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The Impact of Patient-physician Relationship and Waiting
Time on Medical Satisfaction for Patients with Chronic
llIness
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This study is intended to explore how the patient-physician relationship and the
clinic visit waiting time influences medical satisfaction for patients with chronic
illness ( hypertension, diabetes mellitus and hyperlipidemia .
The data used in this study are based on the project, ”"The Exploration of Factors
which Affect the Satisfaction of The Chronic Il Patient,”funded by Ministry of Health
1999-2000. There were two major sources of study information in this project. First
part included one medical center and one regional hospital. Second part included two
communities clinic, all recruited randomly from those in Taipei County. A total of 469
patients included 216 patients of internal medicine and 253 patients of family
medicine were recruited in this project. Each study subject accepted personal
interview based on questionnaire to collect study information during their clinic visit.
We re-analyzed the original data. The means of continuous variables are compared
with t-tests. Scheffe tests are also used to compare the differences between groups.
Linear regression is also used to compute the relationship of three variables.
The major finding of this study showed that patients’ satisfaction decreased if the
chronically ill had to wait for a longer time in clinic visit as compared with those who
for shorter time. The differences are statistically significant among the patients at the
medical center, and the regional hospital, but not the community clinic whether the
factor of the patient-physician relationship is considered.
We also found that if the chronically ill had longer clinic waiting time at community
clinic were more likely to have significantly worse satisfaction score as compared
with those at the medical center and the regional hospital.
Furthermore, we also found the patient’s satisfaction was positively correlated with
patient-physician relationship among the patients at the medical center and regional
hospital but not at the community clinic. The chronically ill go to the same clinic at
the different level of the medical facilities. But clinic visit waiting time and
patient-physician relationship had the different influential power due to different
expectation from the patients.



We redefine medical level as community clinic and non-community clinic. If we put
medical center and regional hospital together as non-community. If we put the
medical satisfaction of medical process, medical related stuff services, and medical
facility together as non-physician medical satisfaction.

We use medical level, waiting time, and physician-patient relationship as independent
variables. The satisfaction to the physician, to the waiting time, to the non-physician
medical services as dependent variables. We found medical level as independent
variable, the satisfaction to the physician as dependent variable. The non-community
clinic is higher than the community clinic, but lower in the other events. The
differences are statistically significant.

Patients’ satisfaction decreases if the chronic patients had to wait for a longer time.
Patient-physician relationship influences the satisfaction to the physician, to the
waiting time, to the non-physician medical service.

The finding of this study suggests that good patient-physician relationship is the most
important factor to improve chronic patients’ satisfaction of the chronically care.

Key words: patient-physician relationship, the chronically ill, clinic visit waiting time,
the chronically ill patient’s medical satisfaction.



