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category section frequency percentage(%)

sex
man 62 36.7

woman 107 63.3

age

≤30 49 29.0

31~40 74 43.8

≥41 46 27.2

hospital

A 49 29.0

B 44 26.0

C 40 23.7

D 36 21.3

scholarship

high school 17 10.1

college 55 32.5

university 70 41.4

graduate 27 16.0

class

employee 110 65.1

middle management 53 31.4

upper management 6 3.6

occupation

doctor 12 7.1

nurse 61 36.1

administrative, management 51 30.2

health professional 32 18.9

etc 13 7.7

period of
employment

≤5 45 26.6

6~10 32 18.9

11~15 55 32.5

≥16 37 21.9

total 169 100.0
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category section frequency percentage

the existence of customer 
management

do 102 60.4

do not 42 24.9

have no idea 25 14.8

the existence of customer 
management office

it is 58 34.3

it isn't 70 41.4

have no idea 41 24.3

the existence of
 recognition of CRM

do know 30 17.8

have heard 62 36.7

have no idea 77 45.6

Total 269 200.0
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section question average
standard 
deviation

satisfaction 
degree of 
customer  

management 
condition

Our hospital manages customers well 2.76 0.95

Our hospital builds computerization for customer management 
well

2.60 0.99

Our hospital makes full use of phone counsel
 and mail for patient detainment

2.59 0.97

Our hospital makes full use of e-mail and web page for patient 
detainment 2.62 0.98

total average 2.64 0.79

recognition 
degree of it 
necessity of 

customer 
management

Our hospital needs a office in charge of customer management 
only

4.46 0.67

Our hospital needs anew system for customer management 4.28 0.71

total average 4.37 0.57

degree of 
intention of 
reuse if they 
become  an 

object

I will revisit the hospital that I was cured when I got a post or 
email from a hospital director

4.04 0.90

I will revisit the hospital when I got a post or email that had 
information of disease or health 3.82 0.83

The image of the hospital is going well when I get a phone, a 
post, and email from specific hospital

4.24 0.67

I will recommend the hospital to others when I get a phone, a 
post, and email from specific hospital

3.92 0.78

total average 4.00 0.61

degree of 
intention  of 

CRM introduction

Our hospital need to introduce CRM system 4.26 0.70

It is so helpful to attract patient if we introduce CRM system 4.24 0.63

It is common to introduce CRM system for korean hospitals in 
the near future 3.99 0.75

It is common to introduce e-CRM system for korean hospital by 
email or web-site in the near future

4.11 0.73

It is helpful to manage hospital if we introduce CRM system 4.18 0.68

total average 4.16 0.56

8



category section average s t a n d a r d 
deviation

t or F p scheffe

sex
1) man 10.35 2.99

-0.646 0.519
2) woman 10.68 3.28

age

1)≤30 10.76 2.82

1.122 0.3282)31~40 10.16 3.31

3)≥40 11.56 3.27

hospital

1)A 8.47 2.89

30.413 0.000*** 2>1.3
2)B 12.70 2.32

3)C 9.20 2.54

4)D 12.31 2.40

scholarship

1)high school 10.12 3.92

1.833 0.143
2)college 11.11 3.10

3)university 10.67 3.04

4)graduate 9.44 2.97

class

1)employee 10.16 3.04

3.363 0.037*2)middle manager 11.13 3.35

3)upper manager 12.83 2.32

occupation

1)doctor 10.00 2.92

3.547 0.008** 2>3

2)nurse 11.56 2.95

3)ad, management 8.41 2.32

4)health pro 10.53 2.84

5)etc 11.00 3.34

period of 
occupation

1)≤5 10.67 2.71

0.489 0.690
2)6~10 10.81 2.92

3)11~15 10.15 3.35

4)≥16 10.84 3.65
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category section average
s t a n d a r d 
deviation t or F p scheffe

sex
1) man 8.81 1.21

0.523
2) woman 8.71 1.12

age

1)≤30 8.29 1.15

5.855 3>12)31~40 8.92 1.03

3)≥40 8.96 1.21

hospital

1)A 9.51 0.82

16.015 1>2,3,4
2)B 8.59 1.02

3)C 8.65 1.08

4)D 8.00 1.20

scholarship

1)high school 8371 1.16

1.689
2)college 8.55 1.30

3)university 8.76 1.06

4)graduate 9.15 0.99

class

1)employee 8.74 1.14

0.0222)middle manager 8.75 1.18

3)upper manager 8.83 1.33

occupation

1)doctor 8.92 1.24

1.952

2)nurse 8.44 1.10

3)ad, management 9.00 1.06

4)health pro 8.75 1.34

5)etc 9.00 0.91

period of
occupation

1)≤5 8.44 1.18

1.548 0.204
2)6~10 8.75 1.19

3)11~15 8.91 1.04

4)≥16 8.86 1.21
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category section average s t a n d a r d 
deviation

t or F

sex
1) man 15.55 2.32

-1.885
2) woman 16.28 2.49

age

1)≤30 15.86 2.41

1.0312)31~40 16.31 2.68

3)≥40 15.70 2.09

hospital

1)A 16.82 2.11

3.525
2)B 15.39 2.60

3)C 16.20 2.29

4)D 15.47 2.62

scholarship

1)high school 17.18 2.48

1.622
2)college 15.76 2.36

3)university 15.86 2.51

4)graduate 16.19 2.39

class

1)employee 16.21 2.42

1.1742)middle manager 15.58 2.46

3)upper manager 16.17 2.99

occupation

1)doctor 17.50 2.54

2.506

2)nurse 15.67 2.53

3)ad, management 16.08 2.17

4)health pro 15.53 2.50

5)etc 17.15 2.38

period of
occupation

1)≤5 15.82 2.53

0.488
2)6~10 16.47 2.33

3)11~15 15.98 2.56

4)≥16 15.89 2.33
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category section average s t a n d a r d 
deviation

t or F p scheffe

sex
1) man 20.13 3.31

-2.144 0.034
2) woman 21.16 2.40

age

1)≤30 19.86 3.17

4.132 0.018 2>12)31~40 21.30 2.65

3)≥40 20.93 2.43

hospital

1)A 22.16 2.11

8.477 0.000*** 1>2,4
2)B 20.20 2.48

3)C 20.95 2.56

4)D 19.42 3.43

scholarship

1)high school 21.35 2.55

5.337 0.002** 4>2
2)college 19.71 3.01

3)university 20.99 2.51

4)graduate 22.07 2.62

class

1)employee 20.51 2.82

2.041 0.1332)middle manager 21.42 2.59

3)upper manager 20.17 3.82

occupation

1)doctor 21.17 3.64

0.893 0.469

2)nurse 20.59 2.49

3)ad, management 21.24 2.16

4)health pro 20.16 3.79

5)etc 21.08 2.84

period of 
occupation

1)≤5 19.76 3.39

3.873 0.010* 3>1
2)6~10 21.19 2.61

3)11~15 21.55 2.46

4)≥16 20.54 2.29
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degree of intention of 
CRM

degree of satisfaction of customer
management condition

-0.237

degree of recognition of its necessity of
CM

0.525

degree of intention of reuse when they
being an object 0.388
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