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— Abstract

Background : To assess the influencing factors of patients satisfaction on service of diagnostic radiology and to
recommend for the improving method of patients satisfaction on service of diagnostic radiology.

Methods : We conducted a SERVQUAL questionnaire survey during the period from January 2008 till August 2008.
The data was collected from questionnaires filled out by 289 patients visiting at 4 tertiary and 5 secondary hospitals
located in Busan Metropolis City. Collected data were analyzed descriptive analysis, t-test, one-way ANOVA and
multiple regression analysis using SAS Win(ver 9.0k) program.

Results : The mean score of patient's satisfaction on diagnostic radiology was -0.01+0.50 and empathy as subcategory
of SERVQUAL was only positive satisfaction(0.10+0.72). Patient's satisfaction on diagnostic radiology was high in
admission experienced group, operation experienced group and medical administration satisfaction group, respectively.
Patient's satisfaction on diagnostic radiology was influenced by appointment of diagnostic radiology examination and
satisfaction of medical administration.

Conclusion : This study show that patient of diagnostic radiology experienced dissatisfaction and the influencing factors
of patient's satisfaction on diagnostic radiology were appointment and satisfaction of medical administration. In order
to improve patient's satisfaction of diagnostic radiology, more exact appointment system and advanced medical
administration support were needed in the hospital organization.

Key words : Diagnostic radiology service, SERVQUAL, Satisfaction
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Table 1. General characteristics of study subjects
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Table 2. Medical service characteristics of study subjects

Characteristics Classification Frequency %
Gender Male 133 46.02
Female 156 53.98
Age(year) 20 - 29 54 18.70
30 - 39 73 2525
40 - 49 73 25.25
50 - 59 63 21.80
60 = 26 9.00
Education Below middle school 27 9.47
High school 89 31.23
College & university 152 5333
Graduate school 17 397
Monthly income = 99 S 1.73
(10,000 Won) 100 - 199 61 21.11
200 - 299 105 36.33
300 - 399 77 26.64
400 - 499 27 9.34
500 = 14 485
Job Yes 218 75.69
No 71 24.31
Total 289 100.00
o] RkEgithal 3-Hslith(Table 2).
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Ap 2 AEE
ol whe 9ol

40 whe G4t AuA

AR Al ze] A BEE

= Rl A 0.02+£0.43, A=A -0.004+0.552 VER}
ARG Gl Eokow, AFUEEE 400, S0

Characteristics Classification Frequency %
Type of hospital Secondary hospital 140 43.56
Tertiary hospital 149 51.44
Experience of 0 51 17.65
diagnostic radiology test 1 - 3 197 68.17
(time/year) 4-6 28 9.69
7= 13 449
Admission history Yes 63 21.60
No 226 78.40
Operation history Yes 37 12.81
No 252 87.19
Waiting time(minute) <29 49 17.09
30 - 59 8 2091
60 < 162 56.00
Department Medical part 83 28.87
Surgical part 119 41.20
Medical check-up 21 704
Others 66 22.89
Appointment Yes 145 50.17
No 144 49.83
Satisfaction of medical Yes 153 52.94
personnel Modreate 114 39.45
No 22 7.61
Satisfaction of medical Yes 141 48,61
administration Modreate 126 4375
No 22 7.64
Total 289 100.00
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Al dERgoy BAARD folSs UERiAE FUT
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Table 3. Satisfaction of diagnostic radiology service

Classification ~ Expectation level Experience level Satisfaction

Tangibles 3.67£0.69 3.6740.68 -0.01£0.64
Reliability 3514073 3464063 -0.05+0.64
Responsiveness  3.4440.72 3.42+0.75 -0.0240.73
Assurance 3.66£0.70 3.59+£0.68 -0.07£0.59
Empathy 3234083 333+0.83 0.10£0.72
Total 3.5040.62 3494063 -0.01£0.50
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Table 4. Comparison of satisfaction by general characteristics
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Characteristics Tangibles Reliability Responsive-ness ~ Assurance Empathy Total
Gender Male -0.02£0.58 0.004£0.64 0.0240.68 -0.05£0.52 0.18+0.62 0.02£0.43
Female 0.004+0.68 -0.09+0.64 -0.05+0.77 -0.0940.65 0.03+0.79 -0.04£0.55
p 0.7722 0.1998 0.4571 0.6388 0.0773 0.2782
Age 20 - 29 -0.02£0.65 -0.060.71 -0.07£0.67 -0.04£0.64 0.01£0.66 -0.04+0.50
(year) 30 - 39 -0.04£0.68 -0.124+0.69 -0.0610.86 -0.04£+0.57 0.17£0.82 -0.02£0.58
40 - 49 0.003+0.68 0.01+0.62 0.09+0.77 -0.1240.60 0.08+0.70 0.0840.50
50 - 59 0.01+0.6 -0.01£0.56 0.081+0.55 0.0240.57 0.17£0.74 0.05+0.41
60 < 0.05+0.47 -0.05£0.57 -0.28+0.67 -0.291+0.49 -0.0410.61 -0.12£0.43
p 0.9675 0.7719 0.1732 0.2072 0.5389 0.6262
Hducation iizz middle 0034058 -0.03£06l 0.00£0.89 006066 004£081  -001£052
High school 0.03£0.56 -0.04£0.52 0.00£0.68 -0.10£0.57 0.1410.70 0.01£0.45
College & university -0.02£0.65 -0.06£0.71 -0.04£0.74 -0.03£0.59 0.094£0.70 -0.01£0.52
Graduate school -0.22+0.94 -0.06£0.65 0.00£0.67 -0.33£0.62 -0.04+0.97 -0.13£0.57
p 0.5212 0.9967 0.979 0.2578 0.7664 0.7954
Income <99 -0.40£0.65 -0.02+0.47 -0.05+0.74 -0.20£0.60 -0.10+£0.95 -0.16£0.54
(10,000 100 - 199 0.074£0.49 0.0610.57 -0.05£0.67 0.05+0.64 0.17£0.60 0.06£0.39
won) 200 - 299 -0.11£0.77 -0.161+0.71 -0.041+0.87 -0.10£0.64 0.094+0.86 -0.07£0.61
0 - 399 0.0610.56 0.01£0.59 -0.04£0.65 -0.08+0.48 0.19£0.55 0.03£0.43
400 - 499 -0.04£0.60 0.18+0.75 0.211£0.54 -0.01£0.45 0.21+0.76 0.11£0.42
500 = -0.40£0.97 -0.11£0.82 0.1410.58 -0.2210.66 -0.41+0.97 -0.20£0.62
p 0.1051 0.2916 0.779 0.5941 0.1322 0.3462
Job Yes -0.06£0.64 -0.0410.67 -0.02£0.73 -0.07£0.59 0.10+0.73 -0.02£0.50
No 0.1610.60 -0.07+0.54 -0.01£0.75 -0.0940.60 0.06+0.71 0.01£0.49
p 0.0128 0.7142 09183 0.8317 0.6607 0.6818
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Table 5. Comparison of satisfaction by medical service characteristics

Characteristics Tangibles Reliability Responsive-ness  Assurance Empathy Total
Type of Secondary -0.08+0.65 -0.09£0.64 -0.05£0.78 -0.15£0.60 0.05£0.76 -0.06£0.54
Hospital Tertiary 0.0410.57 -0.03+0.64 -0.01+0.67 -0.01£0.55 0.11+0.68 0.02£0.44
p 0.0956 0.4252 0.7154 0.0452 0.4344 0.1630
Experience 0 0.02£0.71 0.00£0.50 -0.021+0.62 -0.05£0.52 0.131+0.61 0.02£0.42
of diagnostic 1-3 0.01£0.63 -0.06£0.66 -0.01+0.73 -0.031£0.60 0.13£0.71 0.01£0.50
radiology test 4-6 -0.07£0.61 -0.18£0.71 -0.08£0.90 -0.37£0.58 -0.07£0.89 -0.16£0.57
(time/year) = -0.231+0.53 0.19+0.69 0.06£0.84 -0.15£0.59 -0.19£0.84 -0.07£0.59
0.5422 0.3439 0.9479 0.0391 0.2458 0.3954
Admission Yes 0.09£0.73 0.17£0.68 0.30£0.83 -0.04£0.60 0.20£0.71 0.14£0.54
history No -0.04£0.61 -0.11£0.62 -0.11£0.68 -0.08£0.59 0.07£0.73 -0.05+048
p 0.1532 0.0022 0.0006 0.6883 0.2023 0.0069
Operation Yes 0.15£0.74 0.23£0.60 0.24£0.79 -0.05£0.56 0.28+0.67 0.17£0.51
history No -0.03+0.62 -0.09£0.63 -0.06+0.71 -0.07£0.60 0.07£0.73 -0.04£0.49
p 0.1134 0.0034 0.0197 0.8028 0.0900 0.0180
Wating time <29 0.11£0.59 -0.02£0.57 -0.04£0.62 -0.09+0.57 0.17£0.67 0031041
(minute) 30 - 59 0.05£0.72 0.01£0.69 0.02£0.73 -0.07£0.59 0.09£0.75 0.02£0.56
60 < -0.07£0.61 -0.07£0.65 -0.01£0.78 -0.05£0.61 0.09£0.75 -0.024£0.50
p 0.1584 0.6679 0.9077 0.8982 0.8083 0.7479
Department Medical -0.04£0.74 -0.03+0.62 -0.060.70 -0.11£0.62 0.05£0.79 -0.04£0.51
Surgical -0.02+0.54 -0.08£0.65 0.01£0.72 -0.07£0.59 0.0910.68 -0.02£0.48
MC* 0.191+0.74 0.0610.68 -0.01£0.65 -0.05+0.52 0.0510.51 0.05+0.48
Others 0.01£0.64 -0.05£0.63 0.02+0.83 -0.04£0.55 0.17£0.79 0.02+0.54
p 0.5201 0.7886 0.9106 0.9203 0.7755 0.8357
Appointment Yes -0.03+0.68 -0.11+0.64 -0.031+0.76 -0.1010.61 0.14£0.71 -0.03£0.51
No 0.01£0.60 0.01£0.64 0.00£0.70 -0.04£0.58 0.07£0.73 0.01£0.48
p 0.55% 0.1122 0.6932 0.4203 0.4077 0.5135
Satisfaction of Yes 0.28+0.50 -0.06£0.49 0.021+0.64 0.04£0.57 0.18+0.72 0.09£0.43
medical Moderate -0.08£0.59 -0.04£0.69 -0.06£0.75 -0.08£0.60 0.04£0.71 -0.04£0.49
personnel No -0.09£0.55 -0.02£0.79 -0.11£0.77 -0.16£0.48 0.07£0.66 -0.06+0.49
p 0.0174 0.9835 0.8224 0.4953 0.6675 0.4331
Satisfaction of Yes 0.35x0.79 -0.03+£0.42 -0.01£0.64 0.02+0.61 0.18£0.66 0.10£0.52
medical Moderate -0.05£0.53 -0.03+0.59 0.00£0.69 -0.06£0.58 0.08+0.68 -0.01£0.42
administration No -0.20+0.77 -0.16+1.01 -0.50£0.93 -0.17£0.67 -0.31£0.87 -0.27£0.71
p 0.006 0.6871 0.0110 0.5651 0.0393 0.0301

* @ Medical check-up
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Table 6. Influencing factors of satisfaction on the service of A 5 F84 A tsiA =2 EYvHS YEIY
diagnostic radiology test 3 BE 71:]73%“)3] o ol= thE ZAabolw =)ol #¢)
e Sucoon P o Aelsh A1) Aok g AT 2R o
Constant -0.831 2.63
HEE =710 ARy ed Aow AztHETh
Income(10,000 Won) < 99 0.136 0.50 o N E i R garen
100 - 199 0217 1.54 SERVQUAL =74 W& HA Aol 7des
200 - 299 0.048 0.35 o 27tEle AT Gz0] 7Yz HEte] AL e
300 - 399 0.202 1.43 _ _
' ' A5 s A gk 2Le AL E B St 7
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i o "}ﬂoi “}iﬂt = UrE}kk&U% , AN A (-0.07£0.59)
Type of hospital Tertiary -0.071 -1.08 ]_4 9oF AEA 2, AAAA Ay 5o st oz B
seeondy A EAAS) W e, ARAAG RS BEaT
Experience of diagnostic 0 0.208 1.08 B8 78 o oq;_g_# 2 S Uk o]
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Admission history E(e)s 0.188 1.83 o] A} AEALS =o] SajoA] we A =
T d= MHIEE Al tes =¥shke Aol BEAdw
Operation history Yes 0.172 1.38 HHF o BAH| A HIEELEE ol 2o E 7o
o 2 Az 34 FEe sEsd JesEel B
Appointment Yes -0.149 218" T 7P A 24 Ao Tt Hle dsE A
No res B HEEoAN FYT Fo] %S e
- T o g Au] A A|ZASo] 33X AL
Satisfaction of medical ~ Yes 0.391 331 o A o SlEAl = A ° tEe] SAeAl dads
administration Moderate 0.290 248 7)ol AL Sk AFE oldfske AEE UERl= AL
No 2 SERVQUALS o] &-3ate] eS| & BEe g A5
Z0o] X o] BadAl =12 mrxpes =13 x5 x4
R-square 03598 7|E -41 )‘15&403_“? ?; 32 57, e 5, AR,
Adjusted R-square 0.3275 A1 |l ’ , A 5 Y ATrATIME g9 EEE
Fvalue S vehfie} # sk bE Ps Bl e A
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