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Influence of the Satisfaction of Nursing Services on the Intention to
Revisit in Caregivers of Patients in Comprehensive Nursing Care Units
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'Department of Nursing Silla University, *Department of Nursing Pukyong National University

<Abstract>

Objectives: Guardians of patients have a great deal of influence on decision-making in the course of
care in Korea. The purpose of this study was to explore the effect of nursing service satisfaction on
hospital re-use intention in the guardians of patients admitted to comprehensive nursing care units.
Methods: The survey was conducted on 151 guardians of patients hospitalized in comprehensive
nursing care units of two general hospitals for four months beginning in September 2017. The data
were analyzed with descriptive statistics, t-tests, Pearson’s correlation coefficient, and multiple regression
analyses using SPSS/Win 21 software. Results: Nineteen percent of variance in hospital re-use intention
was accounted for by reliability (t=3.31, p=.001), empathy (t=2.49, p=.014), and recommendations from
others (=249, p=014). The explanatory power was significant (F=13.06, p<.001). Conclusions: To
promote hospital reuse, nurses need to improve the quality of their nursing services. Emphasis should
be on reliability and empathy among nursing service components. It is also necessary to consider ways

to encourage guardians who used hospitals to recommend them to their acquaintances.
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<Table 1> General Characteristics of Subjects
(N=151)

Variables Categories n(%)
Male 45(29.8)
Sex
Female 106(70.2)
<45 82(54.3)
Age (year) >46 69(45.7)
Mean+SD 4531141
Yes 102(67.5)
Spouse
No 49(32.5)
Family monthly <200 63(41.7)
income
(x104won) >200 88(58.3)
Transportatlon 100(66.2)
convenience
Reason; for Recommendation from 27(17.9)
hospital others
selection Friendly staff 15(9.9)
Unaccompanied admission 9(6.0)

<Table 2> Degrees of Research Variables (N=151)

Variables MeanzSD Min-Max

Nursing service satisfaction 4.14£0.49 2.58-5.00

Tangibility 4.08+0.61 2.33-5.00
Reliability 4.08+0.60 2.13-5.00
Responsiveness 4.12+0.60 2.33-5.00
Assurance 4.22+£0.54 2.50-5.00
Empathy 4.20+0.55 2.43-5.00
Revisit intention 3.94£0.63 2.33-5.00
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<Table 3> Differences of Revisit Intention by General Characteristics (N=151)

Variables Categories MeanSD t/F(p)
Male 4.10£0.70
Sex 2.15 (.033)
Female 3.86%0.59
<45 3.931£0.67
Age (year) 0.02 (.983)
>/46 3.94£0.59
Yes 3.88+0.59
Spouse 1.70 (.092)
No 4.06£0.70
Family monthly income <200 3.9310.61
0.16 (.869)
(x104won) >200 3.94+0.65
Transportation convenience 3.82+0.63
Reasons for hospital Recommendation from others 4.14£0.64
lecti 3.53 (.016)
selection Friendly staff 4.2040.41
Unaccompanied admission 4.1940.69
<Table 4> Correlations among Research Variables (N=151)
1 2 3 5
Variables .
1. Tangibility 1
2. Reliability 5% 1
3. Responsiveness NALE RZAES 1
4. Assurance RYALS B4%% .B8*+*
5. Empathy 52 x 52xx 45 x 9% x 1
6. Revisit intention VAL .39%% 37*%* .30%% RERLES
*xp<.01
<Table 5> Factors Influencing on Revisit Intention (N=151)
Variables (reference) B SE B t P Tolerance VIF
(constant) 1.63 0.39 4.15 <.001
Reliability 0.30 0.09 .28 3.31 001 0.73 1.37
Empathy 0.25 0.10 .22 2.49 014 0.72 1.40
Recommendations from others 0.30 0.12 18 2.49 014 0.97 1.03
(1=yes)
R%=21, Adusted R?%=.19, F=13.06, p<.001
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