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® 6. ¥ <l SERVQUAL ¢ 1A ¥ Ao thgh 804 (factor analysis)
AR AHAP I A RZA
3 AR Ao A 0.71 0.41 0.35 -0.05 0.09
2HA A&49 0.68 0.44 0.32 -0.10 0.08
27d g 544 §2 0.72 0.28 0.11 0.29 -0.02
=9 AA 0.78 0.21 0.10 0.30 0.06
A4 BF 0.79 0.22 -0.01 0.25 0.18
AFAIA A4 0.61 0.19 0.21 0.57 0.02
ety wxd vhs 0.72 0.09 0.35 0.36 0.20
Fa 7|39 0.63 -0.06 0.35 0.30 0.28
2737 0.76 0.00 0.18 0.21 0.30
Ags R4 5T 0.33 0.79 0.18 0.12 0.06
3gd 7% 0.07 0.86 0.14 0.12 0.05
AAA TS AH 2 A7 0.20 0.78 0.15 0.20 0.27
Y 9% 0.25 0.13 0.73 0.40 0.24
gRd 54 0.16 0.30 0.81 0.20 0.11
ey o 0.51 0.29 0.58 0.03 0.26
AR 7he 35 0.37 0.24 0.30 0.70 0.69
AR e 5 0.41 0.17 0.31 0.67 0.66
Y FA7e 0.16 0.14 0.24 0.15 0.85
AdG AN B 0.23 0.33 0.12 0.49 0.59
eigen value 10.30 171 1.45 0.90 0.65

Variance(%) 54 9 7 4 3
cumulative 0.54 0.63 0.70 0.75 0.79
SAHUS gigk T3E AHAEE ASS 2 7|59 Cronbach’s
a kol 0.770]a, AAH AFH4F Cronbach’s a gk 0.88°] U Th o=
T Abold dHA ol W =okA WA dAEE Ze SEEFLES 9
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X 8. A JAFALE A 54 el W (%)
5 4 S N5 (%) P +XFHA
d4 4 o 51 ( 37.2)

o] 86 ( 62.8)
ad % 644 o] 3} 24 ( 17.5) 72464 +8.33
65~ 74] 56 ( 40.9)
75~ 844] 47 ( 34.3)
854 ©] % 10 ( 7.3)
WEFE 2Z o3 49 ( 36.8)
A= 57 ( 42.9)
A o] 27 ( 20.3)
T = 36 ( 26.7)
71 % 5 47 ( 34.8)
A 13 ( 9.6)
) 39 ( 28.9)
BARY X2 67 ( 49.3)
FEE 5 69 ( 50.7)
& = 10%H m vk 44 ( 34.4)
10~1007Hg ©] 3} 59 ( 46.1)
1017H9 o] % 25 ( 19.5)
AT 2 24 ( 17.5)
5 31 ( 22.6)
A4 2 71e g 23 82 ( 59.9)
BAFE AZEE 129 ( 95.6)
DRt 6 ( 44)
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T HE (%) [t X FH A
104 ©]3} 39 ( 28.5) 43.429 +81.96
114 ~30 0 ( 36.5)
31(1g)~1d =gk 4 (321)
19 o] 4 ( 29)
T 66 ( 49.3)
v F& 68 ( 50.7)
W 3} 50 ( 36.8)
9], AFR-1 3,
qaom, agan O )
A gejsta, 71 9 (21.3)

HeEA 1~2904 1 ( 15.4)
3~42904 4 (17.6)
5~6204 91 ( 66.9)

AW 712 14 olst 35 ( 26.9) 208770 € +56.13
2~671¢ 45 ( 346)
7~1d mt 11 ( 8.5)
1d o] 9 (30.0)

HEE 19 2 ( 45.3)
21 52 ( 38.0)
3 o] 23 ( 16.8)
o - 217 0 ( 14.6)

ZalAy 3 (314)
HE 5 ( 32.8)
ob&F 24 ( 17.5)
o o} & 5 (3.7)
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T 11 ( 8.1)
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i 2 ( 15)
N 68 ( 50.4)

_31_



=
54

% (ADL)

i
o

3) AR T 5

£ 10).

TS T

2 TE8t £AMS

L=l

oo

(32.1%),

48

t

437 (32.1%)9] «£Oo2 AAFA o7

..mo

oF
o
ol
o
B

(53.3%),

72

!
o
Rl

ofn
H

&

X

N

!
o
el

#}7) 5}of

=
=

A7F Al REe] 99.2%

)

ma

i

2678 (19.3%)2] w°]

o
ﬁo

s

.

#

2} 7}

=

4473 (32.6%),

o
To

;OL

i

Ul

(425%), &2 7 A5 10%(75%) «oZ JEhyth. 33

..mo

o
ﬁo
)
o
B

97 7% (5.2%) 9]

ki3

-
[¢)

(44.4%), == 7}t

_32_



. (%)

oF

i

puzel

il

2.00 £0.80

43 (1 32.1
48 ( 35.8)
43 (1 32.1

A 7bs

=

e

B
o

piid
-

B

o
o
)

X

ol

2.53 £0.52

107
62 ( 45.9)
72 (. 53.3)
26 (19.3)
65 ( 48.1)
44 ( 32.6)
10 ¢ 7.5
67 ( 50.0)
57 ( 42.5)

£4 b

ofr
M-

B
o

il
-

B

o
1
vl

X

o

2.13 £0.71

£4 b

Al g

W
o

piid
-

B

o
o
)

X

o

2.35 £0.62

£4 b

o

oK

B
o

piid
-

B

o
o
vl

X

o

2.45 £0.60

7 ( 5.2)
60 ( 44.4)
68 ( 50.4)

B
o

i
-

B

o
o
vl

X

o

2.29 +0.57

a A

o
wir
)

f—

o
)
~

11).

-
Eid

et 2ok

528 2 A 494

I 437 (31.4%), 50~544] 37 (27.0%),

o]s‘

55~594] 379 (27.0%), 604 ©]F 207 (14.6%)°] &o 2 ek, 5007}

o3 2}

=]
A o]4tol 66w 482%)0 2 1A =

2 gEE

=
=

d 1135 8.0%) +o=

=
=

ST

— =
et

607 (43.8%),

Zz9o]
= d

ol

_33_



439 (314%), 319 14 279 (19.7%)9] <+

Jo] 1339 (97.1%)C.2 o)

pre)
<=

=
T

~
o

o))
N

.WO
N

o

o] 789 (56.9%)

¥

,AO

o]

)

ol
T
o
o
~

H] 9 4978 (35.8%), 11 WIWF 109 (7.3%)°] ¢o =

2 45771 Lol Ao}

g

30.10% +64.28

— Y Y Y Y Y Y Y Y Y~ Y~ Y~ Y~ ~— ~— ~—~ ~—

5

494 o]

B

50 ~ 544
55 ~59A]

604 ©]

\

<0

<0

X
N

A
{
o
=

X
Nlo

10¥ °]3}

o~

mo
N

11~30Y
319 o]

~

13 ~34d ot

~

3d o]

_34_



L
m*._.

ol

KH

2t

i
el

o
A

‘_lr‘_/l
T

%

el

4 (4.35+0.48),

o] A,

71t

gt
43(418+0.49), R 4 (4.09+0.63)

2 Wh8-4(4.38+0.47)°] TH

o

&

AR AL

<
Eus

[S]

2124 (4.34+0.56),

o] 7 WA vEtuith

1

o2 214 (4.15+0.50)°] o

i

el

1843 (3.99+0.69), X 74 (3.88+0.67)]

43 (4.00£0.49), 57443 (4.00+0.57),

(€]

al7
3

—_—

ﬂ
o
il

o

o

o

ol

np
a,_

oF

—

T

!
W
"

Bl

A <]

g i =

3]

7150l o

o

%3, 2154 (-0.19+0.66), E

(-0.18+0.64)° tj

3

A

(€]

2

3(-0.21£0.74), 574 (-0.35£0.73), ¥H-3-4(-0.39+0.79)¢] <=0l AT} Al

!

_35_



k1
N
X
N
N
o
i
0
lo
H
o
ok
>
I

N
=2
=
e
r d
I
kTl
N
X
N
X
o,
W
rlo
Bl
ot
rlo
o
[0

T % ZdEE A" 4P 5E EE
34 435 + 048 400 + 057 035 + 073
HRle] FAEAA A B4 448 £ 061 405 + 0.62 043 + 0.80%
EHALY A& 446 + 0.62 408 + 0.70 038 + 0.86
Lo 247 4 438 + 0.74 396 + 0.67 042 + 098
T9He= ZA 447 + 0.63 401 + 0.70 046 + 0.90
Hed =% 424 + 091 390 £ 082 034 + 1.15%*
A UAA AE 426 + 0.79 398 + 076 028 + 1.07**
olsfsti wxg mh 450 + 055 399 + 0.73 051 + 091+
T 7|z 399 + 0.69 3.99 + 0.62 0 %085
ke 436 + 0.73 400 £ 0.72 036 + 1.04%
A=A 434 + 056 415 + 050 019 + 0.66**
gt FoF SF AT 439 £ 0.62 418 £ 053 022 + 0.75%*
Q83 = 443 + 057 418 + 058 025 + (.78
AAAIZE S A B2 Al ZE 421 + 0.73 410 + 0.60 011 + 0.80
34 418 + 049 400 + 059 018 + 0.64**
7HE 1S 14 408 + 0.70 397 + 070 011 + 086
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10 o] 3} -0.33+0.62 -0.33+0.79 -0.36+0.73 -0.26+0.64 -0.51+0.82 -0.22+0.87
11¥¢ ~30¥¢  -0.24£052 -0.34x0.72 -0.07+0.63 -0.02+0.58 -0.42+0.77 -0.20+0.63
31~1dm 9 -027+059 -0.35£0.69 -0.17+0.63 -0.27+0.69 -0.20+0.74 -0.18%0.72
1d o)A -0.60+0.60 -0.78+0.62 -0.50+0.58 0.08+0.42 -1.00+0.82 -0.63+1.03
FETF
r -0.23+0.57 -0.23+0.68 -0.21+0.71 -0.19+0.69 -0.32+0.86 -0.21+0.86
s -0.38+0.56 -0.51+0.74 -0.20+0.62 -0.17+0.57 -0.51+0.69 -0.24+0.63
447
EE -0.37+0.53" -0.50+0.70 -0.27+0.66 -0.07+0.61 -0.55+0.65 -0.25+0.75
o3}, A3,
4893, AA94 -0.14+0.57 -0.14+0.68 -0.15+0.68 -0.18+0.66 -0.17+0.85 -0.09+0.76
A&y, 718 -0.43+0.62 -0.55+0.76 -0.16+0.65 -0.30+0.64 -0.57+0.81 -0.36%0.67
dadd
1~2914 -0.35:0.49 -0.37+0.44 -0.22+0.74 -0.21£0.92 -0.67£0.86 -0.38+1.07
3~4914 -0.28+0.69 -0.40+0.94 -0.07£0.77 -0.15:0.55 -0.31+0.75 -0.25+0.71
5~6914 -0.28+0.56 -0.35+0.71 -0.23+0.61 -0.16+0.59 -0.36+0.78 -0.17+0.66
A 7|7
171 € o] 3} -0.40+0.56 -0.48+0.72 -0.24%0.69 -0.25:0.74 -0.46+0.75 -0.44+0.68
2~6704 -0.23+0.64 -0.29+0.78 -0.10+0.73 -0.16+0.60 -0.32+0.81 -0.16+0.72
7~1d0) % -0.52+0.52 -0.66+0.78 -0.33+0.60 -0.27+0.77 -0.86+0.92 -0.27+0.72
1d 0] -0.26:0.48 -0.30:0.62 -0.27+0.58 -0.15:£0.56 -0.41+0.68 -0.10+0.80
435
1 -0.38+0.61 -0.45+0.76 -0.26=0.70 -0.28+0.68 -0.48+0.84 -0.35+0.75
29 -0.27+0.50 -0.40:0.66 -0.13+0.57 -0.03£0.56 -0.31+0.74 -0.18+0.59
3¥ ol -0.07£0.58 0.03+0.67 -0.17+0.76 -0.16+0.67 -0.37+0.77  0.09+0.95
d44 A7%3%H
v A7 -0.03£0.61 -0.01£0.79 -0.03+0.65 -0.02+0.57 -0.03+0.90 -0.10+0.80
A% -0.37£0.60 -0.41+0.72 -0.26+0.78 -0.30£0.72 -0.55:£0.79 -0.31+0.87
HE -0.41+0.59 -0.54+0.76 -0.27+0.63 -0.19+0.68 -0.50+0.71 -0.29+0.55
oL -0.15:0.38 -0.21:+0.46 -0.13£0.55 -0.01+0.47 -0.21£0.79 -0.04+0.66
v §- o} & -0.12+0.41 -0.16:0.87 0.07£0.37 -0.07£0.15 -0.50£0.50 0.10+1.14
F8 AZEA
¥t -0.15+0.44 -0.20+0.64 -0.08+0.59 0.02+0.52 -0.28+0.66 -0.20+0.57
T -0.33+0.65 -0.29:0.66 -0.30+0.60 -0.21+0.75 -0.50+0.81 -0.55+1.01
#4 4 -0.39+0.47 -0.48+0.53 -0.30+0.48 -0.42+0.56 -0.23+0.47 -0.23+0.61
S7 8= -0.39+0.61 -0.48+0.77 -0.30+0.74 -0.26+0.68 -0.52+0.85 -0.18+0.82
7] &} 025041 0.33:055 0443045 0.06:0.14 0.08:0.66 0.08+0.58
* p< .05, = p< .01
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7ty 7AE
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A SRk A4 84 -4 B3
JAAF pak FAAF pdk HAAF pdk HAAF pdk HAAT pd HAAT pE

AFAE & F 54
A -0.0041
A )29 A

o 2} -0.0915
g (71ExE)

2, 1% 01942

AEd ol -0.2876
FU(EEN)

7153 0.13%

AFu 0.1558

= 0.1085
AA(71#:95)

qe wEe FR 0.0230
LECIFA0THL T

10-100%+¢ ] 3} 0.1378

1019-¢ 0] 0.4265
FARZE(1E:EA)

R -0.3101

A9 2 7EgEdd 201829
BIFI(EAZEY)

dEF 0.2687
A9, J5 o &5A
319l 7|7+ -0.0002
FEIEF)

n 0.0105
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Ja, pes 00
A& 3t 7)e -0.0350
AL A (7] F:1-2904)

34914 0.2413

5-691 4 0.1030
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26709 0.0092

7-1d 7 gk -0.3591

1:d0] % -0.0471

0.524

0.599

0.184
0.146

0.335
0.415
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0.887

0.230
0.021

0.074
0173

0.540
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0.950
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0.1416
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0.053
0.039

0.384

0.273

0.569

0.465
0.576

0.511
0.963

0.961
0.029
0.641

-0.0135 0.151 0.0026 0.784 0.0045 0.702 0.0059 0.621

-0.0506 0.817

-0.2941 0.112
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0.1581 0.387
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0.0700 0.685

-0.0445 0.828
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0.0531 0.820
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A (7IE1)
29 02674 0.046 02540 0141 01931 0.248 0.4662 0.007 0.3217 0125 0.1020 0.632
3ol 4 01484 0354 03568 0.088 0.0723 0.720 -0.0689 0.737 -0.0272 0914 0.4087 0.115
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FE ABEACIERY)
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A 54
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ABSTRACT

Research on Inpatient older Adult Hospital

Service Helper Satisfaction using SERVQUAL

Kyong Hwa Ahn
Graduate school of
Health Science and Management

Yonsei University
(Directed by Professor Haeyoung Kang, Ph.D.)

This analysis used a survey based on 144 patients over 55 years of
age or the patients superintendent hospitalized in 2 university hospitals
located in Seoul and 2 general hospitals located in Kyung-gi Do from
October 12th through November 2nd to determine patients’ service
quality  satisfaction on common characteristics, nursing service
expectations, and the level of acknowledged outcome.

137 survey results were used on this research, excluding 7 insufficient

results.
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1. The priority of nursing service expectations was responsiveness
(4.3810.47), and empathy(4.35+0.48), reliability(4.34£0.56), tangibles
(4.18£0.49), assurance(4.09+0.63) followed in order.

2. The priority of the level of acknowledged outcome was reliability
(4.15+0.50), and tangibles(4.00+0.49), empathy(4.00£0.57), responsiveness
(3.99+£0.69), assurance(3.8810.67) followed in order

3. Nursing service satisfaction showed negative results in all dimensions
excluding consideration of religion. The priority was tangibles
(-0.1810.64), and reliability(-0.19£0.66), assurance(-0.21+0.74), empathy
(-0.35£0.73), and responsiveness(-0.39+0.79) followed in order.

4. The result of analyzing factors that influence satisfaction to common
characteristics turned out that only the army where monthly salary is
below 100,000 showed a difference in empathy regarding census
sociologistic characteristics. Factors that have an influence were age,
allowance over 1,010,000, children as well as sharing the same
house with relatives. In empathy proportions, only Buddhism showed
statistical differences. The factor that had an influence on satisfaction
was allowance over W1,010,000. In reliability proportions, aggregates
with allowance over 1,010,000 showed statistical differences,
aggregates with allowance over W1,010,000 with at least a junior high
education was a primary factor of satisfaction. There were no relative
differences regarding responsiveness and assurance proportions, and

neither was there a factor influencing satisfaction. Proportions of
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location of surgery, patients of the medical ward, one-tine patient,
patients suffering mainly because of hypertension showed notable
differences in service characteristics, both disease and wutilization of
medical characteristics. Factors that had an influence on satisfaction
were patients whose period of disease was seven months to eight
years as well as 3-4man patient room. In reliability, tangibles and
assurance dimenstions, disease and = utilization of medical
characteristics had no statistical differences, but 3-4man patient room
turned out to have an influence on satisfaction, and patients suffering
mainly because of hypertension showed notable differences in
assurance characteristics.

There were no factions affecting satisfaction in reliability dimenstions.
There were no factors having notable influence on satisfaction regarding
the ability to acheive everyday life tasks, and neither did statistical
differences.

In characteristics of patients’ superintendent, proportions of less than
a year of nursing experience had the only statistical differences, and age
turned out to have an influence on satisfaction.

In conclusion, patients were discontent with the service provided by the
patients” superintendent. To complement this matter, reinforce empathy
and responsiveness dimensions

The significance of this analysis os that it was the first to use

SERVQUAL to examine nursing service satisfaction, and it is expected
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to determine the level of nursing service which can be applied to
hospital management such as nursing instruction, which hopefully will

be used as basic material to elavate service quality.
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