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Abstract

Objective: Cardiovascular disease was the second cause of
mortality in Taiwan. The incidence of the coronary arterial disease
increased progressively year by year. Percutaneous transluminal
coronary angioplasty/Stent is the standard procedure of treating the
coronary disease. Our study made use of the service quality model
(SERVQUAL model) to find the perceptive gap of the medical quality
between the medical professionals and patients (gap 1) and the gap
between the expectance of medical quality and satisfaction of the
patients (gap 5). The gaps would be the reference of improving the
quality of coronary catheterization service.

Method: The samples included the physicians and nurses of the
catheterization room and the patients receiving coronary catheterization
of the hospitals in mid-south Taiwan. We collected data with
questionnaire by interviewers. The valid questionnaire includes 75
medical professionals and 603 patients. The questionnaire was
designed from PZB’s SERVQUAL questionnaire. We used the
descriptive statistics, bivariate analysis, and multiple regression
analysis to find the gap between the expectance of medical quality and
satisfaction of the patients (gap 5) and to find the factors influencing
the overall medical satisfaction. At last, we use the importance -
performance analysis (IPA) to detect the service items needed to be
concentrated for improvement.

Result: At the gap of expectance of the medical quality between
the medical professionals and patients, the dimension of

“responsiveness” was ranked the first, then the “tangibles”, “assurance”,

“empathy” and “reliability” as order. The 3 items causing the major gap



were the appropriate medical consultation, convenience and the
professional dress. The bivariate analysis revealed that the gap 1 of the
physicians is larger than that of the nurses.

At the gap 5, the ranks of 5 dimensions were “tangibles”,
“responsiveness”, “empathy“, “reliability” and “assurance” as order.
Multiple regression analysis revealed that the mean family income,
physical discomfort, operative site and the hospital level had a different
effect on gap 5. The influent factors of the patient’s satisfaction
included the level of patient’s education, mean family income, severity
of the pain and the dimension of “empathy”.

IPA revealed “safe equipments”, “clean comfortable environment”,
“professional knowledge” and “the first consideration of the patient’s
advantage” fell in “concentrate here” respectively.

Conclusion: The manager should understand the needs and the
gaps of coronary catheterization service to increase the competitive
ability. Especially, the fives items falling in the “concentrate here”
revealed by IPA should be improved first to arrive the patient’s

perceptive quality.

Key words: Coronary catheterization, service quality model, gap,

service quality, SERVQUAL, Importance - performance analysis (IPA)
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& TPZBy Bl Y o f KRB cng % s B 4§ KT 5
A A2 B p P Y RIS A R 5 T BT 0
Al4Eos BB 2 R L 4% v (3% ¢ - )(Zeithaml & Binter, 2002) » # 4w
o 2 B4 RARE R T ST 0 BT B ERHCT(F12-1)

m % 4 it 4o (Foster, 2003; Parasuraman et al., 1985; Zeithaml &

Binter, 2002) :
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34k v = tip FILF R IR e RPN RARE T F PRIRRG B
L T T R Ak BPRAREALY i - R
Adtv e dp B RE R RREIRIBPEE LD FRF 7 Fri T

PRAR N2 B e §E o
5.4 v I ApREE B RIRAR S AR B AR T Y IR L gE s
RRABLARERREDE Z e
MPZBH T E nF F AR TN gt T F R
fﬁﬁ{%d CEF 2L FRIRIEE T T AT DRS4S S
T3 FRBEA R L RS T L L B4
= ~ SERVQUAL JRis & F & 4
SERVQUAL &_ix 3z Parasuraman Zeithamel{-Berry (1985) #7
BFRE D GPRIES T R A 0 £ 01988 F BRI & Tk T G
dRAGDEBHER P ST BiEs 0 4 B 53 A4 (Tangible) -
¥ F 14 (Reliability) ~ = & 4 (Responsiveness) ~ %z |4 (Assurance)
12 % e 724 (Empathy) - H 5 18 e i ) F Aok AT (FRE S
1993) (#2-4) -SERVQUAL#A 44 F 5 = - BA LA P > @& *

B 7 e g N R SRR ST LR T

16



PRk AP PG B enfE o Fl o F 5 O P

SERVQUAL > ¥ %% 254 ¥ £ * %35 5 3 | el (Foster, 2003)

o B ETS Az W3 S
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}éﬁ %' N R EEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEE }
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A
PR PR AR ek 1 ) I o HERE D
: ) b3
wr it #v 4 F
v
A3 4 ORISR ek v
A
43 -
i v 2 &
S— | PEFHEEDE

B12-1.PZBPR 7% 5 P4 5

7k & R :Parasuraman et al., 1990
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dp AR~ KT
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PR e R ET

(Tangible) 3% ~ PRF% A B |(Tangible) Ao @ FEA R
o o~ JRIFA R R F
X ed Ve el e |7 VR ET D R
(Reliability) 7 #7K 3 PRI (Reliability) 7 AR PRI
SR e15; 3
v Rt 311 A R JIebRE|w RE dp 1 T4 R pes
(Responsiveness) |% % 3 =% pF JR|(Responsiveness) |Bf % ek & T pF
TR B JRAR R B
Pk e PRAX A B chiegl|ae 4 B3 PRARFLIT AT
(Assurance) 2248 % > frB~17 (Competence) el g E3ag I
*ifEan i PRAR A R OHHAEE
4 o ¢ 33k = % (Courtsey) TR EE B
¥ IRGE chavi e ph S 2144
HAF R %% f;‘;;‘g\'}i @18 ﬁF‘ j;, N
a% ¥ &R Z (Credibility) H#ﬁ\émd%ﬁ
BE B %d 5 o
%ﬁ*@*ﬁﬁ’<iiﬁ; B- BT AR
B IR B JE (Security) BE 5 TR BT %
~ ﬁ’*" e & PR A%
e 22 %%%iﬁ%Aﬁﬁﬁ - A
( Empathy ) % PP REenE o R ((Access) e fd o~ i PRIEK
N E A Yoo @ ILPER S b
52k} ol B 5k i
frilin o @ HEIR itz -
I P R A MUY R K AR #

PfeR s o 12
Btk i g ke
iR 4 o

(Communication)

T e
oo R RE R
gt n -

B %

(Understanding)

T TR

ook Ktk ®E e 0 1993
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Parasuraman % * (Parasuraman et al.,1985 ; Zeithaml &
Binter > 2002) #% & SERVQUAL £ # ¢ (i3 It enT % JRIF & T
#* e T# it 4o T
7 A1 (tangibles): 3 F 483K % ~ & B PRIF DI K LR JRGEL
ik E o
2. ¥ Fuid(reliability):dp JRA% & B 8 F HiF - RavkE o
3. % &1+ (responsiveness ) dpl B R EE AL EREHEE TR
g 4o
4. -zt (assurance):dp R 1 & v s ARG IR TR
v we FIERREE D
5. F 3L 14 (empathy):dp B {RAE £ e &2 1B A 1 fRGE o
SERVQUAL & # & 7 gg £ #p % (customer expectations) frig
% 2 4v (customer perceptions) & $84 o & AR L 0dp Y PRAR X 3TN
FPRIERE O BT HHIRBEFRINABEL F 2 FHEDDY
PRAS | 3 RARPE > PSR TR AL o Flt 0§

/.

BRI ETR 0 f AR LT RIS Y M W L o

-

Ao et A G e BP ik o I8 B L Bk T LG pRenin

;}%%@7 Aot SR G oskede BB % LR e

SERVQUAL:® G ig* DIzF S IRIBZFfI > o on®iz » HAE R
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et i BT S B EREE A A O BRI ST 6 g

RRpmane Pl ot ¥ REBMARHEE 7%
A # (Hart, 1992)

Parasuraman (1990) % * 335 ¥ #5d 2+ SERVQUAL £ 2 %

R IRI B TR RS TRy o AR EFEE

(&

N
(.@é

* »SERVQUAL B4 800l # F A i i rR £8 0 0 L4r
B F gy > LR § F RS s g o A K
2 [ L (s T )T H S R ST 2 SR

BPR AR B AR P 0 PZB DR AR S B A i) 2

SERVQUAL JR 7%= 7 £ 4 (54 3 5 % 32 & 3 #remciefog B

ToAp MR 7 B % £ - O’connor & 4 (1994) ¢ 4p &1 SERVQUAL

[

FEPRELERRY GRS T RS -

z ~ SERVQUAL JRi3 5 F & 2 &?%Pﬁiﬁﬁﬁﬁ M3
Bolton and Drew(1991)4% &1 - £ 4| * PZB epR7% & F 3" &

BV o HP oL A R A BREIRDEF BN TILIERL

e a 7o o PR E AR TR TR R T ALE R X T

ALY EFER X DGR R B2 B d R AT kgl

20



;épﬁ-i#pﬁfgv[;k’Dayananda(2004) b B R A
SERVQUAL £z ’}# K3z 7 fLEE B RAR TPRIRE T %ﬁ v g A
T AER-RFIPRDA(FE - ) REET R RIEEE
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e A I i H%ﬁ—%;u\ TRk d o P 1 SERVQUAL 3
etk o Cleary (1997) o5 MG F e R A FRREST 7
BB s~ SRl E R & s o Stephen ¥ £ > 3%
2000 # f]* SERVQUAL % #* a‘;’?ﬁ:}ﬁa A ﬁ%ﬂ%%’»ﬁ»%?m&;‘» o
FRR Y i T aRyELETTRE,  TEEE, - Tr Rl
2 TR aft | 36 hEd 7 2o L e RG> e & T g A
1 B3 ahAae R JRF% o Andrion f Zwelling(1996) 4 ¥ % m ® =
Bz PZB fic;8 2 SERVQUAL & % > ¢-417 B T#ﬁ: i kg
BoFr8%d 0 TP i | kLo

- &> 12 (2004)2 PZB #-3¢ { SERVQUAL £ % - -4

F_&

?Wﬂﬁfﬁﬁﬁw? %%ﬁf%wﬁmﬂ’ﬁwﬁm i1 i
Bi i3 FRE v RE FEEREL T - 3§
P (2005) R LIRH F R TR L B R ER > R
I DEL o AT Y RA LT M kXL EEE
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I~FRIRBPEFTEREBELR

1295 Donabedian(1980) =2 & : " FRIRIF ST OLF RT3
T Rfrg 2 g aAieE Py | o ok FPRA%: & B 07 E ehk w
. 44;%3 R B @enip o P F G Aok (effectiveness) ~ pF 3%
M (timeliness) ~ if % 4 (appropriateness) ~ »z 5 (efficiency) » 12 3 3%
%%%%ﬁ%%’%%4ﬁ%%&ﬁﬁé’5%%%ﬁﬁiii
?%%%mﬁ&@ﬁ%@’ﬂﬂE@mg%?ﬁ%gﬁﬁﬁ%%
PRI & T i L 42 R - Coulte & Cleary (2001)# &1 5 & $150 % & FF
%51,%‘ P o B IR ASEE T E & #F] & o

Parasuraman & A (1993)% #% ' - B A>T EE LR R A MR
A BIRABEERL ST F 0 2 Ad R E TR, &

PR X IRARy A fe> A TIpd Rz, ~ ¢ 23] TP ma
PRFA Ry ~ T2 ikt ~ Tom,y & Tigd pby 55
4 (F12-2)

¥z (2004) s TRAEBEL AR, A BT AT
FRADEFREEY B BREBLARCE T THRBRL R, 9
oM AL R B RIRLITE R kg o Al %%a‘%xh—“ﬁiﬁ“

?5 BN E BB AR S RATaE R R AR 2 John (1992) i i

FEBLAAD FROPZ LT EF N2 F LAY T LR RS
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M5 PR AR K

A 4

iE B PR A%

P EE PR IR EE

A 4

A2

B v %R

W2 R %

Bl 2-2 AR Z % & RBELL 113

74 kR - Parasuraman et al., 1990

2ERFHCFARFR ST 2 BERLAAAM DT LR
ﬁ,%%Aﬁ%%u%%ﬁ%é&§&&%$@’%ﬁiﬁ$5
Mg oA VRSB RALAE DR BRAREST S
i %ﬁ% = % (' Sahina, 2004 ) - Mohsen % < (2003) FF Y Bk
1100250 Tk B kA ik R FE AR B M SRR T L
s PN 22 R AARR ©

EFHIRE > BRBLAREV AL TR FR ST HER
ip 1% (Bodur, 2002; Dingman et al., 1990) - ),%?, TR R A &

fri R AR R B A R TR R Ly L E R A 5P
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o I FRRAR A R B F i LF R R L F hi & M
AR EOfR e o TARABERBLRDER FIF 0 T

o &0 R R LA F R AR 5 F R RIS TR ddp ik

%I & £ & 4/% 4 457 (Importance/Performance Analysis) 7
R *

Pt A ER P o ors BT R HTE B R AR
B> & enigak Bh(3x > & > 2004) - Martilla & James(1977)+# #
T & /% >4 772 (Importance-Performance Analysis) 3% = £ 1 &
d & & M (Importnance) £ % »x(Performance) = # % 78
iR k45 E AR A PRGBS G hikdl BE o d A0t S E 2
AL P e R AL L BB A R [RGB &g preang
BEo FI AR S AR E L P s g ke PRI E
L f A% A ¥ ¢ (Frank& Wei, 1997; Ford et al., 1999) » 3% j* 11 =
MPEE B kAT TR EERAS LW R MR
LUt E FEEHTZ2 FEe L RE O BEGRRIJRRHE

F - MAEEIT IS e RN 2 E > FIRBHEEE

et PR TN AR R P e AE T IR R i
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i@@f«?%ﬁrﬁbﬁﬂ;ﬁ—il}ﬁ AR E AR KT E ?Er,bdw/mlggw%
% %5 Dolinsky(1991) 2 3% * 2 A 4THMO § B % i & B Bt &
Pieio 2 B Fgoc i At o ARP 0 BREE A (R
Q0 ) 7% i * b 2 kAT iR P T € R HIRBF R 7 &
ERGRDL R oI L PR A RTRIERG 2 57 o

FrrEgg (2004) H#* L2 REFFRESFAT L
HHFRIRBS T LR 2470 et AR FF e A Rz
PRS- A AT AT RIS TR i A WS R R (4
)frA RE R U FE AL R R(H)TFFLL L
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PR el E(0)s i A WHERPAFEFE RS S
A R (ERER 0 o) G A PR R

FR(ERES > $208) BEFAFIIRBEHELER 7 2 % (£

B FeF) o PIFTIRES P8 L R R L b
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TS EARE AR AFRIRIAATY > BIEL AR At
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- ~ B ﬁ;ﬂ;‘]‘

AR E A& ixyPZB (Parasuraman Zeithamel & Berry)
PRARSFHO 2 2o B 0 hSERVQUALIR S S 8 4 5 Wk A
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SEOREITPE-RE AP IREIFEN FATF EIPI
- &Mam& F o 12Cronbach's Alphaa#ick 78 2 2 B » (RBiciEax
P AT PRI REPAR T F G R AN gk
AP ORE R R P LIRS e B TG IR G 35
By AT RS v Rl RN S RIEET B 4 BT

Cronbach's Alphatg Z_- ’&_%5 # AR }"q‘%ﬁ}% By g -
Cronbach's Alphaid 3 0.92 » %¥3& « R ¥ & e afin & &
& = & Cronbach's Alphaid 3 0.93 - J & ¥ ¥ & T ey 2 4
% = & Cronbach's Alphai® 5 0.93 > 5 & F i & T enfFtllis L &
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LSIFEAFHFR ST ORI LG LN L R A

e LA Cronbach's Alpha
FRRVAER: 3 0.92
ERIE A X 0.89
F s 0.93
s e A 0.95
fF I 4 0.92

L32FEA FHFRSTOERALARF LR LT RAI

e LA Cronbach's Alpha
FRRVAER: 3 0.89
ERIE A X 0.92
F s 0.95
s A A 0.95
I G 0.95

533B A HER ST OEMP LS LW ERRA K

e LA Cronbach's Alpha
RN X 0.92
ERSE AR 0.93
F R G 0.94
-8 A B 0.94
fF I2 1 4 o 0.91

534 HER ST ORMAELRIES 21 % 6 R4

e LA Cronbach's Alpha
RN X 0.94
ER R A 0.96
F R G 0.96
R 0.97
fF I i o 0.95
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62



i T A 3o (Likertsscale)l7 A AT 0 Y F A= (TR R TIENY Ad) — (BUFEA R AR) FPEFL=0 P45 0
RAAFEARABRHEFRSTOIFL (Br- ) 2R AT FEL 124
7 4(A) *~2(8B)

Lo HEL T REL piE
P&y At 0.62 0.59 0.43 0.52 0.15
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FR & kR 0.29 025 036 045 075 067 0.0 0.62 0.26 0.43 0.08
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