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ECOG = eastern cooperative oncology group ©



BRI % -

215

x®— EEEhREEERERERRRZREERE (1BENEE

JRER ZH Y IR W R Pair ¢ 1815E W AR

I8 R 8 14 I8

A 64+08 56+1.1 <0.001 0.8 +£1.2
BRI AT SE 1M 64+1.0 53+ 14 <0.001 13+1.4
WAL R BN i 6.6+09 56+13 <0.001 12413
AR 6.1+12 6.0+1.1 0.210 0.5+08
AT SEME RS 6.8 +0.5 6.0+1.0 <0.001 08 +1.1
Tz Pl Al ) B2 R 7% 6.8+ 0.6 58+12 <0.001 1.0+12
SE A 2 1 B 1 T U 6.8+0.5 6.0+1.1 <0.001 09 +1.1
15 5P B R AR AT 6.8+0.5 6.0+ 1.1 <0.001 0.8 +1.1
BEA T E R B IR B 6.8+ 0.6 6.0+12 <0.001 0.8 +1.2
(] B 2 9% T 6.7+ 0.6 59+1.1 <0.001 0.8 +1.1
ST AR L 325 P B 9 AR Y P R 6.7+0.7 6.0 1.2 <0.001 09 +12

& 72 U 1 M R 7 2 6.5+09 56+13 <0.001 1.0+13
IR/ SRR ST A 6.7+0.7 58+12 <0.001 1.0+12
FEA 2 1 R AR R R AR 6.7+0.7 59+12 <0.001 0.9 +12
L EBRE 6.8+ 0.6 6.0+ 1.1 <0.001 09 +1.1

R 58 1 A i 6.7+ 0.6 59+1.1 <0.001 0.8 +1.1
ERBEL R 6.8 +£0.6 58+12 <0.001 1.0+12
R EH e E 6.6+08 6.0+12 <0.001 0.7 £1.1
(5] 25 9 FEL R B JRE ] 6.7+0.7 6.0 +1.1 <0.001 0.8 +1.1
BRI R Ay 1 e % e 6.7+0.7 58+12 <0.001 0.9 +12
SRR BT MRA R B R 6.7+0.7 59+12 <0.001 09 +12
(] 2 14 A 1 6.5+ 0.7 5.8 +1.1 <0.001 0.7 +12
AU B R KR & 6.7+08 58+13 <0.001 09 +12
AU BRI RR L 6.5+09 58+12 <0.001 0.8 +£1.2

1 K2 975 R 1) 75 5K 62+12 57+12 <0.001 0.8 +1.1
e R0 H C R 6.6+0.8 58+12 <0.001 0.9 +12

(B G BB ) - FHE R ES — A AR BE AR
hn - HASZ BRI VE 2RI - (BN BAET e BEEE
7= H(p > 0.05) - HEEREE TS > B I 8
WV 72 2 SRS RRERE 15 31.3% » fREH% %
R FREE 1 5520.8% -

EE:]

e 8L - 5 R A TR B R S ORI R BL
FTAIBEME D (6.0 /) B & > TOREEME 1~ T E[fE
PES~ TRIBEPE O TR SRR - 38
SR - BN R A R R R FHEE - 52
BB o RO ARSI R - [F]IRF A
R IR TR RS o 28 2 T THI Y % 22 i 41 02 1B v 2 -
K/MEFefs TAlgEtEs ~ THIEM Y~ THRE
o~ TEIEME L FTTREEPE D R Ay
S T T o BT SRS IR - TR R A W

JEEAE FAw TG o BEARU DN - ERK TRISEME D v {E
K e TRIBE M v& 22 /) » /8 TRISE D
oh o VR IR IR —IEES TRy i 28 S AR U
AT TR o P 15 A BRI 7 12 1 » AT RRAE 9 A8

T IHEAHE SR - HWMEEL NG - |
FREE AN Bl - T EIEEY - &R
KZIER TEEZHIREE R 1
My L\ o g B R [RIRE L - nT R e A 9 i

FEVES 7 5 W FRT R B IR AR [ RE — B A S EE AR » AE
AR B AR ~ W58 ~ B8 = KEER RS b
TAFEEEANR - [EE B2 E RN - A
R[S RE B H A5 R > 3 ELRS & % F i Al (R
FREE A - HE A - (EBLERAT - FEIRREA) K
A BN B R R RS R AR - SRR R R R
MIE o TEREEMEL o> DL TR L& &
FEME AR K » AVATSBE SR L B - R — TR A



216 AR B2 RS R
= FERRYNEEmECHEERREREZEEm I
S IH S0 (R I (REHE ENY) P 53 IH AEF AR (BEERY P
HHOH —14.45 (12.45) 0.248 PSR IE R
il i 2% (M
oS B% i £ 443 ( 3.42) 0.199
% -16.53 ( 3.89) <0.001 P R ]
i (%) 2 F(ELA R
40 LLF BH(H 2L E 8.73 ( 4.33) 0.046
41-60 7.11 ( 5.90) 0.231 JeEiE 1 A
61 L1k 19.66 ( 7.26) 0.008 I3 2%l
2 J5E it 4 23.37( 7.54) 0.002
EUNYE 22 i PN —3.13 ( 8.44) 0.712
B 6.27 ( 4.00) 0.120 L 11.44 ( 8.55) 0.184
HEL - 7.54 ( 5.85) 0.200 = 24.60 ( 9.09) 0.008
FKIEWA (87T) FoAth s 16.02 ( 7.01) 0.024
6 LIF 2% (M 5 7 e 2L P
6 LI L —4.14 ( 4.82) 0.392 H— 2% {H
P SE B OR b i 1431 ( 7.91) 0.073
£ 2%l = 12.13 ( 7.34) 0.101
= 8.76 ( 3.75) 0.021 ZVYEA 9.53( 9.53) 0.197
RSN IR A2 A AN 73 3 6.27( 7.99) 0.434
S 2% (M
5l —8.82 ( 4.00) 0.294

R =0313 : Adjusted R°=0.208 ; F=2.97 °

RRMBERIREE - B Rof ST B AV & -
Bl ~ U ZFFEHMESERE - Ta1BH
Fros DL TERBRAT ST R ) v AR A K o W R
FEERER A - B B2 PR RERE R B 1k #ER
B> REAFREGEWNLE o fF THEEMEL F o
HIJ L T 88 #95 FB A R R4 R T R 3R
HOEZ ) EERK > BETIesH R R
FTERIEFgE R » [RER LB B T 55 A0 B 4 i T
D b1 VEFEER K[16] » A WFFes 8l - F e iR
B OTEEE ) 0 RAFR R A8 Al E R 0 &S
{EBERERENR B > B T 19.2% B MR AL B ok » It
BRAIR BB > 53.3% B9 AR HA B £ A5 = HAFD
VU > 61.0% HEFEIEA > 39.1% EH1E 5 fl
W A EBERRS T4 09 IUs
23.6% - 0] RLARWTFE B R EFRER » B ZRE
Prem - FHoaRgiE A B0 o BENE NI LI - AR
R -

ST AR AR S T 2 A S L R R O e
1THC % A€ - 35 R A A S 20 JE [ IE R
HEE 72 5(p < 0.05) - FLJREE (e 7 B e e et
M HASE B A R o BRI e B e B R

S it R R LR FE - (R S R A R
1 0w T AT 30 ZH [A] 2 - A1 A A A A 1 2 R
[16] s T & ¥ 2 P Ik ki 20 52 B Be o (1 e 975 RE e
TTafZ - EAR SR TR T 21 RE[R]IE - (EBTR
R LB - IR BRE R AR (17] - HI
AT A B ORI G R b o 2% R O B R e
Fr > $E 5 R Y 1 229 K82 It s AT B 2 o O i
FEBEIR R - i A TE 42 52 T8 0 TR ot ' Ao B 2 i
SEECH R FRvsE R o T PR IESEE 0 R
AR DR A E SRS o ARl R R TR ER
FIR % 720 > BT Be B B 1 B8 R A %2 A
FIOPZEAE > BB B A A B A B 1 B2 il i AT 2y E
RS EE A - R EEERNE G =
Ji - AEERE S SGERI 2 o

EPB AL it o AT B AE PR L E B IR - H
R ISYELORESE (S 2 JISESRINOR i [ IC S
fin ~ o SERREORRE ~ MRS RRE EAH S 5 H
RIS o FETERIGR 53 » 20 HL 55 1 S BT 52 T L
v ZE A RCOK 5 A5 PR ds 2 RN 55 1 R 3 S AT
W B BoE - F I VW A W S e R 1
(6.7 73) R 55 M5 AR B S R 1 T 2 (6.6 o) 2=



B50.1 53 » T 205 RN IR R (5.7 43) RSB 1 9
FRE R B R 1 (6.0 o) £ AR5 -0.3 3 -\
S5 AE A SR W P A R > R B
4 B S A 2 1A AR T ¥ 7 0 S A 1 v P R e
B4t Lumby 2% AT 98 K5 185 /4 R 995 R i) 38 2 et
BRI RR SR B » 200 R e TIEl s B TR
B ARERINE o H G HER18] s
A% WA STRR B8 T 22 PR R ik B e 45 ) oy
BB B En[19] » Hill 28 ATE #8 H 201 S5 AR A% e
JE ~ 18 PR SRR E HI[19] 5 1 A A iR
EGEE T - Bl - BRBEE AN BARENRNE
[20] ° %5 2 MEIEE TR B - RS AN BB T S
FIBRIE > LA O FOHE O A $2 A Jm i FGE A I
D214 95 R S R R R A O T -

TEAE BSR4y > 61 BELL e iE R A 40
UL TR AR GREEME (9.7 5) » HLikel 5%
LA B AL40 % AT 9 F8 A 52 A 8 2 70
YBE » BEE61 5 LA AN R BASE SRS 2R M i
(6.8 53) F140 % LL T 5 Ay IS #6887 15 81(6.5
)25 0.30 47 o T A R RS AR LS (5 Al
5.7 5.6 7)) ZA1HH0.1 4 » AR 61 5L |
B9 RS ZEH IR ATRESE 61 R LA iR A
1540 B LL TR B E SRk » Lumby % A B9 58
% TR fin s K Y KNG 15 T 1l 995 RETE RS T B L
SR A B Y TR o B A BR S A R A (R
[18] o {HF fal - fnds K (I iE 7R AR B BB
SRR > (HN AN 22 SRR > &Rk A S R
EEE R Bl EAHBSE ? it o i
AT g e FE AH 3L 29 FE o S JRE TRt B =
B AR L B AR A S B R A 8 2 1
38 L ERE S E— I TE -

A S A B v 3 R R B AR (3 83 4% -
15 45.6%) ¥ 72 1iE L e s 22 08 ORI A8 2% 8.8 &9
(p < 0.05) - HIPBI AN FFEan NEIER - B
R v 2 R b TS TR R o T 3 R b B
Brag R e RERAE LA EFE R
[21] ° SR LL g A nd S B8 e r B 9 S R HHE B S B8
FRORbE BB A R T g s BB
G B B (3 55 6.63 43 K1 6.61 43)
H0.02 53 > T & W= RS T S B (W9 55 5.87
53) 55 0.00 53 B v S B8 O b s ARGV R
EIHALE » BT RV 22 2 22 BERTRE SR B B R
FA SZAE B 2 R 0 RO R I A B R
s B DU 8 R 2 R B 1 S B R R
NECEAT ELiR > RT3 B0 > Ak SRR = i B
R B I g 2 R B R LB S0 I S 6.86

217

816.79) > {HWHEEETTIH - A v 3 OrE & 09 P A28
A A% 5 T8 AR B 5(6.00 i1 6.05) » th k2
A v LR B R E BT AR - BEEIRE S EE
B EHASE - (H AT I S B - (Kt - A
IR 7 2 R B REET VT e RS B L L AR o

TEFE I RE R | - 2 AF DL BRI R R 2 4F
LI BRI 7% 72l 20 8.73 43 o LL# FE i 2 7 LA
IR R 2 AECED) LA Y5 R A SR e
TR - B T H IR
6.63 77 F16.62 43) A 0.01 43 » 1ii & e o s
IG5 RS 5.53 47 F15.91 43) Al E5-0.38 » HlI
FEEIPE 2 AF LU b 09908 R Y 3% 722 il = i DR IR > AT RE
B8 B AR (MG 18.1%) ¥ 58 2 o B W A (R
B o RS S LR AR 2 H R R I B AR
KT T 3 ol 3 o R ot Tl e A - s A L fth s
PRIK R » A T ~ R B S BE
[EXUS R 3

e ARy > IR R 2 %4 - BIBR T
Ko FIPL b o 25 FE FERE TR BB ¥ 22 (E B 19
s anIEZ 23.37 53 (p < 0.05) » BIEZ 24.60 53
(p < 0.05) » HAthiwAEZ 16.02 53 (p < 0.05)  FH
S REFEERE 7T X S BB -~ L - BHER
[ > BEEEKNF BB R L EEEE? &
— 2 BT R E 0 S R B R o (5 A AR R R
o BTG AR E LR R RV A R A R
DIFR im M E IR e o

fis 2 » LUMERT12AISEVQUAL &R K&
FEIE A e T RE T e R o T Y MO S R R R B
FEIEAE Be i U LB I B SRR o LU
KW TIEMIIARE - AT EHLEME EZ
M BEAE M 22 B(p < 0.05) o i 1 e & [ 2E U5 i o
A 2138 - BT THEBMEMEE ey Mg
ANEBARIBE ) SEMG R AR
TLaR 20 JEJ RS oL BLERSE 2% 2 R T =
oo R B R RS o M S B R R T A
FHRAR 3% > BEEMER > Fin - A Mg 28 B R
S o TEIEAERE o JRE R A MR R
B0 SRARBEFE N B EIRGEIRE LT B > AT RE
T ST FR R S BN R R VR A I KR S 0
BedE S - DU R RIS 2%
% °

FH R ASPE 92 58 S50 £ BE — SR BE £2 vhL Ly Jee i £
B kR - ELIKIGA [ETRl 228 U5 B9 15 (8 7))
& o WG RAS B 1 955 1 LA SO B [R] B 7% - R IR ER
AR I Z A > RIA e EZR 8 - {5182
il 3 SCARAS M 1) B A5 B 3 e Jea i A e 975 AR g ke
Ao ARG B A2 R - (HIS AT S HE
14 W e 527 B BRI ©



218

10.

=R

. Anderson EA, Zwelling LA. Measuring service quality

at the University of Texas M.D. Anderson Cancer
Center. Int J Health Care Qual Assur 1996;9:9-22.

Parasuraman A, Zeithaml VA, Berry LL. A conceptual
model of service quality and its implication for future

research. J Marketing 1985;49:41-50.

L BEIE - BRIME - FEmds o e BN B R Z RS

v B ARHI v A2 O T o BEFS EPH2004;5:1-18 o

De Man S, Gemmel P, Vlerick P, et al. Patients' and
personnel's perceptions of service quality and patient
satisfaction in nuclear medicine. Eur J Nucl Med Mol
Imaging 2002;29:1109-17.

. Uzun O. Patient satisfaction with nursing care at a

university hospital in Turkey. J Nurs Care Qual 2001;
16:24-33.

White JG, Slabber J, Schreuder A. Patient management:
measuring patients' expectations and perceptions of
service quality in a dental training hospital. S4D.J 2001;
56:203-8.

Parasuraman A, Zeithaml V, Berry LL. SERVQUAL: a
multiple item scale for measuring consumer perceptions
of service quality. J Retailing 1988;64:12-37.
Parasuraman A, Zeithaml VA, Berry LL. Refinement
and reassessment of the servqual scale. J Retailing
1991;67:420-50.

Ko S » BRGERK - (T FE 2% o (hRE s A IR S o B
AT B RS R ASORE BRI 2 TR o B E PH 2003;4:
86-105 °

Cronin JJ, Taylor SA. Measuring service quality: a
reexamination and extension. J Marketing 1992;56:55-
68.

12.

13.

14.

15.

16.

17.

18.

19.

20.

21.

EEREZRBEE

.Brown TJ, Churchill GC, Peter JP. Research note:

improving the measurement of service quality. J
Retailing 1993;69:127-39.

O'Connor SJ, Shewchuk RM, Carney LW. The great
gap. Physicians' perceptions of patient service quality
expectations fall short of reality. J Health Care Mark
1994;14:32-9.

BRAES o BEBe RS B Z A IT « DArR &R a3
W A A FR E BRBE AR 2 o wARG RIS T3 TR
B PR E T RE i SC - 2001 o

Andersen R, Newman JF. Social and individual
determinants of medical care utilization in the United
States. Milbank Men Fund Q Health Soc1973;51:95-
124.

DeVellis RF. Scale development. Theory and
Applications. Newbury Park, CA: Sage Publications
Inc, 1991.

IR o B2 T BRI S B B T 0 A o I
B R EREE TS BT i 3 5L > 2004 -

e > BRFEFK - I EE o fE B R IRES b B A0
S B ES AR SR B M 2 TR o BE IS ETRE 2003;4:86-
105 -

Lumby J, England K. Patient satisfaction with nursing
care in a colorectal surgical population. /nt J Nurs Pract
2000;6:140-5.

Hill CJ, Garner SJ. Factors influencing physician
choice. Hosp Health Serv Adm 1991;36:491-503.

JA R mARAK o BRE R - B EEBERS 0 R B
AR R AT o 57 B 1997;25:423-30 ©
BER - BERE(= - 510« BREE LA -
1998:8-12 -



219

Analysis of the Gap Between Expectations
of Service Quality and Satisfaction with
Services Among Inpatients with Cancer
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lDepartrnent of Health Services Management, China Medical University; 2Departrnent of Healthcare

Administration, Asia University, Taichung, Taiwan.

Purpose. To analyze the factors associated with the gap between inpatient cancer
patients’ expectations of medical service quality and their satisfaction with services
performed.

Methods. We applied the PZB (Parasuraman, Zeithaml, and Berry) gap model, and used a
modified SERVQUAL questionnaire to investigate the perception of service quality
among 182 inpatient cancer patients in a medical center. The questionnaire consisted of
five dimentions (21 items) and patients’ characteristics (including predisposing factors,
enabling factors and need factors). The related factors affecting the gap between
expections and satisfaction were examined using a multiple regression model.

Results. We found that the expectations of service quality were higher than the
satisfaction in all five dimensions (tangibles, responsiveness, reliability, assurance,
empathy); the differences between expectations and satisfaction were significant (p <
0.05). Furthermore, the differences between expectations of and satisfaction with 20 of
the 21 items were statistically significant (p < 0.05). In addition, according to multiple
regression analysis, sex, age, commercial medical insurance coverage, duration of
disease, and types of cancer significantly affected the differences between expectations
and satisfaction of cancer patients undergoing inpatient treatment (p < 0.05).
Conclusion. Gap analysis and assessment by the SERVQUAL scale can be used to
investigate cancer inpatients’ perception of service quality. The results of this study
could be used as a reference for medical staff to improve the quality of medical services.
( Mid Taiwan J Med 2007;12:211-9 )
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