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A Study on Nursing Service Satisfaction and Intention to Revisit and
Recommend Hospital in Inpatients

Sun, Youn-Ok' - Kwak, Sook-Hee? - Kwon, Hye-Jin? - Seo, Ji-Min®

'Nurse, “Head Nurse, Pusan National University Yangsan Hospital, 3 Associate Professor, College of Nursing, Pusan National University

Purpose: The purpose of this study was to identify the correlations between nursing service satisfaction and
intention to revisit and recommend the hospital in inpatients. Methods: The subjects were 233 inpatients of P
university hospital in Yangsan. Data was analyzed by t-test, ANOVA and Pearson's correlation coefficients using
SPSS/WIN 18.0 program. Results: The subjects were not satisfied with nursing service provided in the hospital.
The male subjects' nursing service satisfaction and intention to revisit and recommend the hospital were higher
than female subjects. Intention to revisit the hospital of subjects of internal medicine unit was higher than subjects
of surgery and other units. There was a positive correlation between the responsiveness among subcategory of
SERVQUAL and intention to recommend the hospital. Conclusion: The results of this study suggest that it is
necessary to develop strategies to increase nursing services satisfaction in order that inpatients revisit and
recommend the hospital.
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Table 1. General and Nursing related Characteristics of Subject

re
i

lol

- #slzl

(N=233)
Characteristics Categories n (%)
Gender Male 118 (50.6)
Female 115 (49.4)
Age (year) 18~29 21 (9.0)
30~39 26 (11.2)
40~49 64 (27.5)
50~59 54 (23.2)
60~69 41 (17.0)
>70 27 (11.4)
Marital status Married 197 (84.5)
Unmarried 36 (15.5)
Education Uneducated 7 (3.0)
Elementary school 24 (10.3)
Middle school 28 (12.0)
High school 101 (43.3)
> College 73 (31.3)
Monthly income <150 98 (42.1)
(10,000 won) 150~249 47 (20.2)
250~349 31 (13.3)
350~449 15 (6.4)
>450 23 (9.9)
Missing value 19 (8.2)
Primary care giver Family 174 (74.7)
Relative 4(1.7)
Care worker 13 (5.6)
None 38 (16.3)
Other 4(1.7)
Clinic department Medical 107 (45.9)
Surgical 80 (34.3)
Others 46 (19.7)
Duration of 3~7 102 (43.8)
hospitalization (day) 8~14 71 (30.5)
15~29 42 (18.0)
>30 17 (7.3)
Number of 1 141 (60.5)
hospitalization 2 39 (16.7)
3 19 (8.2)
>4 33 (14.2)
Reason of Convenient for transportation 27 (11.7)
choosing hospital Excellent medical team 100 (42.9)
Modern facilities 8 (3.4)
Recommendation 60 (25.8)
Staff member family 5(2.1)
Search on the internet 8 (3.4)
Others 25 (10.7)
Willingness to receive Yes 126 (54.1)
special nursing service No 107 (45.9)
Willingness to pay for Yes 99 (78.6)
special nursing service No 27 (21.4)
Payment of special 10~30 74 (74.7)
nursing service 31~50 18 (18.2)
(1,000 won) >51 7 (7.1)
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Table 2. Nursing Service Satisfaction and Intention to Revisit and Recommend the Hospital

(N=233)

Variables M=SD Actual range Possible range
Nursing service satisfaction 1.03+9.42 -42~49 -99~99
Tangibility 0.14+2.08 -6~8 -18~18
Reliability 0.47%3.06 -13~14 -24~24
Responsiveness 0.10+2.40 -8~11 -18~18
Assurance 0.22%+1.94 -10~7 -18~18
Empathy 0.09%2.66 -8~9 -21~21
Intention to revisit the hospital 14.21+2.73 9~20 5~20
Intention to recommend the hospital 3.04+0.57 1~4 1~4
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Table 3. The Differences of Nursing Service Satisfaction and Intention to Revisit and Recommend the Hospital according to
Subject's Characteristics (N=233)

Nursing service Intention to revisit Intention to recommend

Characteristics ~Categories satisfaction the hospital the hospital
M=ESD torF p M=ESD torF p M=£SD torF p
Gender Male -0.31£8.62 -2.20 .029 14.82+2 .58 3.53 .001 3.14£0.53 2.92 .004
Female 2.39£10.04 13.59+2.74 2.93+0.59
Age (year) <29 1,76+£9.62 0.86 511 12,86t2.03 2.19 .056 2.81%0.40 1.17 327
30~39 1.581+9.68 13.81+2.55 3.00+0.63
40~49 1.27+11.07 13.92+2.48 3.05+0.52
50~59 -1.22%+9.36 14.631+3.10 3.11%0.63
60~69 2.15%£7.60 14,56+2,58 3.12%0.46
>70 2.15£7.20 15.00£3.04 2.96+0.71
Marital status Married 1.33+9.19 1.17 242 14291276 0.33  .329 3.04%0.56 0.13 901
Unmarried -0.67£10.57 13.81£2.53 3.03%0.61
Education Uneducated 2.86%6,.34 0.75  .5601 14.00t1.73  1.62 169 3.00+0.00  0.43 .786
Primary school -0.29£5.61 15.08+3.35 3.04+0.69
Middle school 0.29£5.71 14.93%+3.07 3.11%0.63
High school 0.40£9.75 14.15%£2.79 3.07£0.55
>College 2.44%11.17 13,77£2.26 2.97£0.55
Monthly <150 0.94%+9.15 0.28 .894 13.89+2.80 1.05 384 3.02£0.54 0.33 .858
income 150~249 1.17£7.04 14.21+2.80 3.114+0.63
(10,000 won)  250~349 -0.42%7.44 14.48+2.82 3.06+0,57
350~449 -0.67%9.74 15.27%2.60 3.13£0.52
>450 -0.04113.96 14.52+2.31 3.00%0.43
Primary care Family 1.70£9.71 1.48 .209 14,30£2.63 0.89 470 3.06%+0.56 0.72 579
giver Relative -4,00%+5.42 13.25+2.22 3.00£0.00
Care worker -0.15%£3.91 13.54%3.13 2.8510.69
None -0.29+9.17 13.95£3.05 2.97%0.59
Others -7.00£11.49 16,00£2,71 3.25£0.50
Clinical Internal medicine 0.79+11.55 0.11 .899 14,75+2.88 5.42 005 3.13£0.58 2.91 .056
department Surgical part 1.03%7.10 14.08+2.67 2.99+0.58
Others 1.57£7.40 13.22£2.13 2.91+0.46
Duration of =7 0.51%+9.45 1.13 339 14.24+2.74 0.81 .490 3.01%0.62 0.59 .623
hospitalization ~ 8~14 -0.03+952 13.89+2.69 3.03%+0.56
(day) 15~29 2.19£8.30 14,71+2.88 3.14%0.47
>30 3.761+8.30 14,18+2.53 3.00£0.50
Number of 1 0.42+8.74 0.82  .486 14,17£2.52 1.13 340 3.04%0.48 0.59 .025
hospitalization 2 2.38%£11.50 13.72£2.,53 3.10£0.68
3 3.21£13.72 14.95£3.42 3.11+0.66
>4 0.67+6.28 14,22+3 32 2.94£0.70
Reason of Convenient transportation ~ 0.33£5.69 1.03  .409 13.44+2.24 052 793 3.04%0.44 1.21 304
choosing Excellent medical team 1.58+7.06 14.34+2.75 2,99%0.64
hospital Modern facilities 6.25%18.30 13.88+3.14 3.25+0.71
Recommendation 0.02£9.35 14.22+2.60 3.081+0.46
Staff member family -3.80£22.51 14.00%2.00 2.80%0.45
Search on inter-net 4.38%£15.65 14,38+2.56 2.75%0.46
Others 0.20+11.24 14,6413 47 3.20£0.58
Willingness to Yes 1.25+9.13 0.40 689 14.29+2.65 0.48  .632 3.02+0.56  -0.43 .666
receive SNS No 0.76%£9.79 14.12+2.82 3.06£0.58
Willingness to Yes 1.17£9.58 -0.19 847 14.36+2.62 057 572 3.04£0.53  0.64 525
pay for SNS No 1.56+7.40 14.04+2.78 2.96%0.65
Payment of SNS  10~30 0.47+8.99 1.08 343 14.15£2,57 135 263 297£0.55 245 .092
(1,000 won) 31~50 4.17%£12.74 14.72+2.59 3.22+0.43
>51 0.86+4.88 15.71+3.15 3.29%0.49

SNS=special nursing service,
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Table 4. The Correlations between Nursing Service Satisfaction and Intention to Revisit and Recommend the Hospital

(N=233)

Intention to revisit the hospital

Intention to recommend the hospital

Variables ") r )
Nursing service satisfaction -.12 (,068) -.09 (.172)
Tangibility -.11 (.097) -.02 (.8106)
Reliability -.10 (.114) -.09 (.159)
Responsiveness -.12 (.067) -.13 (.048)
Assurance -.03 (.663) -.02 (.811)
Empathy -.09 (.163) -.07 (.282)
AT, Lo R e Al A, BBo| el £o= Y Rt thEe] eAu 2 oje BEEs) wed o
Bt f582003)3 Fe002)0] ATAFET FAF S AT AN S DS S22 B 37l e

shth. B3 71845(1998)2] Aol ,@4501 HYS
A& A == A7 A ddos Has wEEE
AN S EoM7E 7S =) UERSiTH Ol 2t A3}
£ B3l o8] "AEAdH A, Fxle] FHERI) o8
2H|AES] o873 A 71 & 9IS vt A
g F 0‘914 upehA] ] afEo] o ZAjH| 20 Hu)

ml

r

AL AESIAL ERlolAl FHE = =
%q§44¢%%% A713L H2ge] o gAn| =g AT
3 [e}

7] dak= JIXM S5 9 Aot} £ A7Ed

A 5l ZF A H| 20 thk A el 1~37H
o] tit-o]ofA] 3~51FA Q] 797} 40.3%8%1 ©]731](2003)
o] A A9} 3~57F] 0] 90.4% A A 1] 4(2008) 2] A
Ad}of w3 2 FHo|rt, o]elgh Ao AT Bl

SAET} Avlel] G VA= A 5 Leld ) i
AL AF A AR BA A FEel] whE 2ol oA HIEE
Ao = Azt

B ATolA] Zhe A 2= WS R ZE A ] 2o T gl 7]
el A A s Ml HeE 07 ofske] A of 1
sAu|ze gk 7 H R A4HG7E Erh webA
B ATk 2t A 2 v e it 1,03 22 U

7+ ‘ﬂé——a‘}ﬁaﬂﬁ, I oo R AEA, 384, B3
. AAE(2008) 2] ATl = B
R 7} 7V EaL, ool 34, A&, A
, *391 TO 2 Yeht B Ae] Aae} 2ozt 9l
AT} A1) 4(2008) o] Aol A BF 333
]_7} ELX] o}O} J—7L/\4_4. /\]_/;:/H oﬂ r,Hzﬂ. vl
& AR hdAke] B A o]§ oJrk=
| BT 14,21 22 Ao]&3tel= oA e
), 33 oAbE 53 W o Ht 3,048 22 ERlelA F
Astel= oAt s Ao 2 YErT
el ddukz] 5o whE The A Hl
=g nu R M = o o4 S b R e o L B
sk Ao = veht Al e wet 7P§A1HI T 2}
o7} AR AMw|<(2008) 2] ATF AT} = 2po]E H AL
B2 AT @ﬂré E ) ofido] FAET} o sAju 20 tgh
STE7FE Y =31 ol sl o WIgtekAl vk
9 A2 A 35 EHQ A77F dashH, &
T oY FtEMu = S =Y e vAE A
o] 8THTh AwW|<(2008)9] ATellA] el wet TF
SAH|E R xfol7t Qe AR et o 7
TolX = Frelgh abo|7h vebtA] skt o] & TAIF o
2 AHEH, A1]4(2008) ] Aol A WFe} 2HRQl1F}o|
A Qe Bkxte] ks A H| 2~ RS} Afo|7) e Ao R
Bl 2 AT ARl $xbE FHEste] 2AFSEA]
7] w el An]4:(2008) ] AT-o] Aol AP A o=
W37 FET An)<(2008)8] A= W, 9
3}, 7|efol|A] s A H| 2 RS o 2|7} gl Ao R o
Ehut & ATRo] Aol frAlstkaL & < Q.

>
i
ox
&

2
=
<
LL
Zi
18

N> ¥
o T
e
o

M 1 o ox
lo

[0

nﬂo 4»

NI
—_
Q d

o Hi

)
=}
e
rl:i

|

J

mlm

=z 5 O

Vol 1, No, 2, 2011 99



1912 - 2
tatabe] kA S0 we el Aolg Jxbsh 3
olAle] AfolE Ami, o) we} Wel Aol& wa}

22 oAolA] EAH freldt Aols Jep Rl ol
B Aol o] eldR ZEAH A e}
27 Wl Lkt ok wele) e Aol wiet g
2 Aolg oAt EAHZ folat o2 welow, A}

5 A7 A3 ol 905 27} 71} ol QA B}
W} Aol APt Ee Aoz bt ol e—u}%ﬂr
o sl oh= A 2717ke] A3 giAle AT 1A}
o} 371 & A7kl Bolh o Qe L #At FA4H

WA ol ol<al| 317] wiitoletar Azt
A I D R AOLS: A3 Sl
7]—1*113]}\ u]-&t:g,]_ el =32 oALe}

al

=T

7 ZHOl% SJAL g 3 ojate} @J&J&ﬁl } A
2 UEREAL, 0]201(1998) 9] ATl A = ZESAfH
of thgh ok Wl zo]& orte] FAAAT} =
Lp & A7 d e} pol 7k SlSiTt, & et o) e }
A H4(2008) 9] A5 Ml Al 2 23 31
SAM A PSS A AFEdA 2folE Bt & Ao
e Zrs A e gk 7ol AT E
E MM H A SR EYR AN, B AT g =
AETE AR A P|S(2008) 7hEAH| 2ol TigE 2|2}
A 2 AAE SR B v 2ol o] U9
ojell & A9 TZAH| = A7 el B A o] g <]
FH oAl FAAAE A& A 7}§A1 H]i x]
A Aol& oJrke} 62 (p<. 001)4 HHAE
, B «WQ} 59 (p<.001)9] HHAAA S E@ *1
1] 4:(2008) 2] A2 }o} At °l 2lgh .ﬁzﬂre B rEH

=

Zz 1T
R

-

=i]

(1998) &

=
Fal

i 7@

:L

>

b s
7o vy

al

100  Global Health and Nursing

AT AR YA 224 Prif et -
Al o, A °1—? 3 o)del 8
2011 1€ 1
o 74 %

A, A
4oth 7}, w5
wolth e d
s WA 7
71 Bt

=A, At ol

A7E 71

AEH 2011d 1Y 317}A] ZAE
AL 23348900 AT AIE T
9 G2} A7 pE e Eekal
2 st &40l am

5075k %J

0]
=

233
3

JFUE_1

l.‘

S
o
p=%o)
<]
2 1

g3 o,
¥
o
_EL
_1
o,
o
o,
i
i

H ol x4

otT&Ee v

-
wekar, 3t

o
32 ol gy
}‘Jéﬁ—.&

o

N
—_

%M.

AR, ddAe] ks Aol gk v}
2 UER L, A7} ojatrh ka2 U&é-
o] & oJate} 3 APt Egtow Yo
elztet 71t ol Y ek Faprct ¥ ZHO]%-
2o Ao 2 e}

A, tdate] 7taqu o] Agade] o
= 9l 34 PPt g Ao 2 ey,

ATAAE —zﬂﬂsﬂ 2 ouf, WA} =7} ks ]
XHOl%o}El Efel 1711 FA3A

o

111,0__
=T iE ey

rtl
Y
i1
ﬁg
K
lo o

X

lo

>
Rl
N
X

IR
1

=2
Ke) i

o 2
ox

L

r°*' y

S



A, A2, ol An =, WY o] & Sjate F
SJAre] BAIE BT v Akl W e 2 A sk whE
T7F a8kt

AR, Mz o] S8t 7t u| g ddte $AE Sle
sk FsAH|AE TdekE AT ES S 5 9)
© Aol Hasit,

2A415H2005). ¥ A a2 vAIE Hg AL @ 7
SAHA A & AFAstn HA1eeE, e

22(1998). 8 vA" Akl digk 71 -A-eA] 04 2
-BA AERAE A0 2 74 ABEE) A, 2(1), 141-150,

A H14:(2008). P4 &S] A2 FA dig 7d € S =
o} e Aol g-o)Atel] FFF AT, o3t st M AL =
L

271(2002). 4 A9} 5} A2k ks A& EE

92 Fa% v|n, AEdista HALEH =8, AL

5 (1996). 8 AH| = wAIR S $8 FARA 2 ol A3t
AT AR EE A, 2(1), 97-114.

Fr5E(2003). = WA T BP9 A9 89 € A = 4|
R®, AR AL =, A2

olm] ¢} (1999). ZEZAH| 2 B EAM YL 4% NS = FH &

A, B3 et S =1, A2

olm] e} (2001). ZrZA U2 Aof| thgh An|xtet Al FALe] A ZkA}o]
ol B . @33R, 31(5), 871-884.

oJw] o} (2003). =B Akt Al T2} Az ste TEAH| L% ZAH =T
o &3 A7 WALETIN A, 33(2), 225-234,

olm] o} (2004). &M[AZ} A2 et ke A H| 2 A FEof Bt o
T RSB A], 34(2), 225-234.

olm] e} (2005). Ao} kT ALY THRIA 543 5 Al H| = o] H
A Aolg ool H X Gl gt vl A7, s e
3]A, 35(7), 1210-1220.

o]’ (2003). A AFA ZAzAHA FA) F4] 7HA A4 ¢ &
AT QA BAH =, A1 S

0] d0}(1998). 3 A H| = Aeof gt 8t Q1A w2 A
ol =oto] B 5 ABLE A, 4(2), 307-319.

QA 72:21(2000). SERVQUAL R 2-S 0] 83 75 AlH| A &
4. 5 PAINA, 6(2), 259-278.

FH| 7 (2001). MR 4] A H| 2 A AR a6 A% AT
-SERVQUALEFE FTAL=E- Adstu st =E,
A

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1985). A con-
ceptual model of service quality and its implications for
future research. Journal of Marketing, 49, 41-50.

Parasuraman, A, Zeithaml, V. A., & Berry, L. L. (1991). Refine-
ment and reassurement of the SERVQUAL scale. Journal
of Retailing, 67(4), 420-450.

Vol 1, No, 2, 2011 101





