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Abstract

This study was conducted to evaluate the subjective ideas about ‘the determinants of
quality in ambulatory care unit among outpatients and medical staff of a university
hospital, and to compare the diffefences of the ideas between patients themselves and
hospital staff. A self—administered questiobrmaire sur\}ey.wa.s conducted  covering 799
outpatients and 190 hospital staff in March, 1998. The questionnaire included general

characteristics and 26 determinants of ambulatory care quality.
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The following are summaries of the findings:

1. Both of outpatients and hospital staff perceived, "Physician's knowledge" as the
most important determinant of medical care quality.

2. In respect of 7 determinants related to physician's knowledge and skill, both
outpatients and hospital staff perceived "physician's knowledge and skill" as important
determinants. The scores of determinants such as, "Not doing unnecessary examinations”,
and "Assignment of adequate number of patients and duty schedule for the physician”
were significantly different between outpatients and hospital staff.

3. In respect of 4 determinants related to doctor—patient relationship, both outpatients
and hospital staff perceived "attention to patient's complaints" as the most important
determinant. The scores related to the determinants such as "kindness of physician" and
"explanation of treatment outcome" were significantly different between outpatients and
hospital staff.

4, Among the amenities related determinants, "Modern facilities and equipments" were
perceived as the most important determinant in both group.

5. In respect. of 8 determinants related to non—financial accommodation, outpatients
perceived, "Waiting hours for treatment" as the most important determinant, and hospital
staff perceived, "Kindness of hospital staff".

6. In respect of 4 ‘determinants related to financial accommodation, outpatients
perceived, "Fare account of medical cost" as the most important determinant, and
hospital staff perceived, "Increasing reimbursements".

Further comprehensive research should be made on the evaluation of perceptions of
medical care quality, both of outpatient and inpatient care, among patients and hospital

staff. So good quality in medical care will be achieved based on clients' needs.

Key words : ambulatory care, quality, determinant
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