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ABSTRACT

Analysis of factors influencing consumer awareness of telemedicine
and expansion of public hospitals and consumer satisfaction with
hospitals and doctors

Yang, Young Bok

Dept. of Living Culture & Consumer Science
The Graduate School

Sungshin Women’ s University

Recently, the medical service market is constantly changing, and consumer
demand for the medical service market to change is growing. Specifically,
after the outbreak of COVID-19, telemedicine, expansion of public hospitals,
and issues related to hospital services are representative. There is a demand
that telemedicine should be expanded after the outbreak of COVID-19, and
there are arguments for expanding public hospitals, but there are pros and
cons. In addition, consumer satisfaction or awareness of hospital services is
also an important issue. A survey was conducted with adult consumers. The
survey is scheduled for January 2022. 300 copies of the self-filling
questionnaire  were distributed and conducted, and the final 265
questionnaires were recovered and used for the analysis of this study.

For statistical analysis of the data collected in this study, SPSS window
program was used. Looking at the statistical analysis method for each
research question, analysis of variance (ANOVA) and t-test were performed

to investigate whether there is any difference in consumer perceptions of
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telemedicine, expansion of public hospitals, and three hospital service issues
according to the sociodemographic characteristics of consumers. was
dehydrated. In addition, multiple regression was performed to investigate
factors affecting consumer perceptions regarding telemedicine expansion,
public hospital expansion, health insurance premium, and three hospital
service issues. In this case, as independent variables, characteristic variables
such as sociodemographic characteristics, health care, and satisfaction with
hospitals and doctors were used.

The results of this study are summarized and recuperated as follows. First,
as a result of surveying consumers’ perceptions of medical care, the
consumer’s perception of the expansion of telemedicine was generally at a
moderate level or had a negative perception. Consumer perceptions about
the expansion of public hospitals are divided by about 1/3 each in positive,
normal, and negative. The level of customer satisfaction with hospitals was
generally satisfactory, and the level of customer satisfaction with doctors was
somewhat higher than that of hospitals. However, in the case of
improvement in the treatment of doctors, the frequency of negative
consumers was high.

Second, the consumer perception of the expansion of telemedicine among
high school graduates and non-professional groups was more positive, and
the consumer group in their 20s expanded telemedicine. On the other hand,
middle-aged consumers in their 50s and over had the most negative
perception of the expansion of telemedicine. Also, regarding the expansion of
public hospitals, in the case of consumers who do not live in Seoul or the

metropolitan area, consumers in the low-income group with the lowest family
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income have a positive perception of the expansion of public hospitals, while
the high-income group with the highest family income Consumers were
negative about the expansion of public hospitals. As a result of examining
the difference in consumer satisfaction with hospital services, the unmarried
and low-income consumer groups had the lowest level of satisfaction with
hospitals, and the high-income group with the highest family income (over 8
million won) had the highest level of satisfaction with hospitals. was high. On
the other hand, the level of satisfaction with doctors was the lowest in the
consumer group with the lowest store income, and the satisfaction level of
the middle or high income group with store income exceeding 3 million won
was higher than that of the lowest consumer group. Finally, professional
consumers, middle-income shoppers with shop income exceeding 3 million
won, and consumers belonging to high-income consumer had more positive
perceptions of the doctor’s treatment than those of low-income consumers.
On the other hand, households with the lowest store income of 3 million won
or less had the most negative perception of doctors’ treatment.

Third, as a result of regression analysis, first, consumer perception of the
expansion of telemedicine was positive in the case of high school graduates
and unemployed people. In addition, it was found that consumers with high
demands for improved treatment of doctors were negatively affected by the
expansion of telemedicine. In addition, as a result of the factors affecting
consumer perception on the expansion of public hospitals, it was found that
the higher the level of consumer demand for improved treatment of doctors,
the more positive the perception of the expansion of public hospitals was.

On the other hand, looking at the results of regression analysis of factors
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affecting consumer satisfaction on hospitals, it was found that the lower the
age, the higher the level of consumer satisfaction with hospitals was for
unmarried and unemployed people. To investigate the factors influencing
Sojiba satisfaction for doctors, single consumers through regression analysis.
When the level of satisfaction with the hospital was high, it was found that
the level of customer satisfaction for the doctor was high when the level of
demand for improvement of treatment was high. Finally, the factor of
consumer perception that affects the improvement of consumer’s doctor’s
treatment was doctor’s satisfaction with employment status. It was found that
the level of consumer awareness about improving the treatment of doctors
was found to be positive when the satisfaction with the employed consumers
and doctors was high.

This study is worthwhile in that it diminished consumer awareness related
to the recent high social interest in telemedicine and public hospitals due to
COVID-19. The results of this study on the perceptions of general consumers
amid various controversies and pros and cons in the medical field can
provide basic information in this field. In the context of insufficient medical
research in the field of consumer studies, it is hoped that this study will

expand the medical field research in the field of consumer studies.
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