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Background: This study investigated the relationship between changes in scores
for each dimension of patient experience survey in and changes in hospital overall
satisfaction scores in patient experience survey.

Methods: The study subjects were 88 hospitals where the evaluation results of the 1st
and 2nd patient experience surveys conducted by the Health Insurance Review and
Assessment Service were published. The independent variable is the change in the
scores of the five dimensions of the patient experience survey, and the dependent
variable is the change in the overall satisfaction score with the recommendation
intention and hospitalization experience evaluation as components. Multiple
regression analysis was performed by correcting the general characteristics of hospitals,
and subgroup analysis according to the characteristics of hospitals was also performed.
Results: The increase in the scores of the medication and treatment score (8=0.68,
p<0.0001) and hospital environment score (8=0.38, p<0.0001) had a statistical
relationship with the overall satisfaction increase. In the model excluding the
medication and treatment scores, the change in the hospital environment score
(8=0.45, p<0.0001) was significant with the overall satisfaction score change, and
the change in the nurse score (8=0.26, p=0.055) and an increase in the score of the
physician score (8=0.29, p=0.006) were both associated with an increase in the overall
satisfaction score. In the case of changes in the hospital environment score according
to the general characteristics of hospitals, there was a consistent effect on the overall
satisfaction score change except for hospitals located in the Seoul area and regions
with excellent financial independence.

Conclusion: Through this study, it was suggested that improving the physical
environment of the hospital can improve the overall satisfaction of patients with the
hospital. This will have implications not only for medical management from the point
of view of medical service providers, but also for health care policy makers who aim to
improve the quality of medical care.
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Table 1. General characteristics of medical institutions

in the base year (2017) (n=88)

Characteristic

Frequency (%)

No. of beds
800 beds or less
Over 800 beds
Type of medical institution
Tertiary general hospital
General hospital
Nursing staffing
1Grade
2 Grade
3-7 Grade
Location of medical institution
Seoul
Outside Seoul
Financial independence
Above average

Below average

41 (46.6)
47 (53.4)

43 (48.9)
45(51.1)

16 (182)
55 (62.5)
17(193)

21 (23.9)
67 (76.1)

11 (12.5)
77 (87.5)
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Table 3. Effect of changes in patient experience score on overall satisfaction

Model | Model Il
Item
B SE p-value B SE p-value

Nurse dimension 0.10 0.13 043 0.26 0.14 0.055
Physician dimension 0.01 0.11 0.95 029 0.10 0.006
Medication and treatment dimension 0.68 0.15 <0.0001
Hospital environment 0.38 0.06 <0.0001 0.45 0.07 <0.0001
Patient rights -0.16 0.11 0.14 -0.04 0.12 0.71
No. of beds

800 beds or less Ref

Over 800 beds 1.53 0.63 0.02 1.95 0.70 0.006
Type of medical institution

Tertiary general hospital Ref

General hospital -1.46 0.66 0.03 -2.15 0.73 0.004
Nursing staffing

1 Grade Ref

2 Grade -0.32 0.61 0.59 021 0.67 0.74

3-7 Grade -0.39 0.75 0.60 -0.45 0.84 0.59
Location of medical institution

Seoul Ref

Outside Seoul 1.22 0.54 0.025 1.08 0.60 0.08
R 0.7678 0.7041

Model II: excluding changes in score in the medication and treatment dimension variables.

3, beta coefficients; SE, standard error; Ref, reference.
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