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n % n % n % n % n %
ERea
N 2,837 (52.9) 5,123 (72.8) 4,777 (51.9) 526  (14.6) 389  (14.8)
BEEEAN, AR — 362 (5.1) 2,623 (28.5) 2,790 (77.3) 1,918 (73.2)
Z Ot 2,529  (47.1) 1,554 (22.1) 1,808  (19.6) 291 (8.1) 315 (12.0)
BEILE~E (JA)
5,000 A A — 44 (0.6) 703 (7.6) 2,120 (58.8) 1,472 (56.1)
5,000 A LL_E10,000 A i — 95 (1.3) 1,935 (21.0) 799  (22.2) 780  (29.7)
10,000 ALA_ 30,000 AR 1,259  (23.5) 4,788  (68.0) 6,570  (71.4) 688  (19.1) 370 (14.1)
30,000 ALL_E50,000 A K 2,528 (47.1) 2,112 (30.0) — — —
50,000 A LA 1,579 (29.4) — — — —
SZEYMLER 1156 3R
Hh P 4 T AR 4,615 (86.0) 5,768 (81.9) 6,238 (67.7) 1,463 (40.6) 1,146  (43.7)
% A 751 (14.0) 1,154 (16.4) 2,054 (22.3) 1,092  (30.3) 830  (31.7)
S, Al L Thien — 117 (1.7) 916 (9.9) 1,052  (29.2) 646  (24.6)
RIRL R FIE 4
B Fili 4,859 (90.6) 5,545 (78.8) 7,080 (76.9) 2,763 (76.6) 2,068  (78.9)
HERT 507 (9.4) 1,494 (21.2) 2,000 (22.7) 476  (13.2) 467  (17.8)
Z DA — — 38 (0.4) 368 (10.2) 87 (3.3)
KR 7 F— I
HD 5,081 (94.7) 6,205 (88.2) 3,607 (39.2) 60 1.7) 220 (8.4)
L 285 (5.3) 834 (11.8) 5,601 (60.8) 3,547 (98.3) 2,402  (91.6)
B A E
HA FSAVICKAHHME 5,366 (100.0) 6,924 (98.4) 8,115 (88.1) 942  (26.1) 1,451  (55.3)
ZFDfth — 115 (1.6) 1,093 (11.9) 2,665 (73.9) 1,171  (44.7)
ZREDARI
1.5/ 86 (1.6) 226 (3.2) 359 (3.9 649  (18.0) 686  (26.2)
2.055, 158 (2.9) 649 (9.2) 1,043 (11.3) 197 (5.5) 292 (11.1)
2.5, 290 (5.4) 952  (13.5) 2,431 (26.4) 1,866 (51.7) 883  (33.7)
3.0, 652  (12.2) 345 (4.9 1,224 (13.3) 312 (8.6) 12 (0.5)
3.5, 620  (11.6) 818 (11.6) 1,230 (13.4) 258 (7.2) 329  (12.5)
4.0/ 516 (9.6) 247 (3.5) 807 (8.8) 85 (2.4) 110 (4.2)
4.5)5 603  (11.2) 410 (5.8) 779 (8.5) 147 (4.1) 44 (1.7)
5.0, 952  (17.7) 1,457  (20.7) 402 (4.4) 72 (2.0) 81 (3.1)
5.5 15, 677  (12.6) 783 (11.1) 503 (5.5) — 158 (6.0)
6.055, 642  (12.0) 1,072 (15.2) 430 (4.7) — 27 (1.0)
6.55, 170 (3.2) — — 21 (0.6) —
7.05 — 80 (1.1) — — —
W2 Py I it % P [B1 2 L
ESEEAE| 893  (16.6) 865 (12.3) 1,051  (11.4) 392 (10.9) 406 (15.5)
H—mE Lk 3,969  (74.0) 4,387 (62.3) 2,618 (28.4) 782  (21.7) 442 (16.9)
3 — B K3 504 (9.4) 1,787 (25.4) 5,539 (60.2) 2433 (67.5) 1,774 (67.7)
Sk 5,366 (100.0) 7,039 (100.0) 9,208 (100.0) 3,607 (100.0) 2,622 (100.0)
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n % n % n % n % n %
ERea
NI 1,990 (52.5) 4,106 (77.8) 3,241  (56.5) 118 (11.4) 206  (10.7)
BEEEAN, AR — 330 (6.3) 1,549  (27.0) 869  (84.1) 1,510 (78.3)
Z DAy 1,800  (47.5) 844  (16.0) 949  (16.5) 46 (4.5) 212 (11.0)
TR IR
50 R A i — — — 206  (28.7) 43 (2.2)
505K LA - 100K K1 — — — 787  (71.3) 281  (14.6)
100EK L 200K i — — 1,219 (21.2) — 840  (43.6)
2005K LA 400 5K i — — 2,680  (46.7) — 547  (28.4)
400K LA _E600 K K1 — 2,990 (56.6) 1,840 (32.1) — 211 (10.9)
600 5K LA =800 5K i 1,297  (34.2) 1,697 (32.1) — — —
800K LA I 2,493  (65.8) 593 (11.2) — — 6 (0.3)
SZEYMLIER 116 R
o P ST AR 3,460 (91.3) 4,480 (85.0) 3,796 (66.1) 402 (38.9) 760  (39.4)
fu % IS 330 (8.7) 688  (13.0) 1,343 (23.4) 336 (32.5) 675  (35.0)
S, Al LTy — 103 (2.0) 600  (10.5) 295  (28.6) 493 (25.6)
VR N b
B Fili 3,389  (89.4) 4,088 (77.4) 4,526 (78.9) 837 (81.0) 1,509 (78.3)
A 401 (10.6) 1,192  (22.6) 1,193  (20.8) 148 (14.3) 306  (15.9)
Z DAy — — 20 (0.3) 48 (4.6) 113 (5.9)
KB 7 F— I
o) 3,576  (94.4) 4,665 (88.4) 2613 (45.5) 9 (0.9) 92 (4.8)
A 214 (5.6) 615 (11.6) 3,126 (54.5) 1,024 (99.1) 1,836 (95.2)
B A e
HAFSAVICKAHHME 3,790 (100.0) 5,192 (98.3) 5,159  (89.9) 310  (30.0) 1,061  (55.0)
Z DAt — 88 (1.7) 580  (10.1) 723 (70.0) 867  (45.0)
ZEEDARI
1.5/ 102 (2.7) 111 (2.1) 242 (4.2) 205  (19.8) 447  (23.2)
2.0, 95 (2.5) 482 (9.1) 802  (14.0) 79 (7.6) 152 (7.9)
2.5, 244 (6.4) 791 (15.0) 1,386  (24.2) 491 (47.5) 692  (35.9)
3.0 534  (14.1) 315 (6.0) 887  (15.5) 65 (6.3) 10 (0.5)
3.55 438 (11.6) 627  (11.9) 772 (13.5) 73 (7.1) 274  (14.2)
4.0 362 (9.6) 186 (3.5) 427 (7.4) 32 (3.1) 147 (7.6)
4.5 355 (9.4) 290 (5.5) 398 (6.9) 63 (6.1) 52 2.7)
5.055, 665 (17.5) 906  (17.2) 249 (4.3) 19 (1.8) 70 (3.6)
5.55 442 (11.7) 574  (10.9) 336 (5.9) — 80 (4.1)
6.05, 474 (12.5) 900  (17.0) 240 (4.2) — 4 (0.2)
6.5, 79 (2.1) — — 6 (0.6) —
7.0/ — 98 (1.9) — — —
W P RS G fa i P B e A
FEEA 746 (19.7) 594  (11.3) 643 (11.2) 117 (11.3) 271 (14.1)
H—mE Lk 2,721 (71.8) 3,417 (64.7) 1,898  (33.1) 277 (26.8) 376  (19.5)
B — [E] A i 323 (8.5) 1,269 (24.0) 3,198 (55.7) 639  (61.9) 1,281  (66.4)
O 3,790 (100.0) 5,280 (100.0) 5,739 (100.0) 1,033 (100.0) 1,928 (100.0)
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H, EFREHAEEE EOE#E (B AT 4
v ZIREHEETIV)

H H ATV Ty AW 5% EEXE  PfE
PRI HE 1.00 — = 0.073
g .11 0.99 1.24
AEH 0~197% 0.66 0.49 0.89 <0.001
20~297%, 1.00 - -
30~ 397K 0.87 0.67 1.14
40~497% 0.90 0.69 1.16
50~597% 0.67  0.52 0.87
60~69% 0.47  0.37 0.61
70~795% 0.42 0.33 0.54
805 LA 0.48 0.36 0.63
P A THAL#R RS 1.00 - — 0.103
WiE SRR A 1.03  0.77 1.36
TEBR AR 131 1.01 1.71
Z DA 1.17  0.94 1.46
GiRe N:OE 1.00 <0.001
A, A 069 061 0.78
JWbE, Al
BHELEAE A10,000AH72D  1.03 097 1.10  0.280
SHRERIE b emESSE 10 0 —  —  <0.001
IR a5 AR 1.43  1.26 1.64
Z DA 122 0.99 1.50
BRI R BRAT 1.00 0.114
wfEH Z DAt 1.11 097 1.28
BRTT7F—h B 1.00 —  — 0.339
L 1.08 092 1.26
FABHE HAEFES AT 1.00 - — 0.002
Y BHHE
Z DA 0.73  0.60 0.89
EFiEAa7  3ELTE 1.00 0.769
355 L 1.02  0.90 1.15
ﬁwg%mﬂ E{ES | 1.00 - — 0.479
PIEIZBIL gy @k 0.95 0.80 1.13
B 1 [ER 1.03  0.86 1.23
RO FRERREREE 0.92 0.78 1.07
gf%g;% PNl 1.04 091 1.19
ke 112 0.98 1.27
/N BE 0.95 0.79 1.10

EERKA AT 1.01  0.86 1.18
AHIRbE

HH %% % ?%ﬁ%

VD) e b b b LR
A
iR * *
ZNHIRBE 46 54 7.2 65 6.4
BRIEE A, EAEEE 44 43 29 3.7
Z DA, 46 59 3.6 3.1 3.5
BELEA~F (JA) *

5,000 A A — 6.8 38 34 3.5
18:88%&%# 21 55 46 5.1
égzgggjtﬁé%% 44 55 59 22 4.3
e s B

50,000 A LA E 4.1 — — — —
SZEYBLIERS 1E R * *

B N 4T SR 46 51 4.8 24 5.1
Jita 5% Py AR I 47 69 83 3.9 3.4
SRE, A LTy — 85 58 4.4 3.3
RN i b =a e *

Rl 45 54 52 3.7 4.2
¥ =F =0 51 58 69 3.2 3.2
Z DA, — — 237 16 5.7
KEFr 7 F— A * *
o3)) 47 56 5.0 10.0 7.7
L 3.2 48 6.1 33 3.7
B AWHE

HAFSAICLAME 46 55 58 3.5 5.1
Z DA, — 35 44 3.4 2.8
§§‘E®Jj§ﬁ * * * * *
1.5/5 2.3 53 47 35 3.6
2.0/5 7.6 69 52 3.6 5.5
2.5 55 56 6.3 3.1 3.6
3.0 38 41 44 54 0.0
3.5 40 48 50 5.0 4.9
4.0 43 69 7.3 1.2 6.4
4585 45 37 56 2.7 4.5
504 48 71 45 14 7.4
5584 43 34 74 — 1.3
6.0 45 49 53 — 3.7
6.5 76 — — 48 —
7.055 10.0
B PR i 3% P (B 52 SR

(ENER S| 50 55 51 5.1 5.4
A—ELLE 42 58 52 28 4.1
T — B A i 6.5 46 59 3.4 3.8
Stk 46 55 56 3.4 4.1

HET —ZPFAEL L WHAICOWTUE—TRLTWw 5,
HEIHH OKAERT 3 WA v P LA EESD - 7-HH

BENRNERNOHENRE SN, Tt AT x4
TR CERD - 72 b OO EIE ORI —E DE
LA DN T Tads, NElIGE10% L E%
RLUTCHEAIMERA NN, TnZEnB 1FRD
AL BRERTH - 72,

KT — 2 NFEEL 7 WVHBICOWTE—TRL TV 5,

EK3IZ, WhiiaZENR & L itz 7/ —)1
L7RERDRETINVHENOFERE R LIz, T
B, FHy (P<0.001) DIEH, BHR%E (P<0.001),
ZEYMLEER kSR (P<0.001), #FADE (P=
0.002) IZB\WT, HMATHICHERBEENPA LN,
WRBEREOEWC L A BENMEDELRTN—AF
A VA AMHI30.9270 H1.12 L /NS 5 7,

3. AlREH

ABEEE I BimEbefERl, HH BNC 310 % N
BGHEK4 IR oo NmElG 2, HE OKERIC
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x5 ABMABZBICBIABRERMLE L BEHAE
H, BEGRAEED OB (DY 275 4
v ZIREEETIV)

H H ATV Ty AW 5% EEXE  PfE
PRI HE 1.00 — = 0.051
g 0.86 0.74 1.00
AEH 607k A i 1.00 — —  <0.001
60~69J% 0.76  0.62 0.92
70~79%% 0.60 0.49 0.74
80R%LA I 0.53  0.42 0.67
P BRI Kt - fTEIEE 1.00 - = 0.001
TEBR AR A 0.59  0.41 0.86
ENHAY 0.50  0.35 0.72
Z DAt 0.53  0.38 0.73
PR E IR 1.00 - — 0.037
A, A 0.8+ 071 0.99
JRbE, £ DA
FFRREL 100K B 720 1.00  0.96 1.05  0.921
TR I POt AeESsE 100 0 —  —  <0.001
RES Ja a5 AR 1.14  0.94 1.39
Z DAl 172 1.35 2.20
BRI 2 AR BRF .00 — @ — 0.265
HiEE Z A, 111 0.92 1.34
BRI 7F—h B 100 — @ — 0.001
7L 1.43 115 1.79
FrAWHE HTAES AT 1.00 0.013
L LHHE
Z DAl 1.36  1.07 1.72
EitAa7 3 ALT 1.00 - — 0.281
355k 1.09 093 1.29
I%Vﬂfi;fﬁ%ﬁfﬁ‘ EiFEH .00 — @ — 0.363
WIERZHIE gy el 1.04 081 1.32
1 B A 1.16  0.90 1.49
REEOMBIC R BREREL 0.96 0.85 1.08
gﬁé%é% Kpilbe 1.04 0093 1.16
ke 1.03 092 1.15
MRIbE 0.97  0.86 1.10

EEFEKEAET  1.00  0.89 1.13
%k

BEOEE (%)
HE e % ?%%ﬁﬁﬁ
oy RE mic s sk GLS
ZNHIRBE 26 39 50 76 6.3
BRIEE A, EAEEE 7.0 5.6 4.8 5.6
Z DAt 35 33 1.6 43 2.4
FF AT R I *
50K A —  — — 54 4.7
505K LA _E 100K A7 —  —  — 50 2.8
100K LA 200K i 6.2 5.0
2005 LA_E 400K A i 4.1 7.5
4005 LA_L-600 5K A1 — 43 42 @ — 3.8
600K L) 800K it 22 35 — @ — —
800K LAk 35 3.7 — @ — 16.7
SZEYBLIER 1E R * *
Bt N 4 T SR 3.0 38 38 45 4.7
Jita 5% Py AR I 36 4.4 51 42 4.7
SRE, A LTy — 117 8.3 7.1 6.9
VR S AN N Ao ) * *
BR 31 39 44 55 5.2
¥ =F =0 2.2 42 49 3.4 4.6
Z DA, — — 20.0 4.2 8.0
KEFr 7 F— A * *
»HH 3.0 36 38 0.0 6.5
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Association between medical institution characteristics and patients’ dissatisfaction

based on the Patient’s Behavior Survey in Japan

Kosuke KASHIWABARA®, Yutaka MATSUYAMA™®, Ritei UEHARAZ* and Yoshitaka MURAKAMI®*

Key words : Patient satisfaction, Patient’s Behavior Survey, Institutional factors, Heterogeneity of medical

institutions, Mixed effect model

Objectives Patients’ dissatisfaction with medical practice is driven by several patient- and institution-related
factors. However, little is known about the effect of institutional factors on patients’ satisfaction.
Accordingly, we examined institutional factors in determining patients’ dissatisfaction using the
Patient’s Behavior Survey in Japan.

Methods The combined database of the Patient’s Behavior Survey, the Patient Survey, and the Survey of
Medical Institutions from 2011 was used for the analysis. The item “overall patients’ satisfaction”
was used as the outcome for patient dissatisfaction. Medical institution factors were selected from
the Survey of Medical Institutions, and patient factors, such as age, sex, and disease, were drawn
from the Patient Survey. The analyses were conducted separately for inpatients and outpatients.
Mixed-effects logistic regression, which accounts for the heterogeneity of institution type, was used
to investigate the relationship between patients’ dissatisfaction and institutional factors.

Results There were 27,842 outpatients and 17,770 inpatients. In outpatients, founders (P£<0.001),
preventive measures for passive smoking (P<0.001), and training for new employees (P=0.002)
were significantly related to patients’ dissatisfaction. In inpatients, founders (P=0.037), preventive
measures for passive smoking (P<0.001), the palliative care team (P=0.001), and training for
new employees (P=0.013) were significant predictors. The heterogeneity among medical institu-
tion types was negligible for both outpatients and inpatients.

Conclusion Patient dissatisfaction was significantly associated with founders, preventive measures for pas-
sive smoking, and training for new employees for both outpatients and inpatients and with palliative
care team only for inpatients. These items were indicators of improved hospital environments, and

they represent key elements to ensure patient satisfaction in hospitals.
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