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= Abstract =
Measurement of Ambulatory Patients’ Satisfaction and
Its Influencing Factors in a Tertiary Hospital

Sang-il Lee

Department of Preventive Medicine, College of Medicine, University of Ulsan

Patients’ evaluation of hospital care is one of the most important aspects of quality
assessment. Survey allows patients to judge sujectively the events that occur during their
hospital visit if performed properly.

This study describes the result of a research effort to develop outpatient questionnaire
that has sufficient validity and reliability to be used to measure patients’ perception of
satisfaction in Korea and to investigate influencing factors on patients’ satisfaction.
Self-administered questionnaire was developed for outpatient and the survey was
conducted covering 827 outpatients in a tertiary hospital. It was confirmed by factor
analysis that patients evaluate several components of ambulatory care distinctly; hospital
environment, administration and ancillary services, and medical care. We found strong
evidence of construct validity and internal consistency for the above three dimensions of
hospital process. On the contrary, reliability of overall outcome measures was low. It
suggests that three items concerning overall outcome measures have some different
meanings in patients’ perception.

Using logistic regression analysis it was found that previous health status, cost
‘evaluation, and improvement in health status have significant influences on the level of
patients’ overall satisfaction and that patient’s sex, experience of previous visit,
expectation for improvement, cost evaluation, and improvement in health status are
strongly related with intention to recommend hospital.

In spite of some limitations the results of this study can be used helpfully as baseline
informations for developing self-administered questionnaire and for exploring the
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influencing factors on patients’ satisfaction. Further comprehensive research efforts
should be made on the measurement of ambulatory patients’ satisfaction and its related

factors in current Korean situation.

Key words : quality assessment, ambulatory care, patients’ satisfaction, questionnaire

development, factor analysis
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8o AL &wAte 7l & F7) 1A
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29 AR E FIAZ 8BS v E Frlsle s
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o o859 A XAE st A FA 2 A A
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HA o7 W3} FAE Fetste] £ of 2
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7149l A ] o]FL 2 8A Y E4dstaA} 8
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7 B EE 58 I3 8| He] AuAE
7bste By Frbel 5L Folof gt FA
o} A= 2 Qe B RANE A 3], 1994),

#Ape] RS2 E Prlske LR e o
Z, W1y, AEA Sl Ao, o] F HEAE o
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e AF A2 AAsAEEe] A
F< €% 7 slde -] slol (Wrighte} Whit
tington, 1992) de] o] 4= 3 Qlc}. B2 &}l ¢
5 27} AA R 313 Qe 7Pg o o dA
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M T2 54 /1 Fxjell dIF A F7F Ay
22 gldxel A xst £& AEAE MNLEt
3, o] EF-F o]4-3te] #xle] utExo S
VA 29S FHE] A% A5l 43
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1989, Meterko %, 1990; Rubin, 1990; Carey 2}
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gt A= oA 7R Al EE ot = A
< A% A7 A9 glow, A7 wldA] A8
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A5} gl I} F5o] 442 At A
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A M2 AJ FFL wlg P=, U BE,
Bk, - Euke] 5 Aw 2, e ARAE,
Wl gk 7)o A7bte e Wske 44 A=
2, YA Yo glele] £8o] o HEE 3
A AxZ, eRloA HYdL FHE e 34
%o we} 24 Hre FAAch AE B3
< WS AFANA A7 AR7R) AA £l
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ARE WAL uAsly] gste] FUEEM I,
SZE2W3E, 0|8 S8 ATAH AR g
st} o] =R AR AH4H AT F
23} Fx}E Table 19 A A3k o).

2 A} gy

o] ZA= 19943 4Y 7Y AL A=

% 37 w9 U Y BAE dAoz
AN ST 2ake Be] A S HE WA F
Sl2) ok el A Fobe Wl slsle] drlsm
ot BapelA A S BT AR Aol
S29 F H5algon, SuRAe FAES
FHST. ARAY L BA 2] BHE
£ sgon, 2oh} 24} 50 Brhe B
s} A3} BAe) Aol REA} BAE o
Alshe] 4EAE A EE shodch.

3. 2 BN

w9 v A FRA e Jrlsle
g P A4S T st FARE
A3} FAAEAE o] 431l FAUAREA o) A
AAFE L 3 ARA G A F-E o] 43}
Ao, F5 A A5 A9 NFEL AG7)
o] 10]4te] &= qlxlub-E A slgict. AxFEA
< A9 "ol AwI A o8] 7]t E
£ 73 F, oAl AR2EA S & Promax ¥ S
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W EE, geleA HY4E F3% %54 2
7d Ao wisle] 3-8 shiel Ax = 713s}
o AAakstgol FAREA A AEHA ¢
WH7ke] AA = Spearman 2] ¥ & o] 43}
o Aisieich A7 358 wtExe] JF
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gate] whE ko] G 3FE v A= 2912 Y
HA ol B3 FEL A 23 AL B4 891 10
Ne} A w8 Rt A, A7) Auie] Mg &
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HAE Y s 5 Rl Zhzt
st o 22 3HEAE AldEkdch
228 AT 3F 2y dAE
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Table 1.

Summary of questionnaire items and their abbreviations

Item Abbreviation

HOSPITAL PROCESS
Kindness of Giude & Guard Personnels HLPKND
Process of Registration & Billing BLPRCS
Waiting Time for Registration & Billing BLWAIT
Kindness of Registration Personnels BLKND
Kindness of Reception Personnels CLKND
Waiting Time for Doctors CLWAIT
Room for Waiting Doctors WTROOM
Knowledge & Skill of Doctors DRSKL
Kindness of Doctors DRKND
Doctor’s Attention to Symptoms & Complaints DRATTN
Doctors’s Explanation about Disease PXEXPL
Appropriateness of Time with Doctors DRTIME
Explanation about Further Administration Process PREXPL
Waiting Time for Drugs DGWAIT
Kindness of Pharmacy Personnels DGKND
Pharmacist’s Explanation about Drugs DGEXPL
Cleaness CLEAN
Noise NOISE
Ilumination LIGHT
Temperature TEMP
Ventilation VENT
Moving Distance MOVE
Rest Room RESTRM
Directional Signs LOGO

OVERALL OUTCOMES -
Overall Satisfaction OVSAT
Intention to Recommend Hospital REC
Improvement in Health Status PVST

Sl 4] B 9 ol E a1 dly
%ﬂl«l AT F ARE Fo] FH Agstgde

, B ol A8 #igEo] Table 5ol A A= o]
alt} 2E W7te) @i g 544 A
o] frAFEL 5% 2 ARG o, ol BE
EA A& PC-SASE o] 83} v} (SAS Institute
Inc., 1990).

o

z# o

22t g7} 890 3 827790 SR 1o 3]

&L 3%} e AEA F
219} 10 % o Ato} SHE 3Al ¥ %’ﬂz}% 4
oA A sIH I, ¥ & FE £3o] slef A
AEAol = HEHoF 626 (70%)2] g wto]
AHg-5 2T}

QAR A A aLfgho] 12} =T 20 o]
o] gEze) Abg AF7} 0300141 A= 34
2 vepdet AdE A o FATEHAA
714 2 RAaAs QA7 AA Wole) 31.9% & A
Fala A, o] Ak} 247 FEET e A
Alg-e] HAagkE 046, HUg 0.65°]U 3, F
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G 0.530]d ). A S 1A @2 AeolA] 2
Mol & Qlzl= AA #ole 188% & FUtE
Arstn gisdch At AFE 302 dhof A
3t FARHEA oA 3hA} At A 9 vl AAl
AAa9) gho] 06l 717HS] HF A o2 Adgl A}
Eo] g WS g3 WFs & A3
Ao g godsEgdct Promax 3A F Q1xp7ke] A
A= 035904 0.502] H3] (543G 0.43)el
Aot

alz} I 7} 2 7 2} (factor loading)& H.O]
L W$E= 29 (LIGHT), 2=(TEMP),
(NOISE), 7] (VENT), & 2Akel] (CLEAN), l
712l (MOVE), 3} (RESTRM)# gt 84]
(LOGO)Y 871 ¢lor, Q1z} 1ol 7H4 & A&
Holx HMfE T2 0 fde) th7)AHBLW-
AIT), 52 % 4¢°] A2} (BLPRCS), oF= o} 7]
A1ZH(DGWAIT), 55 % % A4l A
(BLKND), A & 7] X7 (CLWAIT), k= 2
9] 214 (DGKND), 2F=- =] f19] <fof o3t 43
(DGEXPL), 2124 A4 2141 2] 314 (CLKND),
ohije} 7w} A4le] X4 (HLPKND), 8% A
2+e] A= (PREXPL)® 107H0)%ie}. 8xle] 24}
ol Tt ojabe] FAl(DRATTN), &labe] 24
(DRKND), AH/x7e] wigt oJxpo] A
(PXEXPL), ¢JAt9] #4] 3 7]< (DRSKL), 94t
2] A8 A|7HDRTIME)] 574 W= g1} I o]
718 & HAE Bgewd, A8 o)A (WT-
ROOM)-&- a1z} 13} g1z} 116 w23t eIz} A=)
£ viepll o} (Table 2).

Table 3o E3 wt=xe] JF, RFHx 9
37) Azbebe] ABA G} AA = ek F3E
nHExo] PYFXE Ay FAHe] 3958 sHF
Eoed, A wd7] Azte] 2472 7M4 Eopch
UAbd Rt o] HFA = QA o] 7H =9k
3, Q= 117} 71 @ghow, 7F F7tel = BA1 4
o2 §oa xo|7} deh(p < 0.05). £ 6l
59 ¥FHAAE 2501 0128 71 A,
oF5d) 712 7ke] 1.04 2 7} Ao, A7k 2

Table 2. Abbreviated item content and primary fac-
tor loadings

Factors and Items Loading on Primary Factors

1. Hospital Environment (ENV)

LIGHT 0.80
TEMP 0.75
NOISE 0.73
VENT 0.70
CLEAN 0.66
MOVE 0.54"
RESTRM 0.53
LOGO 0.46
II. Administration and Ancillary Services (ADM)
BLWAIT 0.72
BLPRCS 0.68
DGWAIT 0.66
BLKND . 0.63
CLWAIT 0.61
DGKND 0.53
DGEXPL 0.48
CLKND 0.44
HLPKND 0.42
PREXPL 0.42

. Medical Care (MED)

DRATTN 0.84
DRKND 0.81
PXEXPL 0.81
DRSKL 0.59
DRTIME 0.58

IV. Items Without Clear Primary Loadings
(loading > 0.30 listed by factor)
WTROOM (T 0.39, I 0.30)

%o BEHAH 277l f2l8 Aol7L gladch
(p>0.05). 7+ ¥33} AAEIe] AABAE 3
Aol Zadol ok ) Ake} WAl Q1A} Tk 4
BAGF7E 08322 7h AT, bl Aule A
A5} A7} 1 9}e] AA 57} 049 2 717 Fgke
o, Aubd o2 7 23 2% 12444 QA3 A
AE Rolw alztetel A4@AA7} 74 =2A v
ehdeh
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Table 3. Means, standard deviations, and item-
scale correlations

Item-Scale Correlation

Items Mean SD

1 11 I
LIGHT 370 073 0.80* 040 0.26
TEMP 366 072 0.72* 032 024
NOISE 340 0.88 069 031 0.18
VENT 329 090 0.69* 034 024
CLEAN 392 076 0.66* 031 024
MOVE 321 093 0.62* 042 027
RESTRM 349 093 0.59* 037 0.28
LOGO 376 082 056 042 0.28
BLPRCS 335 094 032 0.67 0.27
BLWAIT 284 095 028 0.66* 0.19
DGWAIT 2.81 1.04 036 064* 0.18
BLKND 331 092 027 0.63* 0.31
CLWAIT 247 1.01 031 0.62* 0.26
DGKND 344 083 041 0.63* 038
DGEXPL 326 092 0.37 0.56* 0.30
CLKND 351 091 039 057 041
PREXPL 333 090 0.28 0.53* 046
HLPKND 375 081 033 049 024
DRATTN 387 0.84 025 034 0.83
DRKND 395 0.89 027 028 0.7
PXEXPL 372 089 024 034 0.80*
DRSKL 394 076 034 027 0.62*
DRTIME 318 092 025 042 0.64*

Items Without Clear Primary Loadings :
WTROOM 332 090 055 051 0.28

Note : Mean = average item score ; SD = standard deviation
* means primary factor loading

WA A gk 370 A x9 Cronbach &
IA T2 T 0.840] 40| gl o, by Aol
oA 0.45°] ATk (Table 4). WA 74 A
E F Q1A 15 QA 12H A7 049 2
7 #3k3, AAF 13} <A} HIZke] A=A 7}
03322 7} gigkon, BF SA3 02§25
AcH(p<0.01). A<l A2 B TP
APATE 010~033 22 ¥ Holglov, B
T AR Foslgict(p <0.05). BAW

A Hxel Aubxel Azjele] Abg
[Ie] o} Qlale]] vls}ed Huka o
wek A2F s ARkl EE «1 Jér =7}
0452 7} gghom, AR} 119} gl A Bl
& FAEY 37t APAIY 0.05E 7P o
gt FAE A7 BE AR SE 25 B4
Aoz feolskdnt.

2A2E AL A A Q) THE] 3
&S e 891 HTo A% A, AEu]d
& Q4l3} 2].?:'.°ﬂ Et]-%— 73—/\(}5”3] ws)ol 7,
el A ML 3 =
2L #A] A, & - AR AR, AR HE A
el T 3t 7, A En| o) SRRt QA
3 Aol w8 273 el 2] W3 cH(Table 5).

o #
1. XI.EO' AXI

o] AT AEA JAFEL BN E, 7 AT
9] $-o& 38~91 % (Abramowitz 5, 1987; Nel-
son %, 1989; Meterko, 1990; Carey <} Seibert,
1993)¢} wjwsle] £ of £ Holdcoh v
AT = AA AR F 0% A
o] o] &F =, 1L ofr= AT WA F FHR
AEA e B3 3 dFE S5 7 FFo] 9l &
A Aol A A=) wFelct A eA A
A" AFA = g 55 ol I8 F YA, &
A 5 LS AR3A ot A el S
+ ¥ 5 9" A5 e o] F ol HlE
7F v "o, A A, 28 F HA #7
o] A7 3ol ¥4 At A A= Ak
o] ¥4 diAtel] 23tE A= ofE EAI 842l
< 71 A A5l A vEHe] A3t
9< 7}sAe] 9t} (Ehnfors 24 Smedby, 1993).
o] AF-oll A= ol2igt v EFH Y] WA o8 F
2E oodd 4 gl e o8 A7 S9e
vl wste] B o A7 A I U3 A
A= ohd AR A4 =3 FHFY F
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Table 4. Correlation and reliability among hospital process scales and selected overall outcome variables

Correlation
Scale
ENV ADM MED OVSAT REC PVST

HOSPITAL PROCESS )

ENV [0.85)

ADM 0.49* [0.84]

MED . 0.33= 0.43* [0.84]
OVERALL OUTCOME v

OVSAT 0.34* 0.44™ 0.45™ [0.45]

REC 0.06* 0.05 0.14* 0.17* [0.45]

PVST 0.15* 017+ 0.26™ 0.33= 0.10* [0.45]

Note: Diagonal entries in brackets are scale reliability (internal consistency)

*p <005 *;p<0.01

A3k AEA) W3 % 3055 39 Ao A
o2 Qate] 4EY $go] ARHOE 5
Wee dehb she 33E Bl 4 s
Aoz BRA o] AL oY FF
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AR 2 A AAYE RN, FAES
A7 o] A=A Fol NG, AT
SHAlE AT 5 YES 4TS TS

2. AL RO EfGE Y MEE

AAEAE B3te] 28 A= 37MR o] F
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Hrolg X, A} I+ YFFA] % Bz AMuja
o At A xolgl e, 1A} I 2)Ake) 2189}
FAE A xch =3 HAg AR} HARE Bl
A e AR A7 dg HEes WY 37
2 Hel XA Hxo A7 Y BE QY &
T Aol FAlo #A2= ] st o|ZRH F#
b= e ] g g2 Yrlsta
WS HAT A felvetebe 84
=7} g2} A3 Q) vlwshr)e TaskAa 93
9 AT FLFEAEE YR jF AT
(Carey®} Seibert, 1993)o] wh2w P Ax}9t
A 8R4 Au|27t HoAe 2D o2 Yept R gl

ow, d7|X|7te] 3hte] S3]E AP v
L gle], o] A7 AT} g S Holn
st} o] Afol ek M o2l o] -
°d WAl ] Ajo] = A-S Hr)sle Aol A
AA ] Aol g F F ot g wE F 22}
UEEE B S A4, A =8 WY
T2 A €4 F Rokes A 289 A A
Al 3 Ao A DFEEE N FsEtn
U ALE Hol 3219 7hgAel o Foha #
adh=

A 7ke] AFATE A o2 959 oE
A+E (Abramowitz 5, 1987; Nelson %, 1989;
Meterko, 1990; Carey 2} Seibert, 1993)3} v]4=3}
FEolsdet QA FYHA gF-E wudse
A ql 71&28 ¢lovl, Carey2} Seibert (1993)
£ A2 ARAIS7) 0.6 )3 0] 1, Cronbach
Al o 2k A9-E 5HA L dd riEe
2 o] 43 v} gl B oA A2t AA
T BF o] 715ES FFIL s AR Ho}
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At E=ZF AR A HAY A o 3t =
< 8ol 1x14al ARAAE Kol Rt}
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Table 5. Stepwise logistic regression for analysing related factors on some outcome variables

Overall Satisfaction

Intention to Recommend

AGE (years)
Less than 15
16~60
More than 60

SEX
Male
Female

RESIDENTIAL AREA
In Seoul
Out of Seoul

EXPERIENCE OF PREVIOUS VISIT
Yes
No

REASON FOR HOSPITAL SELECTION
Technical
Non-technical

PREVIOUS HEALTH STATUS
Poor
Fair
Good

DAILY ACTIVITIES
Poor
Fair
Good

EXPECTATION FOR IMPROVEMENT
Little
Much

TYPE OF SERVICES
Medical
Surgical

DOCTOR’s SPECIALTY STATUS
Specialist
Resident

COST EVALUATION
Inexpensive
Expensive

IMPROVEMENT IN HEALTH STATUS
Little
Much

37/ 69 (53.6)
250/603 (41.5)
75/151 (50.3)

178/398 (44.7)
182/418 (43.5)

258/571 (45.2)
97/233 (41.6)

249/576 (43.2)
95/204 (46.6)

281/638 (44.0)
81/184 (44.0)

50/141 (35.5)
116/332 (34.9)

191/341 (56.0)*

107/112 (48.9)
192/469 (57.5)
58/128 (45.3)

27/94 (28.7)
317/684 (46.4)

245572 (42.8)
117/251 (46.6)

232/513 (45.2)
102/239 (42.7)

142/277 (51.3)

203/514 (39.5)*

97/340 (28.5)

2537430 (58.8)*

63/ 70 (90.0)
487/ 606 (80.4)
129/151 (85.4)

317/400 (79.3)
356/420 (84.8)*

476/574 (82.9)
190/234 (81.2)

4821579 (83.3)
161/205 (78.5)*

527/641 (82.2)
1517185 (81.6)

116/141 (82.3)
264 /335 (78.8)
292/342 (85.4)

184/221 (83.3)
388/471 (82.4)
102/128 (79.7)

66/111 (59.5)
590/ 687 (85.9)

470/576 (81.6)
209/251 (83.3)

424 /514 (82.5)
196/242 (81.0)

236/278 (84.9)
412/515 (80.0)*

2537342 (74.0)
386/430 (89.8)*

TOTAL

362/823 (44.0)

672/826 (82.2)

Note: *; p<0.05, *; p<0.01

—373—



A AR 3 5 A Ao A3 FEE
£ 42 g1e] (convergent principle)s} 218 €=
(discriminant principle}g FHA|713L e A2
2 =k (A 8E, 1982). wepa] o] el
A AYL-El RAF E77F FF3 el % (construct
validity)§ 714 3L 9l-&& & v)3i}.

Hau Aol digk 3709 2kl HubE ol A
sste] JABAL 25 FAHCE felstde
W, 2 A7]7} 3o} o] &4 el & (predictive val-
idity)= vy & Aoz gdEgn. e
A &5 N dete AdlA e ol FAIA
< Hehste] Bl 2§ Hrlsteof & 7ol

Cronbach <3} AlE o] 43l FAT A3
Ee gy 34 A= EL o9 oE dAFE
(Abramowitz %, 1987; Nelson 5, 1989; Met-
erko, 1990; Carey 2} Seibert, 1993)3} v]<=§F
ol o] Helmstader (1964)7} A} ¢}gt At 1)
Aol A ] FAFEe AlFx 7]F4 0.50 8 4]
713 e, ARbAQ A A= o] 7| Fell
vl o2 X Wy AAHE FA =
HEEQ W 37 d Ho) e Y3 A=,
Arge] @ Bx AMulzo] A3t Ao} 2JALe
Awe} AR A AAEE ¥ AL B
2 ch AubAQl AoE vehlis A =EY
Az} AT A A vebded),
2 olfrEe A UEE, eloA HYS F
A g 77} Abej o] wisle] 350 Fate] 7
Zt M e 209 S FAEE QY] dEe
Az} e 2e] g AubA gl s
e 2355 59 AeE yolslool & A
o|c} A ST FEn Hdd A Hx
S ArGTA 7} el A HYAS 3 o3
S £ B3 visly #4 el ez B
of, &jal uk-Fol i3t AnbH <l Fr1e] A A
E2E EqloA HYAS 21 ordes A
AHQ BFxrt o] Y& o2 AgE)

2

2

=

3. SiXfto| o= 4

[~ |

lo

2l

ro

rH

T S JFH e Atk g wa

2 2902 BRY 290] 71 34 e
4 z Auzd B 29102 FF
soreh. £3 olAke] Al 2s) A
oz Fgtel ¥ wx Aulze] B 24l
o] W VEE} ARAAT} wTA Fo

AE Wol, 2 B B A B B
29lo] F2 HAve B AAs} BAo|
ol S vl@eh ool Y AHo2E =

o)
"
PN
X
R
Y
4
3]
2
2
X
e
4,
tlo
2
N
ek

slo] B & glout, o] A7 Agute 2 W
F AZL WY 5 glon oz AT o
2 F9g g o}k

Bape) AWAQ D259} el WAL 3
A olghe A EHE vRA Qe QA 5
2, AR wet AZAsL 3HALFE B4 O
ehydth upebd] oz shabe] BETof of -3
u)xE ATE AP F Al o] F 4
& BT xsle] Balshs Aol wiaAd Ao
2 pgich w3 3529 A7 Ayl $L4E
Akl B2} Eghon, PR o)
7), AR g2 vk 22 A7) AR B2
A7 A A g Ad7t 252 gelelA
WS FHY o o] EA Yehde) o] F714
3 Wige] 8 nlAE 22le ol Aub
Q) WMEEI} 4%5FEY vlste] elalelA|
2% o 8L 2% 2 =4 vehts 2
Z Mo}, o] T Az} wgl HAY AL B
Jol A ElelolA] WAE FHE oS
E AR U3 S Buye) Yo Aoz
1412 <= glt}. Table 3 o)A} EllelA ©YS F
A ok WAy HA A e S7ke] AwaA s}
3o oz Hol Fake] spsAlel o £ Aow
BrEc =3 @b EEsb WAy HHo)
o9]9) Wisal 2o A% A, g G2 A
7 Ayl S AjE 71 of BAbe] Ao} we} o

1

FLA

Ma dr (o ;a RO
o o

L

~374—



g = R Yo, ) i A=
o9} 72 2918 FAlo Zstodof gL 9u)
33 ot

4. o17o| HSHE

o] AT TR 2 P AL A
3 ik & 33 8K NS R BAE g4
22 $si7] dEdl A% A4S ZE WL
o YT 5 glow, A ¥4 BF F A
2 o] VY FaFo] YAEA A A= o
el e A& A AAE ETHeA] R
o oz dFedE oy WU Aoz
2 Ao g 24 A B e LR
54 29 MASL, o A8 WAL £
Y 5 A=EE £ TS Z Aotk &
& 24wl ohdstste] o9 A ds
A & 4T e st 2 4 3l A
t}.
w3 o] A7 Al A F It s
o & HXE 2L W7 91 dF) 7
A AFe] FEol HFET o, de] 2UE
7} 87 HEwele) FAF FE) AUsA ¥
3t gl whebx o] 79 A3g A3z 3o
B} BHES} o)o) FFE v)AE 2 B
o]2x R¥& HASL AFH ARE o83}

o o1& RFehe 424 A7 Bag Aol
2 ¢

g7} HEEe AL o8 AT FIFHA
B9 sltolr, olie A ¢35 PAS 94
A= gzle) iEx Pt w$- Fa s g
A BA AFEE R} AR} ¥ E
FE ol8ste] AL, WA BFEA 4
£ u)H e 89S F9 g8} ik o) AT
2] vieh AR AP BEE 4EAY A
el 423 7| 2ARE Al FEH] 913t FAle
WEEE ol AEAE MEE 3 3

Y oA E T 82739 RS o2 o]
A8z} el 2 E Hrislel o, #xle ulxe
o <d3-& v]X = 298 Fetsieglct

A WE Fx7F AL Frleke 29 A}
AL Bl B 37 2 He) X H"
89, 97T 9 Bz AJu)Xo BH 27}
Al A gl FeiE g9lo 2 EFrglen o] 3
Aol WA AA ] R AEELS vwy 2
Az g3 =g Jepl dgith Aukdql
A5 A3E Jehlie 30 £33 A=eo)
o}, & o} & HE 29 Md Y-S 9l ¢l
Act.

BA2E AEA A Al 2o o
S X 8qle Y A7 A, AR
W3 143} 8o W3 A7 e o] wsigl
ERloll Al WS Y ok 3L nHE
831 #Ae A, 2 - AR AR, A Fe) B E A
Zde 2l TA ) i’k 7], AlEw)l) g 14

Y
R
2

ERED R PR BRI

Ho2 FR WExd I AT E o]
AT AHAE FR & 2AL dAye] o), 2
Al AR 39 Ay, 24 dh e Bl Fo)
48 Ao|ct.

o] Aol AH4-¥l AEAQ Y55 Y=
2 AR A NAHe g Qetete] Fad, A4
EAEF By == dsych

H#ogEd

A5 2APEE AE, i EAL 1982, & 287-321

AR BAEAHF. AE, AREBAL 1990, =
175-197

BRAAE T A T2 AAAIEA 5D AY, BA
B - ALE B F-EAE 1992-1996. A, B A A} 3
3, 1992, Z 98-132

ABREAMY AU, d8rvg A9} Zaubql
A8 ¥l A3 A3 A7, 994, =
123-135

F)IAIAAG. Y WA 10, AJARA G A 230 3,
1994. 3. 24

—375—



P2 ALY 2 99 G BAN 2 A 24}
- QEAVL E EPHRARE FALE AL, T
AN AR ZT R, 1992

Abramowitz S, Cote AA, Berry E. Analyzing Patient
Satisfaction. A Multianalytic Approach. Quality Re-
view Bulletin 1987 April: 122-130

Carey RG, Seibert JH. A Patient Survey Systems to
Measure Quality Improvement: Questionnaire Re-
liability and Validity. Medical Care 1993,31(9):
834-845

Donabedian A. Exploration in Quality Assessment and
Monitoring: The Definition of Quality and Approac-
hes to its Assessment, Ann Arbor, Mich., Health
Administration Press, 1980

Ehnfors M, Smedby B. Patient Satisfaction Surveys Sub-
sequent to Hospital Care: Problems of Sampling,
Non-response and Other Losses. Quality Assurance
in Health Care 1993,;5(1) : 19-32

Helmstadter GC. Principles of Psychologic Measure-
ment, New York, Appleton-Century-Crofts, 1964

Kirk R. Total Quality Management and Continuous
Quality Improvement. Journal of Nursing Admin-
istration 1992;22(4) : 24-31

Meterko M, Nelson EC, Rubin HR (ed.). Patient Judge-
ment of Hospital Quality: Report of a Pilot Study.
Medical Care 1990, 28 (9) supplement : S1-S56

Nelson EC, Hays RD, Larson C, Batalden PB. The
Patient Judgement System: Reliability and Validity.
Quality Review Bulletin 1989 June: 185-191

Rubin HR. Can Patients Evaluate the Quality of Hospi-
tal Care? Medical Care Review 1990;47(3):267-
326

SAS Institute Inc. SASISTAT Guide for Personal Com-
puters Ver. 6 Edition. SAS Institute Inc., Cary, Nor-
th Carolina, 1990

Williams B. Patient Satisfaction: A Valid Concept? Soc-
ial Science and Medicine 1994, 38 (4) : 509-515

Wright CC, Whittington D (ed.). Quality Assurance: An
Introduction for Health Care Professionals. Edinbur-
gh, Churchill Livingstone, 1992

-376—



