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Purpose: This study sought to identify the effect of various types of communication by physical therapists on patient satisfaction and re-
visit intention.

Methods: A total of 212 patients who received physical therapy in Seoul and the Gyeonggi province were surveyed on patient satisfac-
tion and revisit intentions depending on the types of communication by physical therapists. Frequency and correlation analyses were
conducted to process the data using the SPSS 22.0 program, and the AMOS 18.0 statistical package was used for confirmatory factor
analysis. A structural equation modeling analysis was also performed to verify the model and the hypothesis that was set up in the pres-
ent paper.

Results: The survey showed that patient satisfaction correlates positively and significantly with patient-centric communication, physical
factors, and spatial behavior. A significant negative correlation was also found between patient satisfaction and therapist-centered com-
munication. Patient satisfaction positively correlated with revisit intentions.

Conclusion: These results showed that there was a positive correlation between the communication of the physical therapist and the
satisfaction recognized by a patient. This implies that the patient satisfaction with a physical therapist increases as the communication
skills of a physical therapist improve. These findings suggest that a physical therapist must adopt patient-centric communication styles,
physical factors, and spatial behavior. This study was important as it generated basic data for the formation of a therapeutic relationship
through efficient and promotional communication skills. It recognizes the importance of communication between a physical therapist
and a patient as the indispensable factor for interaction.
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Eun-JiKim, et al.

A8kl ZEIABAR] ZruA el

Fa4e odgstan st

5 o
S

KeR

Parka} Kim" 2] AYA3 E= 2 A E240] 5| =78 weket
FATUACI 72k AN, AgEeA HeS

shoitt B= el 53 BAE A= 2 Hs I9A] off, TSI o
O, Bg ook, TIgTy, wl- Tk 532 Frofsf AR-g-skalrt(Table
D). 23717k 20219 69 597E] 19971), 2211 3] 25:7F
oHol FRER] G2 645 Al<fst

gejaRA] Qlojd ARUAIA £, leto}
B8 5 A AAHWA 7 55k

Category

Questions

Cronbach’s a

Patient-centered The physical therapist serves me well

0.778

The physical therapist listens carefully to my minor symptoms and opinions

The physical therapist is sincerely trying to relieve my discomfort (pain)

The physical therapist creates a very comfortable atmosphere for conversation

Therapist-centered

The physical therapist serves me with a bit of a stiff and authoritative attitude 0.912

The physical therapist uses extreme language in conversations with me

The physical therapist is strict

The physical therapist doesn’t attempt anything other than therapy-related conversations

Body language

The physical therapist greets me with a smile when | enter the treatment room 0.922

The physical therapist explains the treatment with proper eye contact

The physical therapist listens to me and nods

The physical therapist listens to my symptoms well

The physical therapist uses gestures appropriately to easily explain about treatment

Spatial behavior

The physical therapist’s desk is neat and clean
The physical therapy room is neat and clean

0.860

The physical therapy room is structured for the convenience of the patient

Patient satisfaction

| am satisfied with the treatment of the physical therapist 0.965

| am satisfied with the communication style of the physical therapist

| am satisfied with the attitude of the physical therapist who treated me

| am satisfied with the overall things of the physical therapist who treated me

Revisit intention

I would like to visit this therapist again for treatment 0.845

I would like to receive the treatment by first selecting the physical therapist who treated me
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Figure 1. Study model.
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Table 2. Demographic characteristics of study subjects

Frequency Percentage

Classification — (%)
Gender Male 107 50.5
Female 106 495
Age 20’s 71 335
30's 54 255
40's 46 217
50's 35 16.5
over 60’ 6 2.8
Job Public officials 4 1.9
Professions 28 132
Self-employed 16 75
Housewives 13 6.1
Students 56 26.4
Office workers 73 344
Etc. 22 104
Marriage Married 100 472
Unmarried 112 52.8
Last educational ~ Below high school graduate 49 52.8
background College graduate 63 29.7
University graduate 80 37.7
In graduate school 10 47
Graduate school graduation 10 47
Monthly income  No income 49 231
Less than 2 million won 38 179
2 million won to 3 million won 61 2838
3 million won to 4 million won 38 179
Over 4 million won 26 123
£ oIt At B/ Eels] fiske] Sl aQld
A& ANBHET, 7HAEZ-S 915 AMOS Ver 1800 2 FEAEA
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Table 3. Confirmatory factor analysis

Path B SE B CR p
Patient-centered — Patient-centered 1 1

Patient-centered — Patient-centered 2 1.10 0.06 0.87 16.80 <0.001***
Patient-centered — Patient-centered 3 1.19 0.06 0.89 1733 <0.001***
Patient-centered — patient-centered 4 1.12 0.07 0.82 14.93 <0.001***
Therapist-centered — Therapist-centered 1 1

Therapist-centered — Therapist-centered 2 0.90 0.08 0.78 11.09 <0.001***
Therapist-centered — Therapist-centered 3 0.91 0.08 0.76 10.84 <0.001***
Therapist-centered — Therapist-centered 4 0.57 0.09 043 5.96 <0.001***
Body language — Body language 1 1

Body language — Body language 2 1.09 0.08 0.84 13.51 <0.001***
Body language — Body language 3 0.98 0.07 0.85 13.72 <0.001***
Body language — Body language 4 0.99 0.06 0.88 14.45 <0.001***
Body language — Body language 5 1.08 0.08 0.84 13.61 <0.001***
Spatial behavior — Spatial behavior 1 1

Spatial behavior — Spatial behavior 2 0.97 0.07 0.87 14.00 <0.001***
Spatial behavior — Spatial behavior 3 1.12 0.09 0.82 13.01 <0.001***
Patient satisfaction — Patient satisfaction 1 1

Patient satisfaction — Patient satisfaction 2 1.12 0.04 0.92 23.84 <0.001***
Patient satisfaction — Patient satisfaction 3 1.08 0.04 0.95 26.40 <0.001***
Patient satisfaction — Patient satisfaction 4 1.03 0.04 093 24.92 <0.001***
Revisit intention — Revisit intention 1 1

Revisit intention — Revisit intention 2 0.94 0.06 0.78 15.15 <0.001***

X*=298.00, df=194, ¥*/df=1.53, CFI=0.97, TLI=0.96, RMSEA=0.05.

C.R=Construct reliability, S.E=Standard errors, B=Unstandardized coefficient, B= Standardized coefficient.

*p<0.05, ***p<0.001.
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Table 4. Patient satisfaction and revisiting intentions according to communication types

JKPT

Verbal communication type Nonverbal communication type ) ) ) L )
: : : : Patient satisfaction  Revisit intention
Patient-centered Therapist-centered Body language Spatial behavior
Patient-centered 1
Therapist-centered -0.38** 1
Body language 0.85** -0.42** 1
Spatial behavior 0.70** -0.33** 0.73** 1
Patient satisfaction 0.87** -0.38** 0.86™* 0.76** 1
Revisit intention 0.75** -0.33** 0.75** 0.72** 0.82** 1

r=correlation coefficient.
*p<0.05, **p<0.01.

Verbal communication type

[ Patient - centered ]— 0.66™

)
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~
~

~
0.03 S

------ Patient satisfaction

067"
Nonverbal communication type

[ Body language

Revisit intention ]

[ Spatial behavior [~ 0.24™

----- - : Negative correlation —— : Positive correlation

Figure 2. Path coefficient of the model.

Table 5. Path coefficient of the model

Path B SIE B CR p
Patient-centered — Patient satisfaction 0.51 0.04 0.66 1.77 <0.001***
Therapist-centered — Patient satisfaction 0.00 0.03 -0.01 -0.30 0.761
Body language — Patient satisfaction 0.37 0.04 0.50 9.30 <0.001***
Spatial behavior — Patient satisfaction 0.25 0.04 0.29 6.19 <0.001***
Patient satisfaction — Revisit intention 0.79 0.16 0.67 491 <0.001***
Patient-centered — Revisit intention 0.14 0.09 0.16 1.50 0.132
Therapist-centered — Revisit intention 0.02 0.04 0.03 0.59 0.552
Body language — Revisit intention -0.05 0.07 -0.06 -0.71 0.475
Spatial behavior — Revisit intention 0.24 0.06 0.24 3.59 <0.001***

x>=298.00, df=194, x*/df=1.53, CFl= 0.97, TLI=0.96, RMSEA=0.05.
C.R=Construct reliability, S.E= Standard errors, B=Unstandardized coefficient, B= Standardized coefficient.
*p<0.05, ***p<0.001.
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