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ABSTRACT The objective of this study was to analyze patient satisfaction and perception of nutritional counseling
services quality. A patient satisfaction and perception survey was conducted for 1,095 patients from 43 tertiary hospitals
and 20 general hospitals. The number of returned questionnaires was 656 (response rate: 60.0%). Data from 633
questionnaires were analyzed after the questionnaires with unanswered items were excluded. Five domains were identi-
fied from the result of the factor analysis using the maximum likelihood and oblique rotation. The five domains were
named empathy, responsiveness, tangibles, reliability, and skill and specialty. Patient perception mean score of nutritional
counseling was 4.54/5.00. Patient satisfaction scores were significantly higher in empathy (P<0.001), responsiveness,
and skill and specialty (P<0.01) with a college or graduate school education than in patients with a middle school
education. There was no statistically significant difference between satisfaction scores in tertiary hospitals and those
in general hospitals, but patients in capital hospitals reported significantly higher scores than their local counterparts
in empathy, responsiveness, reliability, skill and specialty (P<0.001), and tangibles (P<0.05). In responsiveness, sig-
nificantly higher (P<0.01) scores were observed in patients who received nutritional counseling only once compared
to patients who received counseling two times. Patients perception of nutritional counseling services was significantly
correlated with their satisfaction of five domains, reliability (r=0.721), responsiveness (r=0.697), empathy (r=0.690),
skill and specialty (r=0.678), and tangibles (r=0.622).
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Total
272 (43.0)
361 (57.0)
150 (23.7)
112 (17.7)
176 (27.8)
192 (30.3)

40~49
50~59
>60

Female

<39

Male

Categories

Gender
Age (yrs)

Table 1. General characteristics of respondents
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4.48+0.71"
4.59+0.58
4.58+0.57
4.58+0.56
4.53+0.60
4.48+0.65
4.54+0.51
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I hope that a nutritional counseling is covered by the National Health Insurance.

The nutritional counseling will be helpful in maintaining health.
The nutritional counseling will be helpful in improving my dietary (or eating) habits.

The nutritional counseling will be helpful for disease prevention and treatment.

I am willing to recommend a nutritional counseling to other patients.

I am willing to get a nutritional counseling continually.

Table 2. Perception for nutritional counseling services

YMean=SD.
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Table 3. Factors analysis & reliability
Domains Factors
(Cronbach’s a) 1 2 3 4 5
The dietitian fully understood my situation. 0.875
The dietitian listened to me attentively. 0.821
Empathy The dietitian worked hard to help me. 0.812
(0.929) The dietitian identified my nutritional problems and helped me 0.807
with them.
I was encouraged to ask questions during the counseling. 0.781
I got nutritional counseling at a convenient time. 0.922
Responsiveness I was allowed enough time to get nutritional counseling. 0.801
(0.854) The dietitian helped me to make a menu fit for my condition. 0.755
I got nutritional counseling at the right time. 0.598
. The counseling room was comfortable to have a conversation 0.856
Tangibles . . .
(0.822) (about my disease and dietary habits).
’ The counseling room was well equipped with educational materials. 0.811
The nutritional counseling was helpful. 0.947
The dietitian looked bright and good. 0.907
Reliability I am satisfied with the nutritional counseling. 0.868
(0.943) I trust the dietitian for her/his counseling. 0.841
The dietitian helped me to set an achievable goal. 0.778
The nutritional counseling contents were easy to understand. 0.761
The dietitian was skillful in counseling. 0.869
The dietitian gave me up-to-date nutrition information while the 0.803
. . counseling.
Skill (ﬁcgsg%c;malty The dietitian responded promptly and sincerely. 0.745
’ The dietitian offered me helpful information (materials) for treatment. 0.744
The dietitian knows well about my disease and nutrition/meal 0.729
management.
Cronbach’s o based Eigen value 14.539 0915 0.762 0.671 0.615
on standardized
items (0.945) Explained proportion (%) 79.560 66.088 4.161 3.464 3.050 2.796
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