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Abstract

Factors Affecting Out-Patient Satisfaction
with Physical Therapy Service

Kim, Suhn-Yeop, M.\P.H, RP.T., O.T.R.
Dept . of Physical Therapy Andong Nursing and Health Junior College

The purposes of this study were to measure the degree of out-patient satisfaction with physical
therapy service and to identify factors affecting the satisfaction. Subjects were 400 out-patients (257
males and 143 fernales) at 20 treatment facilities in Seoul, Questionnaire survey was conducted from
February 23, 1990 to April 23, 1990. Four hundred valid questionnaires were obtained and analyzed,
Analysis of the data was done by use of t-test, ANOVA, factor analysis and stepwise multiple
regression.

The results of this study were as follows

. The mean score for the satisfaction was 113.9 ranging from 73 to 146 (Minimum score=3g,

Maximum score=150) .

. Sex, age, marital status, occupation, average monthly income and waiting time for treatment

were significantly related to outpatient satisfaction,

. In order to separate basic factors of the satisfaction, factor analysis with varimax rotation

was performed, Eight factors were derived from the analysis, The proportion of variance
explained by these factors was 56.8%.

. The first factor labeled "personal characteristics of physical therapist” accounted 26.3% of the

variance. The second factor labeled “treatment effect of self-reported physical therapy”

accounted 8.6% of the variance, .

. Using multiple regression, the most predictive variable for the total out-patient satisfaction

was waiting time for treatment and the next ones were age, occupation, religion in that order
(R®=0.061) .

. For the first factor extracted from the factor analysis, the predictive variables were religion,

waiting time for treatment. For the second factor, the predictive variable was family income,




These results suggest that out-patient satisfaction were largely related to “personal characteristics [
of a physical therapist” and “treatment effect of self-reported physical therapy”. Therefore physical
therapist should consider personal characteristics and treatment effect to increase the patient

satisfaction,
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