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Satisfaction surveys on major subjects in emergency medical system in Korea:
joint investigation of the Korean Society of Emergency Medicine and
Korean Science Journalists Association
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Objective: This study was conducted to investigate satisfaction surveys of the emergency medical system in Korea
administered to both members of the Korean Society of Emergency Medicine and patients and their guardians.
Methods: The joint survey was conducted by the Korea Scientist Journalists Association and the Public Affairs
Committee of the Korean Society of Emergency Medicine. Questionnaires administered to each group included ques-
tions about the general environment, safety, and overcrowding. Satisfaction of medical staffs and awareness of car-
diopulmonary resuscitation were only included in the patient questionnaire, while public health was only surveyed in the
member questionnaire. The satisfaction was evaluated on a 5-point scale.

Results: Patient questionnaires were answered by 20 of 413 national emergency medical centers, and about 4.3% of the
medical institutions participated in the questionnaire. A total of 704 reply sheets were returned by patients. Member ques-
tionnaires were answered by 280 of the 1,108 members (25%). Among patients, the lowest satisfaction was the item of
“medical expenses,” followed by “waiting time”. Among providers, the lowest satisfaction was “appropriateness of medical
staff”, while the highest complaint was “overcrowding.”

Conclusion: Emergency care users had the lowest satisfaction with “medical expenses,” while members had the lowest
satisfaction with “lack of manpower” and were most dissatisfied with “violence” and “overcrowding.”

Keywords: Patient satisfaction; Health care surveys; Job satisfaction; Emergency medical services
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Capsule Summary

What is already known in the previous study
Satisfaction surveys of emergency physicians and
patients have been reported irregularly. An accurate
understanding and measure of the current status are
very important issues for the future.

What is new in the current study

The members of the Korean Society of Emergency
Medicine generally feel dissatisfied with their current
emergency medical circumstances. Patients and their
guardians visiting emergency medical centers were rel-
atively unsatisfied with medical expenses.
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/Periods: 1 Nov~14 Nov 2016 (2 weeks) \

Subjects: 413 hospitals
Ages: 10s~70s or older, patient and guardians
Purposes: Evaluation of major issues

of emergency medical system

The cause of visits: Disease, injury, etc. /

[ Patients and guardians

Fig. 1. The schematic overview of each survey.
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@rieds: 13 Oct~14 Oct 2016 (2 days)
Subjects: Members of KSEM

Ages: 20s~50s, emergency medical personnel
Status: Resident, boards, nursery, EMT

Type of institution: Regional, local, clinic, etc.

Y A

( Providers )

EMS, emergency medical system; KSEM, Korean Society of Emergency Medicine; EMT, emergency medical techni-

cian; EMC, emergency medical center.
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Fig. 2. Captured image on application used in the survey. The image on the left side shows that the entire menu of the applica-
tion at a glance and the one on the right side shows sample page how to vote.



114/ 2thet <

SHE F oA At W B Fxpo] th gk A Fo] FHoldh
o7 BT 20/t AEAVF AdH g7 He
4137H°1U1 20708 7)ol A Fosl Fo1A 4.8%9] Fof

&5 ®oth AEAY AFE BT 70470190, SHA
= 347} 27%, BEAT}F 71%E JEFL Al By
30t el 40Tl A 7 ol Fofs 0114 sk =

o)fri Aol 50%, £7&] 22%E HAH(Table 1).
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Table 1. Baseline characteristics of survey participants

Mol AAw 77|17} BF 1,1087, 93 3] 2807
07 25%9 FolE Rl W B :
ox}o] FE = g o] opd oA sk A
66 (50%) o] Fojste] 7} =&

SHEE o] 2 V1Y FE HxE AYS
AEI7E 7 wobA 1159 (41%)°]1 AL, 1 thao]
SFBAH 106W (37%), 181 AGSFIr7|H &
F217F 467 (16%) ©] A Th.

Patients or guardians
(n=704)

Members of KSEM
(n=280)

Method
by each hospital coordinators

Rates of response
Relation or position

Patient 195 (27.7)
Guardian 501 (71.2)
Resident
Board (nonteaching)
Board (academic)
Nurse
EMT
Not answered 8(1.1)
Gender
Mae 297 (42.2)
Female 382 (54.3)
Not answered 25(3.6)
Age 20s, 144 (20.5)
40s, 164 (23.3)
60s, 75 (10.7)
20s, 69 (24.6)
40s, 61 (21.8)
Not answered, 8 (2.9)
20s 144 (20.5)
30s 191 (27.1)
40s 164 (23.3)
50s 125 (17.8)
60s 75 (10.7)
Not answered 5(0.7)
Others Cause of visits

Disease, 356 (50.6)
Injury, 157 (22.3)

Etc., 136 (19.3)

Not answered, 55 (7.8)

Email and printed documents direct contact

4.8% (answered, 20; delivered institution, 413)

Smart phone application secret voting

25% (voting, 280; installed application, 1,108)

71 (25.4)
66 (23.6)
58 (20.7)
46 (16.4)
38(13.6)
1(0.4)

173 (61.8)
96 (34.3)
11 (3.9
30s, 191 (27.1)
50s, 125 (17.8)
Not answered, 5 (0.7)
30s, 136 (48.6)
50s, 6 (2.1)

69 (24.6)
136 (48.6)
61 (21.8)
6(2.1)
0
8(2.9)
Type of ingtitutions
Regional EMC, 106 (37%)
Local EMC, 115 (41%)
Local EMI, 46 (16%)
Etc., 12 (4%)

KSEM, Korean Society of Emergency Medicine; EMC, emergency medical center; EMI, emergency medical institution.
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2.0

Satisfaction
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General emergency circumstances| | Doctors | | Nursery || Safety/crowding

Fig. 3. Overdl satisfaction features of questionnaire on patients and their guardians. Each box under the question number indi-
cates main factors influencing on patient’ s satisfaction.
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&2 Charged fee Worry about infection Waiting time

= Seoul ® Gyeonggi ~ Others

Fig. 4. Subgroup characteristics of the high ranked complaint by region. There are no statistically significant differencesin the
question “charged fee” and “waiting tme”. Seoul shows more worrisome about infection from other regional patient in
emergency department. * P<0.05 compared to the Seoul (#) in the “worry about infection” issue.
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Fig. 6. Subgroup characteristics of the high ranked issues by hospital level.
* P<0.05 compared to the regional or local (#) in the crowding related issue.
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Fig. 7. Subgroup characteristics of the high ranked issues by position status.
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Fig. 8. Satisfaction scales about the pressrdated items. (A) Satisfaction scale of “ disaster reports’ shows higher level than other categories.
(B) Mot of negative answers are present in the violence, Middle East respiratory syndrome (MERS), crowding, and suicide.
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