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Abstract

Purpose : the management of University Hospital is being challenged in maintenance
of reasonable level of income and high ranked reputation by domestic competition with
each other and emergence of enterprised owned hospitals.

It is imperative that University Hospitals have to make management for patient
satisfaction. Furthermore, increased patient’ s requirement for qualified hospital services
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(quality assurance) and low-estimated service fee also repress the hospital management
condition as well as medical markets open following with Urguay Connection.

Due to these unforable conditions surrounding hospital management, -University
Hospitals are being pressed o seek imprved management strategies.

To develope the strategies, we need to have basic understanding about the problems

on hospital management and detail information for various patient’ s requirement.

Methods : For this stuciy we have anaiysed; ut-patients from five different
University Hospitals located in Seoul Korea o

To obtain the data, we have camed out ‘personai nt mews with pahents who pat1ents

wuality medical esre in 49.3

The 79.3 percent of rthe patxents have expenenced venience during medical care

in University Hospital. The most mcorlvement condl was wating for doctors. The
57.2 percent of total pat1ent have expenenced rudnes most rudness condition was

registration and receipt desk in

Patient expect that doctorszv ‘rkihg in Unrversxty Hosp as professors have high and

updated medical knowIedge(SO 4%) and ,,Univerm pitals have a high quality

medical care system(79. 4%)1’“

The patient satisfaction was elaﬁvely’ Iow m 6 1 p of total patient and revealed

group.
erence on various problems.

high frequency of again v1$1t Umversﬁy Hospztal m satxs
Comparison of mterhospltal Aanalyﬁcai s’iudy showed qu:te

Conclusion : Almost paue""

havevisiting motivation to hlgh quahty medical care.

ts ‘VJhO VIsﬁ to Ou’i

Clinic of University Hospital

University Hospitals have several different unsatisfactorial factors and revealed different
degree of patient satisfaction.

In a future day, University Hospitals have to make use of another University Hospital s
merits for approach of Benchmarking and also should be studied decision factors of
patient satisfaction and interhospital difference of them.

Key word : quality assursnce, patient satisfaction, benchmarking
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Table 1. General characteristics of study subjects

SN, TR, A o 0z 7Y

27y 23.4%, 42.3%, 20.6%, 13.7%% B4
65.7%7F 1Az ofulel] £2 8 4 g1 Aglel] 7
= FUSOQE 1),

i

e FUlO
£

2

A3

3

*lN

l

2. Oj=HEe] 0|3YY
1) diEhgd o] 8371
g el ol §571) & ‘5_'—011/\1% ﬂz]»—c—ﬁi 94

A4S gof FHaA FE ¢

Pérson(%)

Gender

Male 48(37.5) 40(46.9) 89(52.7) 41(46.1) 29(31.3) 247(43.6)

Female 80(62.5) 47(54.0) 80(47.3) 48(53.9) 64(68.8) 319(56.4)
Age

20-29 49(38.0) 45(51.1) 51(30.2) 34(38.2) 22(23.2) 201(35.3)

30-39 43(33.3} 22(25.0) 46(27.2) 27(30.3) 41(43.2) 179(31.4)

40-49 16(12.4) 14(15.9) 35(20.7) 14(15.7) 20Q21.1) 99(17.4)

50-59 15(11.6) 6( 6.8) 28(16.6) 7€ 7.9) 6( 6.3) 62(10.9)

60< 6 4.7) LY 9( 5.3) 7 7.9) 6( 6.3) 29( 5.1)
Education ) '

High school(under) 61(48.8) 34(40.5) 63(43.4) 31(37.8) 32(47.1) 221(43.8)

college{upper) 64(51.2) 50(59.5) 82(56.6) 51(62.2) 36(52.9) 283(56.2)
Tncome

Upper 13(19.4) 11(28.9) 20(24.1) 12(25.5) 11(31.4) 67(24.8)

Middle 30(44.8) 9(23.7) 40(43.2) 19(40.4y 19(54.3) 117(43.3)

Low 24(35.8) 18(47.4) 23(27.7) 16(34.0) 5(14.3) 86(31.9)
Clinical department

Medical services 3%27.4) 47¢57.3) 84(49.7) 44(51.2) 46(59.7) 253(47.6)

Surgical services 85(72.6) 35(42.7) 85(50.3) 42(48.8) 31(40.3) 278(52.4)
Traffic -

Very convenient 1i{ 8.5) 12(13.8) 15( 8.9) 10(11.2) 10(10.5) 58(10.2)

Convenient 42(32.6) 44(50.6) 80(47.3) 36(40.4) 46(48.4) 248(43.6)

Iaconvenient 56(43.4) 23(26.4) 48(28.4) 33(37.1) 26027.4) 186(32.7)

Very inconvenient 26(15.9) 8(9.2) 26(15.4) 10(11.2) 13(13.7} 77(13.5)
Time required to reach hospital

30 minutes(under) 38(29.9) 23(26.7) 20(12.0) 30(33.7) 21(22.3) 132(23.4)

30 minutes-1 hour 42(33.1) 33(38.4) 82(49.1) 37(41.6) 44(46.8) 238(42.3)

i-2 hours 29(22.8) 21(24.4) 37(22.2) 12(13.5) 17(18.1) 116(20.6)

2 hours(over) 18(14.2) 9(10.5) 28(16.8) 10(11.2) 12(12.8) 77(13.7)
Total 127(100) 86(100) 167(100) 89(100) 94(100) 563(100)
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Table 2. Utilizing motivation of university hospitals

Gender
Male 127(51.4) 101(40.9) 92(37.2) 11( 4.5) 247(43.6)
Female 152(47.6) 144(45.1) 109(34.2) 21( 6.6) 319(56.4)
Education
High school(under) 97(43.9) 111(50.2) 77(34.8) 9( 4.1) 221(43.8)
College(upper) 160(56.5) 108(38.2) 95(33.6) 23( 8.1) 108(38.2)
University hospitals
A 77(59.7) 68(52.7) 26(20.2) 8( 6.2) 129(22.6)
B 58(65.9) 37(42.0) 26(29.5) 5( 5.7) 88(15.4)
C 100(59.2) 70(41.4) 79(46.7) 6( 3.6) 169(29.6)
D 49(55.0) 34(20.1) 36(40.4) 9(10.1) 89(15.6)
E 49(51.6) 50(52.6) 35(36.8) 5(52) 95(16.7)
Total 333(58.4) 259(45.4) 202(35.4) 33(5.8) 570(100)
Table 3. Reason to obtain letter of referral ~ Person(%) FAME Ao A A= “gEhy 94 o] oA

Asshe & B dehEA(65.9%)%

OO

ks *}aol 56.5%2 =4 %
froll eJate] o 50.
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xlol ;stltﬂ%

A% Uit o] 857]2

HE 2).

= AR 2o B2 Aol

AEoletAt 84.9%, HiA°l

2 g
A= A%
Education oﬂ 1“ THA =
High school(under) 121(58.2)  87(41.8) 208(100) Ak,
college(upper) 119(51.3)  113(48.7)  232(100) j ’c'i}lfg o9 E2dNE A AL
Income
Upper 32(533)  28(467)  60(100) Helel do] ol ga
Middle 53(51.5)  50(48.5) 103(100)
Low 16605 30095 7600y o1& P TRE Y
Clinical department® Z\—,l%
Medical services  139(61.8)  86(38.2)  225(100)
Surgical services 126(51.6) 118(48.4) 244(100) o131
University hospital
A 57(543)  48(45.7)  105(100) e
B 46(61.3)  29(38.7)  75(100) VAN oG4
C 81(526)  73(474) 154(100) = oigk s
D 42(538) 36(462)  78(100) BT, ) meps
E 51(56.0)  40(44.0)  91(100) AL T2.6%= 4
Total 5s1) 206(449) sosao0) S REEE E OiEEe
86.2%= =3, B U8
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Table 4. Complaint for medical service

33 % "1 «W"ﬂ UH?E 94 395 194%=

SHIANTHE 4).

4. ThEHESl0) Chst )y
1) W3 2Jake) 24

e ?1011 ki 7ltﬂ O%E% T°F§ ?T“}O% Etn
——}
}_:%

= 2
=2 4*?5}1]’5! , Z}Xﬂz’r %:i% ., aF, "fr,a_ﬂ%%

Person(%)

Received unsatisfaction
Long waiting time 87(67.4) 78(88.6) 137(8L.1) 71(79.8) 79(83.2) 452(79.3)
Complex procedure 50(38.8) 34(38.6) 54(32.0) 30(33.7) 39(41.i) 207(36.3)
Confused parking lot 56(43.4) 18(20.5) 44(26.0) 20(22.5) 25(26.3) 163(28.6)
Tusufficient guide 35(27.1) 22(25.0) 38(22.5) 24(27.0) 26(27.4) 145(25.4)
Unkindness 20(15.5) 20(22.7) 28(16.6) 20(22.5) 20021.1) 108(18.9)
Expensive medical fee 18(14.0) 11(i2.5) 27(16.0) 19(21.3) 20(21.1) 95(16.7)
Long waiting part
Waiting for medical ,
examination 65(50.4) 71(80.7) 11165.7) 66(74.2) 38(61.1) 371(65.1)
Drug store 62(48.1) 31(35.2) 50(29.6) 23(25.8) 41(43.2) 207(36.3)
Receipt 17(13.2) | 9(10.2) 29(17.2) 8( 9.0) 25(26.3) 88(15.4)
Others 8( 6.2) o0 ) 5( 3.0) 3( 34) 2 2.1 18( 3.2)
Unkinded part
Receipt 330(54.1) 26(49.1) 46(44.7) 14(304) 24(40.7) 143(44.4)
Outpatient nurse 18(29.5) 15(28.3) 24(23.3) 20(37.3) 2237.3) 99(30.7)
Doctor 2 33) 5( 9.4) 20(19.4) 7(15.2) 6(10.2) 40(i2.4)
Others 8(13.1) 7(i3.2) 13(12.6) 5(10.9) 7(11.9) 40(i2.4)
Total 129(22.6) 88(15.4) 169(29.6) 89(15.6) 95(16.7) 570(100)
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Table 5. Experience rate of unkindness

CHEHES) QIEHSIRIO] QUBHE ST DIEC

9.0%% 477} g2 3.3%, 3.7%2H
22 gAoldAA 86.3%7F =& A
AL, ol AFolspA 138%2T &
T ILT%E 49
o147t 6.1% B =7 S5
BYEZ W B, C. D ﬂ% %CﬂWL 80/0
%l

N

)

OJ}I_]
b

z <>
O')

N

0 i d
-1r
AN

=)
K

=

o ex, -
o® o
o

o
.
o

o
&
o, H
o f
il
=
ogo

Experience of unkindness

Yes 64(51.2) 49(59.8) 102(61.8) 48(56.5) 52(55.3) 315(57.2)

No 61(48.8) 33(40.2) 63(38.2) 37(43.5) 42(44.7) 236(42.8)

Total 125(100) 82(100) 165(100) 85(100) 94(100) 551(100)
Table 6. Attitude of doctor in university hospitals Person(%)

Gender
Male 115(48.5) 70(29.5) 45(19.0) 7(3.0) 237(100}
Female 161(51.3) 66(21.0) 79(25.2) 8(2.5) 314(100)
Education
High school(under) 97(45.1) 57(26.5) 56(26.0) 5(2.3) 215(100)
Coliege(upper) 138(50.4) 69(25.2) 5921.5) 8(2.9) 274(100)
University hospitals
A 61(48.8) 30(24.0) 30(24.0) 4(3.2) 125(100)
B 35(41.7) 26(31.0) 17(20.2) 6(7.1) 84(100)
C 83(50.0) 41(24.7) 4124.7) 1(0.6) 166(100)
D 44(50.0) 24(27.3) 17(19.3) 3(3.4) 88(100)
E 56(61.5) 15(16.5) 19(20.9) 4(1.1) 91(100)
Total 279(50.4) 136(24.5) 124(22.4) 18(2.7) 554(100)
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Table 7. Expectation for university hospitals

Person(%)

Gender*

Male 208(85.2) 19( 7.8) 8( 3.3) 9(3.7) 244(160)
Female 232(74.8) 33(10.6) 28( 9.0) 17(5.5) 310(160)
Education™ ’ )
High school(under) 158(73.8) 25(11.7) 19( 8.9) 12(5.6) 214(1000
College{upper) 240(86.3) 17( 6.1} 15( 5.4) 6(2.2) 278(100)
University hospitals*
A 89(70.6) 17(13.5) 13(10.3) 75.6) 126(100)
B 68(80.0) 8( 9.4) 5 5.9) 44.7) 85(100)
C 148(88.1) 8( 4.8) 5 3.0y 4.7 168(100)
D 73(83.9) 5(5.7) 6( 6.9) 3(3.4) 87(100)
E 65(70.7) 14(15.2) 8( 8.7) 5(5.4) 92(100)
Total 443(79.4) . 52( 9.3) 37( 6.6) 26(4.7) 558(100)
x2-test * p<0.05 *¥p<0.01
G7Eatel Zizte] "o “oh]Q"Z Wit AL Al  Table 8. Satisfaction for medical service Person(%)

61.1%NA 2955
Teo] £ A% E5FL §918 Aol2 BY
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A 9, dAPEANAE 67.0%04 BuE
AFGT. A54FE2E TA52(32.0%)04 B2
Aol A, FEEZE TEH AP APo
12.2%904 BE4 ] k. adRzE ¢ g%
¥9(42.0%), A 9399(40.3%), E 9349
(38.9%)9) %02 BEAHTFo] JYTHE 8)

2) AT o3

AgEolde] g AFME o] Ytk 9
80.3%, “St¥ o 19.7%0A4 SE9T. EEE oA
A= 81.3%, BANAE 78.8%4 Qo D35t
A5 $FERE IAEZ FAE ALEZE 90.2%.
85.0%, 73.5% wolgith. W3} BgH: *z}]ﬁ*?-ﬁ’rﬂ
C H389(85.9%), E djE4(85.1%), A 3rEd
(79.2%)9] wolgoh. H=E%Y URHL =]

Cilo

PN el o

—
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Gender

Male 94(38.1) 153(61.9) 247(100)

Female 125(39.2) 194(60.8) 319(100)
Education*

High school(ander)  95(42.9) 126(57.1) 221(i00)

College{upper) 91(32.2) 192(67.2) 283(100)
Income '

High 65(32.0) 138(68.0) 203(100)

Low 17(254)  50(746)  67(100)
Clinical department

Medical services 95(37.5) 158(62.5) 253(100}

Surgical services 112(40.3) 166(59.7) 278(100)
Traffic

Convenient 129(42.2) 177(57.8)  306(100)

Inconvenient 92(35.0) 17i{65.0) 263(100)
Dniversity hospitals ‘

A 52(40.3)  77(59.7)  129(160)

B 31(35.2) 57(64.8)  88(100)

C 71(42.0) 98(58.0) 169(100)

D 31(34.8) 58(65.2)  89(100)

E 37(389) 58(6i.1)  95(100)
Total 222(38.9) 348(61.1) 570(100)

x2-test * p<0.05
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Table 9. Intention of revisit

: —_ . , TR e T W T o ™ B W
B RO o R Mo A dn = W RN N K e X ® o X
W%WW#M%%%%MM,H b - N N e O
F DR e B oay T B ) L om oo m o W B o B oy O
Urﬂ‘ﬁ‘.OI._J B Re o | o o) o T30 s N ,,.mﬂEuQ 52
z%%ﬂﬂ&ﬂﬁﬁ%%%ﬂ o Mo mr RO o o T 5o BR R
WO om T — A o X & 9 ol ®o = KOm X S
vrﬂu%%%%%gﬂ%%uﬁﬂhﬂo Proswose W %Mar_n_on%mﬂ
O B S S M R - = Mo oop T oo o o, B o o U
T B R E R o % o o Kok B o T o W 7 b N wm T e = o
T ol w= T K T o A T =) =R e RTINS e
= R S R s S RRCIN = S T
S, S T ooy R T G M o o RN o ol oW Zy iy
Il R B O i MR e O e N
PR TR R R L T ooy AT D Ry g T
BOOK MR IS = T Ro WU S <o) Ty e o T = s . R
T e oo &y e W E S NamMﬂlmMioﬂMm%_/U_HA__uoﬁ%Mmmnvwwﬂo_a
—_— AT S . =t — Y = ﬂ 0 o o -
THEETeoRdg ey TElraotedFEERILR
= o ; 2 —
e A S g R HEET RN T o e Ny
A R T I . wope WO gz ow g e § T o o O
ﬂoo ﬂ!Um,_M_,m o] avmﬁm o] o @A X ol o il Mﬂﬂﬁl N ﬂaﬂﬂdﬂwmﬁ_ﬂ nJ = EodMﬂﬂWWWm.o Mﬂ
L tiia ™ T ot S e ol N R — = = w9 B B R M ol
o_Luwwmn_MaL&MwommomuﬂWW = ﬂmm@mﬂ&o%mﬂwﬁjm%ﬂwaﬁﬁr@
%aﬂ}mxxu%m«ﬂloEwﬂwaMo% - o o e oo o B B W ook R ok N
WWUAMWMMWWWM%WEW‘ULH%W+1WM B OB T A W ORI ST W = owe o A dod T
e~ o e o s | ™ nh Woor AR gy T RV 5 e o wY H
cs geg £s5882 2|2 - i s S R M T
=% =83 TSg¥E S5 ls ST oo B o Mo Ko e R
S R R 2R ooy ko W o ol g T
=l E%F Tt Ry Ea s LomT
A w66 mSso6s o8 B oo — T
52 S88 S87g2 2442 E TE LG I I ESHE
g5 %58 ZJKZE g8 8 R wrw_“%uW?MME%‘%
oo 9 SN N [l
o~ e~ N N s o~ —~ o = i ﬂw I L.: Bo oy
50 NS in S asS S a6 | | ! ol o oo H de B D o
5 — 7 e X B < < o] N ™ o o EH F g W
B &88 EEBELEE IE | & Mo ™ m e <SR Em oy
2% B&3 IRIEET EF 9 Hray HOREERs _dNERa®
=3 = SN TaX T 5HuaTxhdl B3
31 =y putl pitiia
L T 2o M Wy W e g B
5] o /= oy 5 2. Eo oo ., mh BT 5
= - o - - To ! S ars
g S X M il ™ of O I % A3
Z S =T % om oY e BT gm BT g W
T g Lo o B DR ol o oE oy g R
% s F g S cogy = or Moidnnr_mﬁriﬁao,iﬂb
SSE g3z 8 £28 3|z ohE T F AT g T WL m
ESE sS55I fmoowmEES  E1 8 TS L HoOod o aoTwmgdw
O A = “ Bl x o= op R B PR ook B oop me A

139



SIZOZQASISIAL, Volume 2, Number 2. 1896

Table 10. Ranked summary of results by university hospitals Rank

General characteristics

Male 4 3 i 5

Colfege (upper) 5 2 3 i :

fncome (upper) 5 2 4 3 1
Utilizing motivation

High quality 2 1 3 4 5

Neighboring nducement 1 4 5 2
Received unsatisfaction

Long waiting time 5 1 3 4 2

Complex procedure 2 3 5 4 1

Confused parking lot i 5 3 4 2

Unkindness 5 i 4 2 3

Expensive medical fee 4 5 3 1 2
Long waiting part

Waiting for medical examination 5 i 3 2 4

Drug store 1 3 4 5 2
Unkinded part

Receipt i 2 3 5

Doctor 5 4 1 2 3
Experience rate of unkindness

Yes 5 2 i 3 4
Attitude of doctor in university hospitals

High medical knowledge 4 5 2 3 i
Expectation for university hospitals

High guality of medical care 4 3 i 2 5

Convenient utilization 2 3 5 4 1
Intention of revisit

Yes 3 5 i 4 2
Satisfaction

High 2 4 1 5 3

il

3 29 Q7R e 4HES 3 A o s iR AN A9 S AT
93} A22 D90, Bsselstyn® AR JEL T BATA, TAVEY A4S Addelolopd 37|
ARGt 2400 2AGA G A8 Aud] el ZAHITHE).

\15
ol
el

dFoAE AL B2 T NS, $454, 22 @ AdEQ 58 w4928 9z 2
A543 B 1B A 9 QF T A Bk A0 20l 9T H4E wgeRA
=2

2
Iz,
i,
do,
bt
24

o o] Aol #A e 94E 7
Fo] 7|29 294L THATT ¥ 3 =

Ao} 2ugE <m g3 7]@%34 ojd W Tﬂ] "“40] 71&3@* 7401‘3} AAAY AT A
dufe Bgzt A daoA A daz vl & 7igE £YE FLOERHT Ee 2oy

5 xwmugmoﬂ ngﬂlﬂ%@.ﬂ%
B4

o
off,
2l
8
I3
=,
o
oft i wm

tlo
oXx



Z(clinical pathways)

ez

)]
A=

#

ZAA A

=
A AYTOEA F AT FARE B B Y

=

3

flo)

3

}

kel
el

CREREREAE
53 A2

AANAE 4

%A Aolea A

5 g

TR a2 A2 Qe

=

=

A

Q

R

ot O

=

i

&

.
[}
Anderson

A

A
A FEANAE, Al A,

o
=

o
5
o

o

o}J
0SS

o

. i

5
&l

A 4

14471 270

3

o AR 2
% gigiont, et A

=

h=

1

T
=

J=3

[o}

1Ak, g

)E}

Q

SHATHT).

3

A7k 993, A g HEE Aol7} 8l

EEPE-PREEE]

| %

il

o

9%
A9

]

é
BV (construct validity), <2 &34, 4

AA

kol
IS 2

] ARl v)7)5) @7}

0]

i

141

3] BY 53.8%Y A4

S

A
&

H
o

1130
HIEAE

2dE

hva

15734

}

K<
kol

1990\0)2} Sunhealth Alliances] ¢
He ol

FRTHE).

[<

R

=

Berkey

Adu



SI=20I2QAStSIAL Volume 2, Number 2, 1995

) o|§ ol B AR djege B
FASE GAGA Aol FP] T B 9
dol "9l 3] Qo) 22E S 249 g0
2 ol$3a 9lon], 38 125 B ey

£ A28 d5r# A8 Folae a9 d1d)As
grolut $elvet BN osie] Bo] a3
798 1453 Ji(11-14). o ATET A
2 2 ATME 959 do] gsjd A F2 4
doj dohe 9XE 2971 Yept,

g SRS 94 dsn7)RS 94 o gsa
(19.3%), B 1.24 87135 ol gatan Azs
A Azd] 3AH 0T BZsht g AndFA B33
AANE 44.9%7F B Q7o og Zojolx A4H
gtel] ot o] 22 10T Heo} oA Y5AYG
AN ATA ZA7E A Feust ol dH L 9le
£ ol FE Aot} 9513 g Hst =] 7
HA dE5a7t 24 S48 SA dir e 9718
02 3R AFa4] Ueldon] ojzle] AgjElo] 43
79 Zug AL qigor A5 b8
o}. o= #A¢ Fud oA FAAG AA7} 24
go] 544 QHE opIslit(15,16). o9 2t
A AL ARYIA ALE =sEtgey AUAA
A A2 AgsME g S F Jrd o8 A
2 A9 2= 79 5 91 ¢ £ & dA9
AgFAAws 9Fshe 247t 9. dsAdg 4 4
AolF 37 A5 71# g7 ] gl wlud T3
Aol W3 Bgii7)E Bu% gAg dA4d 2L
AAZY A% Ao 239 AAT} dsiE 07 47
H}.

gt g 285 B ol gAY F2

00 pas

oA Q7N (79.3%), “BEE $47(36.3%), F

-

142

A EA(28.6%) SolW 27 stk e HME
AR (65.1%), "F=(36.3%), AT -7
(15.4%) 5202 veigd. 99 7idels E49 glojA
T 03 gy 2 Aoyt Bgkd B g dd]
NE 88.6%7F EAHLE AASGAT A gHge
674%% Je5d. 59 93t 4944 o 7joel &
AZ AEen B ggEge AR (80.7%)94
B EuES 3239A A gL "o oA

[e)
| L5
AT, E aAL U5 5

A 2 AR
9 249 2L
2 ohle 444 25
e Bole 2ahtm AU 2L ] A
Lo}

EEWEESERECEEREERRE

rot

P

=

== gk

S8

9

i

2 R
M r
i
o yo
o%, &g

lo o

2 58
|

ko rlo ol of
[*]

Pl e
=l .2
2,
L
ki
£
AL
=,
bt
ro
A 3
9,
)
l
Ao,
oX,
)
el
O
iy
2L

1o yo
i
-3
k1
=3
Y
4o o
e
X
Q'_L
¥
&

-
st dAe Az F47F £ 2919
ah QITH18). F44 BA= 243 wieh o]
) _

¢
N
O m[o

2
-

¢

£ ole Y
S (.
ok,

e

B
)
s
rlo
24
2,
s
=
e
k2l
paca
lo
£
oX.
i3

ot

e, ofE G7uae sk $sel 44 A
4 7 418 Bt ARE ol s o] AR
8 B35} 28.8%2 RolA ARHS el Atk



ok
%

WMM ELC SN
e} - s
™ %IMO_WMWEHE J__
EYR M SN R
ey N N fliis T 5 XA T
@6 %Mﬂﬂﬂﬂﬂ;]ﬁ c_aﬂ%ﬁﬁqwonw__ﬂnsn
T EWO,.xr]r R ,1.|1r1r . 7B
1r.,|r1Dr1 :D_o_/] A _/;o.__/m_.o A1_O7OEA
ﬂ,./n o EO = o B ZT_ = ) O ~ OL &%T BL R
ldﬂ P Zoj. =~ }ZJE]
= W o = S B o <~ oy 7 = o e B
i4%5ﬁ7ﬁﬂﬂw = §1g_co_mo_LJL%Hlyﬂw%
z W G BN Aﬁ%A%}wgwl_E%A}_%#
5 ® B o L A o A m)_pamo%qw 5% X WO S
12&ﬂﬂﬂrmlmn ) e ™ %i;oﬁn MZOwll el ooy ST Tl
éﬂ%1ﬂ.akoz; o%o_hma11 JrA__%o_a ﬂmﬂ,o&o :_owM.galzﬂ,
) ° g3 = i:ﬁll7&_|n.rm 2= ]]ZT‘_ B L °
T = ¥m¢u@,_czo§%otoamxﬂr1v ojn AHHOATE;ox o o
_ o e o T~ R e X e = o oo © <) o O#E _— 3 NI Rnstierou — T — %T
= . ~ HoX = o =) 2 OIS 3 o o 3 S oo = o
o 2 ]dﬂdoﬂ J1d dﬂ]BOtix_ﬂ_ﬂﬁli]ﬂW oo i HLJ.wnAJI
mﬂx}1ﬂ1+ oEJJLﬁJon < ﬂe%ﬂlmﬂﬂﬂw o(xe_a
H.ﬂﬂVAIQQ‘A_u}E‘mELtdEwAuoo{cﬂadﬂi.*ma TaﬁOWEL]WQ'\WEX_u = ,Ur.ﬂl
wLL7ﬂL~rﬂa.ﬂawﬂ%ﬂmoﬂ ﬂ%iaﬁ@uﬁ.x maim_%m«/no_gﬂ@h
qum.,_wmwoqlﬂﬂvﬂ ﬂ_rmﬂwr_.ﬁoﬂo_a ﬂﬂLiﬂT otw_w._ »TE.\/!.AQ\ -
wy o or sﬂuujzﬂ.,_ﬂac,o N B ﬁmﬂ,.émﬂ mngoltwﬂﬂ 3
W%Ru%drﬂzmwﬁmﬂ@%ﬁﬁ%iﬁfmﬂﬁwewnoé?%ﬂﬂmoﬁw#mlmxrmﬂ
%%%ﬂm@f .MﬂmoCME%W&%%%Q%%%?&%%ﬂ 1= or
n.rmﬂz_.%%utﬂlqﬂﬁm!aliiﬂ@ .maomATctc_anﬁﬂzL@czv7mﬂuam%1c_a
2 i 20 ﬂm»wqﬁw,qw%%ﬂﬂﬂzosﬂ %auh,mﬂT %4..7rﬂ.uoo1zr
mﬂxre_aﬂ,_drw%émxoﬂ%:;lumlao uJuan 1,7%4%%on 3o me W
ol R i) i Q%o H N @%xg ogﬂr,moﬂ% =
E._V‘Ll.lu_fﬂbnwr O..._.\Wi‘mo\‘.prﬂ Tv,_._mﬁ .Alr]m.._.LELl.a .‘N\OC_/OE
741.!,U| ol > o i o_LT;oLo ﬂlH_.__x_,NﬂE.J. 2 o
G Otm]ly 5> B = ‘:Lm L= BE X - S RN ol R
my o B o 6H\_§;‘41 _— AN o_Lllmmo,.@{;o AR ‘mo}ml
T T e mxHVﬂ)gﬂ,%ﬁéﬂwj% Brow -
o o9 7§Lﬂiﬂog%£ﬁ§}u T ,Ho,urmwwﬁlﬂ
- 2 B a2 o)/ LERRE g T - 79 ~ o 2
.MW%DAMEBTM R #%T@%Wﬂ@immJ%amewm@mﬂ@
‘;Jaﬁ1x __oou.l_ W & % W o_7osﬁ\ = ")
HT_/\_AH&.O \;Lﬂar{nwl ]Oﬂ.ﬂ] ne _,Il,wo( s ol
= i) 1r10.ﬁ%;é S T <R _Lmﬂ;a1w
wﬁzﬂjwﬁ%&ﬂ sﬁ@%WﬂWWﬂ%M@@E} ouﬂﬂuwkmﬂm%ﬁ
,ﬁZo__ooo.ﬂza ileroqﬂm_»ai}ﬁli!iuﬁo;oﬁo%a zomo\rﬂu
- il a,_éx__%%;, C AT T VA M) ! Ko
¢Mﬂmquﬂ&mﬂamw;wxgqi@a%ww%%
0 1§iﬂM_oerAﬂwcmeVtgwuﬂogd Aar L Mo
ﬂ,..l%tn_,lM S ogen o Y ‘Alﬂwolﬂ l_lwwiaf;o_a‘m_lﬂ]q,wﬂl =
< ﬂuoid‘;o M.ﬂ'nﬁr% Zumﬂo#o» duum.éua o,mﬂo,l N TJE
,ﬁzﬂo,_]_,o‘ﬂﬁoﬂn“ LraMw_mu%EE%W_o_oMﬂL%m.ﬂ@M owﬁm,mm@ N
m]am@m@uﬁmﬂmsﬁéﬂ)u»fﬂwwﬂgoeﬂm|1.mLou:__ﬁT,ddEdrd'ﬂ&ﬁﬂi X
ﬁm.%ﬁotoémﬁc%madwh_wﬂme7umu;%me@ﬁimmmf&%o =)
o "o o o% o N ®OM). 3 e T Bl ®o R O = vo S o oo o s N = B0 = pE 0
pr oukutﬁa 4:;%%051(2» uiﬁadﬁ —u . i}hﬁﬁoL o —
n 1 NI E 510%1:} ]J.EOEE__|.Dlm_m___§a~ B BR Ton! R o
ﬂ@defﬂ@hZoEll]» 0_]lomﬁZL\AMﬂ_Z._,R\,_nJa A;dk]..fjl_o._ﬁ\él‘mwryrr o
Aﬂ@uzgwo@%@%%a%nﬂapqﬂbaw;4kuw w2
%?11%@%?1? X 3 1ﬂ4kag o e T TN
MoMuxo“ﬂoE»?@JMXLPDWaoourjﬂﬁotuﬂUrmﬂVLtE%Tvﬁ SRR
17r@|7ilnmblﬂ¢oo§uiwal-,:ow‘iwuioﬂoﬂﬂt 2o oo U =
LC] NN ﬂ_w__o 0334 %_\Llo,..A..MnOn_O‘wE ﬁT_ A]H*qu rv] qtl_
i 40_%31@4%7 oo ,_omo]]%. T ﬂm}ﬂ}ogﬂo of 7
N . o ~ dm a0 =5 d,mﬁaatdaﬁztmﬂ7i 2y
XOwAAZ_xLC /e me o) Een_qﬂu,md:‘*‘l X0 iy z.rll.j.o‘ALmTﬂ o
71%01&125,@}15". UL *Jﬂ»,ﬂmod.duon.,: _%A_uﬂ_./uﬂ_.] M
o sﬁiwr.wzwlﬂﬂﬂmouv@;ﬂvﬂ,mwkuuﬁﬂ " N
Wﬂ;ﬂ?zﬂopcowc_sj?ﬂ%:}qm; R o) ° s PF
O Orllxﬂ sy JI:l./.Z.ATq Oﬂall
Yo M- ﬁn%ﬁ,ﬂjmwi% - ,WJ}V o
,%_L_I;ﬂmlﬂﬂ dﬂuﬁmﬂﬂoAiLX oo
Lﬂﬂ%owm@,%ﬁoa:r%%%%% =
To m5 = s N
o S BR ”wwmm__ e Mﬂ el M Mlﬂ HW! SO
MﬂioﬂL A/f_\).,ﬂmozT
N zT]‘H@L‘.
Juttl Q72__o_|
do::f(mmﬂ
o E o
O

143



SEROIZQASISIA. Volume 2. Number 2, 1995

o g 459 39 o4} A7) A2 2% B5E 9
3t 2o 59 A2 Gold 922 dujdch B
9] Az ANE 237 GAE g Eo
o) gn e AZE Yl ABA AR

.-

N4 AG71el a9t Fub oplel Ao ¢4
AR Ag Y43 2& B9 94939 85 A
959 4 o] wgslolol & Jlojr}. 58 2 Uzt
el 2 e dAEY A S FHeE @
4 e AYE 72 82 5317 §48)a @7k

ol & AYE $A 02 Asatolof dH22).
NSRS @3“01 SIS, AETE 748
A polda . Az AT ol L4rtsA
2 At 7% 7'4 ]~ BT gon A8E
W] ofe] 7t FAHE R GE vl ¢ Yo
A73de] Qo] ARAY FRVELY e %
N F901H23), ¥ APAAE Ax4oe
38. 9%011»&1 WEAFE B 51, Ay ASER TAE

e g g ARAAE 2dgro] YrHe0.3%),
AH19.7%)04 $HAGE, AT L45F0A A
WL oigo] Z3lgin). g3t B2 E AEYEe] C
ter4(85.9%), E deE4(85.1%), A gid
(79.2%)9) &olaT. HE&d] giE vt
ol Abt (84.3%)0) BETA 9 A (77.8%) 8T
AEogo} 24 U A02 Hol AR PEAR
7t AR 4TS WA= F2E 2ol

g ddz vl agsiA 7 BopdE AZ g2 4
Az OB gy FAHES 32890 2 o
3 e BE giehy A 44
% 7 gjEggds Az g2 yge 2AEL
= A0z Bop yYdZ g Yo FAE 43

ZIED _m
r&ﬂ,
olo
ol 3
mlo
1
1o,
R
b

;a&r

144

A% o 9de 4L o3 2990 48
4 P42 93T oS JRPAL I8 Zefet
A7 ol ol WARHAA B9 el S

£ A7 7 e dd gy 9 aTae
FusA ZAgT 9w 4F uv Jag 4E
oJFoAA BT #AE Y. 56 BEEe 7
9 A8 - 97 AHx 4 FEL TPHE BEE 2
Al %04 ggit). TdeE AR B 47
Al A $AfA GBS ez Wi

.E
S
rir
B ozz
By
lo,
>,
b

79 A€ BARPE] =Ys

= gt ZAHEHE AR e FE, /‘%EE}E A
A5 7 qSydEz ddstA Holx glof g W
FHES 2 B4 =ste dAAsIyel 2eA S
HelFn

T3 B A7 A5 gy ol dAEe] 189 U
AAA EXol} o 48] #Ae] dHHA g5
Ad g =& ATEE 1YY

T3 A o2 Hdz vju s 53 AR A 42
qr Z P49 qEAYE BRS d79% #7159
HHES Apdetolof & Zojt, B3 #EL AJAY,
HER 244 9T 484 A E B=ER 2732899
ojg F7b A77F deshd, Wezt Aol ddvEE
A% /M A7 s w3 g B AHEY
g g3 FAXAE Fasn. o B A7
95 ZAMAN Bggold Fojd:

n3
kI
i
rot

REER

[u—ry
i

adaE g, AEE, AN, o BF
A=A, Mg AAIZ, 1993 © 1-398.
2. 2734 ¥ddzd 4 FFALQDY 3
A A 94 BeaFEEd 3, 40-47.

3. Shortell, Stephen S. Sekweyn W. Becker and
Duncan Newhouser. the Effect of Management
Practices on Hospital Efficiency and Quality of
Care. Organizational Research in Hospital,



-a

10.

Blue Cross Association, 1976.

Esselstyn, C.B. Principles of Physician
Remuneration, Papers and Proceedings of the
National Conference on Labor Health
Services : Washington, D.C., June 16-17,
1958, American Labor Health Association,

1958,
A%, PR ARARADY B ARVEE

do
i
M
—
Nej
Nej
s

A7, QA RAYEY. 43
Dean-BS, Jordan+, Mrvos-R, Krenzelok-EP.
Quality assurance ; how it can help a poison
information cenfer, Vet-Hum-Toxicol, 1988
Feb 1 30(1) : 56-8.

Anderson-CA, Cassidy-B, Rivenburgh-P.
Implementing continuous quality improvement
(CQI) in hospitals
International Quality Study, Qual-Qssur-
Health-Care, 1991 ;5 (3) : 141-6.

Carey-RG, Seibert-JH. A patient survey

system to measure quality improvement:

: lessons learned from the

questionaire reliability and validity. Med-
Care, 1993 Sep ; 31(9) 834-45.

Berkey-T. Benchmarking in health care:
turning challenges into success. Jt-Comm-J-
Qual-Improve, 1994 May : 20(5) : 277-84.
Clare-M, Sargent-D, Moxley-R, Forthman-T.
Reducing health care delivery costs using
clinical paths:a case study on improving
hospital profitability. J-Health-Care-Finance,
1995 Spring : 21(3) : 48-58.

11.

12.

13.

14,

15.

16.

17.

18.

19.

20.

21.

22.

SR SHIO) OIHIA EAT! DIET
CHSiEE) QRSO QibtA EAN DEEL

Lane PM, Lindquist JD. Hospital choice : a
summary of the key empirical and hypothetical
findings of the 1980s. Journal of Health Care

Marketing, 1988 : 8(4) :
dgat, BvhE A

%‘*é?i. ‘%%94 03“1117} Hedq)

24 B tlste AN, 1987,

AAE vHAE 24 g dAe] HdddE]
4. 45 =74, 1988 1(1) : 209-17.

BAY, AY9E. durgs ﬂﬁloﬂ B 294
Y. A, $=2 703979, 1991 © 255-418.
58 257 AT dadgd

37, 1988 :17(10)

) s 4192 2 4
AN 2 BEAE F40
2 -, 03t Bé%?iﬂz? 1986 15(6) : 4-19.
2 2 ogd B8

o
w-LI
rﬂ r*

434, 1985 14(11) « 39-41.
SCCEIEEECEE R R ERE L
29 A #g) A7, 1992 5 21(10) : 35-45.
#2958 8979. 3402180 gaiHe 7]
33 AR B A7, 1994

145



