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Abstract

Background : In these days, the health care organizations have concerned about
customer-centered care in order to empower the competitiveness on the health care
martkets. The departments working for quality management of the hospitals have used
health care quality indicators in terms of medical areas as well as service areas of the
hospitals. However, there were insufficient efforts to develop the credible measurement
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to seek the customers’ needs, their expectations and their satisfaction levels related to
health care services because various kinds of challenges were in the process of scale
development to measure customers’ satisfaction in health care. The purpose of this

study was to develop the satisfaction scale to health care services in a Korea health care

organization and to test its tool with validity and reliability.

is one of the components of

as the five dimensions of

Study subjects of the con truct 2
ty hospital from July 1, 1996
“actor Analysis with SPSS.

inpatients/their families wh

Result : The items of th tients/their families were
¢ n 1.0 accounting for 64.2
percent of the variation in item scores. Also tient tool had eleven factors

nt of the variation in item
scores.

The reliability of overa

satisfaction scores and the Z

families. The Satisfaction Too WIth cleven factors’for mpahents/therr families had internal
consistency reliability ranged from .53 to .89.

Conclusion : The Satisfaction Tools to Health Care Services focused on
outpatients/their families and inpatients/their families developed in this study had a high
reliability and the strong evidence of content validity and construct validity based on
quality concept. Therefore, this tool would be utilized as a credible quality indicator of

health care services to assess the quality problems and to monitor the quality
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improvement activities in Korean Health Care Organizations.

Key Word : Health Care Quality, Health Care Services, Satisfaction, Validity,
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