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Ao Azske 7Haol dislel e Aot stk Lohr, 1988).

ZEnECE 347 dskeE ol A Ttagded W
Jldisl B AAE e rEe] Ulgh Qo] dAEE
b (Risser. 1975). &3¢ =7k Foruhd A
Z25E I5EE A7 ARE lste gafut ¢ —?- AL,
39 A "Wokske Fe3 dxg sz 2 £ Yed
(4532 1994: Scardina. 1994). #A-&¥ 7}101] 3l
T 84S 2T 5 ith(Alexander. Sandridge
& Moore, 1993). BxEo] Uehle I e 8218
o] 1 og 71BS thAl WESHA shedl AAHAA AT
A HI(EFL, 1995). Sy kg vH3 24 93
& njAth(Alexander, Sandridge & Moore .1993:
Scardina, 1994: Raper. 1996). 9gu&9 F7ko} Wl
7re] Aol Aol Feol wet FAVETE Yo oA

F

ok
oA o

E

0,

Sl Al A&Bog RERE oo} dh=
1988: Lewis & Woodside.

Eao A dsfo} & AE
Bl (Cleary & McNeil,
1992: Scardina. 1994).
A7 o= A Sg4ddA el 15y 4 ke
A G e shgl EAEE WA o5 8l
© d¢Eol RuEHT tHBaradell. 1995 Handler et
al., 1996: Clark. Pokorny & Brown. 1996: Raper.
1996: Hill. 1997).
Risser(1975)= 4tz
nET FRRTE st & 44 g 7l AEH ¥4,

[s]
29A WA Q9 A= WA Gz PEie) uEEE

2334t Lewis & Woodside(1992)% -S54
ANEEE é;‘éﬁ}%l% | rEukEre HEAF Ag 7t
slgee] had, $F4 ¥4 Tl Wl ZARI

Alexander, Sandndge & Moore(1993)9] A7elA 7t
sRETd] A 2 9L U= RS ARATINL,
Raper(1996) ¢} dA7olMe 34 #xte] 34 34 @TQP
siae] WA P4 ool % pEw HEFE wA,

3
= 23] A~
34 WES, B,

W) A7tee 8] Qw54 S84
A0S el G BADIEAE Ao} e 20
2 vt gy 834 e dF $AUEEE 37
4 EA) el ARATH AR 99 15 b 27
e we Ao® Bua

gAvtE el i qulldTE

g2}y =2 szt gk 7ha
TsE Zéf‘}oi-ﬁ(é‘?ﬁ: 1989: 2144, 1991 €&, 1995)
%01 34 B U BERE

Hu=3 dda, S
= © OUMOP 199/)4 T7F ZoEa Qo o o
7 WL Barbara A. Davis( 1997)«1 Consumer Emer-
gency Satisfaction Scale® o]&3le] 7189 WELE
23519, AFHQ EuEEE 53 Likert A=F%

i B SRy W

]/ﬂ Jﬂvﬁl 3.38%2 L}E}‘J‘Oﬂq 7}7(} IJ—O‘ ql.é_c uqzt é 1

A Q9] A7 Bokga #HF 3159 UEEE HERIAT
o] Apol Ve ANET 9GS R 8908
272z dgAe] S et dFelqirt,

7HERER 4 nXE o /X WFES 159
A8 (Spitzer, 1988 #¥%, 1989), W71ARh AAHA

o) tis- AANH AYE(Megivern. et al.. 1992 A,
1994: Raper. 1996: Seibert. 1996), HEAF (Lewis
& Woodside, 1992: Raper, 1996: Hill,1997), &z}
reAEAe A5AE(Ervin, et al.. 1992: Lewis &
Woodside. 1992). F8t7]ATHLewis & Woodside,
1992: #hAlAd. 1994: olulejo} 1997). 4wt 3ALe} A



St wWE 7hEukET (Baradell, 1995). &gl
4 Lewis & Woodside. 1992)5 oJg] 714

ST A BEe] 98 vshie BYEE =
THAE 78k e $54 Ea i3t e
= oATe ZEA RuEL Sl ol B dpdiMe dE
o A grkske 3 P 349 ISR 2AME 44

9 1A o3 2988 d4HEod

B A7 didAe A S8 #3058 Yuis

A2 s 5 Qe

2 T
Al Fhatolr, gl
A A8 E L3 Y ool HEd 2FY Al
Al

EH Oﬂ? %@ﬂl AEA o] g2 ofsfste], A F

AHFY LAENE qwoz Sgom Uy dEisE
% sggelglon WA WA $34 YsaEd
THEL 03.5%°]30h

73R A4 A2 407

D &5 39 s S4nT
S @) evERs 2457 948 ST Bar

bara A. Davis(1988)el o8} 7hg€ Consumer Emer-
gency Care Satisfaction Scal (CECSS)E WY, +3
gto] ARBSITh o] = & 20832 5% Likert #
T2 PAH sler, AAA A9 HARS, AEAL, 7
=3 85 HEE UFeq At o] =FE YAzt Bal—
bara A. DavisCZEFEH A $48 ke -‘} AR} 2

|

4 v F. Aol A BREE G A9 e
2 39 ABS 7o ol dold 55U Lad
a5 1A elgled g 7, B 3}91‘3}. o] CECSS

o} 7 FFATAY] Yk *E"“i} SFH o] &8Y #
Ul E F 14888 gl 7"‘%}%’%

B dATelA] me A A Cronbach's alpha®s
8701%en 7led <dvE 67, ARAF ¥WFE 67, &
A ke e 85, HYus ‘i’-ﬂ;w‘* 7022 v

2) 4 TEAW} RSk Bxle] ENET 2%

o] Ze A} 1A} AAEeE 5&74»91 ZEET
of Apolg #Rie}r] 93] AgslHey & 148w 14
=k 7taake] duby E4E B GRS AR

1A 9F AN 9 HYng, ARAT. N1Ed Se
5% 2EADL Zastn A7k Wl wdsh hant

o] st S5 BESE B39 £90F S

T
)]

g®ao) L=t

£ a7l Auit A A 4% L uet ¥
ow Qg ARA AR H5e 2
Qrnzs 298 olgadn. AE 53
434 BAzHE

F3E A 3= SPSS WindowsE o438 AAEA 37



408

PR
W E T RN
o =¥ ﬂoﬂmwﬁ
__%,mME%. e
ﬁel._imﬂﬂﬂo‘éo
T oy b ~
,eaao‘_ﬁmw » 5
Wi R iy &
5 o 5
o X o S 2 :
ao&mﬂaﬂmmmdww =
. o : RS
@W%ﬁoﬂﬁ%ﬂo 3
o . . ~ O WD b~ -
it ®/ ™o T XN iy o © D o W
Zo T~ o N R T %@%%%4909%654942476
i%%ﬂ.ﬁ.@.ﬂw = IR IITERIS D = N
%W%4%?4u» rEEEReTTEes
HoN_.oo__oO._ ~ N
= 0 . .7.0'
E?zoﬂ_]‘,ﬂﬂﬂwm
_TO go O Bk B UP
T “_ELL%%\I»NO
waﬂ.ﬂﬂg&._/ﬂr
W oo & . KOO M
s ers Rl
T g oo & S
F oo 2 o ¢
AT B R
S IIN) S
i /O/%Mﬂ] 4%%20398
P R e NESsESSEsaRSE
X0 o Mommﬂl_f ZEDRIBLES 28T
FlwMo . "E 2 o
]o]ol .=
W o T R T
) oo T T
i ﬂ.dndo__.o H I
M }MMWW,% ‘&rﬂ "
g = 5 ) o
o} ooy X K © g
. B X M wE T o cl R %o
o do = ST : o
oF ﬂ%ﬂ% R i i :
3 7r e A w T L ; TEE
~ oI NN W.ﬁ unﬁmlluxgi_%wﬂmmﬂxﬁ i o
f=d & R e T AR T IR 4 il lC N e
[ B ) 71xLA1xr@z.]]7lT,1Ezﬁ . i
w kEIx PE . S R TR AR A
nm = 9w B o ir -
O_o J;mOﬂ\: J;Odl E_ﬁ
. )T ~9 S K
ol o g
L ¥ o - 3
T g o4y X "o ot
X % = o‘_n;h o or
ol - v M o 2 o ol e
~ T R s K uir w
—_— = : W 3
Wimﬂm‘w_@@ C ol 7 i T F
TME Y & OGS <0 = %o o Jol) o 31 El =
X N o frliee = ol B i e . -
w B T 4 o i ) o W ey Mo —_
fn W g A W o = :
o X B g iy ﬂo
oo o_ogo_oﬂu._ﬂulja |
$ T do H
A e Y -
ﬂm J#uALﬂ._HEMﬂﬂ
=) felie]
T 7 o




oA e A] A48 A28 409
2. ot BXle) 234 olg Bt #ejshe Roldonz $FognE Felsle] AuiHgc
o1 Wb, A7 A4t 2ol 3 Bk 60.8%. $7
g BB $FH o4 AR Wad $FH we  duy 84 TE 21.6%% WAk AN S U
35 AFARE SFAAY 2847 YEed U & Fere Ag ude %7}~01 63.9%. AFA X &4
TSEAE B U] AR S AR A disl zake 7RIS AeAlziel 308 ol #x4E0) 61.9%. Aol
SICKAE £ 2). 394 B480] AuE Re g 5 WU 292 dad-Fadield Wad Bt 825%,
AojA HEg A7} oA FEE BB sl Ulh gl st Azt 08:00 - 16:0041017} 66.0%%
Al AR QA i - vElE UEslon £ o2 7P stk 894 o® B0 WA SF4 HelA
SFY BT 2Fos ARy} AFshud 234 s H71g AL d7lsiA) e ol 63.9%F A=jska gl
(E 2) That #iXlel 234 0|2 #at
(n=97)
o8 7 oo® % wRg (%)
Ag SFo)en 21 21.6
WA, A= Aala 59 60.8
QA 7E 17 17.5
o 8 g g 62 63.9
2w ol 35 36.1
AFA-&FH 287 30 o] 60 61.9
1A12F ol 22 22.7
127 o4 15 15.5
e 2Y 4o - F29 80 82.5
EQY - Yoy 17 17.5
el A7 00:00 - 08:00 13 13.4
08:00 - 16:00 64 66.0
16:00 - 24:00 20 20.6
7] thrlskA ekatch 62 63.9
718t ot 35 36.1
A A7 2447k o] 57 58.8
2447t o) 40 41.2
ZIEF ol AEs okt B shgelsts, Muh WA, g
3. 834 Bxlel UzREE £ AEANE SHAA st 24 373019009, 714
W NEUEE FHEe B 6 TEAe HelAd Wt sjor
SFA Ay EuEEs g9 27008 JehgokE g AA el i Ll 2 vEken] e 1.430]
23 MW FE USRS R 92 B8 1 TEA) At



410

(g 3) 2 21585
(n=97)
z B P ( +EFAD =9
1. ZEARE ZEAAE 58 sl 3.73 (£ 1.12) 1
2. 7kEARs o) W) it x)4o] gol By, 3.08 ( * 1.08) 6
3. AR YolAl sk A7 FAJMA ¥ U 362 (+1.21) 3
4. ZE3AFe ollAl Folre Agaeyd o rE FUh 7(% 89 14
5. ZEAFE oAl Fojsol & Sl digk ARE T 2.10 ( + 1.35) 13
6. 7tEAR= FollA W7tk slekdt ol disiA geiFA. 143 (= 84 15
7. kAR B8 AR o) HAo digt dHE st 2.69 ( + 1.52) 12
8. zt3Ahs W7t ol A TR gHsiiinh 3.63 (£ 1.43) 2
10, 7t3Ake vo] 2AE 2 gebgin). 3.20 (= 1.29) 5
12, 7H8ARE 40w o B350 33, B dis) |l #1 2.91 ( + 1.36) 9
14, 7H3A= W7t BE*H Agg g o JollA 2=gA it 3.62 (( + 1.24) 3
16, 23Ake W7k =7 3RS ol 3.04 ( £ 1.23) 7
17. 23k volA 473 iél% Fct. 3.04 ( £ 1.46) 7
19. Z3AkE vl 877 FA9A g8y =aiict 2.81 ( +1.22) 10
20. frEAks U] ZE50] dAaHNeA #laart. 2.71 (£ 1.33) 11
] Eix 2.70 ( £ .70) -
598 £7E FIUELE ZAREE olnlg]ol(1997)¢] %4 <8 WFE 267 FRAFT 95T 2495 YR
AFME B3 | Tharle FEARE THEA A7) o(Hz & 4. 5Y3 CECSSE AMEE Clark et al.
g me DEVEEE Ueidln 2442 2EUEEE (1996)9) TN 48R DIUSE £97} 71ed
Eo 23 7 8 Ak U7t olslsly] A 2R M9 U, ARAT, Hdus, FAH M9 o2 ¥ U
stdcl 2 Fgsidh o Clark et al.(1996)¢] @elre & AN 714
RENELE BEYR ro] HEEW P SR} ghEErl £ 9RQ A 9vh 3HAR e AeE
A U WEE FAA o8] WFEA 3,050, g v Uehgn, Hus Wi B aTe FdsA AR B
£or} vhe WEE B9ng ¥R 1355 vehda TEEE UERY
(E 4) M8 oo} & ot ZISUEE v
AT (n=97) Clark et al.(1996) (n=52)
VERFE =4l &9 AEVEE
CECSS 2.70 ( £ 70) 4,57
A <k 3.05 ( £ .95 1 3 4.50
Jed &9 2.67 (£ .68 2 1 4.83
A EAF 2.49 ( £ 97) 3 2 4.74
B ws 1.35 ( £ 69 4 4 4.37




A}
=

=2
El

i

B
1

(McCloskey
Al E37y =%

(n=58)

o187} Helet 47

=7} ofu

3kslx] A4 A25 411
A9 shigx #4471 o
3} o]s

ot

.
=

A B

o HEnge 71sAp) 93

(%)
(25.9)
(20.7)
(15.5)
(15.5)

ofi7A

=g
=

oM FHHug] of

15
12

&

Bl ksl st
kb
A9 HsA

2
pS)

=
al,

o
Bk,
Z

1]
=
qct.

b, wd g

Pt

I3

o] st}
g
2 471 gk,

A7t 25 9% = A

Oﬂ, L
5‘1

2
bdol ez g Aot

hsd

R

478 7]
T

s

iy

&
X

.

-

olEtM ok

A7 glef
Q&) o
Pt &8

2 Aol
A7} @A) B

o
=13
=)
.
X

stk A9l @19t i AREsi,
2

g} gt

Az )

aA72l Clark et al. (19969 ¢+ Zs
itfsog A3
12
9
43

B

i

ul

X
i
o

Akl 20.7%¢°]1ch.
o

bl

=
=

(12.1)

oyl
e
oF

o
=
nE
ofo

(3.4)
(3.4)
(3.4)

(100.0)

Jol7t Sl R AFANN S

R

1

kJ
i

58

BAHeE fo

kol

L

s

el Aol A

6).

=

o ojaka] A4

hya

ar

K HE

=
=

LEAL

7. olnkeH(1997) ¢4 &

=

KR

tol7t

A

ol

-

7}

1992:

1992: Megivern et al..
ol}gjol, 1997)E0] gllont B oA

A (Bowling.
1996:

1

k<]
i

1

i

Raper.



(n=97)
Bz Ex
Uuty 54 T+ 7 B gk 2* % pdk
IS (%) LIRS (%)
4o o 24 (24.7) 25 (25.8) 09 760
o 25 (25.8) 23 (23.7)
AYET 304 os} 13 (13.4) 9 (9.3) 6.28 099
31-404 15 (15.5) 7 (7.2)
41-504 9 (9.3) 11 (11.3)
514 o) 12 (12.4) 21 (21.6)
AEdR & 11 (11.3) 8 (8.2) .52 473
71& 38 (39.2) 40 (41.2)
#HZ5e IE ofs} 23 (23.7) 25 (25.8) .26 612
AEUE o) 26 (26.8) 23 (23.7)
A4 ARE-Z] 12 (12.4) 7 (7.2) 5.35 253
AE (8.2) (1.2)
A, A 9 (9.3) 4 4.1
FH 12 (12.4) 17 (17.5)
7]} 8 (8.2) 13 (13.4)
Zu 7153 26 (26.8) 13 (13.4) 8.19 085
AFa (5.2) 8 (8.2)
Bl 8 (8.2) 15 (15.5)
71} 10 (10.3) 11 (11.3)
AT 1 (1.0) - -
ZA 3 & - - - - 2.97 .397
Eac 7 (7.2) 2 2.1
= 31 (32.0) 34 (35.1)
38t 8 (8.2) 9 (9.3)
3} 3 (3.1 3 (3.1)
(£ 7) 234 ol28¥l ME ST UBUEE
(n=97)
ENER
olg-#3t T+ F s e 1* #% pak
M (%) N (%)
g SE98 10 (10.3) 11 (11.3) 2.34 311
wiobAl, A 33 (34.0) 26 (26.8)
alz}
oA, 7EF 6 (6.2) 11 (11.3)




413

2

Tz ee A A4d A2

N Q %, i
2 0 < = = T
S 2 g 2 @ ! 2l
= = - 1U! L o8 b ZT ‘4L ﬂ@.ﬂ valliral
B oo il e oo =
< 5 oy R = - R o
o =S SR N N
= S PR < SRR e Pw oW
_ = yEBE £y L
- — e B 5 H mo — T RIA
: of & O U g T
= a Llld . H o oo W
olp X [ fo o _ Mo
—~ o~ of .|§r E_. B ‘ Y =T
m S DB XIS JI o " = A st W‘W o
SR DN NN NS ® =S w o T — o ot S W, X
&N e Y W o~ o3 - 1 - T > o AN s . <0 2 ._Q,_ \;I.O = L .MV‘ ,WIA_I
M (<<u(4www06396 o ol N R & 2 Yaw N
iy = 582382 i b N owow i
] - grmooxy K X H T HRwuT®
R =z = X, ™) OO fm N KT
B G Z £ e o S R «
4 2 BT8R’ S = g A ol el K o} = X
a — Ny = P~ o I T ﬂr Jut Sy _ Ol_ =g o o Mo >
¥ = =S e oo X T ol o Now i X Bl
r =g N NORH s = = Mo =3 ~ W
o N = ur < X W < mﬁ N Mo N e M e
> nd w0 iof ~ =< [ K
e o] = T <0 o) = ol oy Wm0 Ww - Jo o
~ 2 g o i~ =~ IS
w TN N T
NEEEEEEE R S S I SR W o BT U
N % [CollN{e M ™ N3 S DS s Ufl le olJ ) el Owo M_w ] JE wﬂ WL oy T e ®
Nir M oon =8 S S8 S =~ & © N WO e R . 15 olo 2 ﬂoﬂwrwrmﬁw
o = = o = NIl < g . -
e SEARIES B BRSNS o - b T
palal N WO o R A
1H — Mr < "R SR R
= 0 = — X or Lo
Ylgegeogeoeg cabbdLdEERYIREE
ZB2eRS58a BoH NN IREES LA XS NS
AN A o e ME® i = W =
Lo B S dew T W g o o X w
BOR om A RO N~ oy T wrorm ©ooF o
TeaLTEY P e E A b oo o
@~ 5 oy o 3o W o F R do & 2
< D R T Vol o &t =
> w0l ERTwEY A TR
oo o ° SEV&%HO,OQE o %Q%%Wm& T
aﬁoom xaﬁﬂour%} ﬂ?ﬁﬂ)ﬂ_d !
- o o T = S B S e e Rl e T S Jp
T oo = F oo x © I o N Mo M Moo AT I - 53
umﬁooo__w_‘%a;mm o_o_&uofgd@agﬂééﬂit Mo
oo urfrl}mamaOO,ﬂ.mMoo X ?ﬁﬂoi}iﬂ@m}marﬁwywxhﬂ "
—E S T X gd SO S o NS JER A ! R - 5 Moo B 5 o~ mloo r
T e 5 o S5 S Bk N T T~ < = o5 e 7 4~
T T == = < <% uir 2R e O g D il o T o o f o ar
EZLCmE= T o zo HH 4= ol < L= g g o W e i
I o B = oy ® wp T ° ) = = 5
B pr N 2e % T o X ol = g B =
TP = =y < m o B o PR R o 2, =R DY
,du A+ ~ - 2 T =0 W, o R die T BN o ™ =
‘ o < o 4 oE_E%ﬂuéhw_t%%m‘%@%.&ﬂerfr 5
o | o = ok ) ooy o oo H =0 =y Mr R S e =T o T~
o mrﬂ MM e . oF < a o ° T = mu o) W ow N ) @M =
B = = ~ Xoow oo A o il oo o7 =A% " o = S o=
= N i oo o A 2 o Swd W =
= pan <0 N < = R M- o iy T = o I = sl ar =
N = XX s W s R
<° o o X - o o T e
= 2 Ez_uriéw:ﬁ (A R
ol e - S W Mo o g g
WO O Y SRS LoF BT o <
HoR A AL ol N o= M e 2T e g B
40 B M o 63 — o we 7 A Tm
lﬂ%ﬂﬂ?“%iﬂﬁao_o
T =
T do of

0.

55
3L

Z.

O

)
&

Al



(n=97)

414

.156
137
-.024

.067
-.081

187
A77
070

118
.081
-.043

124
289 ™
-.131

ol

Tw

AA e

074
.045
.028
-.038

m

327
.156
187
-.048
.035
=204 *
-.043
143
-.147
019
-.153

232

.339 **
120
164
-.032
.008
-215"
013

218
130
141
-.095
.096
-.145
-.092

ﬂwo

B

2137

e

291
-.102

ey

074
-.042
-.125

"

.068
-.060
-.120

W

.009

4

o
Bo

(n=58)

.061
097
.000
-.033

170
-.038
.002
-.011

.064
-.182
034
-215 "¢

2127
=220 "
-.008
-.094

" PCL0l

g %

* P05

=S

o

100
19.0
67.2
10.3

1.7

1.7
25.9

58
11
39

21 - 254
26 - 304
31 - 354
36 - 404

414 o

7]

15
43

il

n-
oF
ol
T

74.1

56.9

33
22

Nt o b
w5 o
ph T o
——

w
o
Mo

)

37.9
5.2
6.9

24.1

=l

g v

1.7

37.9
29.3
13.8
414
25.9
19.0

14
22
17
24
15
11




tsaggetslal A48 A28 415

(& 10) 2HEAP} olxsle 234 7h5ol Eo5s) #Xje) 7IE0EE
(n=58)
R zax i HEE
=T Hlw (%) & 9 =9 e (%)

A4lE obgl 21 (36.2) 1 2 12 (20.7)

HY u% 18 (31.00 2 3 9 (15.5)

AR AE 14 (24.1) 3 4 (13.8)

e sEn 5 (8.6) 4 1 29 (50.0)

Z A 58 (100.0) - - 58 (100.0)
B AT 24} et $34 7aAE 9% 285 499 vz 93

3 PRt vEd 4714 EEe
A CHdus AEAT. Ve
ol H24(1997) 8 AFA

A
=
ST

F I FE
WoF o &4l AA £2
4 S Bt
e SHE 1 2 2.67
AH e 2 1 3.05
LR 3 4 1.35
A48 A F 4 3 2.49
gy EAREC] dAshe taiEs) AAE 84E 3 UELE 2AREA o)d 9 riXe B 89ES 7
o] Uehd ztEuE=ilde ozt sisied. EnEw o5zl Al AAIE Med 2ArdToltt
WS EAMEC] o 9 12 ved sEnl v Ae4d 7R 19989 49 159%E 5€ 2974
#go] Az el 1ENEE &9 1 AAE <9I T Apgiake e AL AA 97 W BE 2gue &
o}, B2Ee] vkl wEse (el A 8 269 22 =xe Yus 3 98 7HEAL f89olglen &
7t Ned «dx 3697 ARAT 4597 HY 280 257 e 2tEad REANS o)4sidr). dAfET
2 Jehta, 7HEAMEC] o8 TEvERe 158 Ve 2= o34 AR 7FUEEE 2Hsy] 98 ETE
A SUE 289 B kel 3R Adus, 489 Barbara A. Davis(1988)7} ZHt Consumer Emer-

2=

gency Care Satisfaction Scale(CECSS)E W%, 473
alo] ARgSIIE, Bate] Ywkd 47 &F4 olE Fgel
g 238 FHnLE Fabo] WHst, dEAe HRs)
o ARSI EAP) dAEe THEVEEE AN
A A8 = hEAle] 9vkE B EvEE
HEYgS 2t on, A5EAS =

2ttt



416

03?7%?%% &3t gt

) gl S5 olgdgese Wikl - A -
2%147} 60.8%. H& Widde] 63.9%. AFAFEH &84
Ae] zgrzho] 308 ol &7} 61.9%. dLoY-H8
Ao Lh8t A7t 82.5%. 08:00-16:00 Al7HHe]
a7} 66%. S5 oA th7lskA &2 2ol 63.9%
FA W AFAT] 2447F ol Fo] 58.8%% 7HE
& HgE VeIt

£FU_4

Hh’ ol r°4

Az

2) S4B ZEWEE Hd 27001902, HFE
PEvEs Bie gar g MF 3.05, 7led ¥
2 267 ARAT WF 249 FAELK ¥F} 1358
ehiet.

3) g Fape] outH %"é"ﬂ e EnETe gah
514 ol 71E. mFels}, Fi. Bu. AAE T L

W 7V A e O:L%‘ Sake] EF4 o] ¥

AEnERE Yo - AR - A AHE e, %
ZHE'l SFaAnAe 224 308 oW, €8URE F
A7 Wl 08:00-16:00A17h Wl di7lsiA g
2417 olle] 34 AFTAM 7 EA e

4) t Bkl duHy B4 1”&%@ hemErslel A
&%ﬁlﬂl*ﬂb th7| A7k A '%

5) <34 EAPL 0111'6‘}6 33 P-"J tEuEs %‘—

ol 949 B9 W) A Sk, Q) e

fr 4

A} g},

1) B d7elA ol&sh Barbara A. Cavis(1988)¢
CECSS 579 et A8A4e 7428y ga uE o
7+ Basieh

A7AT FHYwgol dieh FeuEest 7h e
g $F4 $EdA HYuss sk AVt EAE

B ASEAA 9 2 %7} e om

2} *'Bﬁ‘ﬂowﬁi m W27

e ttosle <
G ﬁi‘iég ﬂM } 2a3E AdL
4) PEVETEF Fol7] As) SFE A PR £

7]
I g7 B 9de ZAb s 4?7} st

=gnl

o
rak

A7 Buel ZA4w(1996). 23 dBUH 34 WY
Aol Wig B4 gigtedesl ], 9(1), 97-104,
7beAle 712 9% 9 FAkiE o
iz 33(1) 20-29.

7B ol HAE(1996). 03—7};:_&}4 a5t A
L3 Mg@ﬁ 26(1). 194-222.

pAR=S 94 21(1996). ﬁlwﬁgg& AT A 8

o
o
N
o
0
o
=
olo
EU

]_
97). %}@1 Qs 42 92 49 G

%—541}(1988). 7&?.&%}. 2 'Wli 26(3), 27- 29

1900, DEA8E 9 We 3AST. AL
tshel, v

uh A3 (1994) . 9Jel@Ate] x4 =T 2HE 7o A A
Aieka dieked, }\4/\].?;]-.‘,}1::%

%ﬂz},} 7V

Al

AR (1991)

184 ‘i}%‘% ks (1997) A2 0}9] HsA ek VAL
7k QIAEhE 7hEe] el %?P At M3 pEsE

o3l =24, 2134 AT olohist JFAu
N LRELS

+45(1993). %9 ogde] Mg - FEAL

olnblo}(1997). LA 7ksd) et ENEE AT
At e, MAEeEE

01271(1991). dgACAAY SFAEAA
2], 34(7). 692-695.

AAS(1992). AL} STHAY. SETEEHA. 1
1-12.

A (1997). B o] AHA AR
(1), 107-118.

AXS £(1996). TeoiAgacA HYUA dyiol gt
o] olafixe] WXE JF HisHeFAEEA. 7(2).
222-228.

. EH i Xe) 6ta€ g‘



35(1995). AeSAe] Mulz: wEwel HY AfHe o

Apote] #EA . Aduiga RAtet AAEYER
Alexander L.. Sandridge J. & Moore L. (1993).
An Qutcome Measure

Patient Satisfaction :
for Maternity Services. Journal of Perinatal
& Neonatal Nursing. 7(2). 28-39.

Baradell. J. G.(1995). Clinical Outcomes and Sat-
isfaction of Patient of Clinical Nurse Special-
ists in Psychiatric-Mental Health Nursing.
Archives of Psychiatric Nursing 9(5), 240-
250.

Clark. C. A., Pokorny. M. E. & Brown. S. T.(1996).
Consumers Satisfaction with Nursing Care

in a Rural Community Hospital Emergency
10(2). 49-57.

Cleary. P. D. & McNeil, B. J.(1988). Patient Sat-
isfaction as an Indicator of Quality Care.
Inguiry. 25. 25-36.

Donabedian. A{1988). Quality Assessment and As-
surance : Unity of Purpose. Diversity of Means.
Inguiry. 25, 173-192.

Ervin. N. E. et al.(1992). Measuring Patients’
ing Care Quality. 6(4), 25-32.

Handler. A. et al (1996). Women's Satisfaction
with Prenatal Care Settings @ A Focus Group

Hill, Jackie.(1997). Patient Satisfaction in a Nurse-
led Rheumatology Clinic. Journal of Advanced
Nursing. 25. 347-354.

Lewis. K. E.. & Woodside. R. E.(1992). Patient
Satisfaction with Care in the Emergency
Department. Journal of Advanced Nursing.
17. 959-964.

Lohr K N.(1988). Outcome Measurement :
and Questions. Inquiry. 25. 37-50.

McCloskey, J. C. & Bulechek, G. M.(1996). Nurs-
ing Interventions Classification, 2nd ed., St.

Louis : Mosby-Year Book Inc.

Concepts

* College of Nursing. Yonsei University

TaAgesial 448 A2s 417

Megivern. K., Halm. M. A. & Jones. G.(1992).
Measuring Patient Satisfaction as an Out-
come of Nursing Care. Journal of Nursing

Raper. J. L.(1996). A Cognitive Approach to Pa-
tient Satisfaction with Emergency Department
Nursing Care. Journal of Nursing Care Qual-
ity. 10(4). 48-58.

Risser. N. L. (1975). Development of an Instrument
to Measure Patient Satisfaction with Nurses
and Nursing Care in Primary Care Setting.
Nursing Research, 24(1), 45-51.

Scardina. S. A.(1994). SERVQUAL : A Tool for
Evaluating Patient Satisfaction with Nurs-
ing Care. Journal of Nursing Care Quality,
8(2), 38-46.

Seibert, J. H.(1996). Patient Focus with an Eye
on the Bottom Line: Using Patient Surveys
for Quality Improvement. Caring Magazine.

Spitzer R. B.(1988). Meeting Consumer Expecta-
tions. Nursing Administration Quarterly. 12
(3). 28-39.

- Abstract

Patients Satisfaction with Nursing Care
in the Emergency Department

Kim, Do Sun*

The purpose of this study was to describe pa-
tients satisfaction with nursing care in the emer-
gency department and factors influencing satisfac-

tion rates.

1. The mean score of patient satisfaction with

nursing care in the emergency departments was
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2.70. The mean scores of patient satisfaction with
different aspects of nursing care services were 3.05
for nursing services for psychological safety: 2.67
for technical competence: 2.49 for information gi-
ving: and 1.35 for discharge teaching.

2. Patient satisfaction with nursing care services
provided. according to the general characteristics
of the patients. was revealed as being significantly
high for the groups of patients made up of those
who were male. those over 5lyears of age. married
subjects. those with an education level of high
school or below level. housewives. Buddhists. and
those in the middle economic level. Patient satis-
faction with nursing care according to their service
utilization in the emergency departments revealed
that satisfaction was significantly high for patients
who were in internal medicine, neurology or psy-
chiatry. those admitted for the first time. those
for whom the distance from the department to
home was less than 30 minutes. patients who vis-
ited between Monday and Friday and between 8AM
and 4PM. patients who did not have to wait to
be seen and those who stayed in the department

less than 24 hours.

3. The correlation between the patients’ general
characteristics. nursing service utilization of the
patients in the department and their satisfaction
with nursing care showed that patients with longer
waiting time had lower satisfactory scores for nurs-
ing service.

4. The registered nurses working in the emer-
gency department reported that the main reasons
for low satisfaction rates included ‘over worked
nurses” and 'too many patients’ in the emergency
department.

In conclusion, the results of this study suggest
the necessity of developing relevant nursing inter-
ventions for discharge teaching to increase patient
satisfaction with nursing care services in emer-
gency departments: and the need for adequate
support from hospital administrators to improve
patients’ service utilization.

Key words : patients in emergency departments.
patient satisfaction, service utiliza-
tion in emergency departments.



