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Patient experience and recommendation intention at specialty
hospitals

"Ji Eun Kim,*’**’*Myung—II Hahm, ***Kyounga Lee

*De,oar/menz‘ of Mediical Science, Soonchunhyang University Graduate School,
Department of Health Administration and Management Soonchunhyang University, College of Medical Science
College of Nursing, Gachon University

Purposes: Patient experience is a tool to evaluate the process and results of medical services provided by
medical institutions from the patient's point of view. Patient satisfaction surveys are a meaningful and essential
source of information for improving quality in healthcare organizations. This study aims to provide basic data for
improving the quality of medical service that patients can feel by analyzing the recommendation intention and
satisfaction of inpatients in specialty hospitals.

Methodology: The subjects of this study were 879 inpatients in 28 specialty hospitals in 14 designated fields. We
conducted a telephone survey with a structured questionnaire on the satisfaction and recommendation intention
for specialty hospitals.

Findings: In inpatients, hospital satisfaction was higher in nursing care services and hospital satisfaction was low in
physicians care services. The overall patient satisfaction score was 91.4(SD=11.9) out of 100, and the intention
of recommendation was 92.0(SD=14.1) out of 100. The factors affecting patient experience were designated
fields, sex, age, residential area, monthly household income, and perceived health status.

Practical Implications: This study confirmed the high level of patient satisfaction and recommendation intention
among inpatients of specialty hospitals. Patient satisfaction can be of great value to healthcare providers in
recognizing and improving the quality of care, as well as predicting patients' willingness to revisit medical
institutions. This study can be used to improve the quality of hospital care services in specialty hospitals rather
than general and tertiary general hospitals.
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Variables o-Value
Total 879(100.0) 181(20.6) 476(54.1) 222(25.3)
Sex
Men 357(40.6) 79(43.7) 206(43.3) 72(32.4) 0.016*
Women 522(59.4) 102(56.3) 270(56.7) 150(65.6)
Age (years)
<19 82(9.3) 2(1.1) 12(2.5) 68(30.6) {.0001***
20~39 164(18.7) 13(7.2) 69(14.5) 82(36.9)
40~59 281(32.0) 82(45.3) 153(32.1) 46(20.7)
260 352(40.0) 84(46.4) 242(50.8) 26(11.7)
Residential Area
Seoul capital area 485(55.2) 74(40.9 251(52.7) 160(72.1) (.0001***
Chungcheong area 60(6.8) 39(21.6 19(4.0) 2(0.9)
Jeolla area 63(7.2) 1(0.6) 62(13.0) 0(0.0)
Gyeongsang area 271(30.8) 67(37.0) 144(30.3) 60(27.0)
Educational level
< Middle schooal 276(31.4) 52(28.7) 142(29.8) 82(36.9) {.0001***
High school 280(31.9) 76(42.0) 166(34.9) 38(17.1)
>College, university 323(36.7) 53(29.3) 168(35.3) 102(46.0)
Monthly Household Income (10,000won)
(200 243(27.6) 72(39.8) 148(31.1) 23(10.4) {.0001***
200~399 210(23.9) 36(19.9) 119(25.0) 55(24.8)
400~699 282(32.1) 51(28.2) 137(28.8) 94(42.3)
=700 144(16.4) 22(12.2) 72(15.1) 50(22.5)
Private insurance
Yes 715(81.3) 137(75.7) 372(78.2) 206(92.8) {0001***
None 164(18.7) 44(24.3) 104(21.9) 16(7.2)
Perceived health status
Bad 134(15.2) 42(23.2) 75(15.8) 17(7.7) {.0001***
Moderate 315(35.9) 66(36.5) 182(38.2) 67(30.2)
Good 430(48.9) 73(40.3) 219(46.0) 138(62.1)

*40.05, ** 001, *** {0.001

1) Type 1 : Designated areas requiring high—difficulty medical services with severe disease
2) Type 2 : Designated field where economies of scale can be achieved due to high demand for medical care
3) Type 3 : Designated field that provide services with limited demand but nationally required or insufficient supply compared to demand
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(Patient experience and patient satisfaction by designated fields of specialty hospital)

. ) 0.001***
Nursing care services 95.8+135 929+177 965+88 96.4+104 albc
'3
Respect/Courtesy 96.0+13.1 93.6%+199 96.7%x10.1 963x114 0.;)(15
. 0.025*
Listen carefully 96.2+12.7 939+187 966x105 97.2+108 ac
) ) 0.045*
Explanation for hospital 95.3%+14.0 93.0%x175 96.0%x116 957%154 ab
{.0001***
Effort for request for help 95.5+14.3 91.0£227 96.8*x100 96.3+12.3 alb.c
. . {.0001***
Physician care services 93.7%+149 90.3%+158 946+96 945%10.2 abe
{.0001***
Respect/Courtesy 97.4+99 941+154  98.2+78 98.4+7.2 abe
. {.0001***
Listen carefully 97.1+£105 94.0x155 97.8+91 982+75 e
£
Opportunity to talk with doctor 8584230 8164262 8624225 833+211 0-2202
. . 0.002**
Notice about round time 94.3+16.2 9144209 960+£128 93.0%181 ab
L 0.001**
Medication and treatment process 94.3%+153 909+21.0 953%x134 948+143 alb.c
*ok
Explanation for injection, inspection, treatment 951146 916205 96.4%x113 951%x145 Oé(gc
%
Explanation of side effect 26+184  893+232 936+162 930+181 o_g(zs
. {.0001***
Effort for pain control 96.7%x12.1 9271193 97.9+93 97.2%9.2 abe
. ' 0.007**
Sympathy and consolation for disease 921+17.4 890211 921%x167 945+153 ac
E_xplanatlon for precautions and clinical plans after 9514141 9194181 9664114 943+15.1 0.001
discharge alb
Environment 94.3+14.6 93.1x144 949+123 940%134 0.241
Hospital cleanliness 94.0+15.2 Q21176 947£143 940%150 0.151
Hospital environment safety 946+14.0 940+x146 951%£133 94.0%x15.0 0.489
%
Patient rights 949+143  925+181 9574127 953+134 0-;’?5
Fair and equitable treatment 979198 96.7+13.1 98.0+9.5 98.5+6.9 0.171
Ease of delivering complaints 88.8+£22.9 85.1£26.1 89.6%+218 908%x214 0.187
k%
Participation exam/treatment decision making 94.9+148 92.7+188 964x11.4 936*x17.2 o.c;cgg
. . *ok
Consideration related to shame, such as body 979498 9554143 988480 982483 0.002
exposure alb,c
. . . 0.001**
Patient satisfaction 91.7%£13.0 890x+172 929+110 91.3%x127 ab
. . . 0.002**
Overall patient satisfaction 91.4%+119 890+155 925+102 90.9*114 ab
. . 0.002**
Intention of recommendation 92.0%14.1 89.0£188 933x117 91.7x14.1 ab

*{0.05, **€0.01, *** {0.001

1) Type 1 : Designated areas requiring high—difficulty medical services with severe disease

2) Type 2 : Designated field where economies of scale can be achieved due to high demand for medical care

3) Type 3 : Designated field that provide services with limited demand but nationally required or insufficient supply compared to demand
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Patient experience Patient satisfaction
. o Medication
Variables AT Gzl and Environmen Patient ngrall Intention to
care care . patient
services services treatment t rights satisfaction recommend
process
Men 945+13.1 93.0*+116 933+157 939+138 943+148 900+122 90.3*+155
Women 96.6+104 941x113 946%155 946x125 952+140 923*+115 932+130
p—value 0.013 0.172 0.366 0.464 0.985 0.005 0.003
Age (years)
<19 947+114 956£81 947£132 925+153 948*+126 898+11.3 918+132
20~39 97.4+85 927+£121 933*+164 945+123 959+128 90.9+123 91.6+148
40~59 9571118 938*+11.4 943+148 933%142 955+133 91.4+106 91.4+148
=60 9531128 935+118 942+162 954+117 936+16.1 920+127 927+134
p—value 0.797 0.185 0.322 0.022 0.876 0.070 0.617
Residential Area
Seoul capital area 96.4+10.1 945%95 948x%144 955+118 958+124 923%£109 929+137
Chungcheong area 90.6+230 886%x193 90.1+£219 0914+158 889+235 87.7%x176 87.2+20.3
Jeolla area 95.9+94 941+£100 9444143 91.3%x174 942+132 905+114 900*144
Gyeongsang area 957+108 932*x123 937£16.1 935+132 948*145 090.7%£119 919+129
p—value 0.056 0.124 0.270 0.008 0.046 0.019 0.032
Educational level
< Middle school 949+138 941114 944+161 938+145 939+160 91.6%£130 924+148
High school 952+121 933x115 0942+154 957x110 946+146 915114 923+133
=College, university 97087 935x114 937x155 936%+133 0958+126 911112 91.4+142
p-value 0.365 0.729 0.770 0.246 0.848 0.643 0.938
Monthly Household Income
(10,000won)
(200 940+146 926%+132 0930+183 937%x134 93.1x173 911x141 919+147
200~399 968+96  951+84 953+130 957+113 951+£129 920+103 93.0+13.0
400~699 96.8+94 93.4x120 943+149 942+134 955x136 91.8+105 91.8*x144
>700 95.2+123 937x106 93.7+£155 934+139 956%127 90.0+x122 912+142
p-value 0.034 0.195 0.592 0.284 0.896 0.191 0.640
Private insurance
Yes 956115 93.9%x10.7 943+151 941£134 949141 912+116 917141
None 96.4+122 927x+140 933x17.7 953+116 945*+154 922+128 932+14.2
p—value 0.057 0.691 0.607 0.438 0.533 0.286 0.170
Perceived health status
Bad 953+152 924*+145 914£193 930+145 921%+194 902%146 89.9+184
Moderate 943+129 922+123 931x£170 932+145 938*156 898%125 905+147
Good 96.9+90 951+93 957%+129 0956+113 966+£107 929+10.1 93.7+118
p-value 0.025 0.002 0.004 0.012 0.166 0.001 0.002
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