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Abstract

Along with the improvements of technology, the popularity of network, the
growth of consumers consciousness and the raise of knowledge leve;
requirements of medical information and medical quality have been increasing
day by day. To keep better managing achievements, hospitals not only need to
have fine equipments and medical staffs, but aso have to make benign mutual
communication to the masses, inner staffs, patients and their family members
through an effective service marketing communicating strategy. Herewith, it is
able to strengthen staffs coherence to hospital, to improve doctor-patient
relationship, and to promoted hospital image and managing achievements.

Under the great competitive managing surroundings, the issue of how to
Increase competitiveness has become the focus of hospital managers. Hence,
this text plans to study hospital service marketing, doctor-patient relationship,
and hospital image from the viewpoint of service marketing. This study will
mainly focuson severa public district medical centersin Taichung, Chia-yi and
Tainan, and take its discharge and clinic customers as research target through
questionnaires to make essence research in redlity. The five essentia results of

this research are the followings

1.The extent of public emphass to hospital service marketing strategy are as



following (1) Solicitous strategy. (2) Serviceable strategy. (3) Consulting
strategy. (4) Enthusiastic strategy.
2.The people likes to promote the hospital service market strategy yield to the
following six orders (1) Provide a free car delivering medical service. (2)
Provide a free service for medica consultation. (3) Provide a voluntary
medicd activity. (4) Set up a specid telephone line for complaint and
suggestion box. (5) Actively send a outpatient service time table by mail . (6)
Provide a sanitary and educational medical teaching activity.
3.The affecting factors of doctor-patient relationship to hospita service
marketing are asfollowing (1) The doctor and nursing staffs shal follow the
trace of patient’s condition. (2) Emergency treatment, nursing station shall
provide free whed chair loaning service, and (3) Socid unit shall set up
socia workers, volunteers to help patients and their family members.
4.The key factors affecting customers agppraisa to hospitd image are as
following (1) For the convenience of parking lots. (2) Doctor's good
reputation. (3)Medical staff’s service manners. (4) Medicd appraisal. (5)
Medica equipments and apparatus.

5.The effect of interior marketing to hospital staffs yielded to the following
order Among al, it isobvious that the interior marketing affects the most to
the will of hospital active service.

Keywords hospita service marketing, doctor-patient relationship,
hospitd image
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47.2 10
47.0 1
44.9 12
44.4 13
44.3 14
43.0 15
36.8 16

4.A

3.55 1
3.52 2
3.46 3
3.35 4
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(1)
4.35

4.37

4.35
\ T P
3.5265 34110 2,676 0.008**
3.4025 3.3056 2,022 0.044*
3.5507 3.4848 1,509 0.132
3.5637 3.5417 0.458 0.647
" P <005 w P <001 w5 P <0001
2
4.36
51
31-40
4.36
30 3140 | 41-50 2 F P
34316 | 33910 | 35215 | 35276 | 2393 | 0.068
3.3066 | 33253 | 3.3932 | 33837 | 0821 | 0483
35231 | 33947 | 35677 | 36163 | 3550 | 0.014*
34599 | 35480 | 36133 | 36105 | 2402 | 0.067
" P <005 % P <001 wx% P <0001
3)




4.37

/

() () F P
3.5625 | 34403 | 34379 | 3.4751 | 0.634 | 0593
3.4359 | 3.3630 | 3.3645 | 3.3228 | 0488 | 0.691
3.6282 | 3.5370 | 3.5444 | 34811 | 0.854 | 0.465
3.7692 | 3.6000 | 3.5468 | 35090 | 2.284 | 0.078

* P <005 * P <001 *% P <0001

(4)

4.38
4.38
F P

34021 | 34912 | 3.4875 1.837 0.161
3.3004 | 3.3638 | 3.4250 1.199 0.302
34364 | 35423 | 3.6583 3.421 0.034*
3.4704 | 35951 | 3.5500 2.856 0.058

* P <005 * P <001 % P <0,001

(5)

4.39
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4.9

F P
37500 | 3.3244 | 35024 | 30.684 | 0.000%**
33481 | 33132 | 34026 | 1.361 | 0.257
36519 | 34310 | 35714 | 6711 |0.001**
36444 | 35129 | 35552 | 2080 |0.126
* P <005 * P <001 % P <0,001
(6)
4.40
4.40
F =
3.4598 | 3.5648 | 3.4218 | 3.4628| 3.5077| 0.779 | 0.539
3.3602 | 3.5556 | 3.3311 | 3.2837|3.3251| 1.353 | 0.249
35249 | 36173 | 3.4331 | 3.5816| 3.5885| 1.667 | 0.156
35517 | 3.7593 | 35306 | 3.5213| 3.5370| 1.189 | 0.315
* P <005 * P <001 % P <0001
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(7)

4.41
4.41
F P
3.4840 | 35577 | 3.3844 | 34945 | 3.364 |0.0.19*
3.3219 | 3.3301 | 3.3440 | 3.4363 | 0.790 | 0.500
3.5442 | 35673 | 34510 | 3.5833 | 1.687 |0.169
3.6239 | 35962 | 3.5000 | 3.5000 | 1.848 | 0.138
* P <005 P <001 *% P <0001
(8)
4.42
4-6
4.42
3 46 79 10 F P
3.4115 | 34903 | 3.5568 | 3.5788 | 2.705 | 0.045*
3.2750 | 34315 | 3.5076 | 3.3768 | 4.289 | 0.005**
3.4475 | 35607 | 3.6364 | 3.6812 | 3.922 |0.009**
35097 | 3.6124 | 3.6477 | 3.5217 | 1.695 | 0.167
* P <005 P <001 % P <0001
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HEER

5.1 35
o.1 HEAN
%
4.15 82.9
411 84.6
4.01 78.0
3.9 73.8
3.94 73.8
3.87 73.0
3.77 65.4
3.75 62.2
3.73 63.4
371 61.3
3.70 61.5
3.68 56.5
3.67 56.3
3.67 57.0
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361 54.0

361 52.8

355 48.6

353 48.2

5.2
(18 )
5.2
5.2 HES N
n (%)
408 85.0 1
402 83.6 2
394 81.9 3
375 78.0 4
366 76.6 5
368 76.5 6
332 69.0 7
328 68.3 8
324 67.5 9
321 66.9 10
315 65.6 1
309 64.5 12
306 63.8 13
307 63.8 13
304 63.2 15
296 61.7 16
280 58.3 17
266 55.6 18
5.2 18 HEAI
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81%

5.2 70
HEF ,
53
8 )
5.3
5.3 8
65%
39.5%
60%
5.3
n (%)
312 64.9 1
304 63.2 2
292 60.7 3
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290 60.3 4
286 59.5 5
261 54.4 6
248 51.6 7
190 395 8
54
(
) #EH (18 18)
/
( )
3 4-6 7
(1)
54
54
P
20 n 5 49 84 138 | 19.409 | 0.004**
% | 36 355 | 609 | 100.0
n 3 25 99 127
31-40 % | 24 197 780 | 1000
n 1 27 102 130
41-50 % | 08 20.8 785 | 1000
51 n 0 16 70 86
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% | O 186 | 8L4 | 1000
n 9 17 355 481
% | 19 243 | 738 | 1000
n 5 60 128 193
% | 26 311 | 663 | 1000
n 4 57 207 288
% | 14 | 198 | 788 | 1000 | 2A00 | 0.009%
n 9 17 355 481
% | 19 243 | 738 | 1000
* P <005 " <001 % P <0001
2
55
55
P

n 5 40 168 213
% | 23 188 | 789 | 1000
n 5 76 186 27| oo | 00us
% | 19 285 | 69.7 | 100.0 ' '
n| 10 116 354 480
% | 21 242 | 738 | 1000

30 n 3 50 85 138 | 20.316 | 0.002**
% | 22 362 | 616 | 1000
n 2 29 9% 126

31-40 % | 16 230 | 754 | 1000
n 2 18 110 130

410 % | 15 138 | 846 | 1000

- n 3 19 64 86
% | 35 21 | 744 | 1000




n 10 116 34 480
% | 2.1 24.2 738 | 1000
n 3 61 129 193
% | 16 316 66.8 | 100.0
n 7 55 225 287 0016 | 0.007++
% | 24 19.2 784 | 1000 ' '
n 10 116 354 480
% | 2.1 24.2 738 | 1000
* P <005 P <001 %% P <0001
30
©)
5.6
5.6
P
n 5 a2 167 214
% | 23 19.6 780 | 100.0
n 2 81 184 267 e7a1 | 0013+
% | 07 30.3 689 | 100.0 ' '
n 7 123 351 481
% | 15 25.6 730 | 1000
20 n 1 ar 0 138 | 13.392 | 0.037*
% | 07 34.1 652 | 100.0
n 2 37 83 127
31-40 % | 15 169 | 815 | 100.0
n 2 2 106 130
41-30 % 1.5 16.9 815 | 1000
n 2 17 67 86
o1 % | 23 19.8 779 | 100.0




n 7 123 351 481
% | 15 256 | 730 | 1000
n 1 61 131 193
% | 05 316 | 679 | 1000
> ° o2 = 288 7.683 | 0.021*
% | 21 215 | 764 | 1000 ' '
n 7 123 351 481
% | 15 256 | 730 | 1000
* P <005 ** P <001 % P <0001
31-50
(4)
57
57
P
n 6 56 151 213
% | 28 263 | 709 | 100.0
n 3 101 163 267 | cogs | o015
% | 11 378 | 610 | 1000 | © '
n 9 157 314 480
% | 19 327 | 654 | 1000
320 n| 2 65 71 138 | 26.723 | 0.000***
% | 14 471 | 514 | 1000
n 1 45 81 127
3140 % | 0.8 354 | 638 | 1000
n 3 27 100 130
4130 % | 2.3 208 | 769 | 1000
51 n 3 20 62 85




% 3.5 23.5 72.9 100.0
n 9 157 314 480
% 1.9 32.7 65.4 100.0
n 2 88 103 193
% 1.0 45.6 53.4 100.0
n 7 69 211 287 x
% 2.4 24.0 73.5 100.0 24.765 | 0.000
n 9 157 314 480
% 1.9 32.7 65.4 100.0
* P <005 ** P <001 *** P <0001
30
Q)
5.8
5.8
P

n 3 85 105 193
% 1.6 44.1 54.4 100.0
. 2 = > 28 8.539 0.014*
% 0.7 31.9 67.4 100.0 ' '
n 5 177 299 481
% 1.0 36.8 62.2 100.0
n 2 53 119 174 9.879 | 0.043*
% 11 30.5 68.4 100.0
n 0 55 96 151

( % 0 36.4 63.6 100.0
n 3 69 84 156
% 1.9 44.2 53.8 100.0
n 5 177 29 481




| % |

10 | 368 | 622 | 1000

* P <005 ** P <00l % P <0001
(6)
5.9
30
59
P
30 n 0 67 71 138
% 0 486 | 514 | 1000
3140 n 5 3 89 127
] % | 39 26.0 701 | 100.0
n 3 40 87 130 .
4130 % | 23 308 | 669 | 1000 | 2-o77 | 0001
51 n 3 25 58 86
% | 35 201 | 674 | 1000
n 1 165 305 481
% | 23 343 | 634 | 1000
n 1 85 107 193
% | 05 440 | 554 | 1000 -
" 10 %0 108 ogg | 16549 | 0.000
% | 35 278 | 688 | 1000
* P <005 ** P <001l % P <0001
(7)

5.10
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5.10

P

n 5 2 % 193

% | 26 47.7 49.7 | 100.0

. 3 ol 10 oes | 19:346 | 0.000
% | 28 28.1 69.1 | 100.0
* P <005 ** P <001 *** P <0001
(8)
511
41-50
51
P

20 n 5 68 65 138
% 3.6 49.3 471 100.0
31.40 n 7 40 80 127
] % | 55 315 630 | 1000

41-50 : 2 £ %2 150 24.877 | 0.000***

i % 15 27.7 70.8 100.0 ' :

51 n 6 21 58 85
% 7.1 247 68.2 100.0
n 20 165 295 480
% | 4.2 34.4 615 100.0

n 10 82 101 193 | 11.352 | 0.003**
% 5.2 425 52.3 100.0
n 10 83 194 287
% 35 28.9 67.6 100.0




n 20 165 295 480
% | 42 34.4 615 100.0
n 7 45 122 174
% | 4.0 25.9 70.1 100.0
( n 7 56 87 150
) % 4.7 37.3 58.0 100.0 0625 0.047¢
n 6 64 86 156 - :
% 3.8 41.0 55.1 100.0
n 20 165 295 480
% | 42 344 61.5 100.0
* P <005 ** P <001 *x P <0001
9)
512
512
P
n 2 95 9% 192
% | 1.0 495 495 | 100.0
n 4 107 177 288
% | 14 | 372 | 615 | 1000 | /188 | 0027%
n 6 202 272 480
% | 1.3 42.1 56.7 | 100.0
n 3 61 110 174 | 11760 | 0.019*
% | 17 35.1 63.2 | 1000
n 1 59 90 150
( % | 07 39.3 60.0 | 100.0
n 2 82 72 156
% | 1.3 52.6 462 | 100.0




n 6 202 272 480

% 1.3 42.1 56.7 100.0

* P <005 > P <001 *x% P <0001
(10)
513
41-50
513
P
- n 2 69 67 138
%| 1.4 50.0 486 100.0
31.40 n 9 54 64 127
i %l 7.1 425 50.4 100.0
41-50 8 B X 5081 | 0,000
i o%| 4.6 Spaf 67.7 100.0 : .
51 n 8 23 55 86
%| 9.3 26.7 64.0 100.0
nl 25 182 274 481
%| 5.2 37.8 57.0 100.0
n 8 83 97 193
%!l 4.1 45.6 50.3 100.0
n 17 U 177 288 !
%l 59 | 326 | 615 | 1000 | o329 | 0015
nl 25 182 274 481
%| 5.2 37.8 57.0 100.0
* P <005 ** P <001 *% P <0001
(11)




5.1

30

5.14
P
n 2 71 65 138
30 % | 14 51.4 471 | 1000
n 2 54 71 127
31-40 % | 16 425 | 559 | 1000
n 7 46 76 129
41-50 % | 81 37.2 547 | 100.0 15428 | 0017
n 7 32 47 86
> % | 81 37.2 54.7 | 100.0
n 18 203 259 480
% | 38 42.3 540 | 100.0
n 2 % 9% 193
% | 1.0 49.7 49.2 | 100.0
n 16 107 164 287 1016 | 0.00a
% | 5.6 373 57.1 | 100.0 ' '
n 18 203 259 480
% | 38 423 540 | 100.0
* P <005 *x <0.01 **x P <0001
(12)

5.15
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5.15

P
N 9 85 120 | 214
% | 42 | 397 | 561 | 1000
n| 4 129 | 134 | 267 )
% | 15 | 483 | s02 | 1000 | 2974 | 0050
n |l 13 214 | 254 | 481
% | 27 | 445 | 528 | 1000
* P <005 *»* P <001 **x P <0001
(13
5.16
41-50
5.16
P
20 nl| a 83 51 138
% | 29 | 601 | 370 | 1000
a1.40 N 2 57 68 127
] % | 16 449 | 535 | 1000
N 6 51 70 130
A41-%0 % | 46 | 415 | 538 | 1000 | 19325 | 0038
61 N 2 39 45 86
% | 23 | 453 | 523 | 1000
n | 14 233 | 234 | 481
% | 29 | 484 | 486 | 1000
> P <005 * P <001 % P <0001

(14)
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5.17

-
4-6
517
P
n 9 104 80 193
% | 47 53.9 415 | 1000
n 13 123 152 288 .
% | 45 | 427 | 528 | 1000 | 0139 | 0040
n 22 227 232 481
% | 46 47.2 482 | 100.0
3 n 14 135 110 259
% | 54 52.1 425 | 100.0
4-6 n 4 62 65 131
% | 31 47.3 496 | 100.0 .
7 n 4 30 57 o1 12.046 | 0.017
% | 44 33.0 626 | 100.0
n 22 227 232 481
% | 46 472 | 482 | 1000
* P <0.05 * % P <001 * %% P <0.001
54 517 e N R
14 5.18 5.18

93




5.18

e
** **
* ** **
* * *
* * k% * k%
*
** * k%
* k%
* k% **
*
* k% *
* **
*
*
*
* P <0.05 ** P <001 *** P <0.001
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