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Assessment of Medical Service Quality Perceived by In-patients of
Geriatric Hospitals
-Using Revised IPA Applying the Kano’s Model-

Min-Seok Ko¥
Department of Public Health Administration, Vision University of Jeayu

<Abstract>

The present study is aimed at assessing medical service quality as perceived by in-patients of
geriatric hospitals and at analyzing the excitement factors by using revised IPA Applying the Kano's
model for users’ satisfaction. The data was collected from Nov. 5 to Dec. 7, 2012. Among a total of 503
cases of questionaries, only 419 cases were used. To data were analyzed by PASW statistics 18.0 and
revised IPA applying Kano’s model.

The paired t-test results reveal that satisfaction was higher than the expectation level at a statistically
significant level across all the medical service quality factors. The revised IPA results categorized facility
convenience, hospitalization and care, and kindness as basic factors and medical reliability and access as
excitement factors.

In conclusion, medical reliability and access, which were identified as excitement factors of medical
service quality, are essential opportunity factors for users and should accordingly be used as strategic

factors to increase satisfaction with a geriatric hospital and induce customer surprise.
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9] Revised IPAT %73} 3AATE WAH T2
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| . Performance factor
High implicit importance
High explicit importance

Il Excitement factor
High implicit importance
Low explicit importance

IV. Basic factor
Low implicit importance
High explicit importance

Il Performance factor
Low implicit importance
Low explicit importance

ouepodw Jio1dw

Explicit importance

<Figure 1> Vavra’s Revised IPA Matrix

M. 474

1L a7 2 AR5 B

o
¥
rlo
od. Oﬂ
o
i
o
o
>
oo
ol
£

o A Ml of of mXN
o N e x
TR A
y 2 i o
U oo oS
05% _‘}, m:? b 8 ot
ol >

e =
o E g
i o
e ]E
flo jE
o =
2 re
AN
- N
~ e
) ol
ey £
o, N

frs

o
ot
2&

2 fo
oy =~
r2 o
! o
S Lo
= T
= X
S = 1o

= .
2 n{gl ﬂ{;l BN
= X i,
H 2, =
2, SN
> [ & o A

e ot A o
N,
RN
N ot T
o M o dn
T
fru F_\“l e q,
= Y
X R & O
o W o fo =

- 136 -



Assessment of Medical Service Quality Perceived by In-patients of Geriatric Hospitals

2 24390 eEe 18 48 7))
] WT7MV}EGE~5ﬂd“

B A -9 A5 &
Statistics 18.0 ZZ 1S
45 98t tad 2 #H o
st

AR, ZAe A B4 sekar] 98

2o tig 7derE
o] ztolE Hlw *E‘ J8l7] fste] teHE 34
(paired t-test)S A3

A, sAHlzEd 28 7Y deddss
dotE 3, O3RN M dsedES BF
317] $15}4 Pearson “g#EAS AAISHH T

AR, SaARlaFds HekE TEe 7H
FFHAE Lolr7] ffste] ts3AREHS 4
3L, FAAHE v CE KanoRde] 7]%3}
o Vavra(1997)[8]7} AA§F Revised IPA MatrixE
ol§3te] EMuAFES Hrieta, mEadls

B39,
V. 9143

A

1 A3 44

Il

A Q1A 542 <Table 1>3 Zth
AEE ofAdo] 2617(623%), FAL 158%(37.7%)

- Using Revised IPA Applying the Kano’s Model -

O

1%tk
g 29kar, 60-704 mlwtk 1287(30.5%), 8041 ©]
b 857(20.3%), 60A1 PI¥F 5078(11.9%) TolAth
gd& FZ o3} 296%3(70.6%), 1LZE 919(21.7%),
Zol} 32W(76%) woldoH, BAFES F
5(69.0%), 3 66™(15.8%), 4 647 (153%) <=0l
o] A}

f

Aok AL 70804 mwto] 1569 (37.2%) 0%
7

N

o

= 1o

28
Atk JFEAFE 2490 281%(67.1%), 591
17%8(27.9%), =4 21%(E0%) £oldth 55
A Ho] 1814 43.2%)E 7H¢ Bk, oFahA 149
H(35.6%), W AF 51%(122%), w1$ ok 387
(91%) colgler], WAdHA JFe 715, A

\O

b1 o
fr

[e}
o] B0W(49%)E 7PF R, £A 103
(24.6%), EFES] F3 467(11.0%), A, °l% 27
3 (64%), 71EH 13%(3.1%) <otk

<Table 1> Demographic characteristics of the study

subjects
Variables Category Persons %
Male 158 37.7
Gender Female 261 62.3
<60 50 11.9
Age 60-69 128 30.5
70-79 156 37.2
>80 85 20.3
_ <Middle school 296 70.6
Fe(jglca“o” High school 91 217
>College 32 7.6
, Low 66 15.8
Economic gl 289 69.0
level )
High 64 15.3
Lonely 21 5.0
Number of 54 rembers 281 67.1
household
More than 5 members 17 27.9
Extremely weak 38 9.1
Severeness Relatively weak 149 35.6
Fairly severe 181 43.2
Extremely severe 51 12.2
Self 103 24.6
Influential Family, relative 230 54.9
person Friend, neighbor 27 6.4
in selecting  Referral from
hospital other hospitals 46 1.0
Miscellaneous 13 3.1
Total 419 100.0
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A (Communality)& A 647914 a1 8329

<Table 2> Verification of validity and reliability of items for measurement of medical service quality

A5 7KL glo] Uk 71EQ 40 oldeE 4

Ehton, PSS W 74 89 F A

& 7347%°] AWES 7HAI Qe 20E YET

£ MM FAA Q8 A, AAHOE WHIH

B3t Slol AFEHPES FAlde de A7 §ls A
maE o2 AU

A3, o 3 7 25 gig A8 =E Yedle WH

I} A4 A% Cronbach’'s alpat® 7H37HH 892,

Eapa 98217 778, 214 836, AT 783, A 650

50 ©] o2 yeht gerA ARk 718 60 odE 55

I3, 3% 3t glof WA A=E F Qe Ao Uk

3 k.

. Hospitalization ~ Medical . Facility Commu
Variables for Measurement o Kindness  convenie  Access .
and care reliability nce nality
Enriched menu and meal to suit the taste .843 .832
Reliable nursing service .832 .815
Well-structured curriculum for teaching and
efficient program for rehabilitation 134 132
Immediate correction of inconveniences 675 .692
Quahﬂcatpn of medpal staff and 819 738
trustworthiness of their practice
Effectiveness of treatment and prescription 784 734
Excellent medical equipment and facilities 732 647
Kindness of nurses 142 735
Kindness of administration staff .662 701
Kindness of doctors .651 134
Kindness of medical technicians .559 .649
Qutstanding faCIllltIeS for rghab|l|tat|on and 822 796
recovery of physical functions
Convement utilities(bathroom, restroom, 788 741
cafeteria, etc.)
Easy transportation within or between wards .b24 702
Economic medical cost .858 .817
Easy access from home .632 .690
Eigen Value 3.099 2.483 2.398 2.108 1.669
Proportion(%) 19.366 15.517 14,987 13.175  10.429
Cumulative(%) 19.366 34.883 49.87 63.044  73.474
Cronbach's alpa .892 778 .836 .783 .650
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AdHeedle]  deaks Bd 0160]30oH
(p<.001), Ao te= H 0142 Uebis
THp<.001). 98418 a91e tigak= W 0119
ATHp<.01).

4. Revised IPAE &-4-3 o g MH| 2% 4 F7}
1) JEMuAED 29 7Ho A#AAA

Revised IPAE 13+ T3] AR A4A =2
s JYsAe] geMuHAEd 89 71

<Table 3> Comparison between expectation of and satisfaction with the medical service

Expectation Satisfaction Paired differences
factor Mean S.D Mean SD Mean S.D !
Hospitalization and care 3.63 0.73 3.80 0.73 0.17 0.54 6.385%*x
Medical reliability 3.56 0.70 3.67 0.78 0.11 0.70 3.196%*
Kindness 3.75 0.71 3.97 0.73 0.22 0.57 7.813%xx
Facility convenience 3.65 0.79 3.81 0.83 0.16 0.59 5.656%**
Access 3.19 0.74 3.33 0.80 0.14 0.59 4.905%**

*x p<.01, *** p<.001

<Table 4> Correlation of satisfaction by factors of medical service quality

Hospitalization and care Medical reliability Kindness Facility convenience
Hospitalization and care 1.000
Medical reliability A09%*x 1.000
Kindness B70%** 585 xx 1.000
Facility convenience 539%* .388*xx 508**x 1.000
Access 560 ** ABAxxx 523xxx A25% %%
*%% p<.001
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oA
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Vavra(1997)[8]9] Revised IPAE AAIStoH, &
A= <Table 6>, <Fig. 2>9} Zt}. F443,
Revised IPA Matrixe WAIA FRE(YE) BAI
A FAEXF)Ol W A4 Hdgdd 0159
3599] WAL FA0, AAW(X=3.65, Y=100),
(X363, Y=056),  JAHRQI(X=3.75,
Y=-072)& 7]&8dlew EFHUL, YR

=186(p<01) 22 STAHCZ Fol3 JFadle (X=3.56, Y=358)9} H29(X=3.19, Y=.186) ©]
depdth W $AHee folaAe 9RAT  dedez RREd.
e AAGE B=056, 1H 209 3AA olfg AA/E sfAstd, AHAY, tE7H,
FE B=-072, ARG FAAFE B=100  FHacle AxHo Bejsor F FLAYo|A
o veuth AwA wEsel o A AW o Agdsh AEs & 5 e 443 99 3
R)= 273%2 depstor, A4 tet §44  maled 7ldske 24 2 5 dde 7129
I8E HEste Fakd 30979 p<001 &l < ousit} whE wWEgolel oAl Mo
M EAACE Fol3 Aow Yt e AAol XNEE AFRTNA ARt A}
¥slE olZold £ e AesdT B & 9

3) KanoEd o] ZAgH Revised IPA th Z ufE Q19 g} HEade w=9le

= ABAY ez g 7] e 998 DARES fuse dges
U4ET BEES P Kaowdd 2A% 2 Ag4dte AL Jvdn
<Table 5> Effects of medical service quality factors on overall satisfaction

Unstandardized Coefficients SCtandgaerized
oefficients t
B S.E 3

(Constant) 1.620 .200 8.103*x*

Hospitalization and care .059 .065 .056 .897

Medical reliability .350 .052 .358 6.670%*x

Kindness -.075 .068 -.072 -1.096

Facility convenience .092 .054 .100 1.718

Access AT77 .052 .186 3.413%x

Re=273  Adj.Re=.264  F=30.979*xx*

*x p<.01, *** p<.001

<Table 6> Outcomes of revised IPA for medical service quality as perceived by in-patients of geriatric hospitals

Hospitalization

Medical

Facility

S Kindness . Access
and care reliability convenience
Implicit importance(Y%) .056 .358 -.072 .100 .186
Explicit importance(XE) 3.63 3.56 3.75 3.65 3.19
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