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A Qualitative Case Study on Reimbursement Disputes Between
Private Health Insurers and Policyholders Over Refunds from Korea’'s
Out-of-Pocket Ceiling System

Da Woon Jeong, Jung Sook Choi

Dankook University

This study aimed to explore disputes between private health insurance (PHI) companies and
policyholders concerning post-reimbursement payments under Korea's Out-of-Pocket Ceiling
System (OPCS), focusing on the lived experiences of insured individuals, and to derive implications
for the operation of the system. Six participants were selected, all of whom belonged to income
quintiles 2-5, were insured under PHI, and had experienced disputes with insurers regarding
OPCS refunds. Data were collected through in-depth interviews and analyzed using a qualitative
case study approach. The analysis produced 39 meaning units, 12 subcategories, and 5 major
categories. The key findings were as follows: ‘Participants recognized the public nature of the
national health insurance system but experienced a lack of guaranteed rights to information about
its detailed support measures’, ‘disputes emerged from differing perceptions and expectations
of the respective roles of public and private insurance’, ‘participants actively resisted information
asymmetry and procedural unfairness in the claims process with insurers’, ‘structural deficiencies
in the coordination of public and private insurance coverage left participants doubly vulnerable,
both financially and psychologically’, and ‘participants reported diminished trust in public welfare
and expressed a strong demand for restoring the original purpose of the system’. Based on
these results, this study calls for a re-examination of the effectiveness of the current system
and emphasizes the necessity for a rights-based, citizen-centered policy approach. It suggests
that enhancing perceived effectiveness of users and incorporating demand-side evaluations are
essential for policy design in a welfare state. Accordingly, the findings are expected to contribute
to practical discussions on improving public benefit schemes and strengthening linkages between
public and private insurance.

Keywords: Out-of-Pocket Celling System, Private Health Insurance, Income Redistribution,
Qualitative Case Stuady
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