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Table 1. KMO and Bartlett Test (N=170)
Kaiser-Meyer-Oikin Measure
of sample adequacy 940
Approx. chi-sruare 3178.240
Bartlett's test of sphericity df 231
sig .000
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Table 3. General Characteristics of Subjects (N=170)
Characteristic Category Freq(:t)ancv PI’OF(J;I’)UOI’] Q,vll'liagg/ ?uoarh}:v P
M 67 39.4 -.20+.58 "
Gender F 103 60.6 -.42+ 63 2.257 025
20-29 47 27.6 -.46+.73
30-39 19 11.2 -.37x.71
40-49 22 12.9 -.46+ 57
Age group 50-59 22 129 ogr s 1:579 169
60-69 30 17.6 -.09+.38
70 and over 30 17.6 -.28+.43
Elementary school graduate or under 37 21.8 -.34+ .46
Educational Middle school graduate or under 27 15.9 -.31+.68 121 948
background Highschool graduate or under 70 41.2 -.35%.63 ’ '
Above university graduate level 36 21.2 -.28+.71
Medical care Medical care insurance 131 77.1 -.32+.64 000 1.00
coverage Medical care assistance 39 22.9 -.32+.64 ) )
Public healthcare  Yes 150 88.2 -.34+.62
center experience  No 20 11.8 -.23+.64 725 489
Treatment 66 38.8 -.31+.51
Vaccination 43 25.3 -.25%.62
Purpose of visiting Health education 8 4.7 -.16+.34
Public healthcare Tgburculousw & sexually transmitted 9 53 - 80+ 64 2.308 .047
center disease care
Oriental medical treatment 30 17.6 -.23+.70
Other (physical examination and etc) 14 8.2 -.65+.83
Self-decision 104 61.2 -.36+.64
Public healthcare Family recommendation 22 12.9 -.19+.65
. Recommendation from other people 33 19.4 -.31+.54 682 .628
center use motive Other medical institution
. I 6.5 -.44+ 59
recommendation
Within 15 minutes 48 28.2 -.26+.59
Distance from 15 to 30 minutes 82 48.2 -.40+.66
public healthcare 30 to 45 minutes 31 18.2 =34+t 56 1.095 .361
center 45 to 60 minutes 7 4.1 .04+.39
More than 1 hour 2 1.2 -.18+1.15
Public healthcare ~ Will use 167 98.2 -.33+.62 712 478
center use status  Will not use 3 1.8 -.68+.44 ) )
Recommend to Yes 168 98.8 -.33+.62 241 810
other people No 2 12 -.48+.00 ) )
The disabled rehabilitation business 10 5.9 -.23t.44
A visiting nurse business 17 10.0 -.14+.64
, ) Open a dental clinic 28 16.5 -.44+ 66
Desired expansion Physical therapy room and oriental
areas amongst L 28 16.5 -.30+.54
health center medicine 1.385 .223
benefits Seniors welfare business 30 17.6 -.20+.60
C|t|zen.health promotion, health 51 30.0 - 39+ 66
education
Children welfare business 6 3.5 -.80+.52
. Unsatisfied 1 6 -.67+.00
E::t“ei U‘Zi'fhcare Normal 3 224 19508 44047 0007
staticfaction Satisfied 88 51.8 -.33+.50
Very satisfied 43 25.3 .05+.65

* 1 pC.05
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Table 4. Service Quality (N=170)
. Expectation Performance Quality
Fator Attributes M=SD M£SD (P-E) t p
9. Public healthcare center must receive B
medical expenses accurately. 4.42+ 69 4.16+.74 .26 4.257 .000
7. Public healthcare center must ensure the B
privacy of medical records. 4.39+.72 4.05+.76 .35 5.072 .000
6. Public healthcare center must conduct B
treatment and examination as scheduled. 4.40+.67 4.19+.71 21 3.245 .000
Safe and O Leoioq) staff must treat patients with 451463  4.05¢076  -45 7.316 .000
accurate 4. Public ht.a.althcare center mustbe clean
service " inside out. 4.34+.71 4.23+.68 -1 1.709 .089
10. Medical staff must inform of treatment
and examination schedule immediately 4.44+ 68 4.16+.71 -.28 3.989 .092
and accurately.
5. The appearance and the attire of public B
healthcare center employees must be neat. 4.49+3.05 4.09+.75 A1 1.695 .001
Total 4.42+ 70 4.13+.61 -.29 5001 .000
13. Normal employees of public healthcare
center must answer adequately to the B
patient’s question on administrative 4.39+.71 4.02+.81 .36 5.092.000
procedure or location.
12. Medical staff must answer adequately to
the patient’s question on disease status 4.45% 63 4.01+.84 -44  6.149 .000
or therapeutic method.
15. Medical staff must solve the problem as _
in the family’s place to give assurance. 4.41+.67 4.02.79 .39 5.854 .000
14. Procedure to receive treatment must be _
quick and convenient. 4.34+.67 4.11+.80 24 3.412  .001
16. Public healthcare center must maintain
and manage medical equipments well to 4.42+ 67 4.09+.76 -.33 4.660 .000
Respectful give safe treatments.
and 3. Subsidiary facillities (directional sign,
convenient bathroom, public phone) within the public ~ 4.37+.69 4.05+.74 -.32 4.898 .000
service healthcare center must be easy to use.
2. Waiting-rooms in public healthcare center _
must be pleasant. 4.32+.71 4.15+.69 42 2808 .006
11. Waiting time for treatment must not be 4.26+.71 3 95+ 83 33 3908 .000
long. e e ’ ) )
19. Public healthcare center employees must
be actively supported for smooth work 4.40+.64 4.03+.74 -.37 5.649 .000
performance.
1. Public healthcare center must be equipped
with modern facilities and the latest 4.17+.76 3.75+.76 -.33 6.167 .000
medical equipment.
20. Patient must be able to see the medical _
records whenever they want. 4.33+.79 3.90+.81 43 5834 .000
Total 4.35+ 50 4.00+.62 -35 6.806 .000
17. Medical staff must have a polite attitude _
towards the patients. 4.41+.65 4.15+.76 .26 3.725 .000
18. Normal employees must have a polite _
Sympathetic attitude towards the patients 4.45+.61 3.94=.79 51 7.747 000
and kind 21. Public healthcare employees must show _
service humane interest in individual patients. 4.28£.72 3.91x.82 :375.067 .000
22. Public healthcare employees must sincerely _
try to understand the patient’s pain. 4.35%.69 3.95¢.86 .39 5145 .000
Total 4.37+.63 3.99+.68 -38 6.741 .000
Total 4.38+.52 4.04+ .58 -34 6.991 .000
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ABSTRACT

Evaluation of Health Care Services of Public Health Centers:
SERVQUAL

Joung, Hye Young (Assistant Professor, Department of Nursing, Songho college)

Byeon, Do Hwa (Assistant Professor, Department of Nursing, Catholic Sangji college)

Purpose: The aim of this study is to identify the expectations and perceptions of health
center users as to the services. SERVQUAL scale was used for measurement of service
quality. The purpose of this study is to offer baseline data for improving the quality of
health care services. Methods: The subjects were users of a health center in S City in
Kangwon-do: 170 people participated in this study. Results: Regarding service quality
depending on general characteristics, the following results were obtained. First, there were
statistically significant differences depending on the gender, purpose of visit, and
satisfaction in the health center. Second, the services fell short of the expectations. Third,
the quality of ‘safe, accurate services scored the highest, while ‘empathy and friendliness’
scored the lowest. Fourth, ‘internal, external environment of the health center scored the
highest, while ‘courtesy of staff scored the lowest. There were no statistically significant
differences. Conclusion: Based on the findings, the following are suggested. First,
employee education should be provided for development of empathy and interaction with
patients; those are the weakest areas in the health care services. Second, a system allowing

patients to understand and participate in their treatment should be developed.

Key words : Public health, Evaluation, Quality of Health Care
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