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Pilot Study Main Study
Category Item
Expectation Perception Importance Expectation Perception Importance
Total 33 09672 0.9752 09779 0.9596 0.9640 0.9582
Tangibility 6 0.8517 0.8905 0.9431 0.8525 0.9323 0.8629
Reliability 8 0.9086 0.9236 0.9420 0.8693 0.8%91 0.8850
Responsiveness 6 0.9045 0.9068 09263 0.8630 0.8733 0.8631
Assurance 6 0.8974 0.9183 0.9052 0.8637 0.8609 0.8061
Empathy 7 0.9302 0.9317 0.9092 0.8829 0.8935 0.8838
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{Table 2) Characteristics of Subjects

Variable Frequency %
Lesser than 20 54 47
21~40 583 51.0
Age 41~60 18 U8
Greater than 61 109 95
40.38(+13.95)
Gender Male 507 443
Female 637 5.7
Short-term % 285
(lesser than 7days)
Hospital Stay  Mid-term(7-30days) 536 51.2
Long-term
e % 53
(greater than 3ldays)
22.10(+5747)
Internal Medicine 304 266
L. Neurosurgery 68 59
Clinical .
Orthopedic Surgery 221 19.3
Department
OB & GY 212 185
Others 339 296
Diagnostic 88 7.7
Reason for Therapeutic 913 798
Hospitalization Routine Check 42 37
Others 101 88
Total 1144 100.0
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{Table 3) Expectation, Perception & Importance Scores in Nursing Service

Expectation Perception Importance

Nursing Service Mean Mean Mean
@ @ @ U @p N
concerning about hygiene of the pt's room 3109 30(L0) 40(1.0)
providing comfortable environment resting enough 33(09) 30(L0) 43(0.8)
Tengibility providing nursing service in good facilities 33(08) 334 30(L0) 332 40(L0) 429
providing by up to date nursing equipment & skill 301L.0) (089 3010y (09 40.0) (0.75)
good appearance 40(1.0) 35(09) 40(1.0)
sufficient nursing staffing 30(L0) 30(1.0) 440.7)
providing precise & skilful nursing service 40(1.0) 3.0(1.0) 40(1.0)
providing nursing service on time 30(L0) 30(L0) 40(1.0)
giving information & getting permission about nursing 30(10) 30(10) 4407)
procedures
Reliabilty giving concern & solving the pt’s problems 40(1.0) 342 30010y 333 40010y 432
assessing the pt's symptoms before being complained — 3.3(09) (0.92) 30(1.0) (095 4.0(10) (0.78)
evaluating nursing care and its effects 32(1.0) 30(L0) 42(0.8)
Prov1dmg education material about health 300L0) 300L0) 40010)
information
providing reliable nursing care 36(08) 30(L0) 44(0.7)
immediately correcting pt's room environment as needed 3.4(0.9) 30(L0) 42(0.8)
willingly helping the pt whenever needs 35(08) 30(L0) 40(1.0)
Responsiveness providing immediate nursing service 30(1.0) 338 30(L0) 327 43(07) 429
immediately reacting to the pt's needs 30L.0) (099 3010y (1.02) 40.0) (0.86)
immediately providing medication & perfoming Dr's order 3.0(1.0) 30(L0) 44007
frequently visiting the pt's room 3.3(09) 3.0(1.0) 40(1.0)
possessing nursing knowledge as performing own job  35(0.8) 34(09) 40(1.0)
giving information about hospitalization 40(1.0) 30(L0) 40(1.0)
Assurance giving assurance about reliable nursing care 40(1.0) 353 30(L0) 339 40(1.0) 436
doing polite attitude 40(1.0) (1.02) 30(1L0) (1.07) 40(L0) (0.91)
giving impartial nursing service 40(1.0) 30(1.0) 40(1.0)
having professionalism 40(1.0) 35(1.0) 40(1.0)
understanding the pt's feeling & inducing emotional 3508) 300L0) 40010)
comfort
providing individual nursing care about personal concerns 3.4(0.9) 3.0(1.0) 40(1.0)
Empathy respecting to pt’s rights 35(08) 348 300100 33 40010 43
listening to the pt's complaints 3508 (116) 30100 (121 40(1.0) (104
sincerely concerning about pt’s profits 35(0.9) 3.3(09) 40(1.0)
responsing with persisent smile 3.0(1.0) 30(L0) 40(1.0)

giving courage & hope 40(1.0) 35(1.0) 40(1.0)
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o] ‘Aslal &l ha'stal ‘Sl A AL Holal o] & FAA, I, AFA, H3A, AEAEo 2 4Gt
£ A48T 7 = 71ﬂ43}%1 VKT 407), A T AU A 28w I, 44, 41, £33, A
A7t AE 353 ol W7l FEE Qloich dbdAlEe] 4l £49 oz et
AgRlA Fastkn Yaske A v Pad A
g Al el RE A BAE TR R 448 v 3 ALY USME|A I, K|z Y ZHEAulA F
sk A% EME 404 ol el AR R §I3)
om 354 olE Ve AZAgET {ldch 2t Adada B sAb 2 o, A7 4 heAus 4
& W& taAu 2o A3 AT o o A& ESARES ZE ok ZoiTable 4). tdAte] HeAH 2~ 7]
ol lele e 4348 oo Fas Az & e 491.318(+9943), Traxu] 2 |22 473613(+109.89),
AR 403 oS vehd Tt ‘W‘Aﬁﬂoﬂ T2 AL -12708(+06.72) 0 2 ebdeh 34, 715
g oheh hlal 7kEE e 4 QU she AT BEW, Al RAYRR §34, A, A%, By 2 3
Bl ek TS O, AR S =4 Jliglot AAlR A A HaEaE %ﬂ%ﬁfﬂ, Fa AL 86.34%(£21.04),
AZFg gE2 Atgnl 35807 et B3 dPIAE AEIAgS 1185338 (227.04), A& 86.9738(+21.39), Ehalg
o] Z88H Adshs Ao rE 434014 A-E B 5 & R4658(L£2018), 342 107.023( 2486)01?—_ vebst e
& glsio EAHI 2R 7 AR F34, A, %4, 314 2
TAAFEANAE 404 ol s vER ZddES s TN A0S HaAeE ARy §342 H0F(E
vzl A £71¢ e FoFE AZESLE 358 o 22.17), AZAE 115328(+29.17), AEA4L 84.355(+22.79),
ek ey idAEe] st A 437 o Sl AS 80.0338(£2217), BFAS 1040178(L2756) 0.2 1}
g2 glsich 99 A9E2 A, teAus Jdle EREeh ke~ A ﬁ%ﬁcﬂcﬂ 84, Al54, 41454 &
A, BUA, NFY, A%, FY4z0z Sl A4 2 A 2] BRSE Avum, S94e -04
(Table 4) Expectation, Perception & Perceived Nursing Service Quality Scores
Variable Mean SD Min Max STD(%)
Total 491.31 99.43 180.00 825.00 58
Tangibility 86.34 21.04 18.00 150.00 56
. Reliability 11853 2104 32.00 200.00 58
Expectation .
Responsiveness 6.97 21.39 26.00 150.00 56
Assurance 9245 20.18 20.00 150.00 60
Empathy 107.02 24.86 32.00 175.00 60
Total 47861 109.89 155.00 825.00 56
Tangibility 8.90 22.17 22.00 150.00 55
. Reliability 11532 29.17 36.00 200.00 56
Perception .
Responsiveness 84.35 22.19 24.00 150.00 5
Assurance 89.03 22.17 25.00 150.00 58
Empathy 104.01 2155 31.00 176.00 58
Total -12.70 96.72 433.00 330.00 49
Tangibility - 04 2092 - 75.00 75.00 50
Perceived Reliability - 321 2188 -106.00 85.00 49
Nursing Quality Responsiveness - 262 2173 -105.00 75.00 49
Assurance - 343 2056 - 76.00 79.00 49
Empathy - 300 24.07 - 99.00 88.00 49
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A(+2092), NGRS -3217(+27.89), &AL 26278 (+
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{Table 5) Expectation, Perception & Perceived Nursing Service Quality Scores by Demographic Char-

acteristics
Exectati B " Perceived
X] o erceptio
Variable N pectation pHen Nursing Service Quality
Mean SD F/T Tukey Mean SD F/T Tukey Mean SD F/T Tukey
Lesser than 20 54 47420 9944 351 4123 46455 9206 583" 4123 -964 7476 091
Ag 21~40 583 48826 100.82 4707 111.70 -13.24 101.18
¢ 41~60 398 49058 9812 47451 10342 -16.07 90.13
Greater than 61 109 51872 93.00 519.66 12355 094 104.85
Gend Male 507 47996 9992 -346* 46854 10620 -2.77* -11.42 8313 0.40
er
Female 637 50035 9819 486.62 112.93 -13.73 102.42
Short-term 269 49078 9707 049 47298 10830 048 -17.89 9740 1.06
Hospital Stay Mid-term 586 49380 94.98 480.27 105.74 -1352 9%.37
Long-term 289 48675 110.04 48054 11957 -6.20 975
1+ 304 47009 10602 7.24% 425 46471 11218 348" 14 -538 9899 308* 512
Clinical A 221 48223 104.83 145 47827 105.38 -39 928
C
* 68 497.04 9962 489.02 109.84 =801 7847
Department -
4 212 50970 9759 500.36 121.97 -961 106.09
5** 339 50360 87.04 475.75 100.94 2784 93.02
Re Diagnostic 88 45272 9432 T60* 1:234 484.84 11902 174 3211 9199 7.16% 1:234
SO
¢ ason Therapeutic 913 491256 9892 24 47559 10745 -1565 9399
or
... Routine Check 42 50433 93.73 486.85 109.69 -2747 9054
Hospitalization
Others 101 520.05 101.01 501.68 122.27 -18.95 11687
*p<0.05

**1: Internal Medicine 2: Neurosurgery 3: Orthopedic Surgery 4 OB & GY 5: Others
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{Table 6) Determinant Scores of Expectation, Perception & Perceived Nursing Service Quality by De-

mographic Characeristics

Variable

Expectation

Perception

Perceived Nursing

Service Quality
Age* 4>2>3>1 4>0>3>1 -
Gender Female>Male Female>Male -
Tangibility Hospital Stay™* - - -
Clinical Department*** 2>5>3>4>1 4>2>5>3>1 -
Reason for Hospitalization™*** 459>3>1 - 1>4>2>3
Age* 4>2>3>1 4>0>3>1 -
Gender Female>Male Female>Male -
Reliability Hospital Stay™* - - -
Clinical Department*** 4>5>3>2>1 4>2>3>5>1 4>3>1>2>5
Reason for Hospitalization™*** 4>3>2>1 - 1>4>2>3
Age' - 495351 .
Gender Female>Male - Female>Male
Responsiveness Hospital Stay™* - - 3>
Clinical Department*** 4>5>2>3>1 4>2>3>5>1 3I>1>2>4>5
Reason for Hospitalization™*** 4>3>2>1 - 1>2>3>4
Age* 4>3>2>1 4>3>1>2 -
Gender Female>Male Female>Male -
Assurance Hospital Stay™* - - -
Clinical Department*** 3>5>3>2>1 2>4>3>5>1 2>1>3>4>5
Reason for Hospitalization™*** 459>3>1 - 1>2>3>4
Age® - - -
Gender Female>Male Female>Male -
Empathy Hospital Stay™* - - -
Clinical Department*** 3>5>2>3>1 4>2>5>3>1 -
Reason for Hospitalization™*** 4>3>2>1 - 1>2>4>3
*1: Lesser than 20, 2 21-40, 3: 41-60, 4:Greater than 61
**1: Short-term 2 Mid-term 3: Long—term
***1: Internal Medicine 2: Neurosurgery, 3: Orthopedic Surgery 4: OB & GY 5: Others

****1: Diagnostic 2 Therapeutic 3: Routine Check 4:Others
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{Table 7> Mean Score of Personal Needs

Variable N mean SD
Total 1144 450 065
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{Table 8) Expectation Scores by Personal Needs
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Never Needed Not Needed N;therNN;e;ed Needed S;Ir‘;iy
or INe &
; 3 8 413
Variable &) ® (60) (413) (660) F Tukey
mean SD mean SD  mean SD mean SD mean SD
Total 49566 31.39 386.00 11253 46165 10103 47388 9840 50614 9711 10.77° 5432
Tangibility 733 950 7L00 2318 7825 1974 8345 2126 8910 2054 849* 534
Expectatio Reliability 11300 1752 8825 3197 11178 2852 11569 2543 12129 2743 645° 524
n
De Responsiveness 9766 1078 7237 2668 8126 1911 8378 2102 8960 2140 712° 534
Assurance 0333 1351 7150 2042 8916 2035 8911 2035 9508 1954 840" 524
Empathy 11633 1026 8287 1927 10118 2523 101.83 2544 111.06 2372 1208* 5234
*p<0.05
{Table 9> Expectation Scores by Past Experience
Yes(809) No(335)
Variable F
mean SD mean SD
Total 492.77 99.01 487.79 100.50 =0.77
Tangibility 6.84 20.74 86.14 21.74 -1.24
B ot Reliability 11877 26.55 11796 2824 -0.46
RDECHEION pesponsiveness 8706 2091 86,04 8734 094
Assurance 9241 2051 R57 19.37 0.12
Empathy 107.41 25.09 106.07 24.30 -0.82

*p<0.05
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{Table 10) Expectation Scores by Word of Mouth Communication

] Yes(416) No(728)
Variable F
mean SD mean SD

Total 492.13 93.08 490.81 102.74 -0.21

Tangibility 86.46 19.53 86.28 21.82 -0.13
Fxpectation Reliability 11867 2521 11843 27.9 -0.14

Responsiveness 8749 19.69 36.68 22.25 -0.60

Assurance 92.36 19.11 9249 20.74 0.10

Empathy 107.15 24.27 106.94 25.20 -0.14
p<0.05
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{Table 11) Expectation & Perception Scores by External Communication to Client

et [ = 3 e B
A 2oz} gle Aoz 1t
o w2 sAH2 7|7t B
2 717bE 3

] Yes(152) No(992)
Variable F
mean SD mean SD
Total 497.08 100.71 49047 99.31 -0.76
Tangibility 86.94 22.24 86.26 20.87 -0.37
Expectation Reliability 11917 27149 11844 27.00 -0.30
Responsiveness 88.19 221 86.79 21.28 -0.74
Assurance 94.63 20.73 9213 20.09 -141
Empathy 10816 2509 106.84 25.09 -060
Total 509.48 134.02 47398 106.07 -311%
Tangibility 90.26 2179 8625 21.12 -212*
Perception Reliability 121.71 3562 114.38 21.96 -241%
Responsiveness 90.00 2552 8350 22.25 -296*
Assurance 9713 2611 87.80 21.27 -418*
Empathy 103.05 2103 11038 30.19 -3.05%

*p<0.05
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{Table 12> Regression of Perceived Nursing Service Quality on Expectation & Perception Determinants

Variable R’ Adi-R F
Expectation Determinants 0.1496 0.1459 40.048*
Perception Determinants 0.298% 0.2954 96.840*

*p<0.05

{Table 13) Multiple Regression of Expectation Determinants on Predictors of Perceived Nursing Service

Quality
Varighle DR LT g g T Sep TR o R Mo B OF
Estimate Entered

Intercept 1 168.89 1352 12.49* 1 Reliability 0.1277 0.1277 167.23*
Tangibility 1 -0.55 018 -2.97* 2 Assurance 0.0146 0.1423 19.43*
Reliability 1 -0.62 0.17 -358* 3 Tangibility 0.0064 0.1487 857
Responsiveness 1 -0.11 022 -0.50

Assurance 1 -0.75 0.22 -3.30*

Empathy 1 018 0.17 1.06

*p<0.05
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{Table 14) Multiple Regression of Perception Determinants on Predictors of Perceived Nursing Service

Quality
Vaiable  DF LU g p o Ta s PR bl R Modd BEOF
Estimate Entered
Intercept 1 -23845 108 -21.9%5¢ 1 Responsiveness 0.2581 0.2581 397.38*
Tangibility 1 0.14 0.16 0.88 2 Reliability 0.0252 0.2834 40.14*
Reliahility 1 0.55 015 3.48° 3 Empathy 0.0107 0.2940 17.20*
Responsiveness 1 0.7 0.20 3.66* 4 Assurance 0.0040 0.2980 6.46*
Assurance 1 0.50 020 242
Empathy 1 0.39 015 2.57°
*p<0.05
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Key concept: Nursing Service Marketing, Nursing Service Expectation,

Nursing Service Perception, Nursing Service Quality,

Nursing Service Quality Determinants

A Study on the Determinants of Consumer-Oriented
Nursing Service Quality - SERVQUAL Model based -

Joo, Mee Kyoung”™

As the tendency of the society is centralized into

* Kyungbok College

consumers and services, patients are getting to ask better
medical services. The consumers influenced from various
social surroundings became to have some expectation of
nursing service. Compared with their expectation, the
quality of the services which they virtually get may be
recognized and evaluated. So it is necessary to know
exactly what the consumers want in nursing services.

The purpose of this study is to examine the determinants
which can evaluate the quality of nursing services by
researching into consumers expectation and perception of
the nursing services depending on the consumer-oriented
attributions on the basis of the model of SERVQUAL. 1,144
of outpatients were selected as the subjects for this
research. They used to continuously visit the same hospital
after being hospitalized and nursed in 9 hospitals randomly
selected among the second-level medical organizations in
Seoul from January to February, 2001. The collected data
are analyzed into the Descriptive Statistics, t-test, GLM and
Multiple Regression through the SAS program.

Delphi was used for the research tool and the results of
the research are as follows; the determinants in evaluating
the quality of nursing services consist of 5 categories such
as  Tangibility, Reliability,
Empathy. The values of Cronbach’ @ appeared to be 0.96 in
the expectation of nursing services, 0.94 in the perception of

Responsiveness, Assurance,

nursing services and 096 in the importance of nursing
services.

The determinants in the expectation of nursing services
were ranged in the order of Assurance, Empathy, Reliability,
Responsiveness and Tangibility. And those in the perception
of nursing services were in the order of Assurance,
Empathy, Reliability, Tangibility and Responsiveness. Those
in the importance of nursing service were in the order of
Reliability, — Tangibility — and
Responsiveness. Finally, those in the quality of nursing

Empathy,  Assurance,
service were in the order of Tengibility, Responsiveness,
Empathy, Reliability and Assurance. Each expectation of
nursing services appeared different depending on the
subjects’ age, gender, clinical department and reason for
hospitalization. The hypothesis examined in this research
shows that the group having higher personal needs shows



meaningful differences in the expectation of nursing
services, and the subjects who have had external
communication show higher perception of nursing service
than uncommunicative ones. After all, we can see that the
statistical differences in the perception of nursing services
depend on  whether the subjects have external
communications or not. The determinants in the expectation
of nursing services can explain the quality of nursing
service up to 1496%. The statistically meeningful
determinants in the expectation could be arranged in the
order of Reliability, Assurance and Tangibility. And the
more expectation brings about the lower evaluation of the
quality of nursing services. The determinants in the
perception of nursing service can explain the quality of
nursing services up to 29.85%. The statistically meaningful
determinants in the perception could be arranged in the
order of Responsiveness, Reliability, Tangibility, Empathy,
and Assurance. And the more perception brings about the
higher evaluation of the quality of nursing services.
According to the result of the above research, I would
like to propose as follows. As long as this research is
oriented to get knowledge of the consumer-oriented nursing
services, it should be continued to draw the other elements
determining the quality of the nursing services.
Furthermore, this research is based upon the Parasuraman,
A, et al’s SERVQUAL Model(1991), which deals only
expectation, perception and quality of consumer-oriented
nursing services, so it will be necessary to inspect and
verify it through the other models containing the offerers of
nursing services in the future. On the other hand, as this
research evaluates the actual quality of nursing services
based on the expectation and perception of nursing services,
it can be utilized as fundamental data to develop the
marketing strategies and to estimate the qualities as well. 1
hope this research will be periodically estimated to be the
useful data to develop the marketing strategies in the

nursing service area.
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