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ABSTRACT

An intensive care unit is set for critical patients, offering 24-hours and full-scale medical
services. The nursing staffs pay full attention to keep patients’ vital signs by high-tech
medical instruments, leading to ignore the familys’ needs. The object of our study is to
discuss the cognition differences between familys and nursing staffs about the weight of
medical service items and satisfactions, then by which we may develope physician-patient
relation and achieve 3-win situation.

Our study applied importance-performance analysis, also known as IPA, to perform
familys’ questionaires in ICU of Kuang-Tien General Hospital Shalu Branch. Furthermore,
we adopted Microsoft Excel software to collect and recheck databases and then IBM SPSS to
perform statistical analysis by descriptive statistics and paired t tests. The study reveals that
there are mostly dominent differences (p<0.05) between the weight of medical service items
and satisfactions of ICU medical services, and the variance value is between -0.14 to 1.29,
also meant as the ICU medical services quality still leaves much space to improve. Applying
IPA to analize the weight of medical service items and satisfactions of needs, including™ given
regular time to disclose medical information ;," inform me as soon as possible if transfering to
general ward is conditioned |, " could I call up to ask about the patient’s condition ; , " family
may visit the patient at any time if necessary |, and’ convenient traffic and parking for family
to reach hospital ; ,which are located in the inferior position of the second quadrant
(Concentration Here), also known as that the participants highly respect these issues but
unsatisfied. The hospital administrations may pay attention to these demands and resolve it.

The study results may offer directions for hospital administrations to improve clinical
medical care qualities and references for nursing executive departments to bring into critical
nursing care educations.

Keywords: ICU, IPA, Service Demand, Intensity Evaluation, Satisfaction Survey
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