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RV e P AT B iy HAD A =5 L RS  ER R R+ R 2 G AR B
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EBEAT (Kadry et al., 2011; Lagu et al., 2010; Lépez et al., 2012 ) o S {EHYEE &5
BRI B B 22 2 - AR AT B S s B R E R A -2
HIAINTRER S BFFEAE SR+ ] SR IEpe AR B (G -+ i e ) A HEE M Ik
HEFFESAD - A S Athps B AT K] LA S B Al - H AR -

2. 2R MBERRE

AW Z AR B AR » (RO EAEFE I BB E & T T BRATat
B L ASIRET o MEAR 2 DU BEE Ry ol - (E B AR B R B R TRy A
AT R - BRI REEEEIRAR » AR — RS EE G —E eI FERE
BERETEENETT Ry » IRILAS RERE P R PR I AU HE R B AW — (A st B B A - 5ET
AP RAL R A RO UGS B S B AR Fif ek 2 28 T B iR e
A - K2 EELZ SRS R USRS B o DUR R I B B AR M
ZAHBARVERER - GAREE MRS By 43 2 K2 R (5.8% ) ~ HHRIEF (1.3% ) ~ &

®2 &BBALR IR RIHE X 2SR B AR

KA BT RSN BN S W e ot K

B % 81 % Bl % 821 % H1 % Bl % B % H % Hl %
— AR} 2 40 0 00 0 00 27 540 12 240 1 20 13 260 9 180 9 180
— R 2 40 0 00 2 40 16 320 18 360 0 00 20 400 13 260 6 120
/NGLR} 2 40 1 20 2 40 27 540 13 260 8160 9 180 7 140 9 180
R Al=Z 2 40 0 00 1 20 15 300 14 280 2 40 11 220 7 140 17 340
ZFE 8160 3 60 3 60 24 480 27 540 0 00 16 320 1 20 9 180
JZRgE 8 160 3 60 7 140 26 520 17 340 6 120 18 360 13 260 2 40
B AR 5100 1 20 1 20 24 480 21 420 6 120 15 300 4 80 7 140
M HE AR 0 00 0 00 2 40 13 260 13 260 1 20 6 120 8 160 22 440
HREERt 4 80 2 40 4 80 20 400 17 340 18 360 21 420 1 20 9 180
FFiEBEER 2 40 0 00 0 00 16 320 7 140 0 00 3 60 13 260 14 280
Weafetst 1 20 0 00 0 00 18 360 14 280 3 60 13 260 9 180 10 200
WAREL 1 20 0 00 0 00 21 420 12 240 1 20 10 200 8 160 12 240
HEAEEAMEE 3 60 0 00 1 20 12 240 24 480 0 00 15 300 7 140 13 260
EEBEER 0 00 1 20 2 40 26 20 7 140 5100 5 100 7 140 13 260
FBRAEE 1 20 0 00 3 60 13 260 10 200 0 00 6 120 7 140 21 420
RIEEEELRL 3 60 1 20 2 40 15 300 11 220 5100 11 220 13 260 8 160
i=g= 1 20 0 00 0 00 14 280 14 280 2 40 16 320 3 60 16 320
IRt 0 00 1 20 3 60 23 460 16 320 1 20 13 260 6 120 10 200
AL 7140 1 20 2 40 5 100 11 220 3 60 25 500 1 20 17 340
1EErt 4 80 0 00 0 00 13 260 11 220 2 40 18 360 10 200 14 280
2 2 40 1 20 0 00 10 200 10 200 0 00 5 100 22 440 12 240
Sy, 4 80 0 00 1 20 11 220 15 300 3 60 13 260 18 360 8 160
FEiE 4 80 1 20 1 20 17 340 8 160 6 120 9 180 11 220 9 180
BHEEEIEAMEL 3 60 0 00 0 00 6 120 8 160 1 20 18 360 7 140 19 380

f A 69 58 16 1337 31 412 343 330 275 74 62 309 258 205 171 286 238
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TIGI AR » ZHRIREA - JIE R BRI AR SR - SR
FFME - RESRHSAITIRING S 2 LER o S S - 2 WHERETE I
PERZALRERERE - AR RS THERLE - ST LB - SR
FEIMERS » RIECAE AR 247t 50 B B RHBRTAF I - rf3 ARG A
AP TSR
R3S BRAAR 5 B ARER 2R

iz Bl B B sl $ER
M % A% A % A % M % HI %
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I R 24 480 16 320 7 140 2 40 1 20 120
ZF 28 560 5100 11220 4 80 5100 1 20
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ter) BIGHGE R R AMRHE - ZRRFEBIBE " #wRis 5 (16.7%) 5
MR ARGEE ) (16.3% ) W& HIBUSRRINE - FEHAERHE A B RGN RS
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FaHRt 39780 5100 7140 5100 8160 4 80 2 40 0 00 0 00 4 80
BAMBIEIZIMEL 46920 7140 9180 0200 2 40 0 00 0 00 0 00 0 00 1 20
Gt 1,039 866 200 167 196 163 154 12.8 139 116 58 48 14 12 12 10 10 08 47 39
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EAEEIE AT 2BIZ TR S E AR » R EL - SEIRIEHERRH 1.6
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HIE RS R R B AR, - SEIEERE AT 1 2Bk (GEIRERS) - DFYehbRss
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K5 BAHEEEE G IE AR By S AT

SRS BN
(FE%0) =D
FE 98 2.0
HREF 97 19
SRR} 89 1.8
ImEERt 88 1.8
IS 87 1.7
Ci] iy 86 17
H &R} 84 17
e R 84 1.7
WAPRE} 80 16
(=gs 80 1.6
B EsE 79 1.6
et 78 16
FRETEERL 77 15
I iEE R 76 15
Ll A R 75 1.5
BRI B S Mt 75 15
KR 74 1.5
ANy 72 14
—esEk 70 14
IR 69 1.4
FBRAGEHE 67 1.3
— AR 65 13
JE R e R 60 12
B Rt 59 1.2
#a gt 1,869 1.6
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Investigating the Structural and
Textual Characteristics of
Internet Physicians Review

Ming-Hsin Phoebe Chiv®* Chia-Ling Chang”

Abstract

The Internet increases information transparency in several ways, and one way
is to allow patients and caregivers access to needed information. It improves
the autonomy of medical decision-making, and further creates better physician-
patient communication. Internet physician review, as a type of popular medical
and health information, improves patients and caregivers’ understanding of
doctor selection and supports proactive health decision-making. This study
collects Internet physician reviews from two Taiwan-based health information
websites — Good Doctor and Health, and DocHos. The analysis framework
comprises both structural and textual aspects, each with distinct analytical
focuses. The structural analysis includes length of reviews and paragraph
structure. The textual analysis includes nature of the reviews, when in the
clinical encounter process is reviewed, intent of the reviews, themes of the
review, and review strategies. This study hopes to understand the role and
function of the Internet physician reviews in the process of health information
communication, as well as the applications on physicians’ practice of clinical
medicine and patients and caregivers’ medical decision-making process. It may
provide insight into the development of patient-centered rather than institution-
centered evaluation criteria for healthcare quality.

Keywords: Internet physicians’ review, Content analysis, Healthcare provider
information, E-Word-of-Mouth (eWoM)

SUMMARY

The Internet increases information transparency in several ways, and one
way is to allow patients and caregivers access to needed information. It improves
the autonomy of medical decision-making, and further creates better physician-
patient communication. Internet physician review, as a type of popular medical
and health information, improves patients’ and caregivers’ understanding of doctor
selection and supports proactive medical decision-making. This study collects
Internet physician reviews from two Taiwan-based health information websites:
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Good Doctor and Health and DocHos. The analysis framework comprised both
structural and textual aspects, each with distinct analytical focuses. The structural
analysis includes the length of the reviews and paragraph structure. The textual
analysis includes the nature of the reviews, moment of the clinical encounter
process, as well as the intents, the themes and the strategies of the reviews.
Through this study, we hope to understand the role and function of the Internet
physician reviews in the process of health information communication, as well
as the applications on physicians’ practice of clinical medicine and patients and
caregivers’ medical decision-making process. It may provide insight into the
development of patient-centered rather than institution-centered evaluation criteria
for healthcare quality.

The literature review for this study encompasses two themes: to identify the
characteristics of Internet physician review and to survey the Internet physician
review website services. Internet physician review can be considered as “electronic
“word of mouth” on healthcare quality. It is patient satisfaction data in the form
of electronic word of mouth. Past research trends focus on four dimensions.
First dimension analyzes the inherent characteristics of the content of Internet
physician reviews. These studies conclude that Internet physician reviews are
predominantly positive, with aim to recommend good doctors. Second dimension
deals with Internet physician rating websites and their usability, information
architecture, and functional features. Third dimension analyzes the quality
of Internet physician reviews, and the studies find that quality of the reviews
is associated with the trustworthiness and reliability of the information, and
eventually affect a physician’s reputation and a patient’s right to full disclosure.
Fourth dimension attempts to analyze the relationship between Internet physician
reviews and healthcare quality, and past studies find the relationship to be
both positive and negative. A survey of the Internet physician review website
services encompasses services from Taiwan, Greater China, The United States,
and European countries. The study finds that American and European Internet
physician review websites are more comprehensive and offer more advanced
features compared to some of their Asian counterparts, as Internet physician
review is merely one of the functions offered by the websites.

This study collected Internet physician reviews from two Taiwan-
based health information websites, Good Doctor and Health (http://health.
businessweekly.com.tw/GSearchDoc.aspx) and DocHos (http://www.dochos.com.
tw). Both sites are operated in Traditional Chinese. Good Doctor and Health was
established and funded by Business Weekly Media Group, a well-known media
company in Taiwan. DocHos was developed and owned by an internal medicine
physician but the service was discontinued due to unforeseen circumstances.
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For the purpose of data collection, the categories of the medical specialties from
both Websites are merged and reorganized into 24 medical specialties. Fifty
physician reviews for each of the 24 medical specialties were collected resulting
a total of 1,200 reviews for data analysis. The specialties studied were neurology,
dermatology, dentistry, obstetrics and gynecology, psychiatry, pediatrics,
gastroenterology and hepatobiliary, ophthalmology, traditional Chinese medicine,
pulmonology, urology, hematology and oncology, physical medicine and
rehabilitation, general surgery, general medicine, orthopedics, family medicine,
nephrology, cardiovascular medicine, otolaryngology, rectal digestive surgery,
plastic and reconstructive surgery, endocrinology and metabolism, and rheumatoid
allergy and immunology. This study adapted the analysis framework that was
inspired Pollach (2006). The framework comprised both structural and textual
aspects, each with distinct analytical focuses. The structural analysis includes the
length of the reviews and the paragraph structure. The textual analysis includes
the nature of the reviews, moment of the clinical encounter process, intent of the
reviews, themes of the review, and review strategies.

Regarding the structural analysis, this study finds that the average length
of all 1,200 reviews is 68.24 words but the review length varies among medical
disciplines. Reviews from Neurology (135.6 words), Dermatology (89.6 words),
and Dentistry (87.8 words) are the longest. Reviews from Rheumatoid Allergy
and Immunology (51.0 words), Endocrinology and Metabolism (51.3 words), and
Plastic and Reconstructive Surgery (51.7 words) are the shortest. The structure of
the reviews is determined by observing the length in combination of the writing
style. Generally speaking, the most commonly used writing styles are single
sentence (60.6%) and short articles (33.4%). The least used styles are modern
poetry (0.3%) and letter (0.3%).

Findings on the nature of the reviews correspond to most past studies. The
majority of the reviews are positive (92.4%) with 3.5% of the reviews are mutual,
and 4.1% are negative. Regarding moment of the medical encounter process,
the research findings mimic the patients’ experience and identify nine critical
moments that are addressed in the reviews. This study is able to conceptualize
the medical process into seven sequential moments and two general remarks:
1) Prior to the medical encounter (5.8%); 2) making an appointment (1.3%); 3)
waiting for appointment (3.1%); 4) during examination and diagnosis (34.3%); 5)
receiving prescription and medical advice (5.1%); 6) during treatment (27.5%); 7)
after treatment (25.8%). This study uncovers ten types of intents that correspond
to the reviews posted, and these intents include 1) showing praise (86.6%); 2)
acknowledging previous comments (28.0%); 3) asking questions (20.0%); 4)
describing health situations (16.7%), 5) describing treatment process (16.3%); 6)
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making recommendation (12.8%); 7) showing gratitude (11.6%); 8) addressing
criticism (4.8%); 9) refuting previous comments (1%); and 10) others (4%). Two
general remarks are physician-patient interaction in general (17.1%) and unrelated
to medical encounter process (23.8%). Themes of the review are categorized into
physician-related, system-related, clinical-related, and patient-related. The themes
mentioned in the physician reviews can be reasoned as the evaluation criteria that
patients acknowledged and perceived as important. Physician-related aspects
can be broken into a physician’s medical ethics (22.5%), reputation (12.1%),
medical competence (45%), appearance (2.6%) and personality (65%). System-
related reviews deal with clinical environment (1.8%), medical equipment and
devices (2.8%), office service staff (7.5) and service attitude (17.7%). Medical-
related reviews tend to focus on the diagnostic process (21.4%), medical advice
and prescription (5.9%), and treatment outcomes (22.8%). Patient-related aspect
focuses on patients’ personal opinion (14.8%) on the overall medical encounter
experience. The review strategies illustrate how the reviewers express and state
their opinion on the clinical encounter. This study identifies six review strategies,
from most to least frequently used strategies are summarizing (53.3%), declarative
(25.2%), chronological (11.6%), emotional (9.3%), comparative (3.1%), and
probing (0.8%).

Three directions for further research are proposed based on the findings
and the limitations inherent to this study. Assessment of the information quality
of physician reviews is worth further investigation, especially on the attributes
of trustworthiness, currency, correctness, appropriateness, readability, and
accessibility. The direction of exploring user behavior of physician review readers
may be conducted by conducting in-depth interview and the Delphi method
with goals to identify users’ perceptions and attitudes toward Internet physician
reviews, users’ motivation to consult the reviews, and the perceived importance of
the evaluation criteria. Lastly, this study suggests examining the effect of Internet
physician reviews on patients’ physician selection behavior and decision-making.
Online survey method is recommended for further research in this direction.
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