(quatitative and qualitative
research)
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(Lisrel)
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63.80

66.30
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(Gronroos, 1990) (technical
quality) (functional quality)



197

(professionalism and skill)

(attitude and behavior)

(recovery)
(Angle & Perry, 1981)

(Bernhard etal., 1995)
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(Haves, 1994)
(Tappen, 1995, p. 402)

(Yoder, 1995, p. 416)
(Swansburg, 1990, p. 196)
(Dienemann, 1990) 4

1)

(4) (Kanter, 2003)
(2545) ‘ "

(2540)

568  5.57
558569  5.78
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(Ziethaml, Parasuraman, & Berry, 1990)
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(Understanding of
customer)
(Steven Pantilat)
4 4
(JAMA 2009; pp. 1281-1297)
“There is nothing more to do”
(Intensive Care Unit--1.C.U.)
“| wish there were something we could do to cure your
ilIness”

“| wish there were something we could do to
cure your illngss” “Let’s focus on what we can do to help
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5.08, 5.60
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511 5.7
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TOM

TOM
TQM

(plan)

(Uchimaru, 1993)
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Deming’s cycle
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(Ziethaml, Parasuraman & Berry, 1990)

0.01

0.01

(Gordon & Milakovich, 1995)

(Pursley & Snortland, 1980)
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© (6)
(7) (8) ©)
( ,2540) (Gronroos, 1990)
(technical quality) (functional
quality)
(1) (professionalism and
skill) (2)
(attitude and behavior)
)
(accessibility and flexibility)
@)
(rdidality adinsvwathires
(5) (recavery)
(6) (reputation and

creditability)
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(2545)

(TQM)
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)

638 (
670
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(Mullay, 1995)

(Palmer et al., 1991)
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1
2,
3.
4,
o}
6.
Bzl adGle(
2542, 23)
(Aday & Andersen, 1975)
.. 1970
4,966
6
(1) (convenience)
(office waiting time) (availability

of care when needed) (2)
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(coordination)

(getting all needs at one
place) (concemn of
doctors for overall health) (follow-up care) (3)

(courtesy)
@)
(medical information)

(information about what was wrong)

(information about treatment)
(5) (quality of

care)
(6) (out-of-pocket cost)
(35)
83.00

, (2549)
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