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A Comparison of Patients’ Nursing Service Satisfaction, Hospital
Commitment and Revisit Intention between General Care Unit and
Comprehensive Nursing Care Unit

Jung, Yun A’ - Sung, Kyung Mi?

leeongsang National University Hospital
*College of Nursing, Institute of Health Sciences, Gyeongsang National University

Purpose: The study aim was to compare nursing service satisfaction, hospital commitment and revisit intention be-
tween patients on general care units and comprehensive nursing care units. Methods: Participants were 201 hospi-
talized patients in a WHO tertiary hospital and a general hospital. Data were analyzed using SPSS/WIN 23.0 program.
Results: There was a significant difference in the satisfaction with nursing service between patients on general care
units and comprehensive nursing care units (t=14.73, p<.001). There was a significant difference in the hospital com-
mitment between general care units and comprehensive nursing care units (t=7.52, p<.001). There was a significant
difference in the revisit intention between patients on general care units and patients on comprehensive nursing care
units (t=6.01, p<.001). There were significant relationships among nursing service satisfaction, hospital commitment
and revisit intention. Conclusion: The findings reveal that patients on comprehensive nursing care units were more
satisfied with the nursing service, hospital commitment, and revisit intention compared to general care unit patients.
Nursing service satisfaction and hospital commitment were factors affecting hospital revisit intention. Therefore,
these results are important data for complementing and expanding the comprehensive nursing service system to
improve satisfied with nursing service and hospital commitment to increase hospital revisit intention.
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Table 2. The Characteristics related with Comprehensive Nursing Care Service (N=201)
Subjects Open questions Categories n (%)
Total patients Awareness of the operation of a Yes 119 (59.2)

comprehensive nursing care service No 82 (40.8)
Interested in admission to the Yes 120 (59.7)
comprehensive nursing care unit,  No 11 (5.5)

even if the admission fee is added I don’t know 70 (34.8)

Necessity of a comprehensive Agree 159 (79.1)
nursing care service Disagree 1(0.5)

No matter 41 (20.4)

Reasonable cost for a comprehensive < 10,000 130 (64.7)

nursing care service (won per day)  <20,000 62 (30.8)
>20,000 9(4.5)

Patients in a Impression about the hospital Change to satisfaction 64 (64.0)
comprehensive after receiving a comprehensive No change 36 (36.0)
nursing care nursing care service
service (n=100)

Patients who are Reasons of satisfaction for the I felt intimacy with the medical staff 25 (36.3)
satisfied with the ~ comprehensive nursing care Be satisfied with the hospital environments and facilities 14 (20.3)
comprehensive service* Having positive impression about the hospital 13 (18.8)
nursing care Having confidence in the medical team 2(29)
service (n=64) Be satisfied with more direct care from a nurse 2(2.9)

Better recovery from a disease 1(14)
No answer 12 (17.4)

*Duplicate response possible: Total response=69.
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Table 3. Comparison of Nursing Service Satisfaction, Hospital Commitment and Reuvisit Intention between CNC and GNC

(N=201)
. . Total CNC (n=100) GNC (n=101)
Variables Categories p
M*SD M+SD M*SD
Nursing service Tangibles 3.9410.81 4.50%0.46 3.38£0.69 13.51 <.001
satisfaction Reliability 4.04%0.75 4551041 3.55£0.68 12.63 <.001
Responsiveness 4.05£0.85 4.651+0.43 3.45+0.72 14.39 <.001
Assurance 4.15%0.76 4.66+0.42 3.65+0.68 12.72 <.001
Empathy 4.18%0.79 4711041 3.6610.72 12.63 <.001
Total 4.071+0.74 4.61£0.37 3.54%0.63 14.73 <.001
Hospital commitment 3.68%0.71 4.01£0.68 3.34+0.57 7.52 <.001
Revisit intention 3.50£0.78 3.81+£0.72 3.20£0.73 6.01 <.001
CNC=Comprehensive nursing care unit; GNC=General nursing care unit.
Table 4. Correlation of Participants’ Nursing Service Satisfaction, Hospital Commitment and Revisit Intention (N=201)
Total CNC GNC
Variables z (p)
rp) () r(p)
Nursing service satisfaction < Hospital commitment .57 (<.001) .34 (.001) 43 (<.001) -0.76 (.445)
Nursing service satisfaction < Revisit intention .63 (<.001) .38 (<.001) .68 (<.001) -3.00 (.003)
Hospital commitment — Revisit intention .65 (<.001) .54 (<.001) .62 (<.001) -0.88 (.377)

CNC=Comprehensive nursing care unit; GNC=General nursing care unit.
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