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Korean and Western medicine clinic using the IPA Technique

Jeong Won Lee” & Hai Woong Lee?*
" Department of Healthcare Management, College of Nursing and Healthcare Sciences and Human Ecology
2 Department of Public Health and the Office of Korean Medicine Education, College of Korean Medicine, Dong—Eui University

Abstract

Objectives : The purpose of this study is to investigate on the Korean and Western medicine clinic quality
to use IPA matrix and to establish a Korean medicine service management strategy.

Methods : In order to achieve the research purpose, medical consumers who visited 3 Korean and Western
medicine clinics were surveyed, frequency analysis, paired t—test were used for the statistical analysis,
and the mean of each variable was used for IPA analysis.

Results : The major results of analysis are as follows: It was confirmed that the skill and the kindness of
the human resources were important in both the Korean medicine clinic and the Western medicine clinic,
And it was confirmed the difference of the satisfaction rate and IPA between the Korean medicine clinic
and the Western medicine clinic, Especially Medical devices and equipment, Easy booking, reception, payment
procedure were different in IPA analysis,

Conclusions : We confirmed the similarities and differences between Korean medicine clinics and Western
medicine clinics in terms of importance, satisfaction, and IPA, On the basis of these results, Korean Medicine

clinic could arrange a management strategy in consideration of consumers choice attribute.

Key words : IPA matrix, Korean Medicine clinic, Medical service quality, Medical service management,
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Table 1. General Characteristics n=248
Medicine Clinic
Characteristics N(%) Kc'>rean. _ V.V§stern' , X D
Medicine Clinic | Medicine Clinic
n(%) n(%)
male 92(37.1) 40(16.1) 52(21.0)
Gender 1.652 237
female 156(62.9) 81(32.7) 75(30.2)
) Yes 160(64.5) 72(29) 88(35.5)
Marriage 2.593 113
No 88(35.5) 49(19.8) 39(15.7)
-19 6(2.4) 5(2.0) 1(0.4)
20—29 48(19.4) 30(12.1) 18(7.3)
30—39 82(33.1) 37(14.9) 45(18.1)
Age 9.654 .086
40—49 54(21.8) 22(8.9) 32(12.9)
50—59 41(16.5) 21(8.5) 20(8.1)
60— 17(6.9) 6(2.4) 11(4.4)
less than Middle school 19(7.7) 12(4.8) 7(2.8)
High school 69(27.8) 33(13.3) 36(14.5)
Education | University 147(59.3) 68(27.4) 79(31.9) 2.818 421
hool th
Graduate school than 13(5.2) 8(3.2) 5(2.0)
over
very severe 16(6.5) 10(4.0) 6(2.4)
b ; severe 35(14.1) 21(8.5) 14(5.6)
BT O | middle 127(51.9) 61(24.6) 66(26.6) 6.652 155
disease
mild 41(16.5) 20(8.1) 21(8.5)
very mild 29(11.7) 9(3.6) 20(8.1)
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Table 2. IPA Difference between Korean and Western Medicine Clinic

Korean Medicine Clinic Western Medicine Clinic
Varible Impor— Perfor— Impor— Perfor—
tance | Rank | mance | Rank t p tance | Rank | mance | Rank t p
(M+SD) (M+SD) (M%SD) (M+SD)
. . 4.46 4.35 4.30 3.93
Skills and ability of Doctors + 61 1 + 54 2 2.004 | .047 + 69 1 L 57 1 6.278 | .000
, . . 3.98 4.21 4,01 3.83
Nurse's skills and experience - 65 10 + 48 5 3.742| .000 + 76 9 57 6 2.722 | .007
4.17 4.16 4,09 3.84
i ’ ’ ’ 8 ’ 5 4,188 | .000
Experience and career of staffs + 64 8 . 55 7 137 .891 67 + 61 X .
4,37 4.38 4.17 3.86
ind f Doct ’ 2 ’ 1 —.122 ’ ’ 16
Kindness of Doctors + 59 . 66 . .903 + 63 3 . 65 3 5.169 | .000
4.35 4.31 4,22 3.87
Ki f ’ ’ 42 2 : 2 ’ 2 5.244 | .000
ndness of nurses + 60 3 . 66 3 425 | .67 + 69 + 71 . .
4.25 4,22 4,14 3.85
Ki T 11 ’ 4 ’ 4 440 661 ’ 4 ’ 4 3.924 000
ndness of staffs +.65 +.62 : : +.63 +.70 : :
4.23 4.01 4.13 3.81
Medical devices and equipment i.,5 9 5 i., 68 9 3.192 | .002 i.,7 1 5 i.,5 9 7 4.416 | .000
. - 3.76 3.74 3.74 3.81
Convenient facilities + 70 15 . 78 14 217 | .828 -7 14 + 59 7 1.840 | .068
. . 4.17 4.17 3.74 3.61
cleanliness and comfort of clinic + 70 7 + 54 6 .000 | 1,000 L4 14 + 68 15 | 4.020 | .000
3.96 3.67 4.09 3.80
Convenient parking facilities i._”/l 11 ir..85 15 3.119 | .002 i.,71 7 i',6 3 9 5.553 | .000
4,03 3.91 3.91 3.67
iti i ’ 9 ’ 11 | 1.380 170 ’ 1 ’ 11 | 20917 | .004
Short waiting time L 65 + 86 . . + 61 +7 . .
3.82 3.84 3.90 3.64
Close to home or work L7 14 + 74 13 | =.317 | .752 . 64 13 + 85 14 ]2923 | .004
C ient location f li 1
onvenien ' ocation for public 3.87 13 3.98 10 |-1e23| 107 3.9 1 3.67 1 2.800 | 005
transportation +.70 +.58 +.64 +.72
E ki i 4.14 1
asy booking, reception, payment| 3.95 1 . 8 |-2.617| 010 3.97 10 3.7 0 | 372 000
procedure +.59 +.61 +.58 +.67
4,18 3.88 4,12 3.67
’ 6 ’ 12| 3.203 | .002 ’ 6 ’ 11 | 5.812 | .000
Reasonable cost + 79 . 76 X . + 70 + 70 . .
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