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Abstract

Purpose: The purpose of this study was to explore the degree of delay in waiting time,
and the relationships of waiting time, patient satisfaction, and revisiting intention of
outpatient in general hospitals, Methods: The data were collected from June 22 to July
4, 2009, A total of 536 outpatients who visited 21 clinics of a general hospital were
subjected to evaluate the waiting time, The survey tools used were the Korea Health
Industry Development Institutes (2008) tool for patient satisfaction and Reichheld &
Sasser (1990) for revisiting intention, The data were analyzed by SAS version 9.1,
descriptive statistics, t-test, ANOVA, and Pearson correlation coefficient, Results: The
mean patient's waiting time was 28.3+30.7 min, the revealed mean score of patient’ s
satisfaction was 292, and the revisiting intention showed was 456, The waiting time
was negatively correlated with patient's satisfaction (r=-10, p(.019), Patient's satisfaction
was positively correlated with revisiting intention (r=-51, p¢.001). Conclusion: Waiting time
management is an important factor of increasing patient s satisfaction and revisiting
intention in general hospitals, It is mandatory that reservation management systems take
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A = 7S o8 kel 7P B 3%E =W $9 shie

oAl o] 8ol MAEE 2 t7IARke] Aol

1. 7o oA (Park, 2001), H< dithe] omr|FolMe o 8 s

dobe dxes st Azdoks sl e s Rk

S571#lM t7](waiting)i= th7f A= o] A& ghom, dof glo] Widshk= B¢ A58 X wa 5 gleH,

olgtal Axjo] ®Aelz Au|zel HIsh=dl glof v Azte)A| Ae7t Zhssteis ART7)71zke] 48s] Hold 4 gl

31 QJuk(Pitt, Noseworthy, Guilbert, & Williams, 2003), Zt 9|& FTAHo g dglx Qrt e deks Eite] AAEzE
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Ash= o5zl F8E W] fsiMe dFH o 7vkEok A 24 k) st B AT JeiREdg 5 2
s, AAl ookg dtar ool Jdd BAAtE WA ok 7)) A AR JIEAA 2918 Thelste] dAEE
ok 45 ol di7|ARbe] AT 53] AAAl Wle] A aek SR B 9 ISR S7HE Slg st
$ AYe] S A 547 s S A ¥ = < FHsked Slo] FAH AT AN F S A=
g wolAAL Qv RISk} A oR B A A 7]k
T AL FHHATAENRY 2 ooks ste] dshr] Hot
+ 3 yYste] ERIsE e AUt B Ao Helt 2. ¥ =H
g7 o5rld Jrhg AFAge E£3Eo] e
42 A AR F9 sptoly /i ET|AEE WFE AH|2 2 AT 512 Y ol Hdse Ao zls
P LFY dEo=2 ARt e RUE S Tkt i 7ARE o] 8AEE Bietetar, ejefdiate] vy S wE
L3S FHE QtiHwang, 2005). THA] A th7|AIZR A7 ApolE Elated AUrt <feolAe] AR
AT SA A Fo| FUREA MPEAANA daEA A ARZAL B AREE, Ao]gofr g Tletate] F&H2 <
A3t QJtKDansky & Miles, 1997; Knudtson, 2000), Eilers FAE dofr|z=d o7 IxFAE 3 Vx AFEE T3
(2009 % 7] H(quality of care)AFERA AH]2=e] Av=7} 2} stk
Za3lga XAttt AEr|ARE oddkgclo g ate] o AR, <Al dukd 54S mefeitt
ORARRE FFodR, FAPFEU a7l wE AR A4, s A4, Qg §3d Asd7|ARE, SARE AsdARE
I, AdeaRlg of, A8 & BFHARE, 9, $kae] tpolet 2 7] 7ksg AWAIRES E1gkt
AFA, ol HAm AE, HZ 1d7 498 Fol EuHY AR, oleigiate]l dubd E4o] wE Zso7|rRbe] AolE
(Park, 2001; Hwang, 2005), =rujollA] 53 AN A7 H| sk},
AHE APEAES AEY, JejgAte] sARE 9 257 U, ejejgiate] SATEE, Aojdox JrE seteitt,
Mﬂ-%%ﬁﬂ%ﬁ®ng2m»,ﬂwﬁﬁ.ﬂﬂ*vPﬂ@&ﬂ oA, SEigiRte] s 7ML SRS, Afo]g-owite
X (Park, 2001), FANEE AL 55 0|83 TAART = AHABAAE seleitt,
H71AZE ZAHKim, Park, & Park, 1997) %-o]Actk
AA AE o571 gi7|AIREe digk RUERS 2153 3. 80{9 M9
o iAlz=dle] Eo R gla] =7 |ARE #ElE Ao
2 goldt 2= gt i} St A4 w3@ste] Yyl A 1) 27| Al
S AL AR AA SRS ot wie- A Zlo A8 7A R HRlE AT gRREofAlele] s
2 Holn, A depAztEct 9 waet AeetE Fas & E 93l XsHAE JAS AZhe] Apol2 Ao, EiXlE o
He| AR o} AFA SH 959 4“% ez AR A Be AT At Qe mAkEk Al Y
late] AA t7IARRE Axbex SAse d7MERE W TOF ste] I ApolE g AREAto|= metetqirt. FAIA
ztolg B AoR oA, mek XAk ojnelxe] At o3 dofgt FAte] IFWIARES 7HAY] FEoR FER
2 8o g Vdiel F-ggk ARl RNz Ax T e, deAtEn 98 =3ste] XFARE] of
of whel oJEAu|ze] Aol&, AEe] o]FAAE AR B o} wezl Ao o fAzkET dH =2sE e, o
T Utk 53] oJuAjH| e} o] AH|IAE —_r“*o I e &4 o =A 23S Aot
Eo] YF Estar dEHelolx As A3 Bkt 2 AFdME derlE IEFIEE oy
- FE AE|a RolMe dF MUAE A AlEEY AIRbE A ojstarat gt
AA HEE Aol g vt O AujA Aoy 2XS F o ofefgizte] A ZEO7|AREE oflefAkETE
Ao Hrpgk # ole v E&Fo|al HHgE AER 914 AREARIEY W] gE E AP
H1 gltk(Lee, 2007) SAGE AIREe] ztolE ofw]gitt,
£ dTdAe deiE sk B4 Al JE d7|ARME o ofoRt EAT F
skaL, #xl Mge] AAEZ Fash FATEE(Wagner & o] WAgt Ae+= Qs ooRrAH &
Bear, 2009), o573 Alo]g&oxe} Awgt #ATE UeA AF 25 98 1eA=2 =
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o ooRE ST FolA doRARbe ATA HSE T St

slgjol] =3tsk A7 AEYANIZ] o]z Helahalr.

2) RpAIZ TZCOT|AIZ
AT AEHIARRS S Ak AlZRRE s 9
ANZ7A 71 Bl FHE] AR ZIAIEE ongict,

3) 7| 7kt QlthAlZt
717kssk QU 4 Ide AIZre AA AF3 glo] ke
et 7)7bsd ke FEHHQ ARES on]glt,

FANEEE HAE0] gRAHIEE o]gstr] Hou, ol&
sk Beh, 2L o]&g & AuH|zel #HY A5 dis) <l
A& 7pRjgo]n A& wkgolgtar Aol 4 th(Cho,
Lee, Lee, Jeon, 1999).  <IFo)Al&= Korea Health Industry
Development Institutes(2008)0] 7|3l J#jgia} AT =

g - Bglsto] ek s ofngitt

I 7oy AlFol ek wFo] £&
AL dudo g ZolxE oz oln AFs AFont Ay
25 oA olgdtant s omE
Zeithaml, & Berry, 1994), 2 ¢Fol|lx{&=

ol 448 T2 353 gl

oJu]5l=d|(Parasuraman,
Son(2004)0] Bl

o7 Y
1, 47 A
ATE FEUL SR R BAEE 2 A

olgelusle] PAE 2A YA MN&H 2AlITFoIT,

Aoz el tiaAte] = Aday(1996)9]  sample  size
estimation ¥2]o] A3l FAHFEFHX} (0 =estimated standard
deviation)=10, f¢]4=(a)=.05, desired precision(d)=12 413
Sls o HAIde 384oR JkEHon gEhs 1Esty

QEjsixtol ZIZCHIAIZE A SRIBRE, Mo|Zo|=ok] A 221

600S Zx 2 skt

ZAF o e gREAite 2o ds Asta HUo
T O 9A~ 124, &F 1A] 308~ SAR HEHAeH, EQ
A A% HUdR Zo] RS AAlE Ytk <fHRE
£ 8 oo FdHs B shestden], Reoke 27,
Azl FAglel A3k, <leulelel, 24 WE 5o thdt Je=
o] FoiA| 1L YAt
3. 7 &7

1) 2lzf 7 H7IAI7+

ZA}LH%—S— g3, FEoFdR 237 A7 AR deksizt
ol A cllebAziY WY =R BAdHFERR] A9 =3
AZE, AEAFARY, A7 w/E AR A8 7R 2Ea
24 A7 glo] 7ihdwket ti7|7ksd QIARES Z2AR8E
on, AN AERY F AsAde] PAH BE JFE =

A R AEEE S,

Ao AEAge EA Aden dTRzddel AE
o}, gatel daAzke slg) kAl Sol o5 EwEe] 18
o SoPke AZhg, HaAzte BN e AZE 14
ain.
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3 =3FiYy, B T+ Korea Health Industry Development
Institutes(2008)0] 7Esl oggA} shaptEs &FE £4 - 1
tel ALgasich, ook B AEER 38, oaje) ARAHIZ
6w, AAF B A 2%, B il 84 9 Ve 7R 4
A gee] 197 wapow Pl Olm 4 AxeA B85
7} wess WAUSE A} 598 ol Al Hels
1897240}, ¥ AFETe] A1 Cronbach's @ =860]91k,
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3) Mo|gol=
Reichheld®} Sasser(1990), Min(2002)¢] ARgd+ #3-& Son
(2004)0] ol 9A F43% =TE ARSSIIT B =TE 3
THoR 74 HAz2 YL H4Ut 2255 Alo)gYe
E7F 535 ovlEtH Al W9l 33~21deltt # AT

_t,:_—?.o,] AlZ|%E+= Cronbach's a = 880]8lt},
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4. X2 7 gk Hlaf Botck ookt WESAD} 65.1%5 AL ilew,
AAFAT} 66.4%2 YeRgT, AFAER B o, gidxg A

2 ATE A7d WYy A7Ae] f93lrRB)el 20009 3
4 1Y AEshe] HHAE Ao (FFHE, 09-08), 2 A

(Table 1) General characteristics of the subjects (N=536)

N Characteristics Categol n(%) Mean(SD)
Tl AR #1e PR oA Ak B4 9 o) o) o I TR
ot FoAE AR wSRRe AFHEZY o3 OITOWM% F 284(53 4)
ApRzYe oAl ve ey WHe w8s T g Agriy) <30 193(37.9) 34.8(11.5)
e - . - 30~50 263(51.7)
=] Eolzlod Alzlo]l & d =mo 5
2 )5} ——r‘HO]' ot oAt &8y SHe F-E%Poﬁ 9 >50 53(10.4)
£ eSS HaAbolA B Ao EHS Adyd & A Marital status Unmarried 197(38.9)
oo tigt AMAFE Wkt HAEAE ATEZHOZN ARSH Married 298(58.9)
o = = = Others 9 22
olmo E]_X]-%_% st & Zo HAEAE= 2 601
i o 123 478 ¥ FelE 7 ! - Education level  High school 131(26.8)
1?‘7]' E]_)l:ﬂgi [151 ]Zoﬂ/ﬂ %LH%‘O] %Aé/\elsl'}]q— 7‘56]-2] Univergity student 105(2‘]5)
el 6525 AYE 5361 A8 2o o] &3kt College 82(16.8)
oate) AuAPe PAT Fhe 2ade AW I University 15581.8)
dzlag= © 0d o =2 I3 =Z]=lod o) Master 15( 8'1)
des ok, oFe RIS Edste] S48t 2ad Clinical Pedatric 63(11.9)
Age od A8d4e £ 23] 4890, Al d9e % department Medicine 168(31.3)
ool AP BolBtA] ¢hg ZloR ddEe dXA4S 9 Surgery 56(10.9)
- _ o . Ophthalmology 95(17.7)
sto] BEZ 7)dskdct. w3k APl 9 AR AAL ENT 58(10.8)
9 #Zods et ARE I8l I8E T wolof 3= A Neurology 21( 3.9)
S+ FRY7AIRE ZARFAAY #-E W8-S ARH=S 313 Others 75(14.0)
- Day Monday 107(20.0)
[¢] = As L= j' X slod
o1} o] AFe|ng A A Atk Tusday 92(17.9)
Wednesday 111(20.7)
5 A2 2A diH Thursday 96(17.9)
Friday 103(19.2)
) Saturday 27( 5.0)
FHE ARe] AL SAS 9.1 programe ogste] 433 Reservation Yes 349(65.1)
on AF ke dnbd 54 Hid BEAzR 7S No 187(34.9)
(descriptive analysis) 'S ol&38tir}. ATFETe] AFE 7 Type First mled|t<lza| 180(33.6)
examination
22 Cronbach's a, tlizle] duba B §349 EAdo) u} Second medical  356(66.4)
2 Aadg7)AIzre  2fo]lBALe ttest, ANOVA, AREAAL examination
Scheffe's test2 o] g3t¢ltt. ogida WA BAnEL Residence Daejeon 274(58.7)
~ Chungnam 169(36.2)
Aolgolw 7t HAHAAAE Fetslr] ¢J8] Pearson's Correlation Chungbuk 8(17)
CoefficientE o]-&3te] £33t} Others 16( 3.4)
Reservation time  AM 344(64.2)
zone PM 192(35.8)
a i< Hospitalization  Yes 179(36.0)
No 318(64.0)
1. CHARRLO| QA EA Number of 1 132(26.3)
visiting outpatient  2~4 226(45.0)
i department =5 144(28.7)
F 5364 uPdA T oAl 284 R 53.4%E AA3A Health status Very bad 11( 2.2)
o} gPdAle] volE HI 348111542 30~504] Atole] 3 Bad 73(14.3)
Aol A wolth 28R WP ssow, SRR B cormmon L
Good 198(38.8)
oPFel 155%(GL8WeIUT. R ERE W 1687 Very good 51(10.0)
(31.3%), S+ 95H(17.7%), 2ot} 63(11.8%)E TS g3}d Missing data excluded
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FA7L 58,70, FEAe] 36.2% & olsich. ZARNIYLL A

24 A= Hyte o 5
FHeR BE ZoR ool

Shon me JEoE At W 54

FEAe TFD SR o]g Aol
| AA e e TR

Bl AgA e 7

wate] ARSI clebARziERE B u o 83}

64.2%0190m, gude B o ¥ F9d

AedAL7 g2

o wlE] tha wHdth gYAFe] dv FARE 36.0%01%
ok A oHETE ol 1;% Asl 2AAE WES e
2~49l0] 71 B 45,005 AABEIt) Belel A dHe E
el $H3 #b7h 198338802 71 Boket
L] dofAlZ FroRE EApt W B3 AlZe] Z
B oFARREET} o]2 A= At A 5367 Fol o
FBl= 349, olF 31790l oRAZES F4Eh SRk
F5EL 90.8%2 UERGTH(Table 1),
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3 A Egt A
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o, olN
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515y
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o

Q2feixiel =LAz 3 ERIAUEE, 1j0[S2

|=ofo| 24 223

)

7te ot 3514279802 2AEY 3
AHGRAte] A9 A Fsd7|ARES HE 4681317702

ZIZCi7|AIZES] %HO|

w2 FARr7|ARke Aol AR, dek

o, A, B FuE A dEHE SAHeE foldt A
ol Bl YIREHERE LolEb} 433802 U, 9,
BHETE M tirARke] A UeRgorn, 2UHSEA)
46,802 QIR t7|AFte] oefEalETt 953 &t
ZALFE35.68), B9 A7 dErF vk 393 (56,1

oA <feidl7|Alzke] ATk Table 3).

4, BRTEE, D08 HE
aAMEE A4 BEFe AT 49 F 292034800

(Table 5). 3AUIEE iy AwuEge w) oo @ Hed
b goo] 2414049503 UETE SEiRIEA Y2 g
FANEE ATt orbe] HEAue, A 2O, B W
270 ddol] nlsia vigih ofegiale] HA Ajolgofre]
Aee 24 219 kel 13.7+3.19%, BB 4.56+1.069
(A 74)elAek(Table 4).

(Table 2) Differences in waiting time, sensible waiting time and patience time by type of visiting outpatient department

Waiting time (Min)

) - . Patience time within the limits
Sensible waiting time

Group of the possible
n Mean+SD Min Max F p n M+SD n M=-SD
Total 534 28.3+30.7 0 245 58.83 (.001 467 356+326 522 342+210
A 51 347+357 0 165 43 407410 49 36.9+25 1
B 266 135+£19.6 0 180 235 317+£334 259 325+180
C 30 351+279 10 150 C)B 26 202+152 30 293+150
D 187 468+317 5 245 D)AB 163 42 4+29 4 184 36.6+342

Missing data excluded

patients arrived earlier than reservation time
patients arrived later than reservation time
patients did not have a reservation, the day appointed patient

Ao

= patients arrived earlier than reservation time, Consequently, it accelerates reservation time

J312(%] 16(3), 20104 9F




(Table 3) Differences in waiting time by general characteristics of subject (N=536)
Characteristics Category Walc:lgsgme tor F p
Sex M 299+31 1 110 0.267
F 269+304

Age(Yr) <30 276+285 1.08 0.340
30~50 304+299
>50 241+430

Marital status Unmarried 280+275 0.60 0,549
Married 299+335
Others 21.0+235

Education level High school 26.8+30.4 0.61 0.652
University student 28.0+297
College 285+33.3
University 298+314
Master 394+392

Clinical department Pediatric ® 433+348 3.26 0.003
Medicine ° 263+314 ayb,c,d
Surgery ° 22 2+26.0
Ophthalmology ° 2514261
ENT 286+254
Neurology 280+34 4
Others 284+335

Day Monday 305+265 0.95 0.449
Tuesday 269+27 4
Wednesday 274+347
Thursday 2494290
Friday 288+326
Saturday 38.0+359

Reservation Yes 184+249 -10,57 (.001
No 468+317

Type First medical examination 356+32 1 3.99 ¢.001
Second medical examination 24 6+292

Region Daejeon 288+332 0.34 0.794
Chungnam 27 8+295
Chungbuk 36.6+423
Others 235+151

Reservation time zone AM 28.7+30.7 152 0217
PM 275+30.6

Hospitalization Yes 282+317 -0.18 0.855
No 28.7+309

Specialist care Yes 295+332 047 0,637
No 281+284

Number of visiting 1 294+26 1 0.42 0.658

outpatient department 2~4 271+305
=5 299+357

Health status Very bad ' 56.1+47 8 335 0,010
Bad ? 219+270 14, 1)2
Common * 3114348
Good * 27.7+27.6
Very good ° 2824290

Unit: minute
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Y Zgi
(Table 4) Patient satisfaction, revisiting intention of
participants (N=536)
G Patlen:v| sia;stactlon Min Max
Patient satisfaction 292+034 13 40
PSH1 241+0.49 10 40
PS2 3.07+0.43 10 40
PS3 2.94+0.56 10 40
PS4 3.00+0.40 11 40
Revisiting intention 456+1.06 1.0 70

PS1= reservation and reception procedures

PS2= doctor's medical examination and treatment service
PS3= examination and prescription

PS4=environment inside of a hospital and others

5. 2EHZIZ CHY|AlZtnt SIAIEEFLE, XHO|S2| =2t

YA

2 aAgiael Slee drIAge anssete) e
g BA3 A%, JuRE dU BAREEs ue
@ sl YRGS AL ekl em. 0. o). &
Aol-g-ojwzte] AAdA e S3BRA =51,
pCO0VH 9l Ase uekith sidz A1 Hold

B olEEAs mieyd EAdew felg
Ato] gl Aoz UERITH(Table 5).

® o i

(Table 5) Correlation between waiting time, patient
satisfaction, revisiting intention

Waiting time Patient satisfaction
r(p) (p)
' ’ . -0.10
Patient satisfaction 0.019)
e : -0.03 0.51
Revisiting intention 0.358) (¢.001)
= 9

£ dA7e Aol Al 2k ) HE BEs
Satel 3o wet Judi7AREe] drht HeA] HEE et
shal gate] EAARR] t7]AIRE Aol Tfo] Haa 2
TE Y3kt

HAo g oMol 7the(waiting)& Lazarus®} Folkman(1984)2]
o|2% o83t 2EH2TL e Adoletal ofy e o
& Y& xch(lebel et al., 2003; Giske & Gjengedal, 2006).
Fogarty2} Cronin(2008):= &|ZolA el 7[thde gk g9l A
FHEEA Y Bl Atelo] 4T 5 dE BEHY ARE

FIF

%
=l
re

0%
1o

QEjixtol ZIZCHIIAIZE H SXBFE, Ro|BO|=ok| A 225

T, olwf FAl= BEadsta 1S =4It 59
ogr|gelM el 7Ithe Fa & g

4E AR dXEkE F8(significance) ol EH?"& FHA
4 Eidsla 2r)Es =4, 23 9] v

ZidEk A BAEct
B AFoA oejgixte Hat <R d7|AREe 2838C
2 et} ol Hwang(2005)2] A&Alel &gk U7 oist
wade Ul <Eas gider e ATolre gy
AR Bt 323127, 7801900H, Park(2001)] AAA] g}
Weel 247 dHIEe QfSAE didem & dFeMe
B[t 3091339202 et B dFelA gd|r)Agte]
ATt g vldele les UeRdAY A2 Auwd
o zelg udThE A9 fARE Al B 5 9o,
Hwang(2005) $37-9] AA] 2853 Al71E 2002952 2SS
HA71E s, 7de] Ad & AlFeME Hsd7|ARE
o] oH3] AL Y& A F= A AN 5 g
o}, Park(2001)9] ATolME dlek 2 Fddixte] H A s
7N AR, B dFdM e doddiale] tokek &
ol wel Brh AEsistel P AEH7IARe 2ART o)
23t Ao wl £33 SATHEEA | ghro] Hr} sE3F
ol o M ZRAlE HYslstelol & Folt), & 2z18A}
U ZdAE didez vlE] #xle] §¥y WidUE metst
of oJeixlze] £AMY o]F o Mulxe] ZEAAS FASHY
TFHo2E o iz H P f=slof & Aojtt

Park(2001)2} Hwang(2005)9] 7ollde FAdRssAtel Al
Z8 l Faatel zlg 7|zl 2ho]7} %l-% Aoz 73}
iﬂr EH7W7P°1] FFe vAA P Ao Jepdh

TFolrle FLdRFERe ofAtET UH mas Ex)
9‘r 2}017} A= ﬁ UeRgon, deaziEtt & =
xpel dekaziET A = Frjele BAHoR fofst
Al Aozt & Aom e Eirls diz)Ate] A
olo] Yole Park(2001)= Yo ZZ ook 2Bl H|YPET]
oxbel zlgsele] FA|, 2|3 $xbe] o|FARRE Fe 24
£ AFsgetl Park(2001)9] ATl At FREEe
67%, B AToNME 93.7%E Ueht vad B ATl e] ¢
A doFAzEE & A7) Aoz 2AME,

Jeg 2 AFME ek ts HluE & Fdes B
st djokgixtel AFFIE Gl7|ARES Hat 35.6132.620%
30 ol W7ldhs AoR ZALEQIT. Park(2001)9] AT-olA
= ARE Gzl B 21.8+21.9%, FAdIAE= P
33,1133, 0802 ZAMEIQIC] Olﬂﬂd £ AT AFH7IAREe]

g A olfie AWEele] E4e BHoR ¥ 5 ik 9

\11

L :’ le

_‘

X

r‘?i

32
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) HlEo] 34 9%, Hwang(2005)9] ol ookl
Hlgo] 99.1%9} HluPE uf TAHFEAle] Hlgo] v =
7] WEel Aoz sME 5 gtk & deksixie] Al A B
xt AErl FPPo o]F mEE ojoksizle] By 2
Allagl WA Fol g X ofEge] FHHE AAE Ut
HoE Ao R Helth(Park, 2001).

dlobf s Aougke u, dopAziuch Ur dr mae
A A g7zl AQEa bt Aol =3
£ o] Aar/lgtel b Addth & Bt deHoz o
opztEct vk UK wAeto] Hslach o wel ARg
TS Ao AAT F QAR WA £ APAseE olop

Akl URE dH 2z3sis Aol oAAzE Ao =2 At
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