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{Abstract)

This study attempts to analyze some determinants of consumers’ medical service
quality and their complaining behavior.
The results can be summerized as follows:

1. The determinants of consumers‘ perceived medical service quality could be
categorized as five factors;

i.e. nursery, hospital environment, medical doctors, other staffs and service fee.
Among them nursery sector consists of 32% variance.

2. According to the discriminant analysis, those determinants are of great value to
distinguish between satisfied/unsatisfied group.

The hit ratio was 85.4% which is relatively high score.

3. The type of complaining behavior could be grouped into no action, private and
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public complaining behavior.

Most of respondents belonged to no action group and a few showed private

complaining behavior.

Any respondents who were willing to show public complaining behavior could not

be found out.

4. These variables which influence complaining behavior were preconception toward
hospital, barrier to complaining process and expected complaining behavior. Among
them the first one was most influential variable.

5. In order to distinguish between complaining/non complaining behavior group,
discriminant analysis was done. The result showed the above three variables had a
significantly discriminatory power, the hit ratio reaching above 70%.

In summary, we can see that consumers® evaluation on the whole medical service
depends on the external factor such as staffs’ attitude or hospital facilities due to
the lack of their ability to evaluate highly specialized service like doctor's treatment.
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