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ABSTRACT

Study on Patient Satisfaction and Marketing Strategy

: the case of S oriental medicine hospital

Seon-Ja Han

Dept. of Health Management

Graduate School of Health & Environments
Yonsei University

Directed by Professor Eun-Woo Nam

This study examined the in—patient and outpatient satisfaction about
oriental medicine service, factors that influence on satisfaction and
marketing strategy of oriental medicine hospital. The difference of
satisfaction was verified by t analysis and factors were enforced by
multiple regression analysis. Study results and marketing strategy plan of
studied hospital are same as following.

1. Results

First, it was examined that in—patients and outpatients were highly
satisfied with Oriental medicine doctors and nursing employees. In the case
of inpatients, there was low satisfaction about hospital room and reception
window and outpatients showed low satisfaction about waiting time,
outpatient clinic room and reception window. Second, there was no
difference about satisfaction between inpatients and outpatients. It was
found that there were significant differences about satisfaction between
inpatients and outpatients in parking lot, neatness of hospital lobby,

restroom facilities and ventilation of hospital. Third, it was examined that
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the previous inpatient experience negatively influenced on inpatients’
satisfaction and '"recommendation from others" and "the hospital that
frequently had been to" influenced positively on inpatients’ satisfaction. In
the case of outpatients, it was known that age and educational level
influenced on the satisfaction statistically and the satisfaction was high
when the age was old and educational level was low.

2. Marketing Strategy

According to the results of this study, marketing strategy was
established as same as following. First, employees should be educated
about service for improvement of services. For this, program or guideline
related to techniques, representation, kindness, etc should be developed.
Oriental medicine—oriented clinics such as obesity clinic, growth -clinic,
bparalysis clinic, senile clinic, etc should be more activated.

Second, the medical insurance should cover the oriental medicine. This
problem is national insurance policy. Until this problem is solved, the
oriental medicine hospital should explain well about itemized statement to
patients. Third, the hospital should find dissatisfaction reasons about
waiting time, develop the system, and install the electronic board showing
order and time in front of reception window and examination room.
Convenience facilities such as parking lot, rest rooms and cafeteria should
be improved considering situation of hospital. Fourth, the hospital should
strengthen the relationship with local community through medical volunteer
services and medical lectures in local community and publicize new policy

change of hospital through local press.

Key words : patient satisfaction, marketing strategy

_58_



	표지
	차례
	그림 차례
	표 차례
	국문요약
	1. 결과
	2. 마케팅 전략

	Ⅰ. 서론
	1. 연구의 필요성
	2. 연구의 목적

	Ⅱ. 문헌고찰
	1. 환자만족도
	1) 환자만족도의 개념
	2) 환자만족도에 영향을 미치는 요인에 관한 연구

	2. 마케팅
	1) 병원마케팅의 개념
	2) 병원마케팅 믹스
	3) 병원 마케팅 전략


	Ⅲ. 연구방법
	1. 조사대상자 및 조사방법
	2. 연구모델
	3. 조사내용
	1) 독립변수
	2) 종속변수

	4. 분석방법

	Ⅳ. 연구결과
	1. 응답자의 기본적 특성
	1) 응답자의 일반적 특성
	2) 응답자의 병원이용 특성
	3) 응답자의 병원 선택 동기

	2. 만족도 현황
	1) 입원 이용 만족도
	2) 외래 이용 만족도

	3. 입원 환자 및 외래환자의 만족도 차이분석
	1) 입원 및 외래환자의 전반적 만족도 비교
	2) 입원 및 외래환자의 항목별 만족도 비교
	3) 입원 및 외래환자의 이용 단위별 만족도 비교

	4. 전반적인 만족도에 영향을 미치는 요인 회귀분석

	Ⅴ. 고찰 및 병원 마케팅전략
	1. 고찰
	2. 병원 마케팅 전략

	Ⅵ. 결론
	1. 연구결과
	2. 병원의 마케팅 전략

	참고문헌
	설문지
	ABSTRACT

