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Purpose: This research aimed at investigating the relationship among nurses’ communication style, nursing
service satisfaction, hospital service satisfaction, and intent to revisit the hospital. Methods: A correlational study
was conducted including 270 family members of patients who were hospitalized in general wards in a general
hospital in ] city. Collected data were analyzed using SPSS 21.0 and AMOS 21.0. Results: Affective
communication style demonstrated the highest correlation with intent to revisit the hospital, followed by
informative communication style, and authoritative communication style. Nursing service satisfaction dem-
onstrated indirect effect through the parameter, hospital service satisfaction to the intent to revisit the hospital.
Hospital service satisfaction demonstrated direct effect influencing the intent to revisit the hospital. Conclusion:
With respect to nursing service, affective communication style is important to promote intent to revisit the
hospital. It is necessary to improve nursing service, since it is an important variable that can improve hospital

service satisfaction and hospital revisit intent.
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Inflation Factor, VIF)2 Z@s}4t}. Durbin-Watsons-7|
F2 1.736~1.8082 1.5-2.58 9ol 9lo] A7|AFTAl o] EA
7} Q= Ao Uehton 747to] VIFZHE 1.570~4.0172
10& gA] o, Fx}(tolerance)E .249~.637Z 0.1 ©]A}
o2 e} WAS 7 GERAN BAL 982 sk
of 29 5 2 el A4 PR Y AR A, A
R4S 0] "= 18466 (df=6, p <.001), Goodness of Fit Index
(GFI)=.97, Normed Fit Index (NFI)=.98, Tuker-Lewis Index
(TLI)=.97, Adjusted Goodness of Fit Index (AGFI)=.92,
Relative Fit Index (RFI)=.96, Incremental Fit Index (IFT)=.98,

Comparative Fit Index (CFI)=.98, Root mean square residual

(RMR)=.02, Root mean square error of approximation
(RMSEA)=.08¢] 32 2+ Figure 17} 22 A X292 =5

Table 1. Demographic Characteristics of Participants (N=270)

Variables Categories n (%)
Gender Male 70 (25.9)
Female 200 (74.1)
Age (yr) 20~29 50 (18.5)
30~39 64 (23.7)
40~49 63 (23.3)
50~59 55 (20.4)
>60 38 (14.1)
Religion Yes 168 (62.2)
No 102 (37.8)
Marital status Married 207 (76.7)
Unmarried 61 (22.6)
Other 2(0.7)
Relationship with ~ Parents 88 (32.6)
patients Children 80 (29.6)
Spouse 68 (25.2)
Brothers, Sisters 34 (12.6)
Education < Middle school 28 (10.4)
High school 96 (35.6)
> University 146 (54.1)
Subjective Mild 78 (28.9)
patient's Moderate 144 (53.3)
condition Severe 48 (17.8)
Patient Medical department 146 (54.1)
departments Medicine 70 (25.9)
Pediatrics 42 (15.6)
Neurology 12 (4.4)
Rehabilitation 15 (5.6)
Pain medicine 7 (2.6)
Surgical department 124 (45.9)
General surgery 36 (13.3)
Thoracic surgery 4 (1.5)
Orthopedics 37 (13.7)
Neurosurgery 30 (11.1)
Obstetrics and gynecology 6(22)
Ophthalmology 3(1.1)
Otorhinolaryngology 7 (2.6)
Urology 1(0.4)
Number of First 127 (47.0)
hospitalizations ~ Second 69 (25.6)
Third 32 (11.9)
Fourth 13 (4.8)
> Fifth 29 (10.7)
Hospital stay <14 days 172 (63.7)
14 days~30 days 54 (20.0)
1 month~2 month 23 (8.5)
> 2 month 21 (7.8)
Reasons for Patients' judgment and 98 (36.3)
choosing experience
hospital Recommendation from family 98 (36.3)
Recommendation from friends 25 (9.3)
Recommendation from another 35 (12.9)
hospital doctor
Hospital public relations media 1 (0.4)
Other 13 (4.8)
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Table 2. Correlation between Variables

Nursing service satisfaction

Hospital service satisfaction

Hospital revisit intent

Variables

1 (p) () ()
Informative communication style .67 (<.001) 57 (<.001) 51 (<.001)
Affective communication style 78 (<.001) 60 (<.001) .59 (<.001)
Authoritative communication style -59 (<.001) -39 (<.001) -40 (<.001)
Hospital revisit intent 64 (<.001) 81 (<.001) 1
Hospital service satisfaction 68 (<.001) 1

Informative

Nursing Service

Satisfaction

Hospital

~ 194k

Hospital
Service
Satisfaction

Authoritative

549%x**

Revisit
Intent

816"y

087**

—— Direct Effect
~~~~~~~~ » Indirect Effect

x°=18.466 (df=6, p < .001), GFI=.97, NFI=.98, TLI=.97, RMR=.02, RMSEA=.08, CFI=.98, AGFI=.92, RFI=.96, IFI=.98

*p < 05, **p < 01, **p < 001

Figure 1. Path diagram of hypothetical model.
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AGFI, RF], IFI, CFIx= 0.9 0]}, RMR2 0.05 o]}, RMSEA
L0085t Zom WA M3ty 0180 Zow BE M3t

Tto - 1
5 YRy, £ JdF2F-2 GFI, NF], TLI, CFI, AGF],
RFL, IFI X147} 0.9 o]4Fo]o}A] 2]

FEgoR sl
Ao}, RMR=.02, RMSEA=.082 &A= x|+ dFY

A
x]-_,_

2 o] gl A0 Ueht AR AL Glek.
4. AREEIIMO| A

S22} | BUSE 7 AEASE olg3tel £ A7
gl 4 gzz HJ_OH o3t 473 F37} Table 33 2k AT
2o T 1) A2 F 67 7Ho] el A=z A

2L, 67 7}@0] FolatA] k2 H 2= 7|2k St (Table 3).
1) 7Hd 11 BRG] AZske 7hate] oifag et

ZF AEATH AEFY2 THSAH|A TR of| oFo) Jeks
) Aolt} = X eH=|ch(Estimate=.13, CR=2.34, p=
019)

2) 7H4 1-2. ‘FxplEo] A28l 7k3 AL GRIAE ALY

208 Shele 1Al e o) g )3
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Table 3. Result of Hypothesis Testing

Variables Path Estimate  SE CR p Result
Hypothesis 1 Nurses' communication style
Informative — Nursing service satisfaction 13 .059 2.34 .019  Adopt
Affective — Nursing service satisfaction A48 .055 8.79 <.001 Adopt
Authoritative — Nursing service satisfaction -20 .049 -430 <.001 Adopt
Hypothesis2 ~ Nurses' communication style
Informative — Hospital service satisfaction 17 079 2.27 023 Adopt
Affective — Hospital service satisfaction .09 .081 114 251  Reject
Authoritative — Hospital service satisfaction .07 .066 1.18 235  Reject
Hypothesis3 ~ Nurses' communication style
Informative — Hospital revisit intent -.08 .070 -1.18 236 Reject
Affective — Hospital revisit intent 13 072 1.87 061  Reject
Authoritative — Hospital revisit intent -.04 .058 -0.70 483 Reject
Hypothesis4  Nursing service satisfaction — Hospital service satisfaction .58 .080 730 <.001 Adopt
Nursing service satisfaction — Hospital revisit intent A1 077 143 152 Reject
Hospital service satisfaction — Hospital revisit intent .78 .054 1461 <.001 Adopt

SE=Standardized estimate; CR=Ceritical ratio.

S u|3 Aot} &= 7|2 =] i Th(Estimate=.09, CR=1.14,
p=.251).

6) 7Hd 2-3. ‘SR IE 0] A|Ztsh= 1AL QAkaE 2B
% A9)2 TS WA B 29 JaRe v
Aolt} & 7)1 2= lth(Estimate=.07, CR=1.18, p=.235).

7) 71431, SRS ] ek 7HEATS] SN AEhY
T BEATH AEHY2 Y Aol& o=l ¥ Gt
u]d Aotk 7]1Zt=Ack(Estimate=-.08, CR=-1.18,
p=.236).
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T}(Estimate=.58, CR=7.30, p <.001).

17) 7H4 42, BA7h5r0] 2ok THEAHIA -
A Aol§- 2= of| o] FFE u]A Aot =714 A
T}(Estimate=.11, CR=1.43, p=.152).

12) 714 43, ‘SR FE 0] AZbet A H|A e
A Aol§- 2= of Fo] G v Aot = A== A
T}(Estimate=.78, CR=14.61, p <.001).

ohi7] 8l F 2 el T ate] fo s AFsH] A%t
HEAEH Y (bootstrapping) WHS AMESHATH &35
NP AT ZPA AT} FaTE TREGOn, T Ak
Figure 13} Table 49| 4] Hoj311 QI

R WA, BB A o] AHH O 1 2 9RE
0] 2= 7E3ARS] QJafag AEHA S Z18H] QakaE AEHY
235609 ¥ FeAoE YEon o2 JHA
A YAt 2B 0| F 1399 GRS F= AR LE
How, Ao 2 U At ABAR F-1949] B
A FFE Fe A= UEHth

AR, A H A ghEo] n| R = HEARS] YAkaF A
B A4, A g2 Qe FeHr e AEATA 9
AbE 2ROl A oR 1989 FE, AR
0769 Y& F= A2 Yepgon, JIoH4] oatag A
U Aoz 3079 Y=, WA JAaT AEd 2 7
L2 -1079 FFa FUTh EI LA A ThEof| 7H3
AUl GEo] % 5499] -8 AY E LR
A A, B Aol § S| mels 1EAY SAhAE et
S A S e et BEATAL 224, %
51212 251, Y AL -.0872 F3FS Hol|w gjrh 28|
Aol g o] o] 715 M| 2 Bio] HH A AT 4459 %
FFS mFoH, HYAH|A T2 AHA ang F
8169 73t &3S YEh i it

H ARG o)A A H] A W20 TE/ A F (Squared
Multiple Correlation, SMC)2 .6492 64.9% 2] A&, 1
HA A TE 0] TR AR5 4897 48.9% 9] A S,
HY Aol w9 thFATAFL 666202 66.6%2] AT
g LR gl o] ZHEL FEUSE S AR

ne

flo o fob
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SPdo] o3 2 A= A
7ol AeeE UEr L

o= e 2 dmge)
91tH(Table 4).

v, = 9

2 AF= SRS 0] At TFTALY oAbaF AE
, LA A BhE, YA H| A T Y A o]§ o =7t
BAE ghotstarz} stgich 1E3 A B| A ghES o] Y A H| A
et B Aol o=of A= A - 2+ axt
F3 Aju]|A7F AR 6= Bl 59 -2 1), St
TBIAES A& oA taE AFYY T8

Ttk Aol 997t ok 2 A5 S8 UEhd
ATE ohZa Zo] =9fstara} gt

2R3 S 913t 719 A A& Alwstar S| 3l E
o A% Y PIA = 7SS BTS2t H A
glof| o] RtFE Xt & dAoAs HHAE alow
SRR Q1] etk 2 7R (36.3%) = vﬂﬁ}ﬁzlu} 7ol A
(36.3%) = Aol AT BT F2 W= 2 e} 2ixLo
NEE SRR T oA EH = SIS HU S F
astrhar & 4 QAT o] Shin F[22]0f| 4] EA7FE| B
YA A QLA ShA}O] WA H] A Fufj 352 o] T4 4]

|4
I

e
HE
)
(e}

I oox N w2 Lo

GGG u|H, FRpe] HUAH| 2 o8-S A= Fagl o
TS gtk A A e YA g
83 3R] A e 7FE ALY QAAE Q]

QAL R, WAL W, B Aol 8 SJir1e) 4
A S Aol EE kAR 181 SARAE AEHT R

ATH QrtaE 2EHLS F A w2 ATUAE Koy,
A atag AetUS Ao A g B lch

EF FRE BAS A7 W5 GakaF Aol Y
AH] 2 T, WA A TS, H Y A o] g o= n] ]
o] 7P woken, O thEo] HRA|IF A, A Japa
T 2ER ol it o] 2§t ATbs 7E3 ALY oAba g AEHY
of whet FA7HE] ghofl pol7h Ye-2 A L §lol,
GilzZ} Oh [11]¢] Aol A e} Zo] FRp7h5-2 ZhE Aol A
ook YA o)A Fa A RA|F I} tlEo] WkE o2 vt
A AL EL Yo, 9F3 YALES 538 7129 A
A AT ES Folu, TR FEAT I AXE AT
BH= 78 AL QA o] oS ERls) FaL Qi)

U FALEe] AEHA Qo] Tt ATolA] At
25 AR, WA L A% ohgo g 77l 7He] oAk
FOl Al A AEH A a9lo = ehd AH[23]9F o] $A}

7HE2 SRR oAkl OB $S Ll glen, 1ts
A AYF Q] AATS TALE o) RIS FA S
o] ol B3-S =2 4 QrH15] AA Q] YA kaES
A| ¥t FRPFE O] FA| Bl AEH AokEete] tafA] ¥
T 5 A=E AEAQ JAtaT TS et £
ol & Ao, EAZIES viEsta 25T EAYS =
AR Z= Q=2 7k AR 014 9] W3y} 2= 3Tk

B Aol F2RF H2E B4 Avh= AR, &
A7VE o] A|Zkete SAtaE AEHY F HSHA QAkaE AE
do] k3 AH|A FhEe] 56% 9] XA FaFelg Vet 7t
AHS] 3 oJabaFo] EE A H] A ThE o AR 8t SR

o

Lo

Table 4. Standardized Direct, Indirect, and Total Effect for the Hypothetical Model

Endogenous variables Exogenous variables

Parameter estimate

Standardized Standardized Standardized SMC

direct effect  indirect effect  total effect
Nursing service Nurses' communication style .649
satisfaction Informative 139* - 139*%
Affective .560*** - 560***
Authoritative -194%* - -194%*
Hospital service Nurses' communication style 489
satisfaction Informative .198* .076* 275%*
Affective - 307** 307**
Authoritative - -107** -107**
Nursing service satisfaction .549%** - .549%+*
Hospital revisit intent Nurses' communication style .666
Informative - 224%* 224%*
Affective - 251%* 251%*
Authoritative - -.087** -.087**
Nursing service satisfaction - 448+ 448*
Hospital service satisfaction 816*** - 816***

*p<.05, **p <.01, **p <.001; SMC=Squared multiple correlation.
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