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{Abstract)

A Study on Medical Consumers Hospital Selection Factors Using
Kano Model and Timko Model

Sujung Kim*T, Junyong Kim**, Junbae Kim

" Hoin Company, “Han vang University ERICA, ' Seoul Now Hospital

The purpose of this study is to identify medical consumers’ hospital selection factors in response to the rapidly
changing environment of medical industry. For that purpose this study classified consumers’ hospital selection
factors into three categories such that human factors including expertise, reliability, empathy; system factor
including, convenience, differentiation, efficiency; and facility factor including tangibility, accessibility, and location,
based on the previous studies and the results of a preliminary survey of the patients of a small private hospital.
The nine factors were further divided into 23 more specific attributes. Then, an online survey was conducted to
measure the perceptions of the 23 attributes by the medical consumers over the age of 20.

The analysis of the survey data using Kano model and Timko model indicated that 14 of the 23 attributes were
classified as attractive factors, eight attributes were or classified as, one—dimensional factors, and one attribute,
doctors’ educational background, was classified as indifference factor. Of the 14 attractive factors, “unique and
differentiated services related to medical treatment” and “distance from home to hospital” had the highest customer
satisfaction coefficients. Of the eight one—dimensional factors, “kind treatment,” “providing adequate explanations,” ¢
‘accuracy of diagnosis,” and “cleanness of facilities” had the highest customer satisfaction coefficients as well as
the highest dissatisfaction coefficients. The findings indicate that these six attributes are the most basic and most
impactful attributes that hospitals must manage strategically to improve their service quality and attract more
medical consumers to their hospitals.

Key words: Hospital Selection Factors, Medical Service Quality Improvement Priority, Kano Model, Timko Customer
Satisfaction Factor.
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<H 6> MEIEXE HYAMHA ZH EHL2 2R
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Uy oA 17 57 18 25 1 0 218 0
344 49 118 57 15 26 2 0 218 0
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AUXY wE 72 95 41 8 2 0 218 A
UX|Y_FAt 86 74 32 24 1 0 218 0
Al X (attractive)2E, 0:Y&H(one—dimensiona)Z& M: ¥ X(must-be)Zx, 1224 (indifferent)ZX Q:3|2% E(questionable result), R:Y
(reverse)E=&
o= BRudr (0.3209)2] %A= e},

7 , Ao 2=
2](0.8111), 41%(0.8102), X4(0.8018), Awte] A3}
/3(0.7963), WEH(0.7731), ti71AIZkTE FA(0.7721),
A(0.7650), AEAZH0.7639), AH|A tjH] 7}AdH]
(0.7617), oJmgu|e] FA(0.7546), A W4
(0.7546), 2H0.7407), <lmAH|9] TheFA(0,7373), Hi
A HA(0,7209), HIIL FEH])(0,7097), 42| So|A
(0.7005), <JAte] A2(0.6729), <1EI]01(0.6204), A&
Z74(0.6075), TAARE(0.5953), At  FAlEtw
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EWEASE Aee] Feo] —0.70372 7 =%
1, ackeo g HA(-0,6930), 2RE(-0,6698), A
(-0,6698), FA(-0,6544), AEHZH-0,5509), AH|
2 ofjn] 7Hgn|(-0.5140), F2H—-0.5093), 2J=7H]2]
4(-0.4444), 9)& “n]Q] thafd(-0.4332), HlL A
=H](-0,4240), t7]AIZH-0.4140), F41(-0.3796), <
AFS] AE(-0,3738), 1EH(-0.3704), 2 2] Lol
(—0.3594), A1(-0.3410), 1 AB|2( —0,2160), Fz}
o] A#)(-0,2120), = AHA( -0,1953), <ElE]of
(-0.1852), <Jrfe] &4l (—0.1535),

(—0.0748)2] <=A| = LrERTY,

N

=
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<X 7> JZHBEE,
NEPSERIS 0 0.7963
a8 49 0 0.8102
FE4 34 0 0.7721
SR LS| 0 0.8018
mWe|M_Z=2HA 0 0.7639
sS4 7hgH| 0 0.7617
NS I IR} 0 0.5953
H2M_Fit 0 0.7407
A _HHIEHY A 0.7546
He|d_tH7|Alzt A 0.7721
FEH_ oY A 0.7373
H2N nsH A 0.7731
me|M_sM A 0.7546
S48 HuX=H| A 0.7097
FEY_AA A 0.7650
APHN TR AMH[A A 0.8545
UXIH_ZH7| A 0.7005
i = A 0.6729
UX|H_71z| A 0.8111
AHHA b2 AH[A A 0.7209
24 _2lH2(of A 0.6204
AN ME A 0.6075
HEN_EMSH | 0.3209
3. 73t 8o}

2 Ao ATE Qofstd, (G DA & 4= 9lxol,
2 AfolA AHE YaAr|Age] HAAHIA FES
sl HYS et Egeks 23719 $4E &
our A8, FA, Ak AEstE a4 oawd
AUA ) HiE AR A, AEZA, Y BT AEH], A
A, Qld|elo], o|7 A9 xwu o4, dakel Az
oF A3719] goly 5L wiEH A £40= Epo
o, o] Ay, HJw, FE A, = At
X H| o] Au|A tiu] 7hdne|, 34, 3 52 Y94 #
xl _/I\_HEE 1,].5].141;].

e 5 S0 2Rd 140 bls

ZAF7F 71 = S48 B o 153t o8
T Au]2(0.8545), oAl A(0.8111), He|3t
wFH(0.7731), S t7]AzH0.7721), £ AA
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—-0.7037 1.5000

—0.6667 1.4769

—0.6930 1.4651

—0.6544 1.4562

—0.5509 1.3148

—0.5140 1.2757

—0.6698 1.2651

—0.5093 1.2500

—0.4444 1.1991

—-0.4140 1.1860

—0.4332 1.1705

—0.3704 1.1435

—0.3796 1.1343

—0.4240 1.1336
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—0.3594 1.0599

—0.3738 1.0467

-0.2120 1.0230

—0.1953 0.9163

—0.1852 0.8056

—0.0748 0.6822

—-0.1535 0.4744
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