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Abstract

The purposes of this study include: (1) to explore the service quality items that affect
patients choosing hospitals and find out the patient’s perception of factors (dimensions) of
service quality for each hospital and to ascertain their relative importances, (2) to find out
cognitive difference of service quality between hospitals and patients, (3) to probe into
whether the effects of demographic statistics on perceptions of service quality for each
hospital are significant, and (4) to apply cluster analysis and discriminant analysis transacted
as the classification analysis of implementing the service quality management level for
hospital. Two phases, questionnairy and sampling design, were used to implement this study
framework. This research finds four service quality dimensions, and labeled as (1) medical
service progress, (2) medical service structure, (3) medical administration procedure and fee,

and (4) medical doctors’ professional knowledge. Besides, patients and medical personnel
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perceived significant differences on “importance of service quality characteristics” and
“patients’ satisfaction”. And there are significant differences in round-trip traveling time to
hospital, marital status, age, and education background for segmentation of clustering patients
in choosing hospital. Finally, provide suggestions relevant to the health care organizations in
Hualien county as a reference for implementing service quality management and improving
competition.
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28 4.33 29 4.38
3 5.68 2 5.70
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11 5.24 8 5.20
13 5.20 10 5.10

44




19 4.90 12 5.06
20 4.88 17 4.97
21 4.83 21 4.72
24 4.63 26 4.50
1 5.73 1 5.78
10 5.28 7 5.30
15 5.09 13 5.03
8 5.35 22 4.72
25 4.46 14 5.02
29 4.13 27 4.50
(1) H2-1
5
28
H2-1
( )
2) H2-2
6
29
H2-2
(3) H2-3
7
13 H2-3

45



Vol.2, No.1, 2005

10
3
17
t
t P
Mean | S.D. | Mean | S.D.

1. 433 | 1.58 | 343 | 1.41 5.897 0.000*
2. 438 | 1.62 | 3.56 | 1.30 5.343 0.000*
3. 3.87 | 1.51 | 3.55 | 1.18 2.247 0.025*
4. 428 | 1.61 | 3.36 | 1.35 5.957 0.000*
S. 392 1153|319 | 1.34 4.951 0.000*
6. 3.79 | 1.59 | 3.41 | 1.30 2.519 0.012*
7. 4.12 | 1.59 | 3.47 | 1.30 4.349 0.000*
8. 396 | 1.49 | 3.16 | 1.48 5.476 0.000%*
9. 4.17 | 1.55 | 3.40 | 1.35 5.135 0.000*
10. 427 | 1.50 | 3.66 | 1.25 4.259 0.000%*
11. 391 | 1.48 | 3.72 | 1.19 1.364 0.173
12. 4.14 | 1.50 | 3.62 | 1.29 3.601 0.000*
13. 4.19 | 1.60 | 3.53 | 1.36 4.298 0.000*
14. 425 | 1.63 | 3.50 | 1.32 4.842 0.000*
15. 434 | 1.67 | 3.62 | 1.38 4.530 0.000*
16. 3951 1.60 | 3.22 | 1.30 4.808 0.000*
17. 4.10 | 1.59 | 2.84 | 1.41 8.221 0.000*
18. 425|152 | 343 | 1.17 5.717 0.000*
19. 349 | 1.46 | 298 | 1.32 3.574 0.000%*
20. 4.06 | 1.86 | 3.49 | 1.31 3.308 0.001%*
21. 3.69 | 1.46 | 3.34 | 1.25 2.463 0.014%*
22. 372 | 1.41 | 3.19 | 1.37 3.883 0.000%*
23. 4.02 | 143 | 3.75 | 1.13 2.017 0.044%*
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t P
Mean | S.D. | Mean | S.D.
24. 3.88 | 1.38 | 3.46 | 1.32 3.154 0.002*
25. 446 | 1.51 | 3.49 | 1.37 6.473 0.000*
26. 4.57 | 1.45 | 3.70 | 1.33 6.216 0.000*
27. 435 | 1.36 | 3.88 | 1.37 3.509 0.000*
28. 437 | 1.42 | 3.78 | 1.32 4.269 0.000*
29. 3.88 | 1.44 | 3.62 | 1.26 1.903 0.057
30. 4.69 | 1.46 | 3.87 | 1.43 5.763 0.000*
* P<0.05
t P
Mean | S.D. | Mean | S.D.

1. 433 | 1.58 | 3.17 | 1.16 | 6.129 0.000*
2. 438 | 1.62 | 3.25 1.11 | 5.865 0.000*
3. 3.87 | 1.51 | 342 | 1.18 | 3.091 0.002*
4. 428 | 1.61 | 320 | 1.25 | 6.283 0.000*
5. 392 | 1.53 | 297 | 1.34 | 5.205 0.000*
6. 3.79 | 1.59 | 3.01 1.19 | 4.014 0.000*
7. 4.12 | 1.59 | 3.11 1.27 | 5.692 0.000*
8. 396 | 149 | 2.84 | 1.34 | 6.069 0.000*
9. 4.17 | 1.55 | 3.05 1.25 | 6.292 0.000*
10. 427 | 1.50 | 3.23 1.15 | 6.109 0.000*
11. 391 | 148 | 3.38 1.16 | 3.367 0.001*
12. 4.14 | 1.50 | 3.30 | 1.26 | 5.772 0.000*
13. 419 | 1.60 | 3.22 | 1.33 | 5.676 0.000*
14. 425 | 1.63 | 3.16 | 1.24 | 6.067 0.000*
15. 434 | 1.67 | 3.39 | 1.29 | 5.454 0.000*
16. 3951 1.60 | 3.14 | 1.31 | 4.742 0.000*
17. 4.10 | 1.59 | 2.85 1.39 | 6.248 0.000*
18. 425|152 | 336 | 1.20 | 6.001 0.000*
19. 349 | 146 | 3.19 | 1.23 | 1.950 0.052
20. 4.06 | 1.86 | 3.50 | 1.33 | 3.481 0.001*
21. 3.69 | 146 | 3.25 1.27 | 2.434 0.015*
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Mean | S.D. | Mean | S.D. t

22. 372 | 141 | 2.92 1.23 4.454 0.000*

23. 4.02 | 1.43 | 3.36 1.14 | 3.709 0.000*

24. 3.88 | 1.38 | 3.19 1.25 3.990 0.000*

25. 446 | 1.51 | 3.30 1.53 5.835 0.000*

26. 4.57 | 1.45 | 342 1.43 6.840 0.000*

27. 435 | 136 | 3.50 1.44 | 5.591 0.000*

28. 437 | 142 | 3.41 | 1.28 | 6.565 0.000*

29. 3.88 | 1.44 | 339 | 1.26 | 2453 0.014*

30. 4.69 | 146 | 3.57 | 1.51 | 7.995 0.000*

* P<0.05
7

t P
Mean| S.D. | Mean | S.D.

1. 3431 141 | 3.17 1.16 1.895 0.059
2. 3.56 | 1.30 | 3.25 1.11 2.350 | 0.019*
3. 355 1.18 | 3.42 1.18 0.976 0.330
4. 336 | 1.35 | 3.20 1.25 1.143 0.254
S. 3.19 | 1.34 | 2.97 1.34 1.489 0.137
6. 341 1.30 | 3.01 1.19 | 2.938 | 0.004*
7. 347 | 1.30 | 3.11 1.27 | 2.491 | 0.013*
8. 3.16 | 1.48 | 2.84 1.34 | 2.048 | 0.041*
9. 340 | 1.35 | 3.05 1.25 2493 | 0.013*
10. 3.66 | 1.25 | 3.23 1.15 3.258 | 0.001*
I1. 3721 1.19 | 3.38 1.16 | 2.638 | 0.009*
12. 3.62 | 1.29 | 3.30 1.26 | 2318 | 0.021*
13. 353 1.36 | 3.22 1.33 2.083 | 0.038*
14. 3.50 | 1.32 | 3.16 1.24 | 2.488 | 0.013*
15. 3.62 | 1.38 | 3.39 1.29 1.561 0.119
16. 322 | 1.30 | 3.14 1.31 0.568 0.571
17. 2.84 | 141 | 2.85 1.39 | -0.044 | 0.965
18. 343 | 1.17 | 3.36 1.20 0.534 0.594
19. 298| 1.32 ] 3.19 1.23 | -1.522| 0.129
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t P
Mean| S.D. | Mean | S.D.

20. 3.49 | 1.31 | 3.50 1.33 | -0.139 | 0.890
21. 334 1.25 | 3.25 1.27 | 0.625 | 0.532
22. 3.19| 1.37 | 2.92 1.23 1.863 0.063
23. 3.75| 1.13 | 3.36 1.14 | 3.101 | 0.002*
24. 3.46 | 1.32 | 3.19 1.25 1.938 | 0.053
25. 3.49 | 1.37 | 3.30 1.53 1.350 | 0.178
26. 3.70 | 1.33 | 3.42 1.43 1.790 | 0.074
27. 3.88 | 1.37 | 3.50 1.44 | 2.447 | 0.015%
28. 3.78 | 1.32 | 3.41 1.28 | 2.618 | 0.009*
29. 3.62 | 1.26 | 3.39 1.26 1.700 | 0.090
30. 3.87| 1.43 | 3.57 1.51 1.819 | 0.070
* P<0.05
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Function 2

6 4

Canonical Discriminant Functions

Ny
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3.09
3.54
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4.2.2

SPSS 2
Fisher’s ( 2000 1998)
9
9
\

245 (99.2 %) 2(0.8 %) 0 (0 %) 247 (100 %)

7(7.3 %) 83 (87.4 %) 5(5.3 %) 95 (100 %)

0 (0 %) 5(2.6 %) 187 (97.4 %) 192 (100 %)

252 (47.2%) 90 (16.9 %) 192 (35.9%) 534 (100 %)

(Hit Ratio) = / =(245+83+187)/534=96.44 %
Press’s Q =[( * N7/ *( -1)
= [540-(518*3)]%/540%(3-1) =935.21
9 96.44% Q 935.21 6.63()(2
0=0.01 ) Q
Wilks’ Lambda ( U
Wilks’ Lambda
( » =1 )
( ) Fisher’s ( 10 )
A F P
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(1)
( ) () P 0.05
10
Wilks' Lambda
F P LSD test
(U )
(N=247) [ (N=95) |(N=192)
1. 3.09 4.98 5.02 0.459 313.084 0.000 **
2. 3.54 5.28 5.34 0.514 250.786 0.000 **
3. 2.88 4.19 4.71 0.584 188.780 0.000 **
4. 3.20 4.17 5.11 0411 380.728 0.000 **
A ( 2 =1 )
Fo05(2,532)>3.00 ** P<(.05
5.
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