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THESIS ABSTRACT

BUSINESS ADMINISTRATION

COLLEGE OF MANAGEMENT

NATIONAL TAIWAN UNIVERSITY

NAME : Shauh-Der Yeh MONTH/YEAR : January, 2019
ADVISER : Jiung-Sheng Chris Lin, Ph.D., Jiun-Yu Yu, Ph.D.
TITLE : Exploring the application of social media in the healthcare industry — the case of a

university hospital in northern Taiwan.

Social media has become an important tool of marketing and customer management for any
organizations. As recent medical research indicated that social media has a gradually important
impact on hospital management, this research thus attempts to explore the usage of social media for
hospitals. A case study on social media adoption in healthcare industry was then conducted. A
university hospital in north Taiwan was selected and its operation data was collected. Results
revealed how this hospital applied social media and technology in daily operation, and how the
patients and their family communicated with health care staff at different technological platforms. An
adoption model of social media was then proposed. This study also indicated that social media
adoption in healthcare industry may increase hospital brand equity and be used as a public relation

engine. Implications and directions for future research were then discussed.

Keywords: social media, hospital, Facebook, adoption, fan page
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for #2930 1960 & » P %G 6 R FR(BI 4L BEFRL 6 THBFIRY
B Az, 231976 % > 3 S & 43 F o A B 42018 & QS 4 B
L% 80 £ < 1976 fat H - FR A 1994 e % Fop S M 2007 & for
B2 F A 2000 #3E 8 E B ICI P F Feimar 2011 & For ke § S P
<% B0 2014 & 38 % B AAHRPP % 3¢ e 3m > 2017 & & v — 38 JCI
COERS § A B 4 L7 winsg - BAFRAF T f 8 F£2 fopm
Ao ZFAFHRFRKS L CRBLRE, FEF g KRS Ty
EFz EhRE: LB RET 2HFFREDIR, - PP S RBEKEF
P> 23k A M- g A 500 A o MR P& B 25 K 0 Gt el A BB A B
Bk 0 £ £ T4l B (B 43) -

- 6 Affiliated HOSpitaIS TMU Board 2018 QS Asian Univer;ities Ranking : 80

ASIAN
- UNIVERSITY
= RANKINGS

TMU

(1960)

Taipei

— — T T ] |
TMU — | WanFang | ShuangHo | TaipeiCancer J| Ningbo Lihuili
Hospital Hospital Hospital Center Hospital
- > ‘/ e Eis e %}%‘ L= =
T o woeld I

Neuroscience
Institute

Since 1976 Since 1997 Since 2008 Since 2012 Since 2015 Since 2017

B4l BRFrearhF2 ARH L F R
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Updated 2018.11.01

{ Board of TMU } 37 Committees

= Medical Quality and Patient Safety Committee
= Medical Education Committee

= Medical Ethics Committee

= Infection Control Committee

{ Presiden.t of TMU }

= Hospital Affairs Meeting
= Medical Affairs Meeting
= Administrative Meeting

Superintendent

Medical
Administration
Department

Dept. of Medica
Quality & Patient
Safet

Dept. of Education
& Research * Secretary Dept.

* Human Resource

Dept.
* Accounting Dept.
« Informatics Dept.

= Nursing Department

. ngaSt Stml'gery « Cardiology * Obstetric . | Affairs
ssr::; a * Gastroenterology * Gynecology Pharmacy Dept.

« Card o} logy/ * Infertility Department ° Medlcal Affairs
Surgery Oncology Dept.

o Diopett - e * Business

. ?Jﬁﬂ::: "gery | l. lnf:ctiousll)isease Laboratory Medicine ; 1
Emergency * Endocrinology - . 5 ept.
S|vl|"§e|;y|' | + Nephrology Medical Imaging . gocm V;I_ork ?ept.

* Metabolic an . * Occupational
Endocrine Pulmonary ™ Nuclear Medicine Safety and Health

* Pediatric Surgery Medicine - Office

* Plastic Surgery | | * Rheumatology and - Pathology « Nutrition Dept.

« Thoracic Surgery Immunology

Beds Numbers & Unit Types

Bl 42107 & b % FBop 305 %

Types Beds
Acute Ward 500
e Acute Psychiatric Ward 25
Ward
Subtotal 525
Intensive Care Unit 59
Ordinary isolation Room 4
Negative Pressure Isolation Room 4
Hospice and Palliative Care Ward 14
Special | Nursery 15
Ward | Infant Intermediate Care Unit 17
Post anesthesia Recovery Room 18
Hemodialysis Center 60
ER Observation Room 25
Subtotal 216
Total 741

Employees

LR AR RER

Contracted Attending
Category Number Services Physicians
11% 12%
Attending Physicians 273 )l \ Residents
Administrators 7%
Residents 157 17% \
Nurses 838
Other Medical Professionals 409
Administrators 407 / . Nurses
Other Medical 36%
Contracted Services 206 Professionals
17%
Total 2,290

B 44106 # KipkFrmdiz FF 4 [0
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Hospital Profiles in 2017 o1 TONLLELM

Outpatient J_, 119,784 visits/month

Emergency J_, 4,268 visits/month

—l_, 15,868 patient-days/month

Surgery J-/ 1,631 procedures/month

Length of Stay J_, 6.33 days/admission

B14.5106 & B % F bz F R sy

Top 5 Discharge Diagnoses O Q@ IMuL’
(2017) | '

N LR APHER

] Primary Discharge Diagnosis

Chronic ischemic heart disease m
ICD-1000 125.-
Malignant neoplasm of breast m
ICD-100 C50.
Pneumonia, bronchopneumonia, lobar pneumonia

3 (cp-100 J18.9) . 2.4

Leiomyoma of uterus
4 (IcD-100 D25.) 481 2.1
5 Malignant neoplasm of bronchus and lung 472 o

(ICD-100 C34.-)
Count of top 5 diagnoses 3,343 14.3

1 4.6 106 # & % F IR F R IR 2L BT < L5
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2R ®WE HES% Wk =N s

1 EF 5 4,3% fé th ji EOFn oM R OO % l% Indicator Result
a5 E Loy
w = O & mREERKXREREX E Reoperation=within=30days 0.021%
® = U7 BT RS TN — Readmissionwithin 30days 0.033%
® N —SEIBSRC BT R Mortalityawithin 30days= 0%
EE R AR Conversionsate 0.005%

B 49 B% g Prid e @ L0 w2 JRIFE St
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Value-based medicine 4p 1 > + #7310 A %4 NSQIP (£ AR & e i34 )
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s
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_ “BIRER - ERRRT.0%WEERRE.5% (R RO R E &)
B 1074F 10648 £R8 HE | 5t | MZEE HRE | EREE EE
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2H | BF | 1752  165.1 10.1 61 426 | 3,720 3.7 | 83305 4.0
B B | 1657 1552 10.5 6.8 | 402 | 2592 38 | 58174 3.7
B4k | HE | 70.8 63.4 7.4 1.7 | 172 | 1,785 6.6 | 52,990 3.4
- B | 736 68.8 4.8 70 | 17.9 | 3422 47 | 82992 45
AT B | 540 50.7 3.3 65 | 131 | 2488 33 | 60313 4.4
7TE T wE | 151 12.7 2.4 18.9 | 3.7 1,745 8.0 | 58,869 0.8
4.1 3.9 02 54 10 | 2959 | 55 | 69,047 [ 1.1
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(1) | 1026(%) |k R
LR lii A 4% 2.1%
e ¥ 18% 71%
N 70% 4.2
S 3% 2.8%
s | IS 3% 2.9%
= Wik 2% 0.5%
* e 12% 7%
et 20% 4.6%
HoAh I 7 10% 6.6%

B 4.13 102 & @ % Frez e o5 4 KRR G

BRFlr fiEfEEATe vk > PRI Fe TEa 5 Rd L R R

R ARS o BRF RO F AT 4 W5 13,399 4 =~ 11,868 4 = 12,329

A:’zoﬁygﬁg%ﬁqi&w]; lRA4FF~ -1 RO6FFA1RTFSTFHE~(B414)-

BeRiE g A R o e g 2l lribt RAY G e e P TR B R F RORE

S T A A IR R F BB AL o BRIRIEE AL e 2R Tkt

BAF G Lo i B B R FRAORE WA SRR FRRF (D
B 4E(R] 4.15)

International Medical Services 0ee TMUH'
(Taiwan’s New Southbound Policy) R
Target Markets Patient no. & Expense (2016-2018) | more than
US$140 million US$160 million US$175 million
-Myanmar(2012)
-Malaysia (2013)
-Indonesia(2015) 13,399 11,868 1R
-Cambodia (2015) 2016 2017 2018/1-2018/8
-Vletnam(2016) Number of Patients =e=Income
Cooperation Programs (2016-2018) Training Program (2016-2018)
67 - ) N 25 s Myanmar
20 /‘_L mm Indonesia
l 3 15 / m Vietnam
- 1 1: / - . Singapore
Indonesia Vietnam Myanmar Malaysia Cambodia Singapore Thailand o | 3 mm Philippines
s Outbound  —f=Inbound 2016 2017 2018 —o—Total

B 4.14 105107 & i % F rez B%F Fhop ¢ pom
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