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Abstract

The Study on The Association
Between Trust and Health

Service Satisfaction

Joon Yong, Yang
Department of Health Policy and Management
The Graduate School of Public Health

Seoul National University

This article aims for assuring the association between trust and
health service satisfaction. For this purpose, based on World Values
Survey 3rd 6th wave data and International Social Survey Programme
2011 data, this article takes on the association between trust and
health service satisfaction.

Classifying 16 compared countries by general trust and confidence in
the government, then implementing one-way ANOVA, this article gets
the result like below: The countries which have the higher general
trust and confidence in the government have the higher institutional
confidence in the healthcare system and health service satisfaction.
On the other hand, the countries which have the lower general trust

and confidence in the government have the lower institutional



confidence in the healthcare system and health service satisfaction. In
addition, the countries which have higher general trust and the lower
confidence in the government have the lower institutional confidence in
the healthcare system and the higher health service satisfaction.
Moreover, the countries which have the higher confidence in the
government and the lower general trust have the higher institutional
confidence in the healthcare system and the lower health service
satisfaction.

Implementing the HLM(Hierarchical Linear Model) regression
analysis about patient satisfaction and satisfaction with the healthcare
system sorted from health service satisfaction, demographic variables,
capacity of the doctors, and unmet needs variables shows the reliable
correlations between patient satisfaction. General trust and
institutional confidence in the healthcare system have positive influence
on satisfaction with the healthcare system and patient satisfaction, and
confidence in the government has negative association between patient
satisfaction.

As a result of observing moderating effect of general trust and
confidence in the government on institutional confidence in the
healthcare system, general trust is proved to amplify the influence of
institutional confidence in the healthcare system on satisfaction wih
healthcare system and patient satisfaction. On the othe hand, the
countries which have the lower confidence in the government have the
higher influence of institutional confidence in the healthcare system on
satisfacion with healthcare system.

To analyze the result, general trust has the influence on institutional
confidence in the healthcare system and health service satisfaction
both, and it supports the public to satisfy their expectation to
responsiveness of health care system of their countries. On the while,

confidence in the government possibly has the negative influence on
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health service satisfaction. In addition, distrust, which is the factor of
the trust, not an element of conflict, could fulfill its function of
expanding surveillance and participation on the government and the
institution. Moreover, in the countries which have the active civil
society, trust on the institution could be on the higher standard. Such
being the case, the countries which have the lower confidence in the
government could have the greater effect of institutional confidence in
the healthcare system and the lower patient satisfaction.

This article expands the subject of the association between trust in
doctors and patient satisfaction mostly having dealt by the study of
health service satisfaction, looking into the association between the
country—based trust and institutional confidence in the healthcare
system and the health service satisfaction including satisfaction with
the healthcare system. Looking up these results, in the assessment of
the quality of the health service, our point of view needs to be widen
from the level of the relationship between the supplier and the
purchaser to the level of overall healthcare system and social capital.
This results are expected to be the basement of studies of connecting
individual experiences on health service and assessment of the

healthcare system or the country-based social capital

Keywords : Health Service Satisfaction, Patient Satisfaction,
Satisfaction with The Healthcare System, General Trust,
Confidence in The Government, Institutional Confidence in The
Healthcare System
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