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Analyzing Medical Complaints: From Dissatisfaction to Conflicts

Jung Hui Becky Yeh ZEZFEE. T Ting Hong JHEDIEE

Shih Hsin University, Taipei Taiwan —1H#ET A EEEE A

[Background of the study] Conflicts between physicians and patients in ERs can be unique.
It can covertly happen because patients and families do not immediately reveal their
disagreement and dissatisfaction in urgent circumstances. During and/or after treating patients,
medical staff have neither know of how their patients recovered nor do they receive any
disappointment, disagreement and dissatisfaction from patients until patients directly or
indirectly express them. [Purpose of the study] This study intends to explore and retrieve
communication processes that were identified as dissatisfied or conflicts. [Methods] Four
complaint cases are analyzed, taking from a total of 10 emergency room cases (14.71%) out of
68 hospital complaints in a year. Each written complaint is coded into sender, receiver,
verbal/nonverbal messages and internal responses of the receiver and time sequences in each
complaint case. Each case briefly described: (1) The patient complained of a poor attitude of a
physician. After symptoms being treated, the patient requested an X-ray check. The physician
rejected the patient’s request and asked, “Which the parts of your body need to be checked?” (2)
A vomiting patient visited the ER for help. The physician gave the patient an antiemetic
injection and scheduled gastroscopy check for the next day. A family member arrived after the
injection was administered and accused the physician of not actively treating the patient. (3) A
patient with seafood poisoning experiencing breathing difficulty and shock visited the ER in the
late evening. The ER receptionist told the patient and family, “We have not enough staff to help
now,” even though a family member noticed only one patient in the room behind a curtain.
The family complained at ER declined to take critical patients. The ER staff explained that ER
staff was giving an intravenous injection to an unconscious patient from a highway crash with
many bone fractures. The regional ER usually has one physician on duty overnight. (4) A car
accident patient was retained in ER for observation by the day shift physician, while the night
shift physician discharged the patient. The patient complained that the night shift physician
refused to keep him as an in-patient. Interactions in each case are coded on a timeline. Each
time point is disassembled into categories of sender, receiver, verbal and nonverbal messages
and internal responses of the receiver. [Results] The following features emerged from this
study. (a) Physicians usually are not aware of potential conflicts developing until patients or
families verbally express their dissatisfaction. (b) Rejected medical requests without good
explanations might not immediately become an interpersonal conflict, but could foster conflict
breaking out later. Once patients blatantly express their frustrations, more dissatisfaction about
services that could be previously ignored will all then become essentials in complaints. (c)
Patients express their doubts and needs in different kinds of request or question forms. For
example, patients might initiate their health concerns by proposing doing X-rays or staying in
the hospital for observation. If their requests are declined without reasonable explanations,
disappointments and frustrations would be collected as evidence of dissatisfaction and overt
conflicts. [Discussion] Issues such as developing patient skills in raising questions and
making requests are highlighted in the discussion. Besides, increased physicians’ awareness of
potential questions, doubts and disagreement should be part of the medical training to reduce
misunderstanding. Medical staff may initiate explanations about treatment or medical
procedures to encourage patients to raise doubts/questions.
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Receipts’ reactions in the community of social media: Facebook responses to flu
epidemic during 2015-2016

Jung Hui Becky Yeh EEZREE

Shih Hsin University, Taipei Taiwan —1H#ET A EEEE A

[Background of the study] In the past, the effectiveness of propaganda or news reports
were collected through phone or questionnaire surveys. In the era of web 2.0, audiences not
only receive the most updated information through social media but also make immediate
comments on the information or the issue. In the past, health promoters spending time and
doing person-to-person visits to understand how people comprehend health-related messages.
In the era of web 2.0, health promoters may soon obtain how audiences or people develop
health knowledge and attitudes to a certain issue.

[Purpose of the study] This study attempted to examine how media news reported flu
breakout and related news, and how people reacted to reports of flu breakout in the end of
2015 to 2016.

[Methods] The study collected media news with a total of 48 flu-related keywords 34 news
sources posted in Facebook from Oct. 1 2015 in to April. 2016. Data analyzed include the
content of news, contents of comments to the news, liked and shared counts to generalize
themes in both news coverage and news comments. News reports of flu epidemic and
readers’ comments were examined, compared and contrasted into two periods: Early stage
(while NHI has covered flu shots for elderlies and children on Oct. 1, 2015) and Later stage
(where Ministry of Health and Welfare announced flu epidemic has significantly declined).
Data analyzed in this study were mainly texts and did not involve in human subjects and not
interfering interactions or privacies.

[ Results] Visual graphic results demonstrated a gap occurring between information
delivered in news reports and reactions in readers’ comprehension. The results showed that
news reports in the early stage did not explicitly convey the prevention of flu epidemic until
in the later stage, March 2016, where the term “flu,” “virus,” “vaccine,” and “flu shots” were
frequently mentioned in the news coverage. Responding to flu-related news coverage,

29 ¢

readers’ comments mainly focused on themes of economy, environment and business in the
early stage of flu epidemic whereas health issues, such as vomiting and diarrhea, the role of
being a mother, public sphere, Respiratory tract and cancellation of classes and work. Many
graphic analyses will be presented.

[Discussion] This study discusses how the power of health- or scientific-related news can
be effectively and informatively reach target audiences.  Based on results of comparing and
contrasting news coverage and audiences’ comments, this study finds a gap between news
reports and audiences’ responses. Suggestions are proposed to convey informative and
comprehensive information or messages to fulfill the purposes of health prevention or
promotion.
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