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Analysis and Research on Influencing Factor s of Internet Medical Patient Satisfaction

HE Hui-gian, ZHANG Rui-giu, SUN Wei, HE Yuan
(South China University of Technology, Guangzhou 510006, China)

ABSTRACT: This paper aims to explore the significant factors that affect patient satisfaction and optimize the process of
patient consultation. Based on the UTAUT theory, the author adds four dimensions: perceived risk, optimal combination,
service pricing and individual innovation, and analyzes current problems in Internet medical treatment from multiple
perspectives such as doctors, hospitals, patients, markets, government, medical insurance, medicine, so as to build an ini-
tial model of patient satisfaction; And then the author analyzes the reliability and validity of the results of the question-
naire survey, measures the hypothetical relationship associated with each variable through the structural equation model,
and adjusts the initial model; Finally, the author uses each variable in the adjusted model as the design factor of the Inter-
net medical system and puts forward design strategies, which are applied to an applet design practices in a top three hos-
pital. Effort expectations, performance expectations, and optimized combinations have a positive impact on patient satis-
faction; promotional factors and service pricing have a positive impact on patients’ use of Internet medical care; individual
innovation has significant positive impacts on effort expectations, perceived risk, optimized portfolios, and service pric-
ing; social impact and perceived risk have little effect on patient satisfaction. To develop Internet medical services, on the
one hand, we need to strengthen government supervision and market regulation, on the other hand, we need to cultivate
users’ individual innovation.
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Fig.1 Unified Theory of Acceptance and Use of
Technology model
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Fig.2 Initial model of patient satisfaction with
Internet medical treatment
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Tab.1 Measurement items of patient satisfaction research questionnaire
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Tab.4 Path coefficients of structural equation model
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Fig.3 Revised satisfaction model
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