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Abstract

Domestic  medical institutions are developing and operating various
customer—oriented services in order to enhance the competitive competence in
a rapidly changing environment, and the removal of customer dissatisfaction
factors is considered as one of the main activities in the medical services.
Because waiting time is the most prominent among the customer dissatisfaction
factors, waiting time management is necessary in order to improve customer
satisfaction. In the current study, 4 private and 4 public hospitals out of more
than 300 general hospitals located in the nation's capital were selected for the
comparative analysis of customer waiting time. The results showed some
difference in facilities and management systems between private and public
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following implications are drawn. First, despite the inevitable nature of the
waiting time in medical services due to the unpredictability in the treatment
demand by emergency situations and in the treatment time by patients'
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conditions(Cha Gil Soo, 2007), the proper understanding and the application of
the queueing theory that can provide the practical results and its realization in
the management strategy can lead to the improved qualities in the medical
services. Second, although the major financial source is from the public financial
source by the National Health Insurance, the supply of medical services is done
90% by private hospitals, which makes the so called big private hospitals in
charge of changing the medical services quality. Therefore, medical acecessibility
and right of health are obligation of public hospital. If they want lead to
improving medical quality, it should be introduced difference management unlike
private hospital don't operate wating time management.

Keywords : Medical service quality, Waiting time, Queueing theory, Private
hospitals, Public hospitals
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