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A Case Study on Quality Improvement of the Food Services for Patients
- Focused on Satisfaction Offered Menu and Differentiated Service -
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ABSTRACT

The objective of this study is to investigate how patients satisfaction are affected by satisfaction with the patient menu
and differentiated service resulting from QI activities and to evaluate the efficiency of QI activities. In order to improve
satisfaction with menus through QI activities, this study strengthened meal round, examined the quantity of food waste
produced by patients, diversified one-dish menus and used seasonal food as much as possible to reflect patients’ tastes
to the maximum. With regard to cooking, additionally, it strengthened sampling and standardized recipes to maintain
the constancy of taste and cooking/seasoning. From July 2003, dining time was changed from 08 : 00 to 07 : 30 for break-
fast and from 17 : 30 to 18 : 00 for dinner. Statistical data analyses were completed using the SPSS 11.0 program. The
results can be summarized as follows: The goal of QI was to improve food service by raising the score of “Satisfaction
with Offered Menus” from 3.49 before QI to 3.55 after QI and differentiating nutrition service at the VIP ward. The score
of “Satisfaction with offered menus” after QI was 3.56, and services related to the VIP ward were 7 dishes per meal,
meal round once per day and the use of a napkin for a spoon in setting the table. In addition a variety of dishes were used
in order to heighten the visual effect. Among the 10 items included on the patient satisfaction questionnaire, 8 items
showed higher scores before QI. “Taste of meals” (p <0.05), “Satisfaction with offered menus” (p <0.05), “Kindness
of meal serving assistants” (p <0.05) and “Cleanliness of clothes & features” (p <0.05) of VIP ward were significantly
higher than those of a general ward. (Korean J Community Nutrition 9(2) : 225~232, 2004)
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o= 191739 v]=r2l#ete-d (American College of
Surgeons) ©] F&0] Ho| HARFITZ 7AE A2SIG1
I 1981dRE = Aol AT E Jst A B
Z(Quality Assurance: QA) 7@ ZRE YsAu|AE
718sta FA EAE oAEE ARdelA wejshes A Y
(Quality Improvement: QD/IEe 2 71 4FE U= &
Z e AEsgith FuleidE 1994 528 QA
3|71 AP FARZE Tl B A EFo] AF
Ha, 19959 BAEA RN FH3 o grjs Au|A
B7HIE B Jo B i A N o] BRE
of ZFHUA EF3EUT w52 AA Az BFES}
(Accreditation Standards) 1950\delA 60\ el 2
A 3] @AsiA =913 1980 Dr. Donabedian2 8
2L g F7ie] o]2AQ) vjAE FAsEIEd 19 &
59 A Hrlel oMY 7=, A, W59 Az F7}
a3k o) Az MFL 19908 25k A B
QA A A QD o= vHHA AFHA ZAM
E2Q JigellA ofihdel sidog, Agede] #al g5
A A A (system) & 242 #e] HF2 v A H3It o)
T A e gL oS dEste] NS Bk Al
Ao 3tiy #4249 2 4 (Continuous Quality Im-
provement: CQD ©Z 7i\do] ¥3}= It The Korea So-
ciety of Quality Assurance in health care 1995; Flanel
S 1995: JCAHO 1996; Kim 1997; Shin 2001; Kim
2002).
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Aste] AdstEE 5219 S Folu A Ftd A
29 UEEE I8l g9 A AuiAE ke
F5olgty & = QAHKim 1995; Letort 1994; Kim

1997, Brotherton 1999; Lee 5 2000; Lee (B) & 2003).
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%, 1, 524, 294, didsy D AA|, 394, &
7} gtob 4dA BF Al DAIE AR AEEA #Be)e)
H oS At Letort 1994; Kim 1997; Lee 1997;
Kim 2002; Shin 2001; Lee (A) & 2003). Sawyer %
(1994) 2 ¥4 34 A9 FAA A S sk 5270
Wl zAtelA 88.5%7F QIE 38y, 1 At 8}
D=L o] 33.9%F 7HE A JErsth vhE, 92
Yhelld QI #RA A& wiwdeist 34 AAasel Wit

2 32} USRS A7 ATENa 1996; Lee 1997;
Han 1999), &2} 24} wiAle] djgt wlj2] @783} 24} vt
B 7ol B3 AT (Lee 1999) 9 Ak F s}
back—up Aol B35 AT (Lee (A) 5 2003) 7F Utk

BeollA #2122 A AN AsliME dsxR o
F FAeke] det FxAA slel= BHEZAQ] =59 A
T4 24 F AP S ot ArADe] e Yikehs
A2 A= D eskelet BdEth(Shin 2001; Lee (A)
5 2003).
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Fig. 1. Fish bone chart.
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Table 1. Q - | activity about food service

Improvement Activity Data
Menu Multiplicity  » Meal round 2003.
» Check of leftovers 4-
* One-course meal
* Season menu
Cook Standard * Tasting sampling 2003.
* Change of standard recipe  4-
- Meat
~ Fish
- Vegetable
Meal Change * Change of meal times 2003.
times — Breakfast 08 : 60— 07:30 7-
— Dinner 17 : 30— 18: 00
VIP Distinction * Menus 2003.
ward * Meal round 5-
* Sefting
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Table 2. Demographic characteristics of patients between be-
fore Ql and after QI

Before QI After Q

(h=109  (n=10 PVoue’
Age (yrs)
20-29 24 (22)” 13 (12) NS
30-39 69 (63) 74 (71)
40— 49 908 12 (12)
50-59 1(D 2(2)
60< 6 (6 3(3
Length of admission (day)
1- 7 71 (65) 72 (69) NS
8-14 25 (23) 24 (23)
15-21 6 (6 2(2)
22-28 3(3) 303
29< 4( 4 303

1) p-value by chi-square test
NS: not significantly different by t-test
2) Number of person (%)

159 - 357 - 229

5.Ql ¥ ¥ BNNEL HI
Ql 2% A 5o ANE5] Aake (Table 3)of Yet
w ukg} ek,

o] &7, A9 2V, Y &, =AY O,
‘AT e MHET, widdy B39 §57, YA
ARY 28al ARl ApAT ol tigt g3k vt
Fre QL AEY QI 37 ¥ 2 BFe B3k “z2
9] AEE" FES QI AR QI 371 o #e FEE
Bk S H A7) AR 47 FE g 829
RESEe] 207} fi3lth

Ql 852 Foto] JAtEEe] st 52 1035
8ol o FA Jvehd 2oz Yelstow, H171 ‘A
g el SR FE5eM QI A 3499014 QI ¥ 3.55
2 PA)E Aolded, 35608 EXE AU
ol wl¥ret #Yat] #RtY WFEEE FAI7I7] el
71558 HUE igshe WwE 7] fste] At
7 73El A N 2AL AE3A FRY o)t 1
74449 vt 5] S5 @ FAdMe 49
bk ke AR fAls] QM A sk el
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e AT E mEsehs R 22ln AARRE B
248 08 : 00414 07 : 3002, A4} 17 : 3004 18:

o

02 272 axpel| digh REEs e As) Be
FA ALE Feo] vkE ¥ Autn vaEy,
QIEF F9 BAE WEFE FEL of2] ATEHWNa
1996; Lee 1997; Han 1999; Lee (A) 2003) ¢} F-230
2 AR

6. ZHATL VIPYES BABEL U@

pEsk A7 $E BARSES Ao (Table 4)°]
veRd who} Pk

A B 22 dWbgA 354 + 0.78, VIPHA
391 £ 0.792% YwHHA Hr} VIPHAC] H=ELr}

o

Table 3. Comparison of patient satisfaction between before Q@ and after QI

Before Ql (n = 109) Affer Qi (n = 104) p-value"
Temperature of food 3.77 £ 0.8%% 3.83 + 0.73 NS
Cooking/Seasoning of food 3.67 + 0.72 3.69 +0.72 NS
Amount of meals 3.84 + 0.68 3.91 = 0.69 NS
Taste of meals 3.57 +0.73 3.63 +0.74 NS
Satisfaction with offered menus 3.49 + 0.80 3.56 £ 0.76 NS
Cleanliness of meals, dishes & trays 3.83 = 0.76 3.83+074 NS
Kindness of meal serving assistants 4.37 +£2.94 4.13 + 0.66 NS
Cleanliness of clothes & features 4.08 + 0.66 4,19 = 0.66 NS
Satisfaction with meal times 4.26 * 0.61 4,30 + 0.68 NS
Satisfaction with total services 3.79 = 0.78 3.84 +0.72 NS

1) p-value by t-test, NS: not significantly different by i-test, 2) Mean + SEM
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Table 4. Comparison of patient satisfaction between General ward and VIP ward

)

General ward (n = 81) VIP ward (n = 23) p-value'
Temperature of food 3.79 +0.75° 3.96 = 0.63 NS
Cooking/Seasoning of food 3.63 £ 0.71 3.91 =073 NS
Amount of meals 3.86 = 0.66 409 = 0.79 NS
Taste of meals 3.54 =078 3.91 £ 0.79 0.05
Satisfaction with offered menus 3.47 £ 072 3.87 = 0.81 0.05
Cleanliness of meals, dishes & trays 3.75 £ 0.75 4,09 + 0.66 NS
Kindness of meal serving assistants 4.06 + 0.67 4.39 £ 0.58 0.05
Cleanliness of clothes & features 4.2 + 0.67 4.43 = 0.59 0.05
Satisfaction with meal times 4.30 + 0.67 430 £0.70 NS
Satisfaction with total services 3.77 £ 0.72 409 £ 0.66 NS

1) p-value by t-test, NS: not significantly different by f-test, 2) Mean + SEM

gHoz FA Yekthp < 0.05). dubidz} FYE 2
AR ATREIE B FA Uehd 22 AgE vl of
& REEs} APEEE AEIA7E Y B 9FE TR A

SE2 WA 347 + 0.72,
VIPHHA 3.87 + 0.8102 UWHHA €} VIPHAo] ot
Z57t oo ® A e < 0.05). HlwdNA
Aul WA xpEsiE 12 73 FAE ol 13 AR
o Aate] tisgt ZAY A1) 7)3E sjetsie] w2 Al
Zhgell Hkedsla, HAAA A FEE AT thdt A
el g8y desel B 52 HA o)go® Azt aF)
E 7RI RAEe] BEEE SHIAIZ] Ao g g

‘ZE|9e IEE” FE52 WA 4.06 £ 0.67, VIP
WA 439 + 0.580F URbEA Hr} VIPH ] R
7} freF e g2 A VeRdTtHp <0.05).

Hjde] BT gn° e dubgil 412 + 0.67,
VIPHHA 4.43 £ 05902 UwhgA B} VIPHAo] vt
Z57 #9807 EA YeRdth(p < 0.05).
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Aol 2 W7 AR 5 VIPHET] AEste Au|Ago]
UER o] % JEE v Ao Jddch
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PHR7E Qsh= APHel Brotherton 1999; Lyu 1994;
Han 1999; Pack 1998; Lee % 2000; Lim % 2002;
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