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aera g cleF WIZIY 4.52(.722)  3.43(1.050) 1.084 7.716 000
A2FEAE 2 418(.843)  3.05(.987)  1.133  7.351  .000#x
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Xﬁﬁf}f 4.11(.870)  3.20(1.056) 0.904 6.458  .000%x
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Qo] AEA  4.46(.638)  4.05(.736)  0.407  5.105 0005
2o MAHE 4.23(.747) 4.25(.693) —0.022 —0.332 0.741
dAlolE F3= 451(.639)  4.04(.855)  0.462  4.902  .000%x
AAde ¢4 4.59(.596)  4.26(.772) 0.33  4.301 L0003
oepa g AIeF W71 4700587)  3.74(.976)  0.967  8.89 000+
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SFAF  4.11(1.005) 2.68(1.173)  1.429 10.342  .000#x
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Ao et =78 4.37(.677) 3.79(.995)  0.582  5.116 L0005
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2] AFA 4.27(.871) 4.46(.638) -1.708  .089
2} M= 4.45(.769) 4.23(.747) 1.870 063
WrtelE F35 4.05(.909) 4.51(.639) —-3.864 .000%x
A4l 44 4.57(.736) 4.59(.596) —.268 .789
of Of A 2~ H) o oF 71 4.52(.722) 4.70(.587) -1.864  .064
H2FAH 2 4.18(.843) 4.32(.815) -1.097 274
R CE 4.35(.889) 4.11(1.005) 1.658 .099
ZER =L = 4.24(.850) 4.36(.823) -.959 .339
s A H] 2 4.11(.870) 4.15(.906) —-.337 737
34l 244 4.13(.852) 4.18(.902) —-.325 746
4154 A0 T4 4.34(.830) 4.33(.790) .063 .950
34 Wi e vk 3.76(.970) 3.93(1.020)  —1.157  .249
A 3% 4.19(1.006) 4.67(.496) —4.027 .000%*
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#e o)A} 3.78(.884) 4.08(.806) —2.293  .023%
AAate +1 3.99(.876) 4.37(.677) —3.263  .001xx
AP =g 3.89(.827) 4.12(.743) -1.927  .056
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2] AFA 3.83(.794) 4.05(.736) -1.929  .055
29e] = 4.25(.881) 4.25(.693) .002 .998
ALl E +5 3.54(1.039) 4.04(.855) —3.489 001
AZde 44 3.81(1.076) 4.26(.772)  —3.236 .001*
of ok A] 22 ¥ of o 7Y 3.43(1.050) 3.74(.976)  —1.970  .050
A2FAH 2 3.05(.987) 3.15(1.144)  —.649 517
THAF 2.98(1.137) 2.68(1.173)  1.679  .095
A/ 2 e 0] 3.04(1.12) 2.90(1.086) .807 421
s A H] 2 3.20(1.056) 3.37(1.029)  —1.067  .287
34 244 3.08(1.062) 3.45(.873) —2.494  .014x
484 SAWE S 3.35(1.076) 3.54(.946) -1.233  .219
35 W o] T 3.30(1.056) 3.90(.955)  —3.934 .000%x
4 3% 2.73(1.094) 3.86(.889)  —7.452 .000%x
ohFg Ml AlF 3.42(.977) 3.62(.866) -1.386  .167
Bl 3.06(1.183) 3.35(1.158)  —1.641  .103
Y e T AR AF 3.10(1.078) 3.44(.991)  —2.183 .030%
wel o)A 2.73(1.127) 3.12(1.104)  —2.280 .024x
Aojrtat 3.04(1.131) 3.79(.995) —4.685 .000%**
Nde] = 3.10(1.078) 3.62(1.009)  —3.281 .001=x

#5<0.01, *p<0.05
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ABSTRACT

A Study on Importance of and Satisfaction with

the Referral Center Services of the Tertiary

Hospital

Miyeon Kwon
Department of Hospital Management

Graduate School of Public Health

Yonsei University

(Directed by Professor Tae Hyun Kim, Ph.D.)

The purpose of this study was to analyze the importance of and
satisfaction with the referral center services of the tertiary hospitals as well
as the differences of perception between the service providers and
beneficiaries. For this purpose, this study sampled a hundred doctors in
Gangseo-gu, Mapo-gu, Seodaemun-gu and Eunpyong-gu who had ever
referred their patients to any of the 13 referral centers of the tertiary

hospitals and a hundred medical staffs who had ever worked for any of
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the above referral centers for 6 months or longer.

Among them, 90 doctors and 95 medical staff responded to the
questionnaire survey. The data collected thus were processed for frequency
analysis, descriptive statistical analysis, difference analysis and IPA analysis
to set subjects’ demographic variables, differences of importance and
satisfaction perceived, and differences of satisfaction perceived by group.

The results of this study can be summarized as follows;

The doctors perceived that easy referral, faithfulness of the returned
messages and hot line would be important, while they were less satisfied
with referral to the intensive care units, return of the patients and medical
consulting services. As a result of comparing the importance and
satisfaction, it was found that the items showing differences statistically
were referral to the intensive care unit, return of the patients and hotline,
etc. On the other hand, the medical staff of the referral centers thought that
reservation waiting days, return of patients and convergence of the
proposals would be important, while being less satisfied with referral to
the intensive care unit, fast reaction and medical consulting. As a result of
comparing the importance and the satisfaction between two groups, the
significant differences were found in check-up and waiting for surgery,
return of patients and medical consulting. The doctors” perceived
importance and satisfaction were mostly lower compared with the medical
staff of the center, while the widest differences between two groups were
found in return of the patients. On the other hand, as a result of the IPA

analysis for the two groups, it was found that the doctors thought that
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such aspects as waiting days for reservation, referral to the intensive care
unit, return of the patient, fast return, hot line and convergence of
proposals should be reformed intensively, while the center’s medical staff
thought that the quality of medical messages and hot line system should
be reformed.

In conclusion, medical staff of the referral centers tend to rate the system
as more important than the doctors in most cases, while doctors’
satisfaction was lower than the medical staff of the center. All in all, it is
perceived necessary to enhance doctors’ satisfaction with the referral
system by reforming referral to the intensive care unit, return of patients
and hot line, and thereby activate the medical referral system and thus,
solidify the medical delivery system. Above all, the methods of improving

the satisfaction directly need to be explored.

Key words: referral center, satisfaction, importance, return, IPA analysis
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