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2] H(%)

s doka AE  Had4s AT o878 AT
A A ] ) p—value
Penalty Deposit Comssion Disadvantage
A £33 135 9(6.7) 87(64.6) 18(13.3) 21(15.5) .689
o] 165 10(6.1) 98(59.4) 30(18.1) 27(16.3)
a3 20-39 128 9(7.0) 78(61.0) 20(15.6) 21(16.4) 450
40-59 139 7(5.0) 90(64.7) 23(16.5) 19(13.7)
60< 33 3(9.0) 17(51.5) 5(15.1) 8(24.2)
9 B 29 5(17.2) 18(62.0) 2(6.9) 4(13.8) .002
A 212 10(4.7) 125(63.7) 31(14.6) 36(17.0)
e 25 1(4.0) 13(52.0) 10(40.0) 1(4.0)
= 9 7]E} 34 3(8.9) 19(55.9) 5(14.7) 7(20.6)
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115
80
21

13(18.0)
5(2.5)
1(3.8)

2(4.0)

3(6.8)
2(2.7)
2(6.2)

1(1.9)
9(18.8)

9(10.8)
8(7.0)
1(1.3)
1(4.8)

33(45.9)
128(63.7)
24(88.9)

29(58.0)

26(59.0)
52(71.2)

22(68.7)

34(64.1)
22(45.8)

44(52.4)
72(62.6)
52(65.0)
17(80.9)

14(19.4)
33(16.4)
1(3.7)

13(26.0)

6(13.6)
11(15.0)
6(18.7)

8(15.0)
4(8.3)

11(13.0)
17(4.8)

18(22.5)
2(9.5)

12(16.7)
35(17.4)
1(3.7)

6(12.0)

9(20.4)
8(10.2)
2(6.2)

10(18.9)
13(27.0)

20(23.8)
18(15.6)
9(11.2)
1(4.8)

.000

.009

.090
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AEAR 104 8(7.7) 64(61.5) 16(15.4) 16(15.9) 910
196 11(5.6) 121(61.7) 32(16.3) 32(16.3)
AR T =
N 232 13(5.6) 145(62.5) 36(15.5) 38(16.4) 749
&FHolt}
68 6(8.9) 40(58.8) 12(17.6) 10(14.7)
300 19(6.3) 185(61.7) 48(16.0) 48(16.0)
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% 10 dlok 1A o] Q) 8 8 Aol mE Ao 54

2] (%)

2 A% e ds Azl aa o ek= =448  pFAF I
A . . . p—value

SMS E—mail Phone Deposit Discount Benefit

] k2 135 94(69.6) 0(0.0) 37(27.4) 4(2.4) 0(0.0) 0(0.0) .086
o] 165 92(55.8) 1(0.6) 65(39.4) 7(4.2) 0(0.0) 0(0.0)

ik 20—39 128 107(83.6) 1(0.8) 15(11.8) 5(3.9) 0(0.0) 0(0.0) .000
40-59 139 73(52.5) 0(0.0) 62(44.7) 4(2.8) 0(0.0) 0(0.0)
60=< 33 6(18.2) 0(0.0) 25(75.8) 2(6.0) 0(0.0) 0(0.0)

AFAY NE/sE 29 24(82.8) 0(0.0) 4(13.8) 1(3.4) 0(0.0) 0(0.0) .000
At 212 130(61.3) 1(0.5) 75(35.3) 6(2.8) 0(0.0) 0(0.0)
g 25 19(76.0) 0(0.0) 2(8.0) 4(16.0) 0(0.0) 0(0.0)
& 9 7]E} 34 13(38.2) 0(0.0) 21(61.7) 0(0.0) 0(0.0) 0(0.0)
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aEolst 72 30(41.7) 0(0.0) 40(55.5) 2(2.8) 0(0.0) 0(0.0) .000

= gl
o1 201 135(67.1) 1(0.5) 60(29.9) 5(2.5) 0(0.0) 0(0.0)
o & 27 21(77.8) 0(0.0) 2(7.4) 4(14.9) 0(0.0) 0(0.0)
q 172

j:a; 50 4182.00  000.0) 36.00 61200  0(0.0) 0(0.0) 000

2o o] 44 25(52.2) 0(0.0) 20(45.4) 1(2.3) 0(0.0) 0(0.0)

A2 73 53(72.7) 0(0.0) 19(26.0) 1(1.4) 0(0.0) 0(0.0)

Ryi Rl

i 32 25(78.1) 0(0.0) 7(21.9) 0(0.0) 0(0.0) 0(0.0)
A H] 2~

4 53 19(35.9) 1(1.9) 31(58.5) 2(0.0) 0(0.0) 0(0.0)
7)€} 48 25(52.0) 0(0.0) 22(52.0) 1(0.0) 0(0.0) 0(0.0)

10091 84 36(42.9) 1(1.1) 45(53.6) 2(2.4) 0(0.0) 0(0.0) .003
100-300%HY 115 84(73.0) 0(0.0) 27(23.5) 4(3.5) 0(0.0) 0(0.0)
300-500%H¢ 80 49(61.2) 0(0.0) 27(33.8) 4(5.0) 0(0.0) 0(0.0)

5008 o] 4k 21 17(80.9) 0(0.0) 3(14.3) 1(4.8) 0(0.0) 0(0.0)

_34_



k

Yy

4

AR 104 90(86.5  0(0.0)  11(10.6)  3(2.9) 0(0.0) 0(0.0) 000
196 96(48.9)  1(0.5)  91(46.4)  8(4.0) 0(0.0) 0(0.0)
JorRE L
232 149(64.2) 1004  75(32.3) 73D 0(0.0) 0(0.0) 372
8ot
68 37(544)  000.0)  27(39.7)  4(5.9) 0(0.0) 0(0.0)
300 186(62.0)  1(3.7)  102(34.0) 1137  0(0.0) 0(0.0)
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T 7 AEEH = ¥ = %
deks A& * 0% 72 24.0
10% 101 33.7

20% 53 17.7

30% 18 6.0

40% 6 2.0

50% 26 8.7

60% 2 0.7

70% 2 0.7

80% 12 4.0

100% 8 2.7

A& s AF * 0% 146 48.7
10% 65 21.2

20% 20 6.7

30% 14 47

40% 2 0.7

50% 19 6.4

80% 3 1.0

100% 4 1.3

of|of o] 871+ A% 071€ 161 53.7
104 26 8.7

2704 10 33

3N 3 1.0

5704 1 0.3

6714 3 1.0

HAA S o& 071€ 192 64.0
of| of o] -&-7]%H 171€ 58 19.3
A gk 2704 37 12.3
3N 10 33

5704 1 1.0

6704 2 0.7
A 300 100.0
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E 12. k7 AEYA s 2]
. o+58] I (Scheffe)
N % Bd EFHX} F-value HFYTFE X
Z3AYSE BEE  F9%
FQAYS 49 16.33  4.69 16.09 18.54 0.000 FLaALS 0.000
o k2 FEE} HE 43 14.33  14.88 19.32 HE 0.014
93 208  69.33 25.48  24.29 93 0.000 0.014
£ 13 AL FFE AF oAt gk 584 A=
N o8] I (Scheffe)
N % H7g EFWX F-value JFE
Z3AYSE BEE  F9%
FAULS 57 19.00 2.81 13.73 13.16 0.000 FLaALS 0.000
HAFFEAF BE 72 24.00 10.00 16.61 HE 0.031
9% 171 57.00 16.37 19.43 9% 0.000 0.031
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WA AR ook Ak FFE e oo A
A% = £} A5 & Al

(Penalty) (Refunded) (Commission)  (Disadvantages)

A A3

(Penalty) 000

A= oof=

&= =7 1.318 .000

(Refunded)

Ha 558

A5 1.190 399 .000

(Commission)

e slef A

ol-& ATt 829 1.158 811 .000

(Disadvantages)

£z % 78
i 44 1 24 2
AE ook B8 By}
-913 301
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7 T & 1,091 071
(Commission)
S ok A o] g
™ _] e A 2100 -1.082
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HXA Al
-496 3522

(Penalty)
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F 17, oeF k) 18 2 A MEHS
SMS  Email A3k AmdE  doF £ dleF F5 A
s 2g g A =44 g &9 meREd &9
(SMS)  (E-mail) (Phone) (Deposit) (Discount) (Benefit)
SMS L&
.000
(SMS)
E-mail '
. 1.422 .000
(E-mail)
A3} o
o 597 1.424 .000
(Phone)
RET
il 1153  1.168 064 .000
(Deposit)
sepEs A
=34 &9l 8" 1173 619 940 .550 .000
(Discount)
sof 24 A
HEHA 8" 1461 649 1191 .674 288 .000

(Benefit)
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3. 4&&4
7t oo gt TR diFt A7) A 4
1) EA(SMS)

SRSl 7y HEAW ol ey FRE B Bdolgltd Frhxos
A

17 8158 ohns] stel AL AAdA )

FE 20. SMS E¥ Al7]-3l¢ mEY

T F 1 3] 2 3] 3 3] x? P-value
74 A 3 18 28
39 A 7 81 12
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19 A 38 4 1
I i) 2 0 0
50 103 41
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ABSTRACT

A Study on the Reform Measures for Reduction of

the Reservation Cancellations at the Hospitals

Ji Hyun Lim
Department of Hospital Operation
Graduated School of Public Health

Yonsei University
(Directed by Professor Sang Gyu Lee, Ph.D.)

The purpose of this study was to identify the preferred types of
the hospital reservation cancellation management to help reduce the
reservation cancellations. For this purpose, subjects’ preferences of
reservation cancellation management types were analyzed in reference
to their demographic variables. In addition, the proper scopes of
payment intention or the financial disincentive and their importance
perceived by the subjects were analyzed, while timing and frequency
of pre-notification preferred by the subjects were examined.

For this purpose, this study sampled 327 outpatients or their
guardians who had reserved a university hospital and a general

hospital located in the southwestern part of Seoul, and the responses
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from 300 of them were used for the final analysis.

The results of this study can be summarized as follows. 232
subjects (77.3%) perceived that the reservation cancellation was a
habit, while 68 ones (22.7%) did not. On the other hand, the most
preferred method of managing the reservation cancellation would be
refusal to refund the reservation deposit (61.7%), followed by
payment for cancellation (16.0%), limit of future reservations (16.0%)
and penalty (6.3%) in their order.

186 of the subjects (62.0%) preferred the texting for prevention of
reservation cancellations, and 102 of the subjects (34.0%) preferred
the phone calls. The preferred timing and frequency of the SMS
were twice 3 days before, once a day before and three times 7 days
before, while the preferred timing and frequency of phone call was
once a day before.

As a result of analyzing the relation between subjects” perception
of the refusal of refundment of the reservation deposit and their
intention to pay for cancellation fee, it was found that 208 subjects
(69.3%) felt important for refusal of the refundment, while 49 ones
(16.3%) did not so. On the other hand, 51 subjects (17.0%) answered
that payment for cancellation fee would be important, while 30 ones
(10%) opposed the fee. The subgroup who felt important for the
reservation rules tended more to pay for the cancellation fee than

those who did not so.

_70_



Based on such results, a considerable number of the subjects
perceived that various disincentives against the cancellation of
reservation would be important, while admitting them widely. Hence,
it is deemed necessary to conceive some specific types of the
hospital management cancellation management as well as their

proper scope.
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