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Abstract This study is to conceptualize nurses’ satisfaction, patient satisfaction about nurses and hospital, and
patients' revisit and recommendation intention as linear structural equation model, and then, identify the
significance of the path coefficient and goodness of the research model. Data were collected from 2,079 nurses
and 6,776 patients in 5 university hospitals. The results were as follows: The research model was generally
found to be good in terms of goodness of fit. The significance of the path coefficients are as follows. 1)A
nurse’s satisfaction has great influence on a patient’s satisfaction about nurses, 2)A patient’s satisfaction about
nurses has influence on patient’s satisfaction about the hospital, 3)A patient’s satisfaction about the hospital has
great influence on patient’s revisit intention, 4)A patient’s satisfaction about the hospital has great influence on
patient’s recommendation intention. These results will provide basic data for the hospital managers practicing
customer satisfaction strategies in their health care marketing.

Key Words : Nurses’ satisfaction, Patient satisfaction, Revisit intention, Recommendation intention, Hospital
performance, Convergence of medical service
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(Structural ~ Equation Model: SEM)S.2 it
Hong[22]] A A& 71520l wheh 7|4 3o u]sf o] &
o] drfu} ARE F AYsleEAE KT YUl
A=A F(Relative  Fit Index, Incremental Fit
Measure)Z NFI, NNFI, CFIZ #7}5}31oH o|2rd
of AREE VARY T U R Ao} vlals)
Ao HrekA] a1, o]E2R o] xEel dnlt
4 BYEEAE Ao s grlshs AiE AjEA
4*(Absolute Fit Measures) & GFI, AGFI, RMSEAZ &
7Fetsith

4, A7Zq

4.1 AR bt £

oA g FAE dubE 79541(59%), <@
225-1(16%), Z 34 185-4(14%), 554 9741(7%),
7€ 55-A(4%) 5 & 1337] FA AT FSARE 277
2 5 o]3} 7t3A} 509% = 7HE wekod, 6 o4
101 oJst7k 156%, 11'd o4 15 o]sk7} 11.4%, 161
oA} 201 o317} 134%, 21 ool 87%3A ). 3 A
HEFSAF 939% 2 tlHES A|sldon, Adnkys
o] 49.8%, ¢l&)7t 23.1%%ch.

FAbe] Az E49-8 of o] 59.3%, dAd ol 40.7% %
om, 132 40t 24.8%, 30t] 24.2%, S0tH ©1%4 22.0%,
20th 19.1%, 20t ©]3} 99% <= o] Tk BhAFo] HHEEA
= U7 645%=E 7HE woka dwkEo] 27.7% Tk
<Table 1>.
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(Table 1) General Characteristics of Participants
(Nurse, N=2,079 / Patient, N=6,776)

Characteristics Categories N %
>5 1,059 50.9

6~10 324 156

Tenure(yrs) [11~15 237 114

16~20 278 134

<21 181 87

Staff nurse 1,952 93.9

Nurse Position Unit Manager 103 50
Team Leader 14 0.7

Other 10 05

General ward 1,035 49.8

Outpatient department 481 231

Dep\'jrf‘;)rrnkent ICU 367 177
Emergency Department | 141 6.8

Other 55 2.6

Sex Male 2,758 40.7

Female 4,018 59.3

>20 669 99

21~30 1,294 19.1

Age(yrs) |31~40 1,637 24.2

- 41~50 1,682 24.8
Patient <51 1491 | 20
General ward 1,879 217

Outpatient department | 4,372 64.5

Department [ICU 211 3.1
Emergency Department | 161 24

Other 153 2.3

7 991o] A3w AAS 99 F04 R e A
Algt A= Table 33 2t 7t 8919 APEE x
=637.041 (df=142, p<.001), GFI=904, AGFI=872,
NFI=922, NNFI=912, CFI=907, RMSEA=078% x’gt°]
7138 WEATNA Farglon), XKHES 9] g
o] YUy dAste] A7Ate] #ilE wadskA] XetEE
AP AFE T2 ol&dti= <A shll[22], GF
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(Table 2) Exploratory Factor Analysis and Reliability Analysis of the Independent Variables (N=133)

. Factor

Variables Leadership Compensation Personnel Organization management Job

Job 1 061 215 149 .290 347

Job 2 518 358 100 .250 527

Job 3 283 381 344 331 585

Om 1 334 378 285 678 270

Om 2 228 315 256 152 .286

Om 3 337 292 334 759 181

Om 4 311 220 256 738 372

Psn 1 .263 349 713 422 059

Psn 2 334 128 845 .246 095

Psn 3 351 378 655 087 .360

Psnl 4 160 109 912 227 163

Cpl 373 7156 295 313 097

Cp 2 .250 828 246 296 158

Cp 3 236 750 111 .265 A28

Cp 4 278 711 167 227 A85

Ld 1 865 222 220 175 196

Ld 2 859 271 216 193 109

Ld 3 304 141 324 .306 201

Ld 4 773 338 295 347 008
Eigen-value 4.120 3573 3433 3.290 2375
Percent of variables 21.684 18.804 18.069 17.314 12.502
Cumulative variables 21634 40.488 58557 75.870 88.373
Cronbach’s a 959 946 931 953 41

IKMO-=.765, Bartlett's x2i3294.114 (p<.001), Cronbach's a=.967

Om:Organization management, Psn:Personnel, Cp:Compensation, Ld:Leadership

Il 9goma HAutdow Adutir|Z }é_ ia=h]

B n ER 4 3495 Bl ARAY Aol

F& ARAF CRAO) 2 ol gl on, 5953 o
&

X df | P | GFI | AGFI | NFI | NNFI | CFI | RMSEA

637.041 | 142 |.000 | .904, | 872 | 922 | 912 | .907 078

=
A BE A

e Bhe) ALl BRIF AL kol ek
81302 ek, Weba] B Aol We 7o) A3

Ao Atgre w5 g0 o|shz CEEAY B

9= Aoz YeERJTI<Table 4>.

s
(Maxnnum leehhood)% o83 FRYAAEY A
Arstdty HrhET x=

(SEM)<

p<001), X/df=2.704, GFI=906, AGFI=.823, CFI= 921

NFI=951, NNFI=952, RMSEA=114 &

&3 RMSEA#RO] 7e=5 S5A1714

7b3muto # V)RS 2E9d o, X7

ﬁ
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&
r°"

H
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The Effects of Nurses’

Satisfaction on Hospital Performance —Focused on the Patient Satisfaction and Revisit Intention, Recommendation Intention—

(Table 4) Correlation Matrix among the Measurable Variables (N=133)
, . . . . . . . .. Patient
Nurses Patient satisfaction| Patient satisfaction | Patient revisit .
tisfaction about nurses about hospital intention i T it o
Variables M | sp | ™ intention
r
(P)
Nurses’ satisfaction 5702 | 10.76 1
Patient satisfaction _— n 289
about nurses 850 o6l (.029) !
Patient satisfaction . - 331 164
about hospital | 0 | 47 (000) (000) !
. S . o 271 671 829
Patient revisit intention| 83.39 5.46 002) (000) (000) 1
Patient 263 607 343 843
recommendation 82.22 5.89 (.002) (.000) (.000) (.000)
intention 1
go| APw Bgsithn wasAc H3. @] Wgle] v Wt BRe] By
ool A GRS WA Zolri AHHY

4.42 7t8AS (2 A9=932, p<.001).

TF2UAA 1A= CR.E] 1.96 o)del A5 H4. ‘#kxbe] B el dist e 3l g9
7 18] frol e BRI kW QA el ol A G WA Aotk & Ausch
o] YLert $hate] 7haAtel] gk v nE g (B2 AF=832, p<.001).

@, B4e] AEabl B WEEA Bde] el i Hh UsAERE 4o aiRegel 4

grEe] v Qe % fAe] Welel g wEws} 49l L v1A Aol & 7)7En (P2

S FAAYR G ST G VA= JF A=-043, p<.25)

oA, WE Az CRAO] 2 0102 folsbil ekt HB08Ake] W o] BlelRaiel el 4

THP<00D). A771de] Aeadh= tha 2t} <Table 5>. ¢ QS v Aotk = 71AH AT (BEA T
=-063, p<.27).

HL ZBARIEEE 8] Aol te B e

AAel 4 WA Aotk & AGHAKAR o F 4 9Fo] A et 2912 Bxjel 9

=885, p<.001) o Tig REEs} Sape] W AAE Gl A o

H2. 84e) 25bel U BEEs gae) el olRon, theoR 1EAEEs} fafel ket o

ok o] FHol RS v A Foley = A @ WER| AL J HAxe] WY I BEE}

& 5] QA CH 7 A1 57=.364, p<.001) FApo] ERRIFH 7ol A= FE o)Ak 7Y o

(Table 5) Path Coefficients of Research Model

Hypothesis Path Estimate SE CR. P
1 Patient satisfaction about nurses <= Nurses' satisfaction 885 111 11.053 .000

2 Patient satisfaction about hospital < Patient satisfaction about nurses 364 043 4.486 000

3 Patient revisit intention <--  Patient satisfaction about hospital 932 036 25554 000

4 Patient recommendation intention <--  Patient satisfaction about hospital 882 05 19.103 .000

5 Patient revisit intention < Nurses' satisfaction -.043 028 -1.150 0.25

6 Patient recommendation intention < Nurses' satisfaction -.053 038 -1.114 0.27
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[Fig. 21 Analysis result of research model
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