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LA AR {}_ix} 3.21( 0.56) 3.36( 0,53) .01( 0.63) 6.365(.002) B)C
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Aolg 9 s 3.76( 0.66) 3.83( 0.76) 3.79( 0,72) .153(,858)

A4 At 3.68( 0.72) 3.67( 0.82) 3.63( 0.73) .087(.917)

p(.05, "pCo1
3. S SEY UtSAIR YK Ie| ZHSMH|A T|CH, AR~ A ol g Hlugt AT ZhIAF 2 Zo|7t §lle

&, Zo| Xfo| Y ZISAMH|A DIEE lR2tK} QAR 2o A HEFEE Aol llem(p=.044),

o| o|ZMH|A DHEEZ. XHO|2 o=, HSOJAl AFHAAY 659 d=271He| YT AT HESH dsH
Sa7|de] YYT ARG FTARAY S A AZstn

2 7N sl e YASAL 7HI ALY T A e AoE Uyt
27, #3, 49 &8 vud 2ie (& )T o 7 ZtaAu| A REE O AL THEARENA tEFadE Zolzt
SAHA 7R e PEA FolAe TR TE Aol AL, ATHAZATL 455 JR7I8HY TEA= Ao AF
aen, AR FoHE 3, 457 BV JYs & o rso] i@t WEETE 659 Yr7|RY BARRT =4
A7F 65w YE7|He] YAT Aol vle] rT AL gk (p=.002), ULSAY] THoAHA LR QR AHA BHEE
71d7h = AR UENTHp=012), FIAHA FRPE= 2 27| Hol§ Y, BeldA r7|HE ARt s}
ro AR JAEA BE A5 Aol fidd EBI 4T = ARYAo e tasadE 2tole gt
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AU XY A FHHY 2Bt ZISAT} X|Zist ZESAfH|A Eat o272t RHo|] ol=of FEE niXl= 29

(E 4) LRI 0|8 o=t HHOIR EN, ZISAMHIA TIEE o EMH|A TIEE HFIALLS 2|
IERN
USMHA BIEE Q2 MHIA TEEE  ERQA E P Q QUR7|zt (2)
S E
616 712 722 955 476 275 -.017 -.092
(000" (000" (000" (000" (000" (000" (.797) (177)
' p< 001

E: SERVQUAL Expectation(7]d]), P: SERVQUAL Performance(53), Q: SERVQUAL Quality(%)

(B 5) Jeatxte| o|z7|2 o8 2xo F&2 n|xle 29!
tHa B B t p R® Adj. R*
(=) 629
AL} 408 434 7.952 000" 631 625
AR AHHA BEE 1296 1394 4,443 000"
A A BEE 137 142 2.159 032"
p<.05, " 'p¢.001

r

4. QUREIXIC| XHO|R o= 9 HLAOIR EM, 7122 10 o|at&2 e} o3 FAA (Multi—collinearity) &4
SMH|A OLEE o|Z MH|A E A g 5 St B AR =94 A45E 96
ALQFO] ZHA| Durbin—Watson 3f< F3F 23} 1.982= 29 717+ AF7]AME

(Autocorrelation)o] §le ASZ AU o5 oHLA

TESETE

—_

1o

s =TT

o4 o 7] et A ZHOlJ‘L ool HYolg & 23, SARY AYE F @2 1206582 FAHOE {5t
A, s 9 ogaars wEE ARt dE AueAE Hom(p=.000), FAA R* #2 6312 e} & Ao
A% A3 G 99 2 ?J"J 3ate] o w7 Afolg-9 A AEE SAUJAEY Gm7|H Aold gmof dizh AHE
EE ZhEAHA TEE(p=.000), 9BAHA THEE(p=.000), 2 631990, EA43}, JATAY 7| H Aol& oEof
A Hp=.000), 7t3AHA 7|t A E(p=.000), 7t A FFE Fv 29U ARFYAHB=.434, p=.000), @A H2
o2& 58 AZAE(p=,000), 7tEAHA A X2 E(p=,000) HEE(f =324, p=.000), TEAHL WHE(=142, p=.032)
o oo A@BAZE e AR Uedth ddvIt @X o et
B Y3l 5 B o] E 5T ATTATE (T

. - V.= 9
5. YHEtxte o272 0|8 2= FES
Oxl= 22!

2 ALY ddd F AddEAE FAo] 52%, o] 48%%
oA JUskgel oas|H Aol g owo] AFL ujAL o onf A2 304 of3t7t 29.9%, 514 o°] 29.4%F A3}
ol olaty| s ARTA 7} WEA EAuA nEE 9 of AR89} 0]Ql%(2004)2t o] of(2005) AtelA HojE vl
BAHA BEE AGOAL, EAHA Y AT, 75 A o Zo] A1 BAYE fARE AHEEE Ueo] o= &
oA 28 AZAE 7tEAHA A AZAES EYHsE 3} AFSol ol AFAAE IF LA FY=S &+ A
of EAARAS AN Ae (E 59 Aok ABEH A F URATA: oAk FRIb 4%, FAL 39%, f&
I T EYdo) ATASsL 8ujuto R (r= 255~ .722) U el 6.7%%2 AA 7t tgAY] 6093 =7 9 7elo] ofd
B BE 90lg R4 o]gstlon, =Wl 7t Fakst HAE omele 9af g AT AR Ut AE 7
Al(Tolerance Limit)7} 358~ 584%  10|Aro|qlal, EArHAO] 3 Qg gL AFGETE HAFAT, tEAMe A Ht
ZH(Variance Inflation Factor, VIF) WY& 1,718~3. 04602 o]l 254 ol3f, 43.1%= o]u]off(2003)9] AFoJA HolF
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Factors Affecting Quality of Nursing Services and Intention
to Revisit as Perceived by Hospitalized Patients
and Nurses in Medium Sized Urban Hospitals

Kim, Ki Sook” - Ha, Eun Ho?

1) Fellow, College of Nursing, Ajou University
2) Director, Department of Nursing, Bupyeung Serim Hospital

Purpose: The purpose of this study was to investigate factors which affect the quality of nursing services and intention
to revisit as perceived by hospitalized patients and nurses in medium sized urban hospitals. Methods: The SERVQUAL
scale, a measurement of overall nursing services and intention to revisit a medical institution, was used. The sample
consisted of 223 patients and 239 nurses from four medium sized hospitals in | city. Frequencies, t-test, One-way
ANOVA, Pearson correlation coefficient and Stepwise method regression were used to analyze the data. Results: For
expectation, nurse and patient perceptions were similar, but for performance, patient perception was significantly higher
than nurse perception for five factors. The factors affecting intention to revisit the hospital were those recommending,
satisfaction with medical and nursing services. Conclusion: The findings indicate that differences between expectations
and performance for both patients and nurses need to be reduced in order to elevate patient satisfaction. A precondition
for intention to revisit and increased satisfaction is the development of marketing strategies as well as intervention

programs in nursing.
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