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摘要 

    由於教育的普及、科技與經濟的快速發展，使得國民醫療知識及生活水準普遍提
高，進而對醫院服務品質的要求亦逐漸升高。因此如何提升服務品質來滿足顧客需求，

減少醫療糾紛以保障病人權益增加全民健康，以成為各醫療機構目前極重視的議題。 

    本研究是針對彰化基督教醫院之合作(員生)醫院住院病患進行問卷調查，其有效問

卷為 249 份，針對人口特質中之填表人(病人；病人家屬或朋友)、性別(病人男、女；

非病人男、女)、教育程度(病人初中以下、高中以上；病人家屬或朋友初中以下、高中

以上)、年齡(病人小於50歲、大於等於50歲；病人家屬或朋友小於50歲、大於等於

50歲)與其住院醫療服務滿意度中之病房環境設施滿意度、工作人員服務態度滿意度、

醫療過程滿意度、行政效率滿意度、服務結果滿意度等五大項加以分析，採用 Excel套

裝軟體與 SPSS12.0 For Window統計套裝軟體進行相關資料分析與驗證。 

    研究資料顯示病患及家屬對住院之各項醫療服務品質最重視的項目大都集中在醫

護人員之相關照護上面，一般病人與家屬對醫院各項服務品質滿意度之間有顯著差異，

人口特性與各面向滿意度也具統計上顯著差異，性別方面女性較男性滿意度低，教育程

度方面高學歷較低學歷滿意度低，年齡方面並無明顯差異，其主要原因為住院中的病人

各種年齡層都有，也涵蓋在上述的階層當中故在統計上差異不大。 

此研究結果將提供給該醫院管理者做為提升醫院服務品質、管理與方針上之參考依

據，並提供給護理及行政管理階層在臨床人員教育策略上之參考，並建議醫院管理者考

量適當的資源投入(人力、設備)等，以提升臨床人員素質及提升滿意度。 
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ABSTRACT 
    Knowledge of medical treatment and a quality of living are generally raised because of 
the rapid developments of science, technology, and economy, thus, the requests of hospital 
service quality are increased. Consequently, it is more important to promote the service 
quality for the medical treatment organizations. They focus on promoting a service quality 
to satisfy customers’ needs, to reduce medical disputes to guarantee the patient rights and 
health. 

This research is collected the questionnaires of hospitalization patient in the 
cooperation hospital (YuanSheng) of Chang-Hua Christian hospital. There are 249 valid 
questionnaires in the research. This research is focused on satisfaction of ward environment 
and facilities, satisfaction of service of workers, satisfaction of medical processes, 
satisfaction of efficiency of administration, satisfaction of results of service, and the 
population characteristics to analyze. The population characteristics are included people 
who filled the questionnaire (patient, patient  family or friend), gender (patient: male, female; 
patient family or friend: male, female), education (patient: under junior high school, over 
senior high school; patient family or friend : under junior high school, over senior high 
school), age (patient: under 50 years old, over and equal 50 years old; patient family or 
friend: under 50 years old, over and equal 50 years old). Furthermore, the data was analyzed 
and tested by Excel software and SPSS statistics software 

In the result, patients and families most concern about service of medical workers in 
the quality of medical cares. In addition, there is a significant difference between the  quality 
of service and satisfaction in the general patients and family members in the hospital. 
Similarly, there is also a significant statistical difference between various satisfaction and 
population. From the view of gender, females are lower than male. From the aspect of the 
degree of education, low level is higher than high level. There is no obvious difference in 
the age, the reason is that cases of hospitalization included all level of age, and included 
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above status. 

The result of this research will not only provide a reference to hospital managers to 
promote the service quality, and the policy of management in the hospital, but also provide 
information to consider strategies of education in the clinical nursing and administration of 
nursing. Lastly,  suggesting that governors in the hospital concern appropriate resource, for 
example, manpower and equipment, to promote quality of clinical workers and promote 
satisfaction.  

 

Key words: Population characteristics, medical service quality, customer (patient) 
satisfaction  
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