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Relationship between Experience of Requesting Verification of Healthcare
Benefit Coverage and Patients’ Trust in Physicians and Hospitals

Myung-ll Hahm, Insoon Min

Department of Health Administration and Management, Soonchunhyang University College of Medical Science, Asan, Korea

Background: Patients’ trust in their physicians or hospitals is important to guarantee the effectiveness of care and to encourage re-
visits. This study aimed to identify the relationship between the experience of requesting verification of healthcare benefit coverage
via the Health Insurance Review Agency (HIRA) and patients’trust in their physicians or hospitals.

Methods: For this population-based study, 800 adult respondents aged 20 to 65 years were recruited using random sampling and
telephone surveys. Respondents were divided into two groups: 1) 400 people had experience in requesting the HIRA verification
service for the purpose of confirmation of whether the costs they paid were appropriate among metropolitan habitants, and 2) 400
people comprised members of the public who had no experience requesting the verification service.

Results: Experience with requesting verification services was likely to lower the patients’trust in medical institutions, but not in their
physicians (p < 0.05). In addition, patients who were satisfied with their physicians and hospitals were more likely to trust the physi-
cians and hospitals than dissatisfied patients.

Conclusion: Patients’ trust might be an important factor influencing hospital success. Patients’ trust in medical suppliers, such as
physicians and hospitals, encourages a positive relationship between medical suppliers and patients. Therefore, medical suppliers
must provide appropriate care to patients to improve patients'trust in them.

Keywords: Trust; Patient satisfaction; National health insurance; Physician-patient relationships
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Table 1. Questions measuring “trust in doctor and medical institu-
tions”

o - Scale endpoints™®
Dimensions Description :
Low High
Trust in physician
Fidelity My doctor will do whatever it takesto ~ Strongly  Strongly
get me all the care | need. disagree  agree
Competence My doctor is extremely thorough and Strongly  Strongly
careful. disagree  agree
Honesty My doctor is totally honest in tellingme ~ Strongly ~ Strongly
about all of the different treatment disagree  agree
options available for my condition.
Global Allinall, I trust my doctor completely. ~ Strongly — Strongly

disagree  agree
Trust in hospital

Fidelity My hospital puts my medical needs
above all other considerations when
treating my medical problems.

Strongly  Strongly
disagree  agree

Competence | receive high-quality medical care from ~ Strongly ~ Strongly
my hospital. disagree  agree
Honesty If a mistake were made in my health Strongly  Strongly
care, the hospital would try to hide it agree disagree
from me.
If I have a question, | think my hospital ~ Strongly ~ Strongly
will give me a straight answer. disagree  agree
Confidentiality People can access my medical records ~ Strongly ~ Strongly
without my approval. agree disagree
Global Allin all, I have complete trust in my Strongly  Strongly
hospital. disagree  agree

*Each question was rated on a 5-point scale (1-5).
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Table 2. Sociodemographic characteristics of study subjects

Variable Total Public ~ People appealed®  pvalue
Sex
Male 397(496) 200(50.0) 197 (49.3) 0.832
Female 403(504) 200(50.0) 203(50.7)
Age (yr)
20-29 148(185)  79(19.8) 69(17.3) 0.926
30-39 188(235)  93(23.2) 95(23.7)
40-49 197 (246)  98(24.5) 99(24.7)
50-59 171(21.4)  83(20.7) 88(22.0)
>60 %1200  47(11.8) 49(12.3)
Monthly household income
(1,000 won)
<2,000 300(37.8) 137(34.8) 163(40.7) 0.2037
2,000-4,000 283(356) 145(36.8) 138(34.5)
>4,000 211(266) 112(284) 99(24.8)
Job
Non-manual 222(217)  99(247) 123(30.7)
Manual 207(25.9) 100(25.0) 107 (26.8)
Unemployed 82(10.3)  36(9.0) 46(11.5) 0.0125
Housewives 177(22.1)  94(235) 83(20.7)
Others 112(140)  71(17.8) 41(10.3)
Education
Middle school or less 104(13.0)  50(125) 54(13.5) 09137
High school 311(389) 156(39.0) 155(38.7)
College or more 385(48.1)  194(485) 191 (47.8)
Marital status
Married 560(70.0)  270(67.5) 290(72.5) 0.0048
Single 212(265) 122(305) 90(225)
Other" 28(3.5) 8(2.0) 20(5.0)
Health insurance status
National health insurance  771(97.1)  389(98.7) 382(95.5) 0.0066
Medical aid 23(2.9) 5(1.3) 18(4.5)

Values are presented as number (%).

*Those who had experience with requesting verification of healthcare benefit coverage
service to confirm whether the services provided were covered under the National
Health Insurance Act. "Those who were divorced or whose spouse had died.
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Table 3. Experience of using medical institutions of the study sub-
jects

Variable Total Public People appealed  pvalue
Experience with visiting
medical institution
Yes 607 (759)  277(69.2) 330(82.5) <0.0001
No 193(24.1)  123(30.8) 70(17.5)
Type of medical institutions
that subjects had visited
Clinic 270(445)  148(534) 122 (37.0) <0.0001
Hospital 140(23.1)  79(285) 61(18.5)
General hospital 197(324)  50(18.1) 147 (44.5)
Type of care
Inpatient 95(157)  19(69) 76(23.0) <0.0001
Outpatient 512(84.3)  258(93.1) 254(77.0)
Satisfaction with care
Dissatisfied 292(48.1)  124(44.8) 168 (50.9) 0.1313
Satisfied 315(519) 153(55.2) 162 (49.1)

Values are presented as number (%).
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