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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
hedlth.

This research is collected the questionnaires of hospitalization patient in the
cooperation hospital (YuanSheng) of Chang-Hua Christian hospital. There are 249 valid
guestionnaires 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 al 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.
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