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Background: This study aims to analyze quality of and satisfaction with Korea medical services and identify factors affecting medi-
cal service satisfaction, revisit, and recommendation intention among international patients.

Methods: Secondary analysis of survey data conducted by Korea Health Industry Development Institute from June 10th to July
17th in 2013 was done using multiple regression and logistic regression analysis. The 191 international patients from 9 medical insti-
tutions in Seoul were enrolled.

Results: The results showed that international patients were satisfied with 85.6 points out of 100.0 points. International patients ap-
praised higher in staff service rather than other services. Factors influencing medical service satisfaction were gender, religion, medi-
cal specialty, length of stay, and quality of medical services. Quality of medical service explained 29.8% of medical service satisfac-
tion and especially, doctor’s care’ and ‘communication and patient respect’ were significantly related to medical service satisfaction.
Medical specialty had a significant influence on revisit intention. There were no statistically significant influencing factors of recom-
mendation intention. Additionally, more satisfied patients were associated with higher revisit and recommendation intention.
Conclusion: This study implies that quality of medical services is a critical factor for patient satisfaction and that satisfaction with
medical services is an important factor for increasing revisit and recommendation intention among international patients. In addi-
tion, health care providers should consider cultural differences to enhance satisfaction with medical services for international pa-
tients. Therefore, multidimensional strategy is required to strengthen the cultural competency of healthcare providers.
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Figure 1. The conceptual model of this study.
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Table 1. General characteristics of participants, medical service satis-
faction, revisit and recommendation intention (N=191)

Characteristic Value*
Gender
Female 104 (55.0)
Male 85(45.0)
Age (yr) 408+124
<35 63(33.3)
35-449 65(34.4)
45-54.9 28(14.8)
>55 33(17.5)
Nationality
The United States 47 (25.0)
Asia 25(13.3)
Northeast Asia 6(3.2)
Central Asia 19(10.1)
Russia 44.(23.4)
Mongolia 44(23.4)
Others 28(14.9)
Language area
English 80(41.9)
Russian 68(35.6)
Mongolian 43(22.5)
Education
Lower than bachelor's degree 43(234)
Bachelor's degree 81(44.0)
More than master's degree 60(32.6)
Religion
No religion 57(32.8)
Roman catholic 20(11.5)
Christian 34(19.5)
Buddhism 21(12.1)
Others 42(24.1)
[slam 14(8.0)
Hinduism 2(1.1)
Unknown 26(14.9)
Medical insurance
Yes 52(27.2)
No 139(72.8)

Medical specialty

Surgical medicine 49(25.7)

Internal medicine 95(49.7)

Oriental medicine 47 (24.6)
Length of hospital stay (day)

>1 135(70.7)

1-5 34(17.8)

>6 22(11.5)
No. of visits for medical services

1 88 (46.1)

2-3 55(28.8)

>4 48(25.1)
Quality of medical services

<80 47 (24.8)

80-89.9 76(39.8)

>90 68(35.6)
Medical service satisfaction 856+15.3
Revisit intention

Yes 171(91.9)

No 15(7.9)
Recommendation intention

Yes 174(93.0)

No 13(6.8)

Values are presented as number (%) or mean + standard deviation.
*Excluded missing data.
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Table 2. Quality of medical services and medical service satisfaction (N=191)

Variable No.of  Mean+standard Multiple regression’
participants™ deviation B(95% confidence interval)  pvalue

Doctor's care

Providing explanation of any delays for waiting 175 842+174

Providing sufficient consultation time 185 85.0+18.8

Providing recommendations on treatment option 178 84.2+18.7

Treatment outcome 184 83.2+16.2

Doctor's medical knowledge and quality of medical services/skills 184 88.0+139

Mean 191 84.7+140 0.26 (0.06 to 0.45) 0.010
Information and education

Provides patient safety information 178 83.7+155

Providing adequate information on medication 174 85.3+16.3

Providing information/explanation on diagnosis, treatment plan, test results, procedure/operation 185 859+16.1

Providing translated leaflet for hospital services 171 816+21.9

Providing information on hospital admission 169 85.0+17.7

Providing information on hospital discharge and follow-up instructions 166 849+159

Mean 190 84.7+13.0 -0.09(-0.32 t0 0.15) 0.467
Hospital environment and financial aspect

Easy to locate hospital facilities 184 83.1+20.3

Patient privacy of hospital environment 176 86.9+16.3

Providing explanation on consultation fee 179 805+22.1

Providing comprehensive list of items to be paid in other languages 169 84.1+£193

Reasonable medical costs 176 814+210

Protecting patient’s personal information and privacy 182 875+15.1

Provides care with respect to the cultural differences and religion 181 817179

Providing information on lodging complaints 155 80.4+19.7

Mean 191 83.0+15.0 0.02(-0.23t00.30) 0.869
Hospital convenience

Hospital environment (consultation room, patient’s room, hospital building) 184 88.4+15.0

Process of hospital admission and discharge 166 83.8+18.2

Variety of menus and taste on meals 153 76.1£21.6

Cleaning/linen services 159 825+184

Transportation services as requested 153 832+18.0

Mean 188 83.8+147 0.17(-0.01t0 0.34) 0.059
Staff services

Providing nursing services 180 87.2+12.2

Providing coordinator’s services 178 89.7+12.1

Reception and payment services 189 846+155

Interpretation services 179 895+14.1

Mean 191 87.7+104 0.03(-0.23t00.30) 0.798
Communication and patient-respect

Communication with medical personnel 180 88.0+16.3

Communication with non-medical personnel (coordinators, receptionists, etc.) 188 86.1+15.9

Medical personnel's services with courtesy and respect 190 87.7+149

Non-medical personnel's services with courtesy and respect 188 86.8+154

Mean 189 86.8+139 0.26(0.07 to 0.45) 0.009
Accessibility

Making appointment/treatment schedule 188 89.1+11.7

Easy to find hospital 192 87.3+14.7

Easy to access hospital web-site 171 84.3+15.8

Hospital phone call services 177 855+15.8

Mean 191 86.8+10.3 0.15(-0.09t0 0.39) 0.220
Quality of medical services 191 85.0+104 0.74(0.56 t0 0.92) <0.001

*Excluded missing data. 'F*=29.8%, adjusted F’=27.0%, F=10.66, p<0.001.

SO AR BT Aol it BT E BN Sk R0 of R RolR TS vlIA] g A0 Lepy
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Table 3. Impact of general characteristics of participants and quality of medical services on medical service satisfaction (N=191)

‘ o Analysis of variance Multiple regression
Variable No. of participants — : :
Mean + standard deviation F(pvalue) B (95% confidence interval) pvalue
Gender
Female 103 83.3+16.6 474 -5.30(-9.2310-1.37) 0.008
Male 84 88.1+13.1 (0.031) Ref
Age (yr)
<35 62 89.1£125 2.00 5.33(-0.09to 11.76) 0.077
35449 65 82.7+17.1 (0.116) 2.39(-3.15t08.29) 0.400
45549 27 84.3+157 4.36(-2.721011.01) 0.208
>55 33 849+152 Ref
Nationality
The United States® 47 889+144 350 -0.56(-7.02 t0 7.43) 0877
Asia® 24 76.0+20.1 (0.009) -4.83(-1354103.70) 0.266
Russia® 43 849+135 a>h -0.08(-7.47 t0 7.60) 0.984
Mongolia® 44 86.4+14.7 -0.69(-8.311t09.08) 0.872
Others® 28 85.7+126 Ref
Language area
English? 80 89.1+137 5.87
Russian® 66 80.7+16.3 (0.003)
Mongolian® 43 86.6+14.8 a>b
Education
Lower than bachelor's degree 43 855+14.7 058 0.56 (-4.37 to 6.40) 0.836
Bachelor's degree 81 86.7+16.3 (0.562) -1.48(-5.82 10 3.57) 0530
More than master's degree 59 839+145 Ref
Religion
No religion® 57 85.5+14.1 496 4.76(-1.00t0 10.52) 0.105
Roman catholic® 20 95.0+10.3 (<0.001) 12.25(4.09 t0 120.41) 0.003
Christian® 34 904+138 b,c>e 8.74(2.27 10 15.22) 0.008
Buddhism® 21 85.7+149 8.77(0.70t0 16.83) 0.033
Others® 42 792174 Ref
Medical insurance
Yes 52 894+134 463 157(-4.36t0 7.49) 0.603
No 137 84.1+157 (0.033) Ref
Medical specialty
Surgical medicine 49 86.2+12.6 1.66 5.53(-0.59t0 11.65) 0.076
Internal medicine 9% 86.9+159 (0.193) 6.33(1.24 10 11.43) 0.015
oriental medicine 46 82.1+164 Ref
Length of hospital stay (day)
<P 134 84.0+158 350 Ref
1-5 34 875+127 (0.032) 1.41(-389106.58) 0592
26 21 929+140 c>a 8.08(1.75t0 14.40) 0.013
No. of visits for medical services
1 86 85.2+16.0 0.27 -1.34(-7.03t0 3.51) 0.616
2-3 55 85.0+149 (0.764) -3.52(-9.69 to 1.56) 0.220
>4 48 87.0+146 Ref
Quality of medical services
<80° 46 7344133 2548 Ref
80-89.9° 75 88.0+15.0 (<0.001) 13.60(8.32 0 18.87) <0.001
>90° 68 91.2+120 a<b,c 15.62(10.29 to 20.95) <0.001

Model fit: F#=40.4%, adjusted #=32.0%, F=4.83, p<0.001.
Ref, reference.
*Excluded missing data.

o7} ghapol s kel 49, 2e]3 o) Aul 0] 2 4780 4, CHARESA W o2 MHlAC| Hofl KHE RS olAL £ A
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Table 4. Impact of general characteristics of participants and quality of medical services on revisit intention (N=191)

Chi-square test

Multiple logistic regression

Variable No. of participants T : : :
No. (%) of revisit intention 1 (p-value) Odds ratio (35% confidence interval) pvalue
Gender
Female 100 92(92.0) 0.01 0.31(0.05t0 2.07) 0.226
Male 84 77(91.7) (0.934 Ref
Age (yr)
<35 62 59(95.2) 017 9.15(0.41 to >100) 0.163
35449 63 56 (88.9) (0.682)" 1.32(0.09 to 18.54) 0.837
45-549 27 24(88.9) 5.14(0.13 to >100) 0.381
>55 32 30(93.8) Ref
Nationality
The United States 47 44(93.6) 1057* 4.03(0.33t049.49) 0.276
Asia 24 19(79.2) (0.017) 1.97 (0.16 to 24.36) 0.598
Russia Y 38(927) 6.58 (0.41 to >100) 0.184
Mongolia 43 43(100.0) >100(0.00 to 0.00) 0.997
Others 28 24(85.7) Ref
Language area
English 80 74(92.5) 6.82
Russian 64 55 (85.9) (0.033
Mongolian 42 42(100.0)
Education
Lower than bachelor's degree 43 38(88.4) 2.26" 1.91(0.19t0 19.41) 0.584
Bachelor's degree 80 76(95.0) (0.367) 4.85(0.53 t0 44.36) 0.162
More than master's degree 59 53(89.8) Ref
Religion
No religion 57 47(825) 892 0.22(0.02t02.12) 0.190
Roman catholic 20 20(100.0) (0.038)" >100(0.00 to 0.00) 0.998
Christian 34 33(97.1) 367(0.14t092.93) 0.431
Buddhism 20 20(100.0) >100(0.00 to 0.00) 0.998
Others 42 38(90.5) Ref
Medical insurance
Yes 52 48(92.3) 0.01 0.41(0.04 t0 4.03) 0.442
No 134 123(91.8) (1.000)" Ref
Medical specialty
Surgical medicine 49 49(100.0) 14.77" >100(0.00 to 0.00) 0.997
Internal medicine 91 86(94.5) (<0.001) 7.71(1.10t0 53.74) 0.039
Oriental medicine 46 36(78.3) Ref
Length of hospital stay (day)
<1 132 119(90.2) 382" 2.14(0.20t0 23.09) 0.532
1-5 33 33(100.0) (0.133) >100(0.00 to 0.00) 0.997
>6 2 19(90.5) Ref
No. of visits for medical services
1 84 75(89.3) 212 0.40(0.04t0 4.13) 0.440
2-3 54 52 (96.3) (0.350)" 0.46 (0.02 to 8.83) 0.610
>4 48 44(91.7) Ref
Quality of medical services
<80 46 39(84.8) 260° 0.59(0.06 t0 6.07) 0.656
80-89.9 74 70(94.6) (0.107) 2.05(0.28t0 14.97) 0.481
>90 66 62(93.9) Ref

Model fit: Hosmer-Lemeshow test: y*=1.14, p=0.992.
Ref, reference.

*Excluded missing data. 'Cochran-Mantel-Hagnszel test was used because of the trend. *Fisher's exact test was used because of the existence of cells having expected frequencies

less than 5. Cochran-Mantel-Haenszel test was used because of the trend.
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Table 5. Impact of general characteristics of participants and quality of medical services on recommendation intention (N=191)

; . Chi-square test Multiple logistic regression
Variable No. of participants : : :
No. (%) ¥ (pvalue) 0dds ratio (95% confidence interval) pvalue

Gender
Female 102 97(95.1) 157 0.22(0.01t06.87) 0.388
Male 83 75(90.4) (0.210)" Ref

Age (yr)
<35 61 59(96.7) 0.200° 1.82(0.03 to >100) 0.775
35449 63 56 (88.9) (0.655) 2.46(0.06 to >100) 0.642
45549 28 26(92.9) 3.88(0.04 to >100) 0.559
>55 33 31(93.9) Ref

Nationality
The United States 46 42(913) 893" 0.00(0.00 to 0.00) 0.998
Asia 24 19(79.2) (0.035) 0.00(0.00 to 0.00) 0.997
Russia 42 39(92.9) 0.00(0.00to 0.00) 0.997
Mongolia 44 43(97.7) 0.00(0.00to 0.00) 0.998
Others 28 28(100.0) Ref

Language area
English 79 74(93.7) 267"
Russian 65 58(89.2) (0.245)"
Mongolian 43 42(97.7)

Education
Lower than bachelor's degree 43 41(95.3) 477" 11.19(0.27 to >100) 0.205
Bachelor's degree 80 77(96.3) (0.097)" 4.74(0.14 1o >100) 0.383
More than master's degree 59 51(86.4) Ref

Religion
No religion 57 51(89.5) 2.26" 0.06(0.00 to 6.20) 0.235
Roman catholic 19 19(100.0) (0.706)" >100(0.00 to 0.00) 0.998
Christian 34 32(94.1) 0.23(0.00to 14.33) 0482
Buddhism 21 19(90.5) 0.03(0.00t0 12.91) 0.252
Others 42 39(92.9) Ref

Medical insurance
Yes 51 46(90.2) 0.88 0.10(0.00to 4.47) 0.239
No 136 128(94.1) (0.346)" 0121

Medical specialty
Surgical medicine 49 48(98.0) 11.94! >100(0.84 to >100) 0.058
Internal medicine 92 89(96.7) (0.001)" 13.09(0.88 to >100) 0.062
Oriental medicine 46 37(80.4) Ref

Length of hospital stay (day)
<1 132 120(90.9) 239 0.00(0.00 to 0.00) 0.998
1-5 34 33(97.1) (0.335) 0.00(0.00 to 0.00) 0.998
>6 21 21(100.0) Ref

No. of visits for medical services
1 84 77(91.7) 044 0.12(0.00to 3.68) 0.225
2-3 55 52 (94.5) (0.875) 0.07(0.00t0 5.30) 0.224
>4 48 45(93.8) Ref

Quality of medical services
<80 47 37(78.7) 17.65% 0.00(0.00 to 0.00) 0.996
80-89.9 75 72(96.0) (<0.001)% 0.00(0.00 to 0.00) 0997
>90 65 65(100.0) Ref

Model fit: Hosmer-Lemeshow test: y*=1.694, p=0.989.

Ref, reference.

*Excluded missing data. "Fisher's exact test was used because of the existence of cells having expected frequencies less than 5. *Cochran-Mantel-Haenszel test was used because of
the trend.
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Table 6. The result of logistic regression of medical service satisfaction on revisit and recommendation intention

Revisit intention (n=185)

Recommendation intention (n=186)

Variable

OR (95% Cl) pvalue OR (95% Cl) pvalue
Satisfaction 1.08(1.04t01.13) <0.001 1.11(1.06 t0 1.16) <0.001
Model fit Hosmer-Lemeshow test: y°=1.22, p=0.641 Hosmer-Lemeshow test: 5*=0.65, p=0.420

OR, odds ratio; Cl, confidence interval.
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