0.21~0.65), 20063 =+ 0.084) WL 2zt
a2 =2 9=H(Odds Ratio)7} 2THOR: 0.08, 95% A& T3
0.04~0.16). A o2 % Ho3t.

VRS A REEE FUAGRIITE v RAEXR}
0.14v] WAAZ A Feosd E 224¥(Odds Ratio)7} g™ (OR:

A

p Y

)

0.14, 95% A1 F3k: 0.04~053) TAHSEZ Fo3tth. ZABEE =
(Fhel vl FA(FF)ol 1978 WA AR FJsA B =M

(Odds Ratio)7} 2™ (OR: 1.97, 95% 4187k 1.14~3.41) FAZHSZ &
oA
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<E 22> 2A2Y HARLY - 1F0D P82
(AAA711] 54, A 8ol 83 A RPE 54 % 14739 54
0Odds 95%41 2] 73+
p—value
Ratio shetak etzk
A @32 1.00
oy =} 1.06 (0.63 ,1.78) 0.830
304 mgt 2.79 (1.32 ,5.90) 0.007
30~3941 1.00
ol e 40~49A] 1.35 (0.75 , 2.44) 0.315
50~594] 0.72 (0.35 ,1.49) 0.383
604 o] 1.10 (0.51 , 2.40) 0.811
&4 1.00
A7 1.23 (0.73 , 2.10) 0.435
FAESAL 1.07 (0.44 , 2.60) 0.886
T o 0.68 (0.32 ,1.46) 0.327
N d-F5-3e 1.08 (0.44 , 2.66) 0.872
FFRAEAGAF 0.47 (0.21 ,1.05) 0.065
A 1.00
QAT A 0.94 (0.59 , 1.50) 0.786
g Fo 3.99 (1.00 , 15.95) 0.051
S AGANF == 3 7197 1.00
A AM Y L 2y L oFA) 1.17 (0.70 ,1.97) 0.545
"ol 1.00
ol o of
el 0.71 (0.32 , 1.58) 0.401
919,2804 o3 1.00
. 919,281~3,426,4159 1.07 (0.43 , 2.69) 0.880
= 3,426,416~7,688,4409 0.68 (0.22 ,2.11D) 0.504
7,688,4419 o4 0.60 (0.16 , 2.18) 0.433
609 o]3t 1.00
61~283%Y 0.61 (0.24 ,1.53) 0.291
T 284~1,002¢ 1.12 (0.37 , 3.40) 0.841
1,0039 o] 1.52 (0.44 ,5.27) 0.510
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24,5554 °]3} 1.00

e 24,556~45,2802 1.30 (0.70 , 2.39) 0.408
o 45,281~80,1652 1.37 (0.73 , 2.59) 0.330
80,166¢ ©]4 0.84 (0.43 ,1.66) 0.616
20044 1.00
Aed 20054 0.37 (0.21 , 0.65) 0.001
2006 0.08 (0.04 ,0.16) <.0001
RIaRs 1.00
HYwo - oy 1.02 (0.57 ,1.83) 0.937
u:]f o nERAsAdAR 1.70 (0.95 , 3.06) 0.077
o A7 e 1.06 (0.49 , 2.29) 0.892
713 A u] A 0.45 (0.09 , 2.24) 0.329
L& - FAntFAER)  1.00
W 1.05 (0.42 ,2.59) 0.925
Az A 0.80 (0.43 ,1.49) 0.486
2 1.49 (0.61 , 3.63) 0.380
5 g u el & 0.54 (0.18 ,1.59) 0.260
ZNARRITC 1.00
e ARRIAAEH 2.26 (0.83 ,6.11) 0.110
A7} gAun 0.14 (0.04 ,0.53) 0.004
A AR A 3.24 (0.65 , 16.01) 0.150
A FD) 1.00
i A (FF4) 1.97 (1.14 , 3.41) 0.015
e LE(FED) 1.58 (0.41 , 6.04) 0.504
LE AR - Ak 0.98 (0.33 ,2.87) 0.964
Area under ROC (c statistics) 0.815
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W (17.4%), 304 ®wWro] 637 (10.0%)S] BEZ 1 glom, 30~394 ¢ H]

i&

il

3l 304 wiwre] 27982 Eol WA Ay oA B 2 =H|(Odds
Ratio)7} 179% %Sk (OR: 2.79, 95% 4183k 1.32~5.90) BAHCZE
ettt I e o EE 40~49417F 30~39A1 ¢l HIS) Rl A o
A = Q=¥ (0dds Ratio)7} 35% =%om, 604 ©]d2 10% =skoh. W
Holl 50~594 ol A= 30~3940ll ®] WA A Fojsid 2 L=H

(Odds Ratio)7} 28% wskth. A= 304 wlwhe] WAA| 7|2t WA F

i)

sdaseld 4 gt MYe AFFrhe gn 393 A8 on

&
QA AFdolth HEHo| 30~49A419] A 9= ZHAAA M FFHA 98-S

st 7tSE SR dR¥ R YdAAH A5e g, vdAY 2H &Y
24 @ 2=H(Odds Ratio)® ItHA] =2 &gt

4, AFAEZE MSAGERT}L 21474 (33.9%), AAA SRR} 178

1(282%)° WAooz F 62.0%= FHREF o] oAtk 53 &% F&

A AYGe ML - AL 3757(59.3%) 0 F 20058 % A FFEHFEAL A] <

BR7L 1232 wdAe A geolsfd € @ =u(Odds Ratio)7} =k,
PAASEFR = 1.088, FAAGERE 1.070c0 2 =3t ol ¢ o] <l
T EA AFFEE A AFEY #E NS MEXNFERT}
EREOE JdF FARIE AFdE 94 A2 A= o] Bol FF
ol WA fZ29 FEAME DAL dv= Aold. WY JFAE=E

HZE QY

e

KX
=

of

& LA 77F F 35971(56.8%)
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stal gloem, oj= A d =wle AU HagEe] w2H 7IJUd Aew

Hol Aok I Loz AAal 16171(255%), W

M
=
N
Y

N
S~
X
g
[
(V]
Q1
A

(55%), NEHu Aol 5 3070(4.8%) o2 EEHo Qv LI N
AGER] F 2141 F JAE Wldo] 1277 (59.3%)°lH, A4l 497
(22.9%), B 217(9.8%) wolth. WES F 470 T ASAIERI 211
(44.7%), BJAAGER7LE 1271(25.5%) w2 BEFH Aot FWIFT A
AA3) o] AHFA A7 Aol EAstL doBE FEA A G WdA
71247 A BEE F Ade ALY HEY o] &=t
s

AR, 7tdA FREZ = A%l 328 (51.9%), Ao 2837 (44.8%), °]
SwA7 21 (33%) 2 HAVIAATE AGAAARY 238 BUT. A

7FAAel Aee & 328%W T EEFo] - Folded sigst= 1249

ol
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ABSTRACT

Analysis of the Factors Affecting Settlement of Health
Insurance Complaint - The Ombudsman of Korea

Cases

Deok Ho Kim
Dept. of Public Health Policy and Management
Graduate School of Public Health

Yonsei University

(Directed by Professor Woo Jin Chung, Ph. D.)

The purpose of this study is to analyze the factors affecting the
settlement of  complaints regarding health insurance filed to the
Ombudsman of Korea and suggest recommendations. I conducted a
survey of the complaints of health insurance that had been filed
between January 2004 to December 2006, classified types of complaints

and analyzed these cases.

A total of 632 complaints were filed regarding health insurance
through Internet, visit, mail, fax and the presidential office and I
classified these complaints into imposing contribution, insurance
benefation * insurance  benefit = management, insurance  collection

delinquency in payment disposition, eligibilities management and public
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administration services. I linked total medical fees, days of prescription
drugs and insurance due to find the wuses of medical center and
insurance due of those who filed the complaints. The results of
complaints are classified into positive answers with guidance,
transferring, rejecting, withdrawing applications and corrective advices to

the inside operation guide of the Ombudsman of Korea.

I found about a half of the complaints were filed by residents living
in Seoul, Gyeonggi Province and Incheon. The types of complaints are
imposing contribution, insurance benefation * insurance benefit management,
insurance collection delinquency in payment disposition, eligibilities
management and public administration services and the most complaints
are related to imposing contribution and the rise in insurance payment.
This indicates that these two areas should be fixed to improve the
public’s satisfaction with the public service. A growing number of
people filed the complaint through Internet, therefore the website
services of the Ombudsman of Korea needs to be improved. The
majority of complaints are filed by residents of Seoul and its suburban

area, and they used Internet mostly.

I analyzed the factors affecting the settlement of the complaints filed
to the Ombudsman of Korea by using the logistic regression method
and found that these factors give a significant effect on age, subscriber
classification, the timing of complaints, the agency against which the
complaint was filed, and ombudsman of investigator. The ratio of
settlement of complaints was especially high among the people in their
30s or below and those who joined medical payment. The rate of
settlement shows that the figure is declining year after year, and the
trend is mostly related to the change in internal operation of the
Ombudsman of Korea. In the case of the complaints filed against the
Ministry of Health and Welfare, the majority of complaints complained
about the rise in insurance payment and this will be improved only

through institutional change. The settlement of the complaints showed
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that the rate was high when ombudsman of investigator were from
other government ministries and this is because they dealt with the
complaints regarding recipients of basic life insurance. Therefore the
central and local governments should produce uniform guidelines to

reduce the possibility of future complaints.

This paper used the logistic regression model to find the
characteristics of those who file the complaints, use of medical facilities
and insurance due by generation and the trends in the complaints
through the analysis of factors affecting settlement of the health
insurance cases. This paper aims at producing recommendations to
improve the public service. The limitation of this study is that there are
a variety of indices regarding the socio economic level such as the
income level of those who raise complaints and their family and wealth
status and these variables hinder accurate analysis. This limitation

should be resolved by future study for the better results.

Key words: Ombudsman, The Ombudsman of Korea, National Health
Insurance Corporation, Complaint, Imposing contribution,
Settlement
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