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A Study of the Consumers and Providers’ Perception on

the Factor of Nursing Service Quality and the Hospital
Revisiting Intent

Lee, Mi Atex

Purpose: This study was performed to investigate the
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perception gap about the factor of nursing service quality
and the hospital revisiting intend between consumers and
providers. Method: The questionnaire was developed and
distributed to 300 patients and 210 nurses at the three gen-
eral hospitals in three provincial city, Korea. For data analy-
sis, SPSS/PC program was used. Result: the 20 attributes of
nursing service are perceived as satisfaction factors by con-
sumers and the 14 attributes are by providers. No attributes
is perceived as hygiene factor by consumers and providers.
The gender of consumers’ demographic characteristics has a
significant difference and don't have affection for hospital
revisiting intent, and the position and education level of pro-
viders' demographic characteristics have a significant differ-
ence and explain 45% of hospital revisiting intent. The 12
attributes of nursing service by consumers and 3 attributes
by providers correlate to hospital revisiting mtent, and the
only ‘murse’s sincerely attitude” attribute in consumers and
the only ‘credible nursing service’ attribute in providers ex-
plain of hospital revisiting intent. Conclusion: there are def-
imtely perception gap between consumers and providers, So
nursing orgarization have to recogmize and try to overcome

these perception gaps.



