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Satistaction Gaps among Physicians, Nurses, and Patient Family in the

Emergency Department

Kyunghee Kang

Department of Emergency Medical Technician, Gachon University, Incheon, Korea

Background: The objective of this study was to explore patient family’s evaluation of emergency department (ED) service satisfac-
tion and to compare these with ED staff perception of patient family’s evaluation.

Methods: Based on two surveys of the National Emergency Medical Center: the 2008 National Survey for Recognition and Satisfac-
tion towards Emergency Medical Services and the 2008 Opinion Survey of Emergency Medical Service Providers, satisfaction gaps
among physicians, nurses, and patient family were evaluated by Kruskal-Wallis tests and Wilcoxon-Mann-Whitney tests. Further-
more, the factors associated with satisfaction of emergency medical service were identified by ordinal logistic regression models.
Results: There were statistically significant gaps among physicians, nurses, and patient family in overall satisfaction with ED visit,
length of stay in ED, enough explanation, physicians/nurses kindness, and ED facilities. Age and income in the patient family model,
the number of beds in hospital, job satisfaction and year of service in the physicians model, and the number of beds in hospital, job
satisfaction and the number of patients per duty hour in the nurses model were statistically significant factors associated with evalu-
ation/perception of ED service satisfaction.

Conclusion: Patient satisfaction is an important indicator of the quality of care and service delivery in the ED. To improve and under-
stand satisfaction in ED service, a dyadic view of the evaluation of service quality and satisfaction-that is, from the perspectives of
both the patient and the emergency medical service providers-should be concerned.
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Table 1. Characteristics of patent family, physicians, and nurses

Characteristic Pa(trlleztlaszl)ny Tsyjlﬁlgg)s (nNgr?%%)
Age (yr) 20-29 54(12.4) 22(12.8) 55(32.7)
30-39 133(306) 116(67.4)  79(47.0)
240 247 (56.9) 34(198)  34(202)
Gender Female 218(50.2) 23(134)  161(95.8)
Male 216(49.8)  149(86.6) 7(4.2)
Residence Rural 231(53.2) 88(51.2)  96(57.1)
Urban 203(46.8) 84(488)  72(42.9)
Monthly average <100 30(6.9)
income (10,000 won) 10g-199 50(115)
200-299 106 (24.4)
300-399 105 (24.2)
400-499 58(13.4)
500-599 37(85)
600-699 16(3.7)
>700 24.(5.5)
Marriage No 72(16.6)
Yes 362(83.4)
College education No 182(41.9)
Yes 252 (58.1)
Ambulance service  No 284 (65.4)
experience Yes 150 (34.6)
CPR education No 242 (55.8)
experience Yes 192 (44.2)
No. of beds in <99 2(12) 3(1.8)
hospital 100-299 39(227)  76(45.2)
300-499 23(134)  41(244)
500-799 50(29.1)  33(196)
>800 58(337)  15(89)
Working hours 628+247 435+164
per week (hr)
No. of patients 417+274 200+158
per duty hour
Job satisfaction Very much or much 60(34.9) 52(31.0)
Moderate 70(40.7) 83(49.4)
Less or very less 42(24.5) 33(19.6)
Years of service (yr) 44+39 52+4.1
Values are presented as number (%) or mean + standard deviation.
CPR, cardiopulmonary resuscitation.
FARES: QAL 62.8A17F, TEEAF 435X AR - Hat hat
G AL 4177, 7EBA} 20009, SIA} 715 Aol M]3 A
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Table 2. Satisfaction gaps of ED services: results of non-parametric tests

; K-W test"* W-M-W test"
Subject  Number Fairor poor Good  Very good or Meanifst‘andard
(%) (%) excellent(%) deviation" 1 \edian . PsandPFs NrsandPs PFsand Nrs
Quantile Quantile
Overall PFs 434 145 452 403 2.56+0.69 2 2 3 2103 449 270% 157
satisfaction ~ pg 172 279 477 2.4 197+0.72 1 2 2
Nrs 168 137 554 310 217£0565 2 2 3
Waiting ime ~ PFs 335 309 349 33.1 201081 1 2 3 1766 -409**  305**  -0.80
Ps 171 515 269 216 170+080 1 1 2
Nrs 164 07 M5 268 195077 1 2 3
Enough PFs 434 221 313 465 224£079 2 2 3 17734 409" 220 -1.79
explanation  ps 171 257 509 234 198+0.70 1 2 2
Nrs 165 176 503 321 215+069 2 2 3
Ps’ PFs 432 130 363 50.7 2.37+070 2 3 3 3909**  -425% 140 -5.59**
kindness Ps 170 188 506 306 212£070 2 2 3
Nrs 164 22 470 268 201£073 1 2 3
Nrs' PFs 432 8.1 370 549 247+064 2 3 3 3616**  58E** 295 -264%*
kindness Ps 171 22 462 316 209073 2 2 3
Nrs 164 85 500 M5 233+063 2 2 3
ED cost PFs 424 36.1 403 236 188076 1 2 2 443 181 1.96* 047
Ps 170 447 353 200 175077 1 2 2
Nrs 163 313 472 215 190072 1 2 2
ED facilities PFs 433 333 353 314 198080 1 2 3 1367 349 092 -2.18*
Ps 169 467 337 195 173+077 1 2 2
Nrs 162 451 278 272 182083 1 2 3

ED, emergency department; Ps, physicians; PFs, patient family; Nrs, nurses.
*p<0.05. **p<0.01. Based on scores by 1="fair or poor, 2=good, 3=very good or excellent. *Kruskal-Wallis test's X2 among patient family, physicians, and nurses. *Wilcoxon-Mann-
Whitney test's Z between them.

Table 3. Odd ratios of multiple ordinary logistic regressions: patient family

Overall satisfaction”  Waiting time”  Enough explanation” Physicians kindness” Nurses’ kindness" ED cost’ ED facilities’

Age 20-29 1.00 1.00 1.00 1.00 1.00 1.00 1.00

30-39 2.05% (1.00-4.20) 1.33(0.63-2.80)  2.56**(1.27-5.16) 167(0.82-3.41) 293*%(1.406.12)  1.21(0.60-2.42) 0.92(0.46-1.84)

>40 2.14%(1.04-4.42) 1.10(0.51-2.35) 2.29%(1.13-4.64) 2.15%(1.04-4.45)  271"*(1.40-6.12)  0.97(0.48-1.94) 0.70(0.35-1.40)
Gender Female 1.00 1.00 1.00 1.00 1.00 1.00 1.00

Male 1.53(1.03-2.28) 1.16(0.74-1.82) 0.89(0.60-1.32) 1.17(0.78-1.75) 1.31(0.87-1.99) 093(063-1.38)  1.58*(1.07-2.32)
Residence Rural 1.00 1.00 1.00 1.00 1.00 1.00 1.00

Urban 1.20(0.83-1.72) 0.94(0.63-1.40) 0.86(0.60-1.23) 1.20(0.83-1.74) 1.18(0.81-1.72) 1.31(091-1.87)  0.94(0.66-1.34)
Household income 0.85**(0.76-0.95)  0.89(0.79-1.01) 093(0.83-1.03)  0.83**(0.74-0.92)  0.89*(0.79-1.00)  092(0.83-1.03)  0.93(0.84-1.04)
Marriage No 1.00 1.00 1.00 1.00 1.00 1.00 1.00

Yes 1.01(0.55-1.86) 0.94(0.50-1.76) 1.00(0.55-1.82) 1.05(0.57-1.95) 0.89(0.47-1.69) 0.92(051-167)  1.26(0.70-2.27)
College education ~ No 1.00 1.00 1.00 1.00 1.00 1.00 1.00

Yes 1.50(0.98-2.30) 1.05(0.66-1.68) 1.14(0.75-1.72) 0.87(0.56-1.33) 0.72(0.46-1.12) 1.08(0.72-1.64) 0.75(0.50-1.13)
Experience of No 1.00 1.00 1.00 1.00 1.00 1.00 1.00

ambulance service  Yeg 1.37(0.93-2.02) 1.28(0.84-1.84) 1.05(0.72-1.53) 0.84(0.57-1.24) 0.77(0.52-1.15) 1.27(0.87-1.85) 1.17(0.81-1.70)
Experience of No 1.00 1.00 1.00 1.00 1.00 1.00 1.00
CPReducation  ygg 128(085194)  125(079-196)  130(087-196)  164*(108250)  151(098232)  1.11(074-166)  1.07(0.72-160)
X 29.77% 8.08 1383 26.63** 27 43** 7.20 1328
ED, emergency department; CPR, cardiopulmonary resuscitation.
*p<0.05. **p<0.01. "Based on scores by 1="fair or poor, 2=good, 3=very good or excellent. ‘95% confidential incidence in( ).
Mann-Whitney test’s Z)- Table 2} ZXC}. A} 7}E0] WLk o] 771 9] elXlof|A] o)g Al ZEat Argu} 1A
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