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Abstract

The aim of this study was to compare perception between patient and nurse on comprehensive
nursing care service using SERVQUAL model. To accomplish this goal, the 5 gaps of
expectation—perception on comprehensive nursing care service was analyzed. The subjects were
192 nurses and 321 patients who admitted in comprehensive nursing care service wards. As
results, patient’s satisfaction was higher than patient’s expectation and also nurse’s performance.
Therefore, we found that comprehensive nursing care service would contribute to perform
holistic nursing care services in the future. To develop comprehensive nursing care service
system sustainably, it needs continuous measurement of patient’s expectation and satisfaction
using conceptual model of this study.
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Patients Patient
(Consumer) Expectation
Gap5
Patient
Satisfaction Gap2
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Gap 1 P
Nursing
Performance
Gap4
Nurses Nurse’s
(Provider) Perception
Gapl = Patient’s expectation
- Nurse’s perception of patient’s expectation
Gap2 = Patient’s expectation - Nursing performance

Gap3 = Patient’s satisfaction — Nursing performance

Gap4 = Nurse’s perception of patient's expectation
- Nursing performance

Gap5 = Patient’s expectation — patient satisfaction

Figure 1. Conceptual framework of this study
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Table 1. General Characteristics of Subjects

Table 2. General Characteristics of Subjects

Patients (n=321)

Nurses (n=192)

Characteristics Categories n % Characteristics Categories n %
Gender male 150 46.7 gender male 13 6.8
female 171 53.3 female 179 93.2
(40 40 12.5 (25 61 31.8
Age (vear) 40-59 124 38.6 Agelyears) 25-29 77 40.1
)= 60 157 48.9 )= 30 54 28.1
meanz+sd 58.52+16.51 meanzsd 27.76+5.21
elementary a1 12.8 diploma 61 31.8
middle school 37 11.5 bachelor 127 66.1
Educational level hilgh school 115 35.8 Educational level master or 4 21
diploma 1 106 33 higher
none 22 6.9
yes 207 66.6
spouse no 97 31.2 married 33 17.2
no answer 17 5.3 Marital status unmarried 159 82.8
Budism 47 14.6
protestant 99 30.8 Budism 13 6.8
Religion catholic 36 11.2 protestant 49 25,5
other 13 4 Religion catholic 24 12.5
none 126 39.3 other 1 0.5
yes 126 39.3 none 105 54.7
Job no 185 57.6 ( lyear 52 27.1
no answer 10 341 1- (3year 52 271
health insurance public 258 81.4 Carrier 3- (byear 31 16.1
medicaide 63 19.6 )= 5 years 57 29.7
. yes 103 32.2 meantsd 4.63£5.15
Admission Hx of TCS no 218 68.1 . surg.ical b 107 557
OP Hx yes 213 66.4 medical P 85 44.3
no 108 33.6
family 242 75.4
Main Caregiver relatives 19 5.9 HSARE 2 1929 0] Sealea, AL oAdo] 179
aid caregiver 12 3.7
go caregiser 48 15 H(932%)& AAsFtk AEe 304 m|ylo] 1384
z\l;géiggﬁcuity 1 point 7 22 (71.9%6)011 3L, S+t 27.76A(SD=52) = 1JrE]r Lrjr STA: s
1 : minimal severity 2 Point 150 46.7 FEo ALY 9 6 1\:1(31 8%), A} ZAl 1274
2 : lower moderate i
3 : higher moderate 8 point 144 449 (66.1%)°]% o, A& = 1594 (82.8%)°] m]&o]
4 : severe 4 point 20 6.2 — o0 e o100
(7days 176 54.9 (/?i‘:]' o H/\Tfo] 1069 (547/)0101—‘— S YU 7]
Hospl (14days 81 252 Sa7t 99255 7P Bk 1 AR Pit
pital Day Y=14days 64 19.9
meanzsd 8.86+9.02 4630l o, 10d mvke] 529(27.1%), 19 o] ~
o 1 34 vluto] 52%(27.19) XAt} BEe| A= st
Medical division GS 43 13.4 ool 3id wvke] AYARE otE T FHFA=
oo e )7 WE 1079E.7%), WaHA HE &5 (443%)
Other 112 34.6 o7 LERY

37to] 14478(44.9%), 4uto] 2078(6.2%), 1*°] 7%
(229) oItk B YL/I7HE 886 o)A 0B, 176
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Table 3. Gap1 Analysis between Patients and Nurses (nurse=192, patient=321)

Gap1
ltem No nurse patient
M (SD) M SD ‘ P
1 3.87 (0.82) 3.75 (1.20) 1.273 204
2 412 (0.74) 396 (1.17) 1.929 .054
3 3.68 (0.88) 3.79  (1.19) -1.211 227
4 3.43  (0.98) 3.76 (1.15) -3.361 {.001
Physical 5 3.72  (0.99) 3.87 (1.16) -1.410 .159
6 4.74  (0.51) 413 (1.09) 8.522 {.001
7 4.34  (0.69) 373  (1.17) 7.345 {.001
8 4.06 (0.84) 3.78 (1.15) 3.228 {001
9 4.06 (0.82) 3.90 (1.15) 1.817 .070
10 3.93  (1.06) 405 (1.20) -1.118 264
Sub total 3.99 (0.55) 3.87 (0.99) 1.740 .083
11 427  (0.74) 421 (1.12) 0.614 539
12 417  (0.86) 419  (1.13) -0.298 766
13 469 (0.52) 420 (1.11) 6.659 {.001
14 4.40  (0.70) 414 (1.13) 3.116 .002
Treatment & 15 463 (0.61) 419  (1.10) 5.729 {.001
intervention 16 4.39  (0.70) 421 (1.06) 2.259 024
17 421 (0.79) 408 (1.08) 1.555 121
18 432 (0.74) 419  (1.08) 1.609 .108
19 4.42  (0.69) 421 (1.10) 2.626 .009
20 3.89  (0.96) 406 (1.15) -1.812 .071
Sub total 4.34  (0.50) 417  (1.01) 2.510 012
21 3.86 (0.89) 3.93 (1.09) -0.740 460
22 3.90 (1.00) 394 (1.15) -0.394 694
23 459  (0.59) 415  (1.08) 5.885 .000
24 4.46  (0.62) 4.02  (1.09) 5.734 .000
Psychological 25 3.98 (0.76) 376 (1.11) 2.624 .009
26 413  (0.77) 400 (1.13) 1.505 133
27 3.67 (0.94) 3.90 (1.10) -2.439 .015
28 432  (0.77) 418  (1.06) 1.808 .071
29 2.94  (1.19) 3.30 (1.36) -3.067 .002
Sub total 3.98 (0.59) 391  (0.96) 0.990 324
30 3.75  (0.90) 3.87 (1.08) -1.292 197
31 430 (0.77) 415 (1.10) 1.780 .076
Educational 32 411 (0.82) 404 (1.11) 0.817 414
33 3.95 (0.89) 401 (1.13) -0.677 .499
34 4.40  (0.71) 411 (1.12) 3.496 .001
35 3.64  (1.00) 361 (1.25) 0.280 .780
Sub total 4.02  (0.66) 3.96 (0.99) 0.850 .397
Total 4,08 (0.49) 3.98 (0.94) 1.686 .092
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Table 4. Gap2 Analysis between Patients and Nurses (nurse=192, patient=321)

Gap2
ltem No nurse patient i 9
M (SD) M (SD)
1 3.34 (0.72) 3.75 (1.20) -4.805 .001
2 3.89 (0.81) 3.96 (1.17) -0.809 419
3 3.88 (0.77) 379 (1.19) 0.961 .337
4 3.43 (0.88) 3.76 (1.15) -3.581 .001
Physical 5 415  (0.75) 3.87 (1.16) 3.371 .001
6 4.44  (0.65) 413  (1.09) 3.923 .001
7 4,02  (0.75) 373 (1.17) 3.390 .001
8 3.86 (0.79) 3.78 (1.15) 1.036 .301
9 3.59 (0.86) 3.90 (1.15) -3.504 .001
10 4.03 (0.80) 4.05 (1.20) -0.268 .788
Sub total 3.86 (0.48) 3.87 (0.99) -0.168 .867
11 4.61  (0.61) 421 (1.12) 5.139 .001
12 4,20 (0.69) 419  (1.13) 0.123 1902
13 406 (0.74) 420 (1.11) -1.707 .088
14 3.84 (0.82) 414 (1.13) -3.509 .001
Treatment & 15 409 (0.68) 419  (1.10) -1.230 219
intervention 16 3.74 (0.78) 421 (1.06) -5.740 001
17 403 (0.71) 4.08 (1.08) -0.588 557
18 432 (0.64) 419 (1.08) 1.770 077
19 3.74 (0.76) 4,21 (1.10) -5.636 .001
20 3.46 (0.85) 406 (1.10) -6.776 001
Sub total 410  (0.47) 416 (1.01) -1.040 299
21 3.82  (0.82) 3.93  (1.09) -1.319 .188
22 4,07 (0.76) 3.94 (1.15) 1.559 120
23 404 (0.73) 415 (1.08) -1.411 159
24 3.55 (0.79) 4.02  (1.09) -5.659 {.000
Psychological 25 3.85 (0.82) 3.76  (1.11) 0.976 .330
26 3.59 (0.83) 4.00 (1.13) -4.727 .000
27 3.98 (0.85) 3.90 (1.10) 0.917 .360
28 3.98 (0.85) 4.18 (1.06) -2.294 .022
29 2.30 (1.07) 3.30 (1.36) -9.206 .000
Sub total 3.62 (0.54) 3.91  (0.96) -4.274 {.000
30 403 (0.79) 3.87 (1.08) 1.989 .047
31 3.57 (0.77) 415  (1.10) -7.027 {.000
32 3.55 (0.83) 404 (1.11) -5.678 {.000
Educational
33 4.05 (0.80) 4.01  (1.13) 0.498 619
34 3.30 (0.90) 411 (1.12) -8.903 {.000
35 3.64 (1.00) 3.61 (1.25) 0.280 .780
Sub total 3.73  (0.59) 3.95 (1.01) -3.081 .002

Total 3.82  (0.43) 3.97 (0.94) -2.379 .018
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Table 5. Gap3 Analysis between Patients and Nurses (nurse=192, patient=321)

Gap3
ltem No nurse patient
M (SD) M (SD) t °
1 3.34 (0.72) 3.91  (1.05) -7.082 .001
2 3.89 (0.81) 4.20 (0.99) -3.716 (.001
3 3.88 (0.77) 4.03  (0.97) -2.037 .042
4 3.43 (0.88) 3.89 (1.08) -4.887 (.001
Physical 5 4.15  (0.75) 4.21  (0.93) -0.805 421
6 4.44  (0.65) 432 (0.88) 1.765 .078
7 4.02  (0.75) 3.97 (1.06) 0.570 .569
8 3.86 (0.79) 4.03 (1.06) —-1.942 .053
9 3.59 (0.86) 3.87 (1.10) -3.199 .001
10 4.03 (0.80) 4.01  (1.04) 0.166 .868
Sub total 3.86 (0.48) 404 (0.82) -3.130 .002
11 4.39 (0.64) 4.47  (0.79) -1.295 .196
12 461 (0.61) 459 (0.75) 0.370 711
13 4.20 (0.69) 431 (0.92) -1.475 141
14 406 (0.74) 432 (0.89) -3.527 (.001
Treatment & 15 3.84 (0.82) 417 (0.94) -4.112 €.001
intervention 16 4.09  (0.68) 426 (0.88) -2.306 022
17 3.74 (0.78) 4.03  (0.99) -3.583 .001
18 403 (0.71) 433  (0.89) -4.149 .001
19 4,32 (0.64) 4.30 (0.88) 0.323 747
20 3.74 (0.76) 4.26  (0.95) -6.820 <.001
Sub total 4.10 (0.47) 430 (0.73) -3.790 .001
21 3.46 (0.85) 4.06 (0.95) -7.195 {.000
22 3.82  (0.82) 4.18  (0.92) -4.520 {.000
23 4.07 (0.76) 4.33 (0.85) -3.478 .001
24 4.04 (0.73) 416 (0.95) -1.631 .104
Psychological 25 3.55 (0.79) 3.94 (0.99) -4.956 {.000
26 3.85 (0.82) 4.16  (0.95) -3.724 {.000
27 3.59 (0.83) 4.04  (0.97) -5.5639 .000
28 3.98 (0.85) 4.46  (0.83) -6.296 {.000
29 2.30 (1.07) 3.59 (1.17) -12.40 .000
Sub total 3.63 (0.54) 411 (0.76) -8.290 {.000
30 3.96 (0.80) 411 (0.99) -1.880 .061
31 4.03 (0.79) 426  (0.95) -2.877 .004
32 3.57 (0.77) 4.08 (1.01) —6.468 {.000
Educational
33 3.55 (0.83) 3.98 (1.07) -4.782 {.000
34 4.05 (0.80) 413  (0.98) -0.991 .322
35 3.30 (0.90) 3.59 (1.14) -3.201 .001
Sub total 3.73  (0.59) 402 (0.84) -4.560 .000
Total 3.83  (0.43) 412 (0.73) —-5.591 {.000
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Table 6. Gap4 Analysis between Patients and Nurses (nurse=192, patient=321)

Gap4 (Nurse)
ltem No Perception Performance :
Differences t p
M (SD) M (SD)
1 3.87 (0.82) 3.34 (0.72) 0.52 7.526 <.000
2 412 (0.74) 3.89 (0.81) 0.23 3.521 .001
3 3.68 (0.88) 3.88 (0.77) -0.20 —2.838 .005
4 3.43  (0.98) 3.43 (0.88) 0.00 0.000 1.000
5 3.72  (0.99) 415  (0.75) -0.42 -5.578 {.000
Physical
6 4.74  (0.51) 4.44  (0.65) 0.30 6.544 {.000
7 434  (0.69) 4.02  (0.75) 0.31 5.224 {.000
8 4.06 (0.84) 3.86 (0.79) 0.19 3.069 .002
9 406 (0.82) 3.59 (0.86) 0.47 7.317 {.000
10 3.93 (1.06) 4.03  (0.80) —-0.09 -1.238 217
Sub total 3.99 (0.55) 3.86 (0.48) 0.13 3.130 .002
11 427 (0.74) 439 (0.64) -0.12 -2.026 .044
12 417  (0.86) 461  (0.61) -0.44 -7.287 (.000
13 4.69 (0.52) 4.20 (0.69) 0.48 9.011 {.000
14 4.40 (0.70) 4.06 (0.74) 0.33 5.860 {.000
Treatment & 15 463  (0.61) 3.84 (0.82) 0.79 12.231 (.000
intervention 16 4.39  (0.70) 409 (0.68) 0.29 5.195 .000
17 421  (0.79) 3.74 (0.78) 0.46 7.285 {.000
18 432  (0.74) 4.03 (0.71) 0.28 4,552 {.000
19 442  (0.69) 432 (0.64) 0.09 1.623 106
20 3.89 (0.96) 3.74 (0.76) 0.15 1.993 .048
Sub total 4.34  (0.50) 410  (0.47) 0.23 6.415 (.000
21 3.86 (0.89) 3.46 (0.85) 0.40 5.700 {.000
22 3.90 (1.00) 3.82 (0.82) 0.08 1.079 282
23 4,59 (0.59) 4.07  (0.76) 0.51 8.582 {.000
24 446 (0.62) 404 (0.73) 0.42 8.127 {.000
Psychological 25 3.98 (0.76) 3.55 (0.79) 0.43 6.293 <.000
26 413  (0.77) 3.85 (0.82) 0.28 4.386 {.000
27 3.67 (0.94) 3.59 (0.83) 0.07 1.198 232
28 432  (0.77) 3.98 (0.85) 0.34 5.120 {.000
29 294  (1.19) 230 (1.07) 0.64 7.525 {.000
Sub total 3.98 (0.59) 3.63 (0.54) 0.35 7.692 €.000
30 3.75 (0.90) 3.96 (0.80) -0.21 -3.211 .002
31 4.30 (0.77) 4.03 (0.79) 0.27 4.550 {.000
Educational 32 411 (0.82) 3.57 (0.77) 0.54 8.786 {.000
33 3.95 (0.89) 3.55 (0.83) 0.39 5.957 {.000
34 4.40 (0.71) 4.05 (0.80) 0.34 5.897 {.000
35 3.64 (1.00) 3.30 (0.90) 0.33 5.241 <.000
Sub total 4.02  (0.66) 3.73  (0.59) 0.29 6.285 {.000
Total 4.08 (0.49) 3.83  (0.43) 0.25 7.011 <.000
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Table 7. Gap5 Analysis between Patients and Nurses (nurse=192, patient=321)

Gap5 (Patient)

ltem No

Expectation

Satisfaction

M (SD) M (SD) Differences t D
1 3.75 (1.20) 391  (1.05) -0.14 -1.976 .049
2 396 (1.17) 420  (0.99) -0.24 -3.294 .001
3 3.79 (1.19) 4.03  (0.97) -0.23 -3.224 .001
4 376 (1.15) 3.89 (1.08) -0.13 -1.817 .070
5 3.87 (1.16) 421 (0.93) -0.34 -4.788 {.000
Physical
6 413 (1.09) 432  (0.88) -0.18 -2.650 .008
7 373 (1.17) 3.97 (1.06) -0.23 -3.148 .002
8 3.78 (1.15) 4.03  (1.06) -0.24 -3.289 .001
9 3.90 (1.15) 3.87 (1.10) 0.03 0.493 .623
10 405 (1.20) 4.01  (1.04) 0.03 0.502 616
Sub total 3.87  (0.99) 4.04 (0.82) -0.16 -2.766 .006
11 421 (1.12) 4.47  (0.79) -0.25 -4.009 {.000
12 419 (1.13) 459 (0.75) -0.39 -6.194 {.000
13 420  (1.11) 431 (0.92) -0.10 -1.620 106
14 414 (1.13) 432 (0.89) -0.16 -2.357 019
Treatment & 15 419 (1.10) 417 (0.94) 0.02 0.302 763
intervention 16 421 (1.06) 426 (0.88) -0.04 -0.670 504
17 408 (1.08) 4.03  (0.99) 0.04 0.655 513
18 419 (1.08) 4.33  (0.89) -0.14 -2.162 .031
19 421 (1.10) 430 (0.88) -0.09 -1.349 178
20 406 (1.15) 4.26  (0.95) -0.20 -2.988 .003
Sub total 417 (1.01) 430 (0.73) -0.13 -2.237 .026
21 3.93 (1.09) 4.06  (0.95) -0.12 -1.779 .076
22 3.94 (1.15) 4.18  (0.92) -0.24 -3.648 {.000
23 415  (1.08) 4.33  (0.85) -0.17 -2.675 .008
24 4.02  (1.09) 4.16  (0.95) -0.14 -2.121 .035
Psychological 25 376  (1.11) 3.94  (0.99) -0.17 -2.612 .009
26 400 (1.13) 416 (0.95) -0.15 -2.317 .021
27 3.90 (1.10) 4.04  (0.97) -0.14 -2.237 .026
28 418  (1.06) 4.46  (0.83) -0.28 -4.342 {.000
29 3.30 (1.36) 3.59 (1.17) -0.27 -3.290 .001
Sub total 3.91  (0.96) 411 (0.76) -0.19 -3.364 .001
30 3.87 (1.08) 411 (0.99) -0.24 -3.612 {.000
31 415  (1.10) 4.26  (0.95) -0.10 -1.426 155
Educational 32 404 (1.11) 4.08 (1.01) -.041 -0.577 .565
33 401 (1.13) 398 (1.07) 0.02 0.306 760
34 411 (1.12) 4.13  (0.98) -0.02 -0.329 742
35 361 (1.25) 359  (1.14) 0.00 0.000 1.000
Sub total 3.96  (0.99) 4.02  (0.84) -0.06 -0.995 321
Total 3.98 (0.94) 412 (0.73) -0.14 -2.502 013
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