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The Assessment of Patient Satisfaction in Accordance with
Hospital Patients' Food Service Cluster Groups
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ABSTRACT

The aims of this study are to evaluate the quality of hospital food services and to evaluate the quality in selected hospitals
through the use of the questonnaires. A survey of 30 hospital food and nutrition service departments was undertaken and
detailed information was collected from each, including surveys of 1,016 patients. Statistical data analysis was completed using
the SAS/win 6.11 package for descriptive analysis, t-test, §’-test, ANOVA, principal component analysis, and cluster analysis. In
the case of patient satisfaction with hospital food and food services, overall satisfaction scores of male and female were 3.54 and
345, showing higher levels than the average score(3.00). The aspect of the food and foodservices which received the lowest
ratings by patients was ‘meal rounding while dining. After conducting factor analysis of variables affecting the patients meal
satisfaction, 3 groups including the ‘menu satisfaction factor, ‘service satisfaction factor and ‘nutrition management satisfaction
factor were selected, 4 clusters were categorized by the ‘service cluster, nutriion management cluster, ‘menu cluster, and
‘menu - nutrition - service cluster’, after conducting a cluster analysis with influencing variables affecting patient's meal
satisfaction. The overview results of patient satsfaction by cluster were : in the case of the service group, such factors as taste,
portion size, dealing with complaints while dining, meal rounding while dining should be managed with caution. In the case of
the nutrition management group, such factors as taste, portion size, temperature of the food, intake, and dependence on hospital
food should be managed with care. In the case of the menu group, such factors as punctuality of meal times, contaminated
substances in meals and serving mistakes, cleanliness of dishes, kindness of the server, meal rounding while dining should be
particularly managed with importance. (Korean J Community Nurrition 5(1) : 83~91, 2000)
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Table 1. Demographic description of patients

1.2
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Frequency(%)

L Male Female Total
Characteristics (N=511) (N=501)  (N=1012)
Type of food service management

Self-operated 378(74.0) 377(75.3) 755(74.6)
Contracled 133(26.0) 124(24.7) 257(25.4)
Type of diet
Normal diet 248(48.5) 273(54.5) 521(51.5)
Special diet 263(51.5) 228(45.5) 491(48.5)
Medical treatments
Internal 253(49.5) 248(49.6) 501(49.5)
Surgery 68(13.3) 55(11.0) 123(12.2)
Obstetrics 0( 0.0 53(10.6) 53( 5.2)
Orthopedics 60(11.8) 48( 9.6) 108(10.7)
Neurosurgery 35( 6.9 35(7.0) 70( 6.9)
Ears, nose and throat 14( 2.8) 11( 2.0 25( 2.5)
Ophthalmology 10( 2.0) 7(1.4) 17( 1.7)
Others 70(13.7) 44( 8.8) 114(11.3)
Age
Under 20 years 200 3.9 10( 2.0 30( 3.0)
21-30 years 72(14.1) 76(15.2) 148(14.6)
31 -40 years 78(15.3) 94(18.9) 172(17.0)
41 - 50 vears 116(22.7) 84(16.8) 200(19.8)
51-60 years 116(22.7) 103(20.6) 219(21.7)
Over 61 years 109(21.3) 132(26.5) 241(23.9)
Length of stay
1-7 days 150(29.8) 175(35.9) 325(32.8)
8-15 days 164(32.6) 153(31.4) 317(32.0)
16— 30 days 95(18.9) 124(25.5) 219(22.1)
Over 31 days 94(18.7) 35(7.2) 129(13.1)
Crade of Room
Room far 1 person 41( 8.1) 31( 6.2) 72(7.2)
Room for 2 persons 93(18.3) 96(19.3) 189(18.8)
Room for many persons 373(73.6) 371(74.5) 744(74.0)
Education
Middle school 119(23.3) 227(45.3) 346(34.2)
High school 210(41.2) 187(37.3) 397(39 3)
College 40( 7.8) 38(7.6) 78(7.7)
University or post 141(27.2) 49( 9.8) 190(18.8)
graduate




86- 94U FA, Al - JopRe - A% BF gAY

9]7}(13.3%), BE<I(11.8%), AHN36.9%), olH]Y
Z3H2.8%). ¢3H2.0%) oA, ARbs NH(49.6%).
9134(11.0%), AFH915(10.6%). BEL73(9.6%). 7|6tz
(8.8%), AAAH(7.0%), <1¥AF2(2.2%), $+H(1.4%)
o]t dEdEE 3= 41~50419 51~60417F ZF
Z} 22.71%93, 614 o|4H21.83%). 31~4041(15.3%).
21~3041(14.1%), 204 ©]3H3.9%) =]t == 614
o]4to] A 26.5%, 51~6047F 20.6%. 31~4047}
18.9%, 41~50417}F 16.8%. 21~3047} 15.2% 5.2, 2041
o|3k7}F 2.0% H T}

AY71e G 8~159 32.6%, 1~7¢ 29.8%.
16~309 18.9%, 314 14 18.7% %t} dAE 1~7Y
35.9%, 8~159 31.4%. 16~309 25.5%, 31€ o4
7.2% 0| Ak,

ZAFAARE] 99 WA 2 Al Thel A 73.6%. 281%
18.3%, 1918 8.1%93, A & 745%. 290&

19.3%. 1912 6.2%2 Wris7} theldo] d9shn

A1

I ol JFLe] A 198 7.5%, 2918 18.2%.

Theld 74.205h SR 2HE F

ol ¥ gl Miage @ 4

2k g B3]
27.71%, &% °l3} 23.3%,
FZ ols) 45.3%, 1E

31.3%, tF )% 9.8%,

231w gl o] WAL 7] EH]

AT,
HAEE
HEHNE 7.8% w1, 7

DE 41.2%, NF o

ApdE

T6%E A2} A= 1F, AR FE o5 2Tt

2. BN FNREE 20l

i B L)
ko] AT
AREES] Fe

B

O
1% 29 ¥4 za_ﬂ 29l

(eigen value)7} 1
1.001%4<] &2

12 %—
g Bayol 99 44

2
A4 AZ=2 98 Cronbach’s o3t &

Table 2. Factor analysis of food service attributes affecting patients' satisfaction

m'n
©

. Factor Eigen Propartion to Cumulative proportion  Standardized
Factors/ Variables . . ) -
loading value fotal variance to total variance o. coefficient
Menu satisfaction factor
1. Taste of meals 0.686
2. Intake 0.596
3. Temperature of meals 0.561 3.364 0.259 0.259 0.609
4. Portion size 0.513
5. Accuracy of patients diet 0.480
6. Dependence on hospital food 0.456
Service satisfaction factor
1. Service of food service personnel 0.740
2. Cleanliness of dlshes‘& trays 0.695 1311 0.101 0.360 0.625
3. Punctuality of meal times 0.633
4. Contaminated substances in meal and
I ; 0.605
serving mistakes
Nutrition management satisfaction factor
.M i hile dini 771
eal rounding while dining 0 1154 0.089 0.448 0572
2. Selective menu 0.685
3. Dealing with complaints while dining 0.537

Table 3. Cluster analysis of hospital food service satisfaction factors

Menu satisfaction

Service satisfaction

Nutrition management satisfaction

Cluster Frequency —
Factor mean£standard deviation

Service 201 - 0.58+0.85" 0.44+0.72" -1.07+0.57¢
Nutrition management 222 - 0.88+0.73¢ -0.31+0.90° 0.83£0.68°
Meriu 100 0.33£0.76"° -1.49£0.69° -0.65+0.70°
Menu - service - nutrition 385 0.72+0.60° 0341081 0.25+0.80°
F value 293.98%#** 168.48%+++ 292 78+
*hrr <0.0001

1) Means with different letters within a column are significantly different from each other at 0=0.05 as determined by SNK
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Table 4. The distribulion of cluster variables according to patients' demographic backgrounds

Characleristics Service cluster  Nutrition manage- Menu cluster Menu - service - Total v
N{(%) ment cluster N(%) N(%) nutrition cluster N(%)

Type of food service management
Self-operated 162(17.8) 173(19.1) 74( 8.2) 283(31.2) 692( 76.3)
Contracted 39( 4.3) 49( 5.4) 26( 2.8) 102(11.2) 216( 23.7) zfiS
Total 201(22.1) 222(24.5) 100(11.0) 385(42.4) 908(100.0)

Type of diet
Normal diet 125(13.8) 108(11.9) 64(7.0) 166(18.3) 463( 51.0) P
Special diet 76( 8.4) 114(12.6) 36(3.9) 219(24.1) 445( 49.0) dff?,
Total 201(22.2) 222(24.5) 100(10.9) 385(42.4) 908(100.0)

Medical treatments
Internal 88( 9.7) 108(11.9) 46( 5.1) 205(22.6) 447( 47.3)
Surgery 22( 2.4) 35(3.9) 9( 1.0) 45( 4.9) 111 12, 2)
Obstetrics 20( 2.2) 12( 1.3) 2(0.2) 13( 1.4) 47( 5.1)
Orthopedics 21( 2.3) 22( 2.4) 16( 1.8) 40( 4.4) 9( 10. 9)
Neurosurgery 14( 1.6) 20( 2.2} H 1.0 20¢ 2. 2) 63( 7.0 329
Ears. nose and throat 7( 0.8) 4( 0.5) 4( 0.5) 7(0 22( 2.6) df=21
Ophthalmology 3(0.3) 2(0.2) 1( 0.1) 91 O) 15( 1.6)
Others 26( 2.9) 19( 2.1) 11( 1.4) 45( 4.9) 102( 11.3)
Total 201(22.2) 222(24.5) 99(11.1) 384(42.2) 906(100.0)

Sex
Male 83(9.2) 105(11.6) 49( 5.4) 221(24.4) 458( 50.6)
Female 118(13.0) 117(12.9) 51( 5.6) 162(17.9) 448( 49.4) ;?j;“
Total 201(22.2) 222(24.5) 100(11.Q) 383(42.3) 906(100.0)

Age
Under 20 years 8( 0.9) 7( 0.8) 3(0.3) 9 1.0) 27( 3.0)
2130 years 38( 4.2) 30( 3.3) 13(1.4) 49( 5.4) 130( 14.3)
31~40 years 33(3.6) 49( 5.4) 17( 1.9) 60( 6.6) 159( 17.5)
41~50 years 30( 3.3) 410 45) 27( 3.0) 80( 8.9) 178( 19.7) :”7':415
5160 years 43( 4.8) 48( 5.3) 16( 1.8) 89( 9.8) 196( 21.7)
Over 61 years 49( 5.4) 46( 5.1) 23(2.5) 98(10.8) 216( 23.8)
Total 201(22.2) 221(24.4) 99(10.9) 385(42.5) 906(100.0)

Length of stay
1~7 days 65(7.3) 536(6.3) 29(3.2) 142(15.9) 292( 32.7)
8~15 days 82(9.2) 55( 6.2) 27( 3.0) 113(12.6) 277(31.0) 3. 7eee
16~ 30 days 35(3.9) 66( 7.4) 27( 3.0) 77( 8.6) 205( 22.9) df=9
Over 31 days 16( 1.8) 43( 4.8) 14( 1.6) 46( 5.2) 119( 13.4)
Total 198(22.2) 220(24.7) 97{(10.8) 378(42.3) 893(100.0)

Grade of room
for one 17( 1.9) 15( 1.7) 4( 0.4 30( 3.3) 66( 7.3)
for two 49( 5.4) 30( 3.3) 17(1.9) 70( 7.8) 166( 18.4) ;;fe
for many 134(14.9) 177(19.6) 79( 8.8) 280(31.0) 670( 74.3)
Total 200(22.2) 222(24.6) 100(11.7) 380(42.1) 902(100.0)

Education
Middle school 72( 8.0) 70( 7.7) 34( 3.8) 126(13.9) 302( 33.4)
High school 83(9.2) 91(10 Q) 45( 5.0) 142(15.7) 361( 39.9) 76
College 14( 1.5) 19( 2.1) 7( 0.8) 31034 710 7.8) df=9
University or post graduate 32( 3.5) 42( 4.6) 13(1.4) 85( 9.4) 172( 18.9)
Total 201(22.2) 222(24 4) 99(11.0) 384(42.4) 906(100.0)

=4 <0.001, **+*p<0.0001
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Table 5. Foodservice Attributes of Patient's Satisfaction according to clusters

Service Nutrition Menu Menu - service
Food service attributes cluster cluster cluster Nutrition cluster F value
Satisfaction score meanzstandard deviation)

Taste of meals 2.55+0.81<" 2.57+£0.82° 2.95+0.80" 3.44+077° ERE:
Portion size 2.96+0.92° 3.13+0.85° 3.43+0.78° 3.79£0.76 55.34*#++
Temperature of food 3.23+£0.90° 2.92+0.90° 3.17+0.82° 3.90+0.58° 88.65%
Intake 3.38+1.28° 3.29+£1.24° 408+1.04 4.47+0.81° 77 43 kwkx
Accuracy of patients diet 3.40+0.80° 3.40+0.85° 3.34+0.78° 4.11£0.69° 66.89+*+*
Dealing with complaints while dining 2.68+0.75° 3.39+0.86" 2.97+0.82° 3.90+0.79° 112.16%*x
Selective menu 2.471+0.87° 3.72+0.76° 2.77+0.99° 3.63£094° 112,57+
Punctuality of meal time 3.83+0.75° 3.69+0.80° 2.7940.83° 4.04+0.66" 77 .70k
Contamination of extraneous matters 4.29+£0.75 3.55+1.07° 3.28+1.03° 4.30+0.78° 63.56%*+*
Cleanliness of dishes & trays 3.88+0.67° 3.63+0.71° 3.15+0.83 4.12+0.58" £5.90*x
Service of food service personnel 4.13+£057° 3.93+0.68° 3.19+0.69° 4.22+0.59 76.35%%k*
Meal rounding while dining 1.50+0.74° 3.28+1.16" 1.64+0.90° 2.80+1.27° 121.02%*+*
Dependence on hospital food 3.36£1.16° 2.77 +£1.00° 3.42+1.02° 3.78+0.99° 45.18%x4*
Total satisfaction 3.19+0.29° 3.34+0.35° 3.12+0.33° 3.85+0.32° 280.57%x*

whrr <0.0001
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