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Purpose: Hospitals provide top medical service using exceptional manpower, medical technology, and state-of-the-art
equipment, thus raising the standard of customer satisfaction. In addition, their medical service is becoming higher than
before. One-stop service is a good way to improve the quality of customer-centered service as a qualitative marketing
strategy. This study thus aims to facilitate subsequent research and compare customer satisfaction before and after
one-stop service.

Methods: The study included 72 patients who received the reserved examination and one-stop service for 20 days from
April 23 to May 12, 2014. The surveyed questionnaire data were analyzed using SPSS 18.00.

Results: The comparison results of customer satisfaction showed that the satisfaction score was generally high in the
areas of kindness of examination staff, the speedy/accuracy of work processing of examination staff, and the kindness
of reservation staff. The group before one-stop service showed their dissatisfaction with repeated visits and difficulty of
booking a desired day. The group after one-stop service showed dissatisfaction with the long waiting time for examination
or same-day treatment.

Conclusion: The one-stop service showed good results, but new uncomfortable issues for the customer were revealed
as well, which may result in more work of employees. Considering the characteristics of various clinical departments,
the author hopes to find an efficient operation plan through the development and improvement of an appropriate one-
stop service method.
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Table 1. Comparison of general characteristics

(N=72)
One-stop service(experience) One-stop service(Inexperience)
General characteristics x? P
n=40 % n=32 %
Gender Male 23 57.5 12 37.5 2.847 .092
Female 17 42.5 20 62.5
Age Under 20 years 3 7.5 5 15.6 2.312 .679
30~39 11 27.5 6 18.8
40~49 9 22.5 5 15.6
50~59 8 20.0 8 25.0
60 years old or older 9 22,5 8 25.0
Education Under high school 7 17.5 6 18.8 7.449 .059
High school graduate 8 20.0 7 21.9
University graduate (including college) 25 62.5 14 43.8
Graduate school or higher 0 0.0 5 15.6
Marital Status Single 9 22.5 6 18.8 0.152 .697
Married 31 77.5 26 81.3
Hospital experience ~ New patient 10 25.0 8 25.0 0.117 943
Visited one time 4 10.0 4 12.5
More than 2 times 26 65.0 20 62.5
Residence Seoul 11 27.5 15 46.9 3.344 .188
Gyeonggi-do 15 37.5 7 21.9
Other areas 14 35.0 10 31.3
p<.05
2. YAF AH|A AA| A3}t 30] I AT 3.81, 3T R/ AR djof 7Fso] 3.88% *J\’% o= ot
Z27F 3A Yehdth ol wEE 7P dFE A=
AAE AH|IA AA] Jit 5 BF e 200 28 BAOIAME HojA L Slth YAF AH|A HA 691 a7
A AAFE AHIA AA] A F2 Yol 47 oR}E TSR A BlSsHA AAR A9 E Aol 4.78, AA
< Pt H] WSt A AU G A AL/l 4.72, Oﬂc—’F 2o A
HeZigo] S35 Baste 21U FotE7| st EA0] 4.63 £o2 UEETL F2 AR YEET. 514
ZF 210 disiA WeASo] drtt wrEshl J=AE T AR F GAFA/HAA T ZLARTA 9] gi7] A7t
A dAE AEA AA] Y] Ats dAM Ad 3.932% AMiFor THE SRV W Ao E UE
o AR AT A&/gqgol 4.79, AAM A AEAel o ol ofnte FAAA Y ARE BY] Asf 7IthEl= Al
4.77, dloF A4 FEAGo] 475 ¢<O& WEETF & o] o A Q58 LTt 3A Yehd ZoR B
A0 2 UERT SRR =t HAARE At S5 Bl Atk(Table 2).
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Table 2. Comparison of customer satisfaction before and after one-stop service

Before one-stop service (n=52) Mean+SD After one-stop service (n=40) Mean+SD
Convenience of inspection reservation procedure ~ 4.23+0.85 Convenience of inspection reservation procedure 4.35+0.92
Speedy/accurate handling of reservation staff 4.62+0.59  Speedy/accurate handling of reservation staff 4.50+0.78
Kindness of reservation staff 4.75+0.48  Kindness of reservation staff 4.63+0.58
Speedy/accurate handling of examination staff 4.79+0.45  Speedy/accurate handling of examination staff 4.72+0.50
Variables Kindness of examination staff 4.77£0.54  Kindness of examination staff 4.78+0.48
Waiting room and examination room cleanliness 4.65+0.55 Waiting room and examination room cleanliness 4.43+0.78
Multiple visits for treatment and examination 3.81+£1.38 Reduction in the number of hospital visits 4.45+0.74
Desired date and time reservation available 3.88+1.27 Treatment and examination can be performed in one day 4.50£0.75
Waiting time until reserved examination date 4.15+0.97 :VV;itting :;T: :;)II: éfaﬁlrin:;iéz :Oar::;i?;:;?z;iii? / 3.93+1.16
3. Qubd EXo] T2 AAE AH|A AN Az} & A FolHe] At 3t SRR S5t Aol 9]
To] TATWEE o] L oz et Aol 9AE Al A4 He 30

A¥} p.05 FY+=

AxE AulA A4 A3t Fo] LA

202 YAE AJH]

7t 4.59, 50tH7} 4.46, 60TH7F 4.25 =02
oA YAF AEA HA] A2 A1Fo] 4.75, diE(dEd
23ho] 4.67, 1F o517} 4.62 =2 & YESTHTable 3).

Table 3. Comparison of customer satisfaction by general characteristics before and after one-stop service

ekt o

General characteristics

Before one-stop service (n=52)

After one-stop service (n=40)

t/F

Mean+SD p Mean+SD t/F p

Gender Male 4.43+0.66 -0.069 .946 4.39£0.50 0.395 .697
Female 4.45+0.74 4.29+0.92

Age group Under 20 years 3.91+0.94 -3.083 .003* 4.56+0.53 1.001 323
30~39 4.59+0.55 4.29+0.74
40~49 3.67+1.03 4.67+0.58
50~59 4.46+0.66 4.36+£0.92
60 years old or older 4.25+0.71 3.89+0.33

Education Under high school 4.62+0.51 3.294 .018* 4.38+0.74 1.711 .170
High school graduate 4.75+0.45 4.67+0.50
University graduate (including college) 4.67+0.50 4.00+0.58
Graduate school or higher 4.36+0.81 -

Marital Status Single 4.37+0.74 0.523 .669 4.75+0.47 2.359 .109
Married 4.60+0.55 4.32+0.75

Hospital experience  First visit 4.30+1.06 0.254 777 4.50£0.71 1.278 .290
1 time 4.50+0.84 4.75+0.50
More than 2 times 4.47+0.56 4.23+0.71

Residence Seoul 4.25+0.85 1.273 .289 4.27+0.65 0.482 .621
Gyeonggi-do 4.53+0.52 4.27+0.88
Other areas 4.59+0.62 4.50£0.52

* p<.05
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4, YAF Au|A AA] A3 S0 AT o HiZIAZE, loF 2] AR AP AL/HEY o=

sh = T AEEA UERETHp(.01)(Table 4).

AA & 2L AukdQl T ATE L o} 71 (34 o]

RS 2] BAYL o] ste] ABPA BHS B HEL A7 F FAAAY/AA T FLARA ] ]

AASIAT. AaE Muls AA] A JF0A ARbael A ARRI Ao & Yebdal oo AR At w4, 9
AREES} TP Qo] e BB B9 UA/A7 oF 2910] AAA 202 YeEthp(.01)(Table 5).

B ggoz A HH oA

Table 4. Correlation of customer satisfaction sub-questions before one-stop service

(N=52)
1 2 3 4 5 6 7 8 9 Satisfaction
1 1
2 445%* 1
3 .335% .545** 1
4 .328** .270* .469™* 1
5 116 .203 673" .585™ 1
6 .584** 417+ 184 .246* .248* 1
7 419 334 .280% 151 225 .370™* 1
8 456™* .376™ .368™* .092 214 219 .684** 1
9 450™ .270% 460** 469" 361 .208 4424 .485™* 1
Satisfaction .385™ 462 454 .299* 324 251* 454 .498™* 473 1
* p<.05, **. p<.01
1. Convenience of examination reservation procedure 2. Speedy/accurate handling of reservation staff
3. Kindness of reservation staff 4. Speedy/accurate handling of examination staff
5. Kindness of examination staff 6. Waiting room and examination room cleanliness
7. Multiple visits for treatment and examination 8. Desired date and time reservation available
9. Waiting time until reserved examination date
Table 5. Correlation of customer satisfaction sub-questions after one-stop service .
1 2 3 4 5 6 7 8 9 Satisfaction
1 1
2 674 1
3 .820™ .698** 1
4 212 .614™* 4227 1
5 473 443 .696™* .584™* 1
6 .216 272 .245 .369™* .399** 1
7 -.048 .349* .102 470%* 146 .278* 1
8 .259 .305* 379" .304* .320% 3727 547 1
9 .504™* 407+ .485™* .400** .383** .205 275" 455" 1
Satisfaction 720%* .654™* .704** .496™* .546** .284* .230 341" .820** 1

* p<.05, *. p{.01

1. Convenience of examination reservation procedure
3. Kindness of reservation staff

5. Kindness of examination staff

7. Reduction in the number of hospital visits

2. Speedy/accurate handling of reservation staff

4. Speedy/accurate handling of examination staff

6. Waiting room and examination room cleanliness

8. Treatment and examination can be performed in one day

9. Waiting time from treatment to same-day examination / waiting time from examination to same-day treatment
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5. 9AF AH|A At & 25 FHASE 14 BN ol AT A Al&/Hed, AAF A3k w4, AA
A A9 JF AP A&/HE o2 YEith(p.05)
1) 945 AuA AA] A 39 AR L S 1F (Table 6).
Chesesl A2 AA] T AE ARHEQl AR} 7Y A
ol we REe Az ¥ FARA/AA T FAURAA)
AU A AA] AoflA AEEA Rl IARRE oL 7t A o t7AIRE, HAME A A, AR A3 HeA,
o] £ FE2 AAH AR t7| A7, Aok 2] ook 2149 21 =0 & UEFHTHp.01)(Table 7).
Table 6. Correlation of customer satisfaction sub-questions before one-stop service (N=20)
1 2 3 4 5 6 7 8 9 Satisfaction
1 1
2 .532% 1
3 429 373 1
4 .460* 313 .140 1
5 .286 .000 .250 327 1
6 465" .383 -.343 .192 .057 1
7 351 591 159 .300 .106 .286 1
8 .230 .524* .452* .099 134 -.069 311 1
9 413 .538* 361 .556* .040 .083 .296 .496* 1
Satisfaction 637 .639™* 129 .528* -.057 324 .258 .500* 743 1
* p<.05, ** pd.01
1. Convenience of examination reservation procedure 2. Speedy/accurate handling of reservation staff
3. Kindness of reservation staff 4. Speedy/accurate handling of examination staff
5. Kindness of examination staff 6. Waiting room and examination room cleanliness
7. Multiple visits for treatment and examination 8. Desired date and time reservation available
9. Waiting time until reserved examination date
Table 7. Correlation of customer satisfaction sub-questions after one-stop service (N=20)
1 2 3 4 5 6 7 8 9 Satisfaction
1 1
2 627 1
3 784+ .564** 1
4 .508* 647 .594** 1
5 .629™* .523* .800™* .808™* 1
6 410 .506* 244 617 .387 1
7 .218 .501* .256 .430 .070 531 1
8 .062 .005 171 466" .261 .465* .602** 1
9 487" .480* 547* .622** .582%* .342 .610™* 725% 1
Satisfaction 780 712+ .765™* .663™* .788** 425 353 332 .789** 1

* pC.05, *. p{01

1. Convenience of examination reservation procedure
3. Kindness of reservation staff

5. Kindness of examination staff

7. Reduction in the number of hospital visits

2. Speedy/accurate handling of reservation staff

4. Speedy/accurate handling of examination staff

6. Waiting room and examination room cleanliness

8. Treatment and examination can be performed in one day

9. Waiting time from treatment to same-day examination / waiting time from examination to same-day treatment
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4.90, A 299 A7 A2 A&/ggHdo] 4.85, 99
o] 2178/g0] 4.80 02 UHE HAL7t B2 Ho2
UeEbgT. shAlTE Azt AARE A%t S5 W] 3.90,
S| A/ ARt dloF 7Hs0] 3.900.2 dHiAor TEL

A7 FA UepEnh. AvjA AA] oA AA] A9 gt
Ik Ay} vlsHA AARE A9 2@ Aol 4.75, AAR
A1 49] A7 A Al&/HEdo] 4.75, dl°F Ad9] X4
d0] 4.60 =2 & WEE F47t w2 A 02 YEgT. 5t
At g & G/ DA & G
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2 HAtK(Table 8).

o

S

Table 8. Comparison of customer satisfaction before and after one-stop service

(N=20)

Before one-stop service Mean=£SD After one-stop service Mean£SD

Convenience of inspection reservation procedure 4.10+£0.71  Convenience of inspection reservation procedure 4.35+0.87

Speedy/accurate handling of reservation staff 4.50+£0.68 Speedy/accurate handling of reservation staff 4.55+0.68

Kindness of reservation staff 4.80+0.41 Kindness of reservation staff 4.60£0.59

Speedy/accurate handling of examination staff 4.85+0.36  Speedy/accurate handling of examination staff 4.75+0.44

. Kindness of examination staff 4.90£0.30 Kindness of examination staff 4.75+0.55

Variables

Waiting room and examination room cleanliness 4.60+£0.59 Waiting room and examination room cleanliness 4.30+0.86

Multiple visits for treatment and examination 3.90£1.29 Reduction in the number of hospital visits 4.50+0.68

Desired date and time reservation available 3.90+£1.02 Treatment and examination can be performed in one day 4.45+0.82

Waiting time until reserved examination date 4.10£0.85 Wzt'lt.mg t.1me from treatr'nenF o same-day examination / 4.05+£1.19

waiting time from examination to same-day treatment

VBnES, £ AHlA A4 FO) BUGE 1R T G B
A % gLARAA | 7] A7ko] @3 Atk Hio]
A~E s AB2H AAYZE BAY GO A ok AE2 AX AT $E BE AP fU] B
o7l Q= AOR Ueht AREALH SU4L AF  ZolME 27 2 At ekt Aurs S40] o
Ak GAE Avls AA A% T DAVZES BA 2 GAF Au2 A4 A7 5O AVEE HolS v
g Ao A= FEACE HAR A HAAAY, AAM 13 ZojAE pl 05 fYFFoR YAE Ara A
A0 AF AT AL/, ooF A JEAG F A HojA 9 A3t st HEAN AT Kot Zpo]7t 9l
oA WMEE 4l £ Ao Uedth 948 A L oz Uehdth 9AF AU A4 A, BHE 7
H| A AAl HojA o]l B FAE A% S5 2 o HAHS Tty st ATTA EYofAe ANkE
s I/ Azt oeko] ol FH Ytk FEo|UTh Kim 9 WELEe 7P AAo] 2 BREL Ik Ix/A|7t
(1617} Park [18]9] A7 239} vlai thebdeh. €4 ook 750l 02 tehdy thgo2 AHH ofokaAt
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