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70tH 52 37.7

80T ol 25 18.1

Ex 41 29.7

o Z= 36 26.1
EICES nE 43 31.2
o= 18 13.0

7N 98 71.0

_ n) & 18 13.0
Sk SE 15 10.9
Ad 7 5.1

n 56 40.6

NEw 42 30.4

i 2w 23 16.7
e 13 9.4

71} 4 2.9

n 35 95.4

19 22 15.9

A o) 4 213 34 24.6
31 32 23.2

47 o) 4 15 10.9

2=, FA A 12 8.7
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71} 36 26.0

SRR AR R 74 53.6
o3 SEEEas 64 46.4
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|, Aulx FHFEEE FIA 3.85(£0.49H, A2 AH3.89(£0.49H, &

/33.86(£0.52)3, &41443.95(+£0.5008, &543.85(+0.56)8 o= e T

s - I FTFAN 2 Hs S Aed AHlx fEEE 411204004
T FPA3.94(+0504, A2)AH41UF05DH, AEA

[e]
S
4.25(£0.48)%, E2144.20(+0.43)4, F3744.05(+£0.48)-d 0 2 YEFST

5 - BHFFAN 2 BE Bxe] Anz AdEst Auz BEse] Aol
= AA-0.23(£0.459 w2 A= Aol& e I(t=6.05, K.00D), B4
(t=2.18, p=.031), A A(t=4.45, pK.00D), A&A(t=7.75, K.001), 3214 (t=5.83,
K001, F3H3(t=4.00, X.00De] 57kA fHoA FAHCR RE FHolA
Y3 2polS BHAUTKIE .

(E O Aulz P 7z BEx 5l 7= iSEo] 2o

(N=138)

AR, 7= s I E-TEE . »
M SD M Sb M SD

A 3.88 044 411 040 -0.23  0.45 6.05  <.001
34 3.85 049  3.94 050 -0.10  0.53 2.18 031
21843 3.89 049 411 051 -0.22  0.58 4.45 <001
! 3.86 052  4.25 048 -0.39  0.59 7.75 <001
214 3.95 050  4.20 043 -0.25 050 5.83 <001
T4 3.85 056  4.05 048 -020  0.59 4.00 <001
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Hgo]l B EHzE BA o] & Aotk 417(x0.7D4, & ALglA FHE
Zloltt 4.28(+£0.80)0% &2 YERHTKE 5.

<E 5 s - S FAH2 BF Ao aAFHE (N=138)
—GJ‘Ev‘ M SD
AA 423 0.60
U Azl o AaEtEs e

25 - HEFAE A HES A o] &8 Aot 4.26 0.64
v S s s E el 423 0.63
75 - EFAN 2 ELS A o] 8T Zlolth

Ui Hlgo] o SHetE ggol 5 - AN

WEE A ol §F Aol 1 0.1
Ue 15 - 5 FAN 2 Byl tiEiA o2

AFAAE FHE Aol 4.28 0.80

AT AFAS| A EAo] BE RAZHEE AHRE AEoA
A7} 44220502 FAF 4.07(£05DH BT B E=A YEFSETHEe=.00D.
AEHo] B2 uAFHEE Z1EATE 430(+0.600d, "E 4.24(+0.59)7F,
AP 4.14(£0.48)F, o] & 3.82(£0.59FH o2 W bl {Fod Aol A=
A0 2 JEPFTHE=3.01, p=.032). AHF HAAT 71 &) thgAts} o] EF g
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Azte] mAFAE Aol7h Y= Ao ety 1 9o SAd we w

< 60 ATFHdAe] TS Y EA e IAFAE (N=138)
e T& M SD t/F D
] = 4.07 0.59 -3.56 .001
o] 2} 4.42 0.57
SE 50t) o] &} 4.18 0.63 0.59 623
60tH 4.15 0.69
70ty 4.31 0.54
80tH o] 4.26 0.59
=¥ sh= B 4.30 0.61 0.77 513
= 4.10 0.59
= 4.27 0.55
o) = 4.26 0.72
2 S ALE] 71 &8 4.30 0.60 3.01 .032
0 & 4.24 0.59 asb"
o] &P 3.82 0.59
A 4.14 0.48
=3 = 4.13 0.60 1.81 132
7= 4.27 0.60
2w 4.49 0.56
7HEY 4.23 0.56
7] e} 3.94 0.83
Agel &~ F 4.13 0.59 0.57 .684
13 4.24 0.67
2 4.32 0.58
31 4.20 0.58
4w o) 4.33 0.66
~ HSA BR A A 4.48 0.58 1.55 .205
Hj) -2} 4.12 0.57
pARE 4.29 0.60
7)€ 4.13 0.63
olg g3l A3 R 4.30 0.57 1.75 .188
o3 omF 4.16 0.63

*Scheffe ~s post hoc.
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ABSTRACT

Customer Expectation, satisfaction and loyalty in the

Inpatient Nursing Care Service Unit.

Jang, BokSun
Department of Nursing Science
Grauate School of Nursing

Sungshin Woman’s University

Directed by Professor Chun, Nami, RN. Ph.D.

The purpose of this research is to evaluate the relationship between
expectation and satisfaction after The Nursing Care Service Unit patients
experienced the nursing service. The government imposed this service unit to
solve the problems with hiring family caregivers and private caregivers. The
service unit does not require a caregiver to stay with patients but hospitals
will place adequate nurses and form teams that specialize nursing so that

hospital can provide professional hospitalization.

The object of this research were patients in 80 hospital rooms who moved
from a public medical institution in Seoul to The Nursing Care Service Unit
for two years. In order to collect data, researchers visited The Nursing Care
Service Unit, and asked to 152 patients their expectation about the service.
Excluding those patients who were discharged from the hospital less than

three days, researchers collected 138 questionnaire about their satisfaction
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and customer loyalty. The quality evaluation tool was used for the nursing
service and was invented by Joo MiKyung(2002) based on Parasuraman’ s
SERVQUAL model (1988). The customer loyalty was measured by the
supplemented tool that Kim HongGil invented and Kim YoungEae improvised.
The collected data was statistically analyzed by SPSS WIN version. 21

program and the results are the same as the following.

First, the research objects were made with more men than women, and
the average age was 69 years old and 55.8% were of them were seventies
and older. High school diploma, Christian as a religion, and patients that did
not have children had the highest percentage in each category. The
patients’ majority guardians were their children with 45.7% and medical
benefiters had the highest percentage among medical insurance with 46.6%.
The average hospitalization days were 7.7 days and internal surgery
department had the highest percentage with 53.6%. The reason for choosing
The Nursing Care Service Unit was 52.9% to not give burden to family,
41.3% to not having family support, and 5.8% to reduce the cost of caregiver
service. 71.0% of patients did not have experience of using a caregiver.
Second, patients’ expectation and satisfaction of the Nursing Care Service
Unit showed 3.88 points of expectation and 4.11 points of satisfaction out of
five points, and it showed that satisfaction is higher than expectation. For
each category, nursing care service expectation and satisfaction had different
average of -0.23(£0.45) points and it showed higher satisfaction about The
Nursing Care Service Unit. For each type of service, Responsiveness had
lower expectation with 3.86 points but showed 4.25 points of satisfaction that

had the highest difference between expectation and satisfaction of -
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0.39(£0.59) points. Third, the customer loyalty of The Nursing Care Service
Unit had an average point of 4.23(#+0.60) out of five points. Gender (t=-3.56,
p=.001), marriage status (F=3.01, p=.032), and the reason for choosing the
nursing care service unit (F=3.87 p=.023) showed attentive difference, but
other than that there was no difference. Fourth, for relation between each
type of service, satisfaction and customer loyalty had generally attentive
correlation. Service satisfaction had a significant amount of correlation
between customer loyalty and all the categories such as hours of use(r=0.351,
p<.001), distance of use(r=0.330, p<.001), cost of use(r=0.277, p=.001), and

intention of recommendation (r=0.327, p<.001)

As the result, there were differences between expectation and satisfaction
with The Nursing Care Service unit’ s patients. Service expectation was
lower than satisfaction and it showed discordance between them. There was
attentive amount of correlation between satisfaction and customer loyalty in
The Nursing Care Service Unit. Henceforward, in order for The Nursing Care
Service Unit to expand and settle, it needs effort to increased satisfaction of
recipients and improve the quality by developing variety specialized services
in each department. To ensure this end, The Nursing Care Service Unit must
establish a way of providing differentiated service by evaluating and

monitoring the recipient’ s service satisfaction periodically.
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