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<Table 1> Distribution of patient satisfaction among all
admissions (N=1,287) and first admissions
(N=1,043)

All Admissions

First Admissions

n % n %
Very satisfied 123 9.6 106 10.2
Satisfied 622 48.3 492 47.2
Neutral 340 26.4 289 27.7
Dissatisfied 116 9.0 99 9.5
Very dissatisfied 21 1.6 14 1.3
Missing 65 5.1 43 4.1
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<Table 2> Patient satisfaction by sociodemographics and utilization characteristics (N=1,000)
: Satisfied Neutral Dissatisfied
Variable Category n (%) (%) (%) P value
Sociodemographic Characteristics
Age (year) Young adult (20-44) 385 57.1 28.8 14.0 .249
Middle age (45-64) 392 62.2 28.8 8.9
Elderly (65+) 223 60.1 29.1 10.8
Gender Male 514 60.5 28.2 11.3 877
Female 486 59.1 29.6 11.3
Marital status Single 82 47.6 40.2 12.2 .004
Married 746 63.0 25.7 11.3
Other 172 51.7 37.2 11.0
Education No formal education 142 50.0 38.7 11.3 .055
Elementary school 223 65.0 26.9 8.1
Middle - high school 451 59.6 27.9 12.4
College+ 182 62.1 25.3 12.6
Monthly household  Low (< 100) 302 58.3 325 9.3 138
income (10,000 Middle low (< 200) 297 64.3 24.6 11.1
won) Middle high (< 300) 207 57.0 31.9 11.1
High (300+) 121 53.7 28.9 17.4
Do not know 73 65.8 233 11.0
Residence area Seoul metropolitan city 231 59.3 329 7.8 011
Other 6 metropolitan cities 252 56.7 33.7 9.5
Non-metropolitan urban area 280 58.2 26.1 15.7
Rural area 237 65.4 23.2 11.4
Utilization Characteristics
Institution Tertiary hospitals 229 69.4 20.5 10.0 .066
General hospitals 298 57.7 31.9 10.4
Hospitals 249 57.8 30.5 11.6
Clinics 205 54.1 32.7 13.2
Oriental medical hospitals/clinics 18 61.1 222 16.7
LOS (days) 1-6 236 64.4 20.8 14.8 .008
7-13 316 64.2 26.9 8.9
14-29 244 54.5 34.8 10.7
30+ 171 52.6 35.1 12.3
Being admitted 31 61.3 323 6.5
Payer Health insurance 640 65.8 233 10.9 <.001
Auto insurance 200 49.0 40.5 10.5
Industrial accident insurance 51 45.1 333 21.6
Medical Aid 68 57.4 36.8 5.9
Other 39 43.6 38.5 17.9
Burden for medical Not burdensome 110 67.3 24.5 8.2 011
expenses Somewhat burdensome 206 63.1 26.7 10.2
Very burdensome 462 61.7 26.6 11.7
No out-of-pocket payment 167 46.1 41.3 12.6
Do not know 55 58.2 27.3 14.5
Self rated health Good 249 66.7 20.5 12.9 .007
Fair 267 56.2 34.8 9.0
Poor 484 58.3 30.0 11.8
Condition Acute disease 392 52.0 34.7 133 <.001
Chronic disease 608 64.8 25.2 10.0
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<Table 2> Patient satisfaction by sociodemographics and utilization characteristics(continued) (N=1,000)
. Satisfied Neutral Dissatisfied
Variable Category (%) (%) (%) P value
Acute disease Injury: fracture and dislocation 153 46.4 373 16.3 .260
Injury: sprain and strain 110 50.9 35.5 13.6
Injury: contusion 66 57.6 34.8 7.6
Open wound, laceration and other injury 47 55.3 31.9 12.8
Other acute disease 16 81.3 12.5 6.3
Chronic disease Circulatory system 145 64.8 26.2 9.0 .014
Musculoskeletal system 112 50.0 339 16.1
Neoplasm 89 78.7 19.1 22
Digestive system 63 58.7 30.2 11.1
Endocrine, metabolic, blood & immune system 45 66.7 22.2 11.1
Respiratory system 43 65.1 27.9 7.0
Skin and genitourinary system 39 82.1 10.3 7.7
Eye and ear 38 68.4 15.8 15.8
Other chronic disease 34 61.8 26.5 11.8
18%C1%tk 30%2] o7 1007 mlwke] € TrASS o] g 57 T ¢ BER BUSE ow vehd, U
A dglen, 3009 oo uAs FAE 12%0]30th ZF el 7P 8 EVNESES Btk 980 FEA
7] Arte]l 77k @Ap7F 251828k 671 FeiAlel, 28% Lolde A Fagleroldtal 9d uidAt b =2 vt
7F A3 FAAE AYE FAaEAC AFsta Sl o] FES WA AR Foa w3 giidake] wEEol
3 g FHATW T 3%, FIHE 30%, B wokom, FAASA R WA sk wEe] EdTh
25%, <9 21%= UERdTh Ad7IztelME 159 wvle] TAAES ARt oRls AEE TSR] £XE v
236"4(24%)°191 01, 30 o) AL FAE 17%E AHAE = W, =H g9 St P v USES BYloy
Rl 317> ZAFA 49 Foldrk 9EH] A=EFHEE o3k Afol& HolA= ekttt WA S = A=t I
64%7F RS, ywA didAE sl Abieg Fog w27 Sae] RESETE E=9kth R ZEA A
(industrial accident compensation insurance), <& H]ZH-E b= Aihibe] RIS oH, BN HFE 16%E =UT
s Wkl SRR 11%e] Ssn7t <Hds Fagloy <Table 3> 7 7H9] EAAE 3784 0lA =S wat
a1 e b, 46%= vl e d@epgich 7ol Hl(odds ratio, OR)E #IAgh Zloltk oA F3Hs
- Frba w@eE AR 2% AupA] oo 7H 78] AL AlelE o] 7] EA ol 9937e] EITE S]]
35%, ‘ol Yol 13%E ARASHIH AW A= T t}. “Satisfaction’ H(column)o] AAIE FL [HE+EHE]I
Adgtoz gtk Qlelo] 61%=2 FAHZELE =okch FAEE Oixge o v wxH|E 2ot Dissatisfaction” o2l <]
W ogAEs AW diERE RIS d, Al E WAHE R+ B g2 Re W S BN vhs
Abag QI 2, g, 93 2 9 E(injuries)o] ©l g oulgtty WA Sk w5y HAgS Bl W o
g ARGt s Ase 2= S, 2=, AR d, wSTE, R 2Ry Yan YeAEE FH4 A
E, 23 0% 2 REE KA 73, A FFoldrh 45-644 AP} 454 wvke] Skt
Z17Fo] SRS T v|wollA w9 B T wE o ek Ads Blon, Aqtuse WA o2 Al
o ek SR HE(UEE)S tdAre 54l wet 2 Hiks 2508 oPds B Abgo] wIEd Tledol =%
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AT AS o] 83 At niSEe] E8ka, R o & /A ok FAPF YA gl wlEl RSl 9%k
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dAdg7h Y vl A RSEE H2 FAl] =N & 7P E AT <Table 2>6A 718 W ISES HA
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<Table 3> Odds ratios of patients satisfied (vs. neutral or dissatisfied) and dissatisfied (vs. satisfied or neutral) (N=993)

Satisfaction

Dissatisfaction

FAEA ATAE ENSE shsido] w9kom, S (rural

arca) 7FAE BRIV 900

2+ P=0.062). AY7]7FolA =

A7F 7~139, 14~299 F3E

540

U sAHeR

FelEAE
F9 vine] @) Qa8
& B, 2R PA 4

AT, SR

tZ+Z 53] X| 35(3),

Variabl r
ariable ey OR (05% CI) P valie__OR (95% Cl) P value
Sociodemographic Characteristics
Age (vs. young adult) Middle age 1.47 (1.01-2.14) .042 0.57 (0.32-1.01) .054
Elderly 1.38 (0.84-2.27) 203 0.83 (0.39-1.76) 622
Gender (vs. male) Female 0.94 (0.70-1.27) 702 1.12 (0.72-1.75) .620
Marital status (vs. single) Married 1.48 (0.88-2.51) .142 1.02 (0.46-2.24) 961
Other 1.12 (0.59-2.14) 733 1.16 (0.43-3.13) 770
Education Elementary school 1.67 (1.01-2.76) .045 0.84 (0.37-1.90) 671
(vs. no formal education) Middle-high school 1.48 (0.88-2.50) .144 1.32 (0.57-3.01) S17
College+ 1.85 (0.99-3.45) .055 1.19 (0.45-3.11) 727
Monthly household income Middle low 1.12 (0.76-1.64) 575 1.20 (0.66-2.20) .550
(vs. low) Middle high 0.90 (0.59-1.39) .639 1.19 (0.60-2.36) 612
High 0.64 (0.38-1.07) .087 2.13 (1.00-4.53) .051
Do not know 1.39 (0.75-2.56) 297 0.79 (0.30-2.10) .634
Residence area (vs. Seoul) Other metropolitan 1.04 (0.70-1.55) .837 1.31 (0.66-2.59) 447
Non-metropolitan urban 1.12 (0.76-1.66) 567 227 (1.21-4.25) .010
Rural 1.40 (0.92-2.13) 119 1.93 (0.97-3.86) .062
Utilization Characteristics
Institution (vs. tertiary) General hospitals 0.64 (0.43-0.96) .029 0.89 (0.48-1.65) 717
Hospitals 0.88 (0.57-1.36) 567 0.88 (0.46-1.69) .706
Clinics 0.79 (0.49-1.26) 315 0.88 (0.44-1.75) J17
Oriental medical facilities 1.40 (0.46-4.32) 555 0.93 (0.18-4.83) .930
LOS (vs. 1-6 days) 7-13 1.15 (0.78-1.69) 481 0.49 (0.28-0.87) .015
14-29 0.89 (0.59-1.34) 575 0.51 (0.28-0.93) .028
30+ 0.87 (0.55-1.37) .540 0.65 (0.34-1.25) 196
Being admitted 1.35 (0.51-3.59) 547 0.16 (0.03-0.90) .037
Payer (vs. health insurance) Auto insurance 0.54 (0.31-0.96) .037 0.80 (0.34-1.90) 613
Industrial accident insurance 0.44 (0.21-0.91) .028 2.28 (0.84-6.15) .105
Medical Aid 0.98 (0.55-1.77) .956 0.50 (0.16-1.55) 231
Other 0.43 (0.21-0.90) .024 1.50 (0.58-3.91) 404
Medical expenses (vs. not Somewhat burdensome 0.56 (0.33-0.97) .039 1.38 (0.58-3.28) 473
burdensome) Very burdensome 0.52 (0.31-0.87) .013 1.85 (0.82-4.17) .140
No out-of-pocket payment 0.54 (0.30-0.96) .035 1.42 (0.56-3.58) 459
Do not know 0.51 (0.23-1.13) .096 2.93 (0.93-9.29) .068
Self rated health (vs. good) Fair 0.48 (0.33-0.72) <.001 0.97 (0.53-1.79) 931
Poor 0.42 (0.28-0.64) <.001 1.73 (0.95-3.15) 072
Disease (vs. musculoskeletal) Circulatory system 1.65 (0.95-2.84) .073 0.41 (0.18-0.94) .035
Neoplasm 3.91 (2.01-7.63) <.001 0.10 (0.02-0.46) .003
Digestive system 1.43 (0.74-2.78) 287 0.68 (0.25-1.82) 438
Other chronic disease 2.19 (1.31-3.63) .003 0.54 (0.26-1.11) .091
Acute disease 1.45 (0.87-2.43) .158 0.81 (0.40-1.63) .556
A BuEa BAMOE fod $ANS Bel WEE A 3 Sdud BUEEs B9tk 309 o] 4] 9
AFAY, AL71ZE, A FF oIS TTable 3>. 454 w9k IR 4 tHX* o o %ﬂ FF(OR=0.65)% B ot
9Q1 $AKP=0.054)9} & 7HrAS 300%Hd oo wASA EAA R FoetA= otk AW FRelAE SuAA &
(P=0051)°lM ¥ AFol vebdth A& AFA wlsl Ak A AR el ma) BUSe sk 4
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<Table 4> Odds ratios (95% CI) of patients satisfied by institutions
Variable Category Tertiary hospital General hospital Hospital Clinic
Sociodemographic Characteristics
Age (vs. young adulf) Middle age 138 (0.51-3.71)  1.66 (0.76-3.59)  1.48 (0.67-328)  1.75 (0.72-4.29)
Elderly 0.67 (0.22-2.01)  2.11 (0.79-5.66) 147 (0.46-4.64)  2.29 (0.50-10.6)
Gender (vs. male) Female 0.58 (0.27-1.26)  0.96 (0.54-1.71)  0.62 (0.32-1.21)  1.40 (0.68-2.90)
Marital status (vs. single) Married 2.79 (0.51-15.1) 046 (0.14-1.56) 143 (0.52-3.93)  1.46 (0.46-4.61)
Other 147 (0.21-10.4)  0.56 (0.14-2.25)  0.81 (0.23-2.90)  0.67 (0.14-3.17)

Education (vs. no formal Elementary school

education) Middle-high school
College+

Monthly household income (vs.  Middle low

low) Middle high
High

Do not know

Residence area (vs. Seoul) Other metropolitan

Non-metropolitan urban

2.06 (0.61-6.94)
1.03 (0.28-3.77)
0.53 (0.12-2.42)

1.47 (0.54-3.98)
0.46 (0.16-1.32)
0.32 (0.09-1.19)
1.81 (0.37-8.80)

0.43 (0.17-1.10)
0.60 (0.23-1.60)
0.33 (0.11-0.93)

271 (1.05-6.98)
2.87 (1.05-7.83)
5.68 (1.50-21.5)

1.75 (0.83-3.68)
1.48 (0.63-3.47)
0.48 (0.17-1.33)
1.78 (0.49-6.45)

1.05 (0.45-2.44)
1.59 (0.70-3.63)
251 (1.05-6.03)

1.11 (0.37-3.38)
0.78 (0.24-2.49)
0.45 (0.11-1.85)

0.62 (0.27-1.47)
0.82 (0.31-2.13)
0.84 (0.26-2.69)
242 (0.38-15.4)

0.74 (0.31-1.80)
0.98 (0.41-2.33)
0.78 (0.32-1.93)

2.73 (0.56-13.3)
3.68 (0.66-20.5)
103 (1.59-66.4)

0.75 (0.26-2.18)
0.63 (0.21-1.90)
0.51 (0.15-1.75)
0.89 (0.23-3.42)

3.85 (1.33-11.2)
3.01 (1.04-8.73)
2.82 (0.83-9.66)

Rural
Utilization Characteristics
LOS (vs. 1-6 days) 7-13
14-29
30+

Being admitted

Auto insurance

Industrial accident insurance
Medical Aid

Other

Somewhat burdensome

Payer (vs. health insurance)

Medical expenses (vs. not

burdensome) Very burdensome
No out-of-pocket payment
Do not know

Self rated health (vs. good) Fair
Poor

Disease (vs. musculoskeletal) Circulatory system
Neoplasm

Digestive system
Other chronic disease

Acute disease

0.81 (0.33-1.97)
1.72 (0.60-4.95)
1.67 (0.49-5.63)

0.25 (0.02-2.79)
0.14 (0.01-1.82)
0.38 (0.09-1.56)
0.25 (0.04-1.61)

0.14 (0.02-0.81)
0.16 (0.03-0.92)
0.29 (0.02-4.41)
0.35 (0.03-4.64)

0.49 (0.15-1.58)
0.33 (0.11-1.00)

3.15 (0.97-10.3)
5.84 (1.65-20.7)
3.72 (0.68-20.3)
439 (1.39-13.8)
5.20 (0.93-29.0)

1.56 (0.75-3.26)
0.64 (0.29-1.45)
0.75 (0.29-1.92)
1.29 (0.19-8.70)

0.61 (0.19-1.96)
1.00 (0.24-4.14)
1.87 (0.66-5.26)
0.23 (0.04-1.21)

0.92 (0.33-2.52)
0.73 (0.29-1.83)
0.70 (0.21-2.41)
0.50 (0.09-2.81)

0.76 (0.32-1.82)
0.73 (0.30-1.75)

1.08 (0.38-3.09)
3.48 (1.11-10.9)
0.46 (0.13-1.57)
231 (0.86-6.23)
1.34 (0.49-3.66)

1.25 (0.51-3.06)
0.69 (0.29-1.64)
0.67 (0.25-1.79)
3.34 (0.47-23.9)

0.48 (0.15-1.59)
027 (0.05-1.43)
0.52 (0.15-1.81)
0.45 (0.11-1.94)

0.47 (0.15-1.45)
0.53 (0.19-1.48)
045 (0.15-1.33)
037 (0.08-1.67)

0.43 (0.19-0.96)
0.42 (0.18-0.99)

1.45 (0.26-7.95)
1.12 (0.30-4.21)
1.02 (0.33-3.17)
0.93 (0.33-2.65)

1.09 (0.40-2.92)
0.98 (0.34-2.83)
1.38 (0.47-4.07)

0.28 (0.06-1.26)
0.16 (0.03-0.97)
1.20 (0.04-37.3)
0.49 (0.08-2.96)

0.35 (0.09-1.46)
0.17 (0.04-0.86)
0.49 (0.15-1.64)
032 (0.04-2.52)

039 (0.17-0.87)
0.42 (0.16-1.10)

1.98 (0.41-9.60)

2.24 (0.40-12.4)
1.88 (0.52-6.85)
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Inpatient Satisfaction and Dissatisfaction in Relation
to Socio-demographics and Utilization Characteristics

1) Lecturer, Department of Nursing, College of Medicine, Hanyang University

Purpose: This paper reports a study exploring factors related to patient satisfaction and dissatisfaction with
inpatient care. Method: A cross-sectional study design was used, employing data from the National Health and

Nutrition Survey conducted in 2001. Socio-demographic factors, utilization, self-rated health status, and disease
characteristics were assessed by employing univariate comparisons and multivariate logistic regression analyses.

Result: Out of 37,769 respondents, 1,043 aged 20 years and over had been admitted to a hospital or clinic at
least once during the past year. About a quarter of the respondents were discharged from tertiary hospitals and

21% from clinics. The majority of patients (58%) were satisfied with inpatient care received, whereas 11% were
dissatisfied. Greater satisfaction was found in patients aged 45-64 years and those having formal education,
discharge from tertiary hospitals, national health insurance as a payer, medical expenses not being burdensome,
good self-rated health status, and neoplasm. Living in non-metropolitan urban areas, shorter length of stay, and
musculoskeletal diseases were associated with greater dissatisfaction. Conclusion: Different factors were related to
patient satisfaction and dissatisfaction with care. Those factors need to be taken into account when evaluating and

comparing satisfaction levels between health care institutions.
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