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2H|XZE X|Zioh= ZESAH|A Zat Bj2]of 5 AT

VAT A - 5EY S AREAe] aAshs 67 K2 EA
igHtd el Ads A5 tdow 72t ¥ 9 50
Y ol S WA AE 300 A itk FH% A== SPSS/WIN ver 10.0 X272 Ap&afo] Tt}
o AT Wl gestel 1o A ASARIAE 3 o] #Aslth

R QlE A o gAY FEA EAS Mk W wReS el
o RS oldety SHY #osde] vk AFEE 18 *+ =79 AlE| s, Cronbach's &rs -8k3iTH

A olde] A<l o =T 291 BAA olRMy FAR FAoR el
o AT HAAE olslsta HolalE T A a3l
o A - AMFer ZAT Qe & o AulA A3 FEe S48 By 9 #FbAE el

Zjol= t-test= EQl}A T

a3 At
AgsAe 20039 29 3Q5E 29 107K o EAHE
AN F, BT - Hesle] 29 15YKE 3¢9 2947t A &KL Ql7ety Y
A A T Aol A A A48 A
IS Weth 1 5, JARAE dos AFnEAt A tpAre] Q18 B4 <Table 1>3} 2.
BEAE WEk AR deld A8 ke @ F B AEe At 143WGL5T%), oAt 1214
3|5ty AEX = 3005-F 293571 34 95%2°] 3|4 . L. .
e b Bl 0] 815 {Table 1> Demographic characteristics of nursing
&5 I olFelN medstant FAdsih e service consumers n=272)
A5E AT 2725(19%) ko] HFEA ol AREH STk v Percentage
Characteristics Item Frequency (%)
0,
Gender Male 143 52.57
oj1=
T= Female 121 44.49
No answer 8 2.94
2 Ao AMEE ke Au) A~ 2 FH == SERVQUAL Age >4 37 13.60
BHS DAR do] @R pEMus A4S FP) g Gen) 25 - 30 55 2022
o] Joo(2001)7} 7jurer =72 AREERITE Joo(2001)¢] T ié ) 2(5, if ﬁﬁ;
£ AFESE] A, 3018 AT thdAeAl dRzANE Al 41 - 45 18 6.67
= FAoA YAaEo] FEdlo] YR Wy fo] FEE|9) 46 - 50 36 13.24
_ 50 = 38 13.97
13 01 TIA ] oA} 7+ Ao 4‘/\
thal A2 3ol whe, 3A 3 d o] IS Ao FAKS o . vy
1= 867 TEAtA EFE AL Sl S7HA] &
- ) 82l } FelA . TET OO}_'L ~ = Education = Elementary school 2 0.73
lell tiste] w&skaL, 7F wEEe] 1 o] &3 e & Middle school 19 6.99
Q1S Aup} & Y Esh=Ad tste] 53 HE g HrlsieE High school 116 42.65
= - = - University 108 39.71
Aty HrE & 7 eolnjtt 1 9919 Htgk oS Wk
o}/_% O_}ET - e o Bk olE ) = Graduate school 12 441
Vn_‘ég'?l'% —1,4%’6}% HO]'Q—O—E L:—:TLE] LH% E}’%E—% 7\3%—5}’0:] No answer 15 5.51
ETE Z23190th Joo(2001)8] = S84 673, A4 e > 1,000,000 25 9.19
8E) nkoA] 6RE, AN eRa) T7h TRt ow TAE (won/month)  1,000,001-2,000,000 85 31.25
- _ - 2,000,001-3,000,000 57 20.96
5291 3372 =Fou, £ Ajela AHES B e SN SN
s o =rRed _] U T 3,000,001-4,000,000 13 4.78
20807, 5 Q9 BF 4 /NG Fgo 2 FAAHSIth 4,000,001 = 20 735
REAE A gF BES B B § Bgow A No answer 7 26.47
At Al AlTESAG AA A Qe 7EEAu]Ae T Hospital A hospital (K city) 44 16.18
OJU}—L}— wEgH=%0] oo tla] A7 B o= 7H AL B hospital (G city) 46 16.91
_ e e C hospital (U city) 43 15.81
= FAsem Tyl AnjAte] Q1 5AE dhetal) D hospital (B city) 46 16.91
8 HE-L 3ol E hospital (B city) 49 18.01
F hospital (P city) 44 16.18
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O o] of
(44.49%)0] 31, AH2 20t} 9278(33.82%), 30Ti7} 76 AsEE HojFE  Bartlett®] TEAAANME Fog=0)
(27.94%), 40th7} 5478(19.91%), 50t] o]Ato] 387H(13.97%)°] <0001 vk} Qo1FEA Rwyo] AHsksl Zloz et
3, g8 uFstw Eo] 1167(42.65%), tistw &2 <Table 3>.
10878(39.71%) 0.2 u5stuel fsty QAL 75 olF
Aot 4902 1009HI A 2009HT Alo) 7 857H(31.25%), 200 {(Table 3> KMO and Bartlett test n=272)
koA 3005 Ako]lE 577H(20.96%), 300%HA A 4005 Kaiser—Meyer—Olkin Measure )
Aboli= 13M(4.78%)0] 1. AZHA o] ALEE TiAkAR= 67) 3 of Sampling Adeguacy
Approx. Chi-Sruare 4689.263
o] m = o, hyas Ko=)
o Rl AUR(15.81~18.01%) SRS Bartlett's Test of Sphericity | df 190
Sig .000
USMHIA H SYET
TR BAS AAY ATHe <Table 4>} 2ok %ﬁéﬂr
AT tisle] AF =S 3k dyl= <Table 2>9F 2t} X (eigenvalue) 7} 1 oJAkel Qolo] 27 FZEF =),
2079 G AEE 4RFE 8302 Ush 60 o WAl Qe Ay 3Rl S3hs 4 47 87}%1
ol 8T FThE Choi200)9) ol me} BF 8T o weAT wANel S3e 4 MM o1 £4S
S Qo AEE A 85FE 0% RE 0 W @ehs 4 $407 TAE Row AARAY 273%F
Tol &% 208F BFEEF I0z 2 Aol ARSI AdsgL T oAl 29 £7 G846 &3 54 4
JooQ00l7t EE PR PAY BT AAY AEE ek M Rl st £4 17 4 BE 6
(Cronbach's @ .980]91a1 £ A oA A3 =9 A EAS Tgshs Zlo AARAY 5.09%5 AHsie] F 7
AE| S 97010k A gQlow Qg AARAte] A E 67.81%% e
ATETe] ojsl LEAS ANT Ashs <Table 3>, F2E 2918 PUshs el F wA 29 Al
<Table 4>, <Table 5>¢} Zt} W AE2 AddA 7 ¢ 3/ (tangibility) 0.2 dEE 4 oyt A ®Al 2l Al
Hael] o] AdrgEs g ]l KMO(Kaiser-Meyer-Olklin) £te] =4, WA, A, 3l Sk A4S0l By 2
9672 sk WS £ oR RSP, SQ¥A R Ale] glo) Rololet wwst YEAG. 1A SYEL
(Table 2> The reliability test of this study's tool n=86)
Sstatistics Coriesisd IAIpha Alpha
No. Factor Attributes ltem—Total if ltem (a
Correlation  Deleted
Q1 Concerning about hygiene of the pt's room .66 .82
Q2 s Providing comfortable environment resting enough 75 78
Q3 Tangibility Providing nursing service in good facilities .69 81 85
Q4 Providing good feeling by nurse's good-looking .64 .82
Q5 Providing precise & skillful nursing service 17 .88
Q6 s Giving information & getting permission .76 .88
Q7 Reliability Giving concern & solving pt's problems 81 .86 20
Q8 Being reliable as nurse .80 .87
Q9 Immediately correcting environment problems of pt's room .66 .87
Q10 . Helping pt willingly whenever help is needed .80 81
Q11 Responsiveness Providing nursing service immediately even if too much busy 75 .83 87
Q12 Providing medication & treatment at correct time 72 .84
Q13 Possessing nursing knowledge as performing own job .76 .89
Q14 Assurance Giving information about hospitalization .79 .88 91
Q15 Giving assurance about reliable nursing care .83 .87 ’
Q16 Providing nursing service with a sense of duty .80 .88
Q17 Understanding the pt's feeling & inducing emotional comfort .82 .89
Q18 Respecting pt's personality .82 .89
Q19 Empathy Listening pt's complaints .80 .90 92
Q20 Providing courage & hope .82 .89
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{Table 4> Factor analysis - scale (eigenvalue >1, varimax rotation)

n=272)

No Attributes Factor 1 Factor 2 Factor name
QI8 Respecting pt's personality .86 25
Q17 Understanding the pt's feeling & inducing emotional comfort .82 31
Q16 Providing nursing service with a sense of duty .80 36
Q20 Providing courage & hope 77 33
Q19 Listening pt's complaints 75 37
Q13 Possessing nursing knowledge as performing own job 75 40
Q8 Being reliable as nurse 74 41 Intaneibili
Q15 Giving assurance about reliable nursing care 73 49 gibtlity
Q12 Providing medication & treatment at correct time 73 40
Q10 Helping pt willingly whenever help is needed .68 A4S
Q5 Providing precise & skillful nursing service .68 46
Q7 Giving concern & solving pt's problems .65 52
Q11 Providing nursing service immediately even if too much busy .65 A4S
Q6 Giving information & getting permission .59 57
Q1 Concerning about hygiene of the pt's room 29 .79
Q2 Providing comfortable environment resting enough 32 75
Q3 Providing nursing service in good facilities .30 72 o
Q9 Immediately correcting environment 30 .65 Tangibility
Ql4 Giving information about hospitalization 53 57
Q4 Providing good feeling by good-looking 46 .56
Initial Eigenvalues 12.55 1.02
% of Variance 62.73 5.09
Cumulative % 62.73 67.81
Q 1 ~ Q 4 : Tangibility, Q5 ~ Q8 : Reliability, Q9 ~ Q12 : Responsiveness, QI3 ~ Q16 : Assurance, Q5 ~ Q8 : Empathy
{Table 5> Reliability analysis - scale (alpha) n=272)
F
Scale Scale
a
c Statistics Mean Variance Gormectea IAIpha Alpha
, , , ltem—Total  if Item
t Attributes if Item if Item Corelation  Deleted (a
cr) Deleted Deleted
Respecting pt's personality 5231 102.85 .84 .96
Understanding the pt's feeling & inducing emotional comfort 52.37 103.58 .82 .96
rI1 Providing nursing service with a sense of duty 52.21 103.21 .84 .96
t Oroviding courage & hope 52.36 103.29 .79 .96
a  Listening pt's complaints 52.37 103.73 .80 .96
n  Possessing nursing knowledge as performing own job 52.23 102.96 .83 .96
fig Being reliable as nurse 52.35 102.73 .82 .96 97
p  Giving assurance about reliable nursing care 52.29 102.97 .85 .96
i  Providing medication & treatment at correct time 52.29 102.61 .80 .96
I Helping pt willingly whenever help is needed 52.40 103.43 .79 .96
1 Providing precise & skillful nursing service 52.26 103.37 .80 .96
y Giving concern & solving pt's problems 52.37 102.88 81 .96
Providing nursing service immediately even if too much busy 5245 102.94 .76 97
Giving information & getting permission 52.37 103.36 78 97
T
a
n  Concerning about hygiene of the pt's room 18.57 12.96 73 .83
g  Providing comfortable environment resting enough 18.56 13.23 .70 .84
é Providing nursing service in good facilities 18.61 13.47 .64 .85 .87
; Immediately correcting environment problems of pt's room 18.63 13.56 .60 .86
1 Giving information about hospitalization 18.48 13.22 .68 .84
1 Providing good feeling by nurse's good-looking 18.43 13.69 .63 .85
Yy
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5 M1 QomE §¥4e wd AW $34 ok el sl plXx Ravhn fesl A7 %
(intangibility)o]2} HHsr3ch 4 mua AL Aoz otk 8o 7| mX|A]
T 7 2919 WA dids ERIsh Avks <Table 5>9) ety e A zhEojd 7haAu A SAe WonkE
2ot 7 2919 Alpha g2 973} 87% A yERdor, 7t g Au o] et BAg T WA e 712 el
29s Mtk HAEY gk FIAEL 76~85 7@ TR 7d He2 371, ¥ Bags 3.68%, Ho]
60-73 Aolz 88T dglonw B AL F o -030% AEoN 1 Aol FAReR folan @k
of S3hz EANls SHES BE IO 8512 3 1 #3499 Jld B 351, 58 Bk 3442 ol
oIt} -072 Axtsle] FRTH= Zjo|7h Wo| whou, o] 9
SR EEERC R
USMHIA H 53
SMH|A T|2|8A
2B} A dekE 7FE AR A Qe <Table 6>3 Zth 20
7 kS AE 2 %‘* Tl S7HAE %ol = 7P ZRAZE Azbeks Reanse] widh e e Ayl
ol 7IHE s7khks Zlo® dehmoy 157A= F3o] 7] <Table 7>3} Zth. IS AMUAS ek 29l 2714 Tl
Q% S 2ol 29 @S dehlgon] B9 BE 2 A wA 899 FEHE THAE e S8 1
L 2Xo| o wWoromw 71sAu|A Ao MulAow ity ZolA 8714 £42 LT 485 e] TS dloH,
AzEs Aow ey 2y ttest A 20714 e o] @olo] A FHgke 40300tk FHALS I AHA
Mul2 Folld 224 27kx|REe] 1 Apel7} FASA o 79 4 67 oA o= s ToETF 43S |YIA sk
{Table 6> Nursing service quality Mm=272)
F
a Expectation performance
c Statistics ualit note
t Attributes sl o
) Mean (SD) Mean(SD)
r
Respecting pt's personality 3.67(1.00) 3.71( .94) .04 372
Understanding the pt's feeling & inducing emotional comfort 3.61(1.01) 3.60( .99) -.01 .845 o
I Providing nursing service with a sense of duty 3.78(1.00) 3.70( .96) -.02 117
n Providing courage & hope 3.53(1.06) 3.56( .97) .03 .659
t Listening pt's complaints 3.58( .95) 3.63( .93) .05 323
2 Possessing nursing knowledge as performing own job 3.87( .98) 3.82( .86) -.05 260
g Bbeing reliable as nurse 3.72( .90) 3.71( .87) -.01 .882
i Giving assurance about reliable nursing care 3.74(1.00) 3.64( .95) -.10 .041
b Providing medication & treatment at correct time 3.82( .97) 3.84( .97) .02 .663
i Helping pt willingly whenever help is needed 3.76(1.00) 3.70( .99) -.06 228
i Providing precise & skillful nursing service 3.82( .98) 3.75( .93) -.07 .200
t Giving concern & solving pt's problems 3.77( .97) 3.74( .96) -.03 617
y Providing nursing service immediately even if too much busy 3.56( .96) 3.46( .99) -.10 .090
Giving information & getting permission 3.71(1.04) 3.61( .96) -.10 .105
Total 3.71( .80) 3.68( .79) -.03 337
T
a Concerning about hygiene of the pt's room 3.42( .95) 3.25(1.02) -.17 .005 A
m Providing comfortable environment resting enough 3.37( .97) 3.33( .91) -.04 588
% Providing nursing service in good facilities 3.38( .97) 3.33( .96) -.05 423
b Immediately correcting environment problems of pt's room 3.53(1.03) 3.44( .99) -.09 .091
i Giving information about hospitalization 3.61(1.04) 3.51(1.07) -.10 .068
7 Providing good feeling by nurse's good-looking 3.78( .93) 3.80( .93) .02 137
t
y Total 3.51( .76) 3.44( .77) -.07 .068
*p=05 **:p=.005
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{Table 7> Gap analysis of nursing service nm=272)
g Performance Importance
c Statistics gap 0 note
i ;
o Attributes Mean (SD) Mean(SD)
r
Respecting pt's personality 3.71( .94) 4.05( .92) 34 .000 A
Understanding the pt's feeling & inducing emotional comfort 3.60( .99) 3.99( .89) .39 .000 A
I Providing nursing service with a sense of duty 3.70( .96) 4.14( .89) 44 .000 5
n Providing courage & hope 3.56( .97) 4.00( .94) 44 .000 A
t Listening pt's complaints 3.63( .93) 3.99( .90) .36 .000 5
2 Possessing nursing knowledge as performing own job 3.82( .86) 4.13( .92) 31 .000 A
g Being reliable as nurse 3.71( .87) 4.00( .94) 29 .000 5
i Giving assurance about reliable nursing care 3.64( .95) 4.07( .90) 43 .000 5
b Providing medication & treatment at correct time 3.84( .97) 4.06( .97) 22 .000 5
i Helping pt willingly whenever help is needed 3.70( .99) 3.95( .93) 25 .000 A
i Providing precise & skillful nursing service 3.75( .93) 4.10( .93) 35 .000 5
t Giving concern & solving pt's problems 3.74( .96) 3.99( .95) 25 .000 A
y Providing nursing service immediately even if too much busy 3.46( .99) 3.90(1.00) 44 .000 A
Giving information & getting permission 3.61( .96) 3.99( .95) 38 .000 A
Total 3.68( .79) 4.03( .78) 35 .000 R
T
a Concerning about hygiene of the pt's room 3.25(1.02) 3.68( .93) 43 .000 A
m Providing comfortable environment resting enough 3.33( .91) 3.70( .91) 37 .000 A
fig Providing nursing service in good facilities 3.33( .96) 3.64( .93) 31 .000 *%
b Immediately correcting environment problems of pt's room 3.44( .99) 3.63( .96) .19 .003 A
i Giving information about hospitalization 3.51(1.07) 3.78( .94) 27 .000 A
7 Providing good feeling by nurse's good-looking 3.80( .93) 3.83( .91) .03 77
t
y Total 3.44( .77) 3.71( .72) 27 .000 R
*p=05 **:p=.005
on @q WA BAWLE 3710k T 20714 BEA A LT X 4 Ak
Bl S 3 197M07k 85k 59 2l $ARCE fold ETE F2 - Ak Joo00)e] EE BEFOR
AolE vepllom oA F2 SRR S Folths £4 TAEEA ZF ol A 85~93, = AA9] AlE:
gfo] TRkl A o] o7} FAMCR fFofshA oF © 980I3lEl Wk, Aol AREE e 29 AH
o o vebdrh ool sk TR B 358 mob 8592, m AAle) ABEE 972 ueht B3] 33
g Aot Wk e 279 gk Aok b FRAel 3k sbeld 20 AR H2E el wshd AFE g AL
© A 950l AU St TS SUE  olkob AAsel A9 2 B8 Aes wEsn
of wla) dA AFHL U= FeAu| s EAlolx 7]5]e 59 e8RS #Rlsy] fls A edwd At
£459S & 5 Ak ATETANNE TP fZole T M e 73

= 9

AFYAAEL FAJo] 14375(52.57%), 20~30tje] <igo]
1687(61.76%), thetal o] shelo] 1207(44.12%), e &
glo] 2007+ olalel A7 11078(40.44%) 0.7 veh}, H]=
ol 5 v wout W o nisekl 7AEa s
HlwA gout AR HlwA vt ol vlwA AL wo
2 vebgeh B didAbES ATl MYl 63t g
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A Study of the Nursing Service Quality
and Gap Perceived by Consumers

Lee, Mi-Aie"

1) Assistant professor, Department of Nursing, College of Medicine, Dongguk University

Purpose: The purpose of this study was to develop a tool that measures the quality of nursing service, to
measure the quality of nursing service perceived by consumers, and to identify the gaps between ideal and actual
nursing services. Method: A questionnaire was developed and distributed to 300 people who had been hospitalized
in one of six general hospitals with quality of nursing services in five provincial cities in Korea. For data
analysis, the SPSS/WIN(ver 10.0) program was used. Result: The 20 attributes included in the instrument of
quality of nursing service is abstracted into 2 factors : tangibility and intangibility. In quality analysis, 15 of 20
attributes are minus scores, meaning that those nursing services are perceived as generally low. However among
the minus scores' attributes, only two attributes are significant statistically. Gaps between importance and
performance of the nursing service exists in 19 among 20 attributes. Conclusion: Nursing service dquality
(performance-expectation) needs to be improved, and Gaps (importance-performance) reduced. In addition, a tool
measuring nursing service quality has to be developed so nurses can deal successfully with the quality and gaps of
nursing service perceived by consumers.
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