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Research on the Quality of medical service and Patient”s

Satisfaction Using Chia-Yi Area Teaching Hospital as Case Study

Student : Chang, Su-jung Advisor : Dr. Chang, Chieh-yao

Department of Information Management
The Graduated Program

Nan-Hua University
ABSTRACT

The quality of the medical treatment of the hospitals is requested by the
patients in these days. In order to detain the original patients and attract the
new patients, the medical institutions must first understand what the patients
really need and what quality of the services can satisfy them when they go to
the hospitals. There for we can conclude appropriate strategies to improve the
service quality of the overall health care and increase the patients”
satisfaction.

The patients™ satisfaction now is the primary indicator of health care.
This study is to investigate the patients” satisfaction of outpatient service and
understand whether the quality of the services has reached a high level of
satisfaction.

The income of the hospitals depends on the patients. The only way to
attract the patients is to offer them a high level quality of service.
Consequently, it surely increase their willingness to revisit, providing patients
with excellent quality of service is the way to support the hospitals to remain
eternally .The hospital that We investigate hasnt reach the high level quality
of services. It has some do”s to improve.

Keywords: quality of medical service, patient satisfaction
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Fra|gxe] ¢ |adn TL ifg R I
(fE2) =
%5[‘* A 3 B3k % 2 #4p & | 0.006 | 0.936 |-0.587| 482 0.557 ]-0.0273] 0.04646 | -0.11856 |0.06401
I He 8 ks
7 RS
R F}if‘j i -0.5871466.078] 0.558 |-0.0273] 0.4647 |-0.11858 |0.06404

T 7 Gl e
Y e e

Bk o
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HA 7 fp & &0 G F I BRI X o8 ARG FELR -

B3k A& 7 ¢

#0441 7 S RHEHIRGE ST 0% LR %R AT 4

FREMS LR
T2 e pd R T 5T = o F B
e f 1.826 6 304 1.179 316
B p 123.100 477 258
& 124.926 483

H5. 7 Ie 507 A28 Bl B A F I FHRI S TR LA R LT B4R

N

% 4-5-1 7 fo 17 AR W EhE B RIS T 5905 L R ANOVA 4

PSR

T2 fe Ad A T 35T 3 e F o e
G 911 4 228 .880 476
L 124.014 479 259
e 124.926 483
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FZ& FIRACTHPHBRALARBETAIR LR 4

I%:7FHW%&&%%P%ﬁmﬁ%?%%iﬁﬁiﬁﬁﬂﬁﬁ¥ﬁﬁg

2o
[H6-1]: 7 Pt wlp RS p TRk g T LR 2T HF LR
[H6-2]: 7 pitulpm R stiap it chF TN LR L] HF LR
[H6-3]: 7 Fiulpm g “rfe eaBapias TR L R 1) H¥FLE
[H6-4): % FHulpmbHiap TR ECFEIRBTERLA R HFLE
[H6-5): 7 Fitulp L fHiap *rfebnFrRir T AL R ) HFLE
Bk~ 47: [H6-1] ~ [H6-5] fEega 47
% 4-6-1 2 P BlRE AR TALR LY B8
e | BE | T | L | TogenRls
7 220 4.1409 .23556 .01588
RER KB LR
- 264 4.1826 22369 .01377
7 220 4.2742 34129 .02301
FHIars A
- 264 4.2759 33737 .02076
7 220 4.3015 39754 .02680
ERIRH LR
- 264 4.3144 .39330 02421
4 220 4.4645 44168 .02978
EEREALA
- 264 4.3992 46292 .02849
, g 220 4.4962 .54954 .03705
{7 PR AR R
- 264 4.4659 .54001 .03324
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%2462 2 B BE AEBETFALRDI R AT

N el % 0t R
Levene # z_
i B 95%
EHHR
Byd | T | &3
Fizlwsp| t A4 R TR R
s g ey | 232 | 12 |
Bk % B
' M@ & 2.013 | .157 |-1.992| 482 047 |-.04167 | .02092 | -.08277 | -.00056
BB R G 10 %
BLAE 2 mxsel
-1.982 | 456.946 | .048 |-.04167 | .02102 |-.08297 | -.00036
Hotp ¥
Bk % B
, 'Mi & 136 | 712 | -.053 | 482 958 |-.00164 | .03096 |-.06248 | .05919
¥ ¥R ip &
BARE A BuSE
-053 | 464.436 | .958 |-.00164 | .03099 |-.06255 | .05926
Bt ¥
Bk % B
, 'Mi & 312 | 577 | -357 | 482 721 |-.01288| .03608 |-.08377 | .05801
T PR A e
BELE 7 BA R
-357 | 464583 | .722 |-.01288| .03612 | -.08385 | .05809
Hotp ¥
Bk % B
, 'Mi & 545 | 461 | 1578 | 482 115 | .06530 | .04139 |-.01602 | .14663
Y PRI e
BELE AR BE
1.585 | 473.244 | .114 | .06530 | .04121 |-.01568 | .14629
Hotp ¥
Bk % B
, 'Mi & 384 | 536 | .610 482 542 | .03030 | .04969 |-.06734 | .12794
7 FTIRF% ip &
BmELE 2 BELRR
609 | 463.400| .543 | .03030 | .04977 |-.06750 | .12811
Hip &
P S

K FMA S 2 e WHFEIRIEBLAD H T

&5

P % A

FL8 -
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H7 : 2 & & 5p B &R FIp LARRBGETEZTERLAFEFILLR

[H7-1): 72 k2@ p R HRp “TREDRERETELA  RFHEFLS
[H7-2]: 7 P& p R Hmp TREDFFRBTRLR RFHEFLE
(H73]: 7 & 8o LSt p TR i TR L R S0 B F LB
[H7-4): % I & dg & ot BB RATE LA 27 HFLR
[H75]: 7 &8 LML) "R EDFFORBETB LR R HFLS

Bk 470 [H7-1] ~ [H7-5]) R 47

* 4-7-1 7 | & i&‘*’dj«‘)ﬁi,& PRI s R R ANOVA & 47 4

R 127 6 .021 .398 .880
BEXARLAE ap 25.393 477 .053

Bfe | 25.520 483

R 571 6 .095 .827 .550
FERBLAE =p | 54.874 477 115

¥f- | 55.444 483

R 7192 6 132 .845 .536
EIRAELAE =p | 74522 477 .156

®fe | 75.314 483

KN .396 6 .066 318 .928
BEEWRBEBLR wp 99.199 477 .208

Bfe | 99.595 483

R .936 6 156 524 .790
FRRIEAR LR e=p | 142.003 477 .298

%4c | 142,939 | 483

e 4L >N .
= 1 ,s‘:;;/wa.

Bk A 2
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H8 : 7 Pﬁ?i?ﬁi)ir)ﬁa,&éi%%}‘%]ﬂ ERPRBETEZ TR AFRAT B

2

[(H82]): 7 I v #2 & s & $H e

2

[(H83): 7 e ¥ A2 R s & $ P2 p

o

2 o

[(H8-4): 7 I v #2 R s & I P

2 o

[H85]): 7 I ¥ A2 & s & $Fe

_a o
2k A 45 [H8-1] ~ [H85) feags 4

sk F R TRL R
ik TR R TR AR
R EPEL R TEAR

SR E RIS TR R

% 4-8-1 7 IR ALR W B PRI s L R ANOVA & 47 4

PSR

i o pd R I et 2 o F I el
e R 911 4 228 .880 476
B p 124.014 479 259
% 124.926 483
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% 4-8-2 F T AR BB K IS TS LR 5 R 7 4

W .354 4 .088 1.684 152
BBXRABILR B 25.166 479 .053
e 25.520 483
Kl 555 4 139 1.212 .305
¥ TIRIEELR Ep 54.889 479 115
B e 55.444 483
Kl 1.132 4 .283 1.376 241
FEIRIFBRLE Ep 98.463 479 .206
M 4o 99.595 483
Kl 1.079 4 270 911 457
AR AR B Ep 141.860 479 296
Ao | 142939 483
% 4-8-3 7 I v ALR BH B R ILIRIEE T A ANOVA £ 47 &
EWIRFER DR
R 485 4 371 408 .049
B p 3.829 79 154
e 5.314 83
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2484 A FHRTARNRBL EELIRBFETRLR 7 £ _RA 174

EIWRFER DR

() & O) 7 |*F=4L2 ()] FFF | BFE 35% i &i
l O

F (7)) B 11280 10044 262 -.0846 3102

. LA 17158 09594 074 -.0169 3601
< 7 18792" 09449 047 0023 3736

g 27485 .10400 .008 .0705 4792

BT -.11280 10044 262 -.3102 0846

N %A 05878 05540 289 -.0501 1676
ok 07513 05284 156 -.0287 1789

gt 16206 06841 018 0276 2965

B -17158 09594 074 -.3601 0169

b (7)) B -.05878 05540 289 -1676 .0501
< F 01634 04369 709 -.0695 1022

g 10327 06162 094 -.0178 2244
BT -.18792" 09449 047 -.3736 -.0023

, (7)) B -.07513 05284 156 -.1789 0287
k %A -.01634 04369 709 -1022 0695
g 08693 05933 143 -.0296 2035
B T -.27485" 10400 .008 - 4792 -.0705
-  (4) | -16206" 06841 018 -.2965 -.0276
%A -.10327 06162 094 -.2244 0178

ok -.08693 05933 143 -.2035 0296

* Tiai B 4 005 KRBT EEFGD-

PRRTERBEECAHEERGTIOBRLALIHFALR, TSR AR

BRESLARK D L adw

29

&WIE ':’f”PRﬁ'r% ’Fﬁ"l i;j/% ,{E\, )"i E]IJ _}’E. &%{%igg_ o




IR BwBERk

AR ReRR D R R IR IR R gy af b o D F RS F R

1 F’”?"}‘flﬁﬁ%%ﬁiﬁ%?ﬁ@£bj§,—g;);‘;ﬁrs{g@ T4 BEE R KIE

2. BRI LR EHRER A ~ FEIRD  GERIRG - FEIRG ~ (7RI
ﬁ%ﬁ&i&%ﬁ@ﬁrﬁgﬁ5ajdu$o

B FLHAY A RBUBLS FEFRN FHRBSTIOE LAY X RN
?ﬁiﬂ°7kﬁ%W%&ﬂ£@%Laﬂo%k%?ﬁﬁw%&ﬁgﬁ
FHAR

AP p L TAFREARE PTIHRLAE P HFF N T AL

=

i

EPRFFSEMPRA S BELIRF s FRRMBETERIAE A ERakEFE L
.

)

o

@
mj‘tt

-a°7‘}1?'~&wﬁé]}?5€,é;”4 j@w%&jgglij/ah}i -,1/5--,5-
PlRT REEEARERGEETIERLR IHFLL, AH B RGE

SIS AR ENELE -

g
Iy

I ¥ <
3 aEk
12J§@%f% %J?&mi@& LrLFAE T Bk R R
i F o B EE R ROFRIRIETHG Ao 2 T RPN LRI R R
AR e s L ERRFIR{ Bad e 2%EE FloRir s ok
;2_’?‘. o

30



2. W ERPIRIE T hw F R H L LB

l-t.\

BT S S
ix”ﬁ?@élzﬁi\rg? \/%%\j#‘% 0‘:i5%§yi5;/;§-)\z§:ﬁ§_‘gﬁ_
EHRT AL LB BT R o

3. RIS T L AT G RE TR G Rk R v PR
B e B fTAVILh G R TIM G4 RS AR R B P AR

PROBRTDAETAHEELPRE Btk - o SR B R FRT H
HEARLErFTT o

31



54

T P
F
> i {R(1983) o F BASEILE S LMY SARFR AL -

=

2. 2% 5(199) > A FHER FRFFE BAZFA TP MERF G 0] ¢ K
FEFRFIE L] L

3. M ¥(1978) ¥R &M=k ¥l ¥ 115 % 24 F 106-109 -

4. 4 AEF199) Freir ol S TERLBRL A LM BT W2 3o <
FEEFERFTTHLH? » AR S s

5. 4% 1 (1999) » FRIKISEF 2L LV RIFE Y o« FEFEE F F I
Ablatr o P RAF 1 EIRFT TR LGS -

6. %~ 5 (1987) A RERF It g2 Y > FErue~ FERFIWT T 1A 1R 2
AL~ o

7. 551 = (1995) 0 A REFR ST hoin B FRIITH 0 Fleo 5288 % 44
7 12-16 -

8. % R 3(1996) > FFeF RRitS Fip et A e F A ] - 5hel ¥ 1 4247 § “0AR
1m0 AR S

QV"ﬁ(w%)fh DI 29 #AY > R2rus~ § § % 52

TETA IR Z AL, o
10.45 2 (%%%§%%%i%£@&%mﬁ&?%fﬁg%ﬁﬁw@ﬁip
10 Bz SRS Ry AL

1158 45 (1994) F 5 5 ¢ 12 PRS- ULt @ Eimb % 134 F 3553 -

32



SN R

1. Donabedian et al.(1980),”Explorations in Quality Assessment and Monitoring,
The Definition of Quality and Approaches to its Assessment”,Health
Asministration press,1(1).

2. Donabedian ,A.(1988), “The Quality of Medical Care ow Can it Be Assessed?
,JAMA ,September, pp.1743-1738.

3. Donabedian et al. (1996) ”Modeling Choices Among althernative Responseto
Dissatisfaction,” in Thomas C.Kinnear eds.

4. Fisher, AW. (1971) , “Patients’ Evaluation of Medica Care, ”Journal of medical
Evaluation, March, pp. 238-244.

5. Moffitt, G.(1993), "Patient-Focused Care:Key principle to restructuring”, Hospital &

Health Service Administration,Winter, pp.509-522.
6. Williams et al. (1991) ,Determinants of attendance and patient satisfaction at eye

clinics in south-western uganda.Health Policy and Planning,14(1),77-81.

33



oo S

[%%g?:#%?ﬂlﬁAiifﬂ]
-~ Bu igf s o2
Z~ E# 020Kk 021~30 031~40 041~50 051~60 061~70
071~80 # 14+
TR0 B T oR (P )Rok ot For g

|
v

[SFdx:FEp 7]

PLLFHEHIRFRIRBLADZRLR - i § oop

- BRARK

2¥3 | FRI | FA | FE | AH

3 1 %3 AL AL | ARl
LET I 2R E AP 2R B 3] 0 - 0 R
2HEHW R REFORHELRL T o = - - -
B &K LR R B 0 0 S I
AR L B R ARR R 3 0 0 D . -
BT R X AL i RRR I 0 5 A B B

34




:~§3ﬁﬁ

Q;E ~=b

L FEFFHL AER

2HNFEF APV AF AR AL L 3]

O o |e ¥

ki)

4803 FFF ek F 285 S (Fa9)2 R 3

SET RN R EBR R IEF R T

=~ EEPRA

1EEIE R B chfRIZRE B

QHEWERAR AR LR LR
E ¥

SHEZARLRGTRA IR DI & ~ +
R F R L Y FEE 7

ARRA RBARERY §RERHLLR
=B 3

SHEWERA R AR EREFOEAR T

6HWEZA R 83 Api kB 32
£ 5l

T~ EX IR

R

LHNREF AP HERSATT PHL L
il R

N L LYY ¥

SEHER T HEFP T2 ehigR R T

AR FER G ORERE T

g g F Y v R T

35

&

TE o

o




I~ TR

R ¥ 5| ¥

%3 '};ij - A A § A

LR 1 RGBT = - - -

2EW WMo HRARSRBBARART | © o = - -
BHY AR A A2 AL IR

AR 1 ) } ; - i

AR AREFEL fSRBEAR T 0 D o S
SRR B 2 B A R SIRBE AR

5] j } B I
6.4 157 4 SPFBLP RAE 2 4 R evRIE

RE 3 ] j } ;i i

NS o F 2% 3 7 & i | et ¥

* il &

# 21 R

LSS & L P B IRIS PR R B 2 O o D S

Bii # * AR R

vy | BL | - |[FR | E

36






