gobobugobooboobboobtbuobo~obuobobooo
goougon

E-mail: 9417914@mail.dyu.edu.tw

g
gbooopbobooooobouoooooboooe»ooooooooboooooobooboooobooooooboo
gbooobgoobooboobobooboobooboooobooboobooboboboboobooboobobo
gboooboobobobobooboobgooobeio7boobooboobobbooboobe7boobonoO
gooobgoobobobooboobooboooboobooboobobobob obooboobobooboobOoon
OO000Do0b0O0o0o0bOo00o0boobOooooDUoe3bO)pes/uoopmyguooypmobooobooooo
goooboobobboboobuoobobboovhboobobooboobes7=93120b0boobooboon
goooboobooboboobooboobooboboobooboobobboboobooboobobobo
gooobooboboboboobooboobobooobooboobobooboobobob boboboobOoo
gooobooboobobobooboooboobooboboobooboobobobobooboobooboboboo
oooobooboobooboon

ooo0:0bgoo0,00ob0b0ob,o0bon

(BN
0000 00000000 oboo0oooO0oo0oo0ooD0ob0oo0oD0oDOoo0D..§ibo0Db0DO0oO0o0DO0oDOO0obOoO0Dd
coooooooboowOOOOOOOOOODOOOOOOOOOOOOOObD..OvOOOODOOOODOOOO

ocooooooooo.obvibboooooooooooooooooooooo.0odixobooooobooo
OO000oOooO00obOOooO0Oob.OoDOxioooooO0ooOooO0ooOoOo0oDOooUoDobooOoOoXxvboo o

1100000000000 v, 112100000000 s 11120000
OO0 i 21200000000 s 31300000000

O o, 41400000000 6150000000

O 71600000000 e 700000000 21000000000
OO 021.10000000000000 i, 10212000000000000000¢0
00..182130000000000000000000222200000000000000.0 i 2523
U000D000D0O0D0O0000 v 2823100000000 U000 i 2823200000
OO0000000 e, 292330 0000000000000 i 302340 00000000000
D000 3124000000000000000000 vvvvevee. 322410 0000000000000 0O0..

O.... 3250000000000 000O000000O00OA0...... 38251000 0000000000000 v, 3900
O000D00O0D00O0D0 3100000000 e 443110000000

L 4431200000000 i 45320 000000000000

O e 483210 000000000 e 483220 0000000000

O e 4832300000000 OOMO tiiiiiieirie e 50324 THISODOODOOODOODO

O e 50325000 0000000000000 D0 i 52330000000

O 53340000000 TOOMO e 533500000000DO00O

O 5535100000000 e 553520 0000.00

O 56 35300 OTOOL i 583600000000

O o, 5836100000 0OODO e 59362tH00O OO e 593.6.3
0000000000 593640000000 i 00000000 4100
00000000000 v 6141.1000000000000 e, 61412000
UO000D0O0D0000000 teen, 65420 000000000000 000O0ODOO0ODOODOO0OO
OO0 s 66430 00000000000 DO0O0O0O0O0OO0OD0 e, 00704.3.19200 93
0400000000000 00000 e 74440000000000000000D0O0O0OO

O e 0784410 0000000000000 0000D0 v 80442000 00D00O0DOODOO



O000D00O00 O0UODODOOD e 864510000 00000O0O0DOOO

O e 8646000 0DODODOODOODOUODOODOODN e, 90461000 000000O0OO
(I I I I OO 0.904620 00000000000 0O0O0O0O0ODO i 9347000000000
L e UOOO ODOODOTO 510000 e 9752000

L e 995210 0000000000 ciiiiiiiiiieeeene 99522000 00000DOODO

[ TR 1005230 000000000 tiiiiiiieieeeneneeennens 1020000000

U 104 0 OO0 OO i 114000 0110000000000

gboooboobooobo.oobteds1bdbooboooobobooooboooobOo.b4e032000000
oboooboobooooobouoooobob47o410000000DOOOODOOO..ODODODOODOY204-200
gbooobooboboo.boobgoobgobr2b43000000b00boooboobooboob.booTs
U440000000000000DO0O0DO.O0.000007045000000000O0000O0O00O0O0ODO0OD..DOO
gbo74000 dz210ECDODUO0DOODOOODOO0DO0ObOODO0OD .. 120220000000000000000
Ugoo0.0b.0bu402300000b00noooboooboooboonoon........, elz2-4000000000OO0OO
goooboobo.boo.4a03-1000boboobooboob.cooboobo.s4bs32000b00boon
goooboobobobob obooboobobboboobooboobOob.S7T0410000000ODDOOO
g.0b0.0bgoobo.boob.sdib420000000000DOO0ODO.DODDOOOODO..... 66 04-30 000000
o00o00O0obo0oobo{@muobono)b.e7h44000000000O00O0O0O929400000000....6804-5THISO
o000DO0oboOoobo.00.0.00bD0b0O0oe0460000000D0OOOODOONOBonferroniO.0O..7004-7920
g3 oooobobobooboooboo.bo.bobo.io48000000D00D000DO0ODbODODDODOODO.DO.7904-9
20040 020030 000D00O0O0ODOOD..ODO.OOSLIO410000D00000DO00D0OODOODODODOODOO (DO
goo)po.oogbooboo.oobo.0.0.830411920000000000DO00DO00DODODO...O0..0.804-12
o2 bbdbouoboobOobobOob.Oob.e004300000D0O0ODODODDOODDODODOODOODO92
04-14920930940 000000000 0O0DL0O0O.0ODO..0920415000000000000DO000DO0OO0DOO
00.9304-16920930940 0000000000000 00O0ODOO93

gogno

goobooooobiiboobogze20bgobooobooboboboooooo-boobboobobDbobobobboboo
goOoOOOOO200000000C020030C00C0COO0ODOODOODOODOODOODO@O)O ppbe-1150 3.0 0000000
goobooooozeo30DOOOoobooOoooboboooooooobb 40b0O0OO 0000000 ODOO0O0ODOOOODO
OO00OOOOOOCOOCOOOOOOCOOOOOOOOS0O0001998 0000000000 DDODDODDO17(3D46-490 6.000
g3 000ooO0oooobO0oobooO0o0obD—-0000O00oobbO0obO0o0oDObO0oDbO0ooOoDObO v O0DbOO199%00
gooooooooooooboo—-00O000bbo0oooOo0oooDbbOUobO0oUOoDObOOoOooD soUoOoDz20010DODOOODOO
oooooooooooobooobooo-bo0o0obDbO0oooDOOOoOoDOO0DOOOUODOOODOOO 9.0bOO99sy
gboboooooboobobobobooobooboboboboboobboooooboOobobDboHs7-CA-10020 0 10.0 O 0O O 20000
0000000000 00DO0O00Db0O042057-640 11.000020030 00000000000 000O0O0O0OODOOOODOO
gbooboooooboobOoboboobooboobobobobooonb o000 0000b000000000000

042(9)038-400 13.000019970 00000000 O0ODOO0ODOOOODOOOODOCOOODODO6(2)O0119-1320 14000

019980 0000000000000 0O00O00O376041-600 15.0000190C 00000000000 DOOOOODODOOODDOO
gbobooooobie 0000000 0bobooooooboboboooobooooboob0obooboboboooooboOon
rO00boOeesooooooooobobd—-00o0oooooobooboboboboboboobooboobOobOoD 18.000D0 02001
0000000000 O00DOO0DbO0O34(1)029-400 19000019900 000000000DOCO0O0OOOOODOOODDOO
gbooboooz000b0z0b0db0obooboboboobooooobobob0obobobooboO 212000019 00000D
OO000000000000D032Q101-90 22000019%0000000000000000000000032(1)01-60 23.000
gz 0oooobdboboobooo—-00b0ob0obooboooboboob0obobobboobOOoDOobDOobDUbO 2400
go1s00 000000 b0boboob00boLuSRELD OO OO0 OOUODODUODODOODOOOOD 2s.00002003000
ooobooooooooooboooobboooo—-00oob0oooboooobObO00oDbbObOUbObOOODDbD 2.0 000198700
oooboooooooooobo—-0b00000bO000DObO00DOobO0ooobObOOODbDbOOObO 2rO0OOWEOODO0ODOO
goobooooooooooboooobboooooo0oooDobooooooobObo0oDbbooboOD 2800002000000
goobooooooooboo0oobbooooooooobOoooo 20b008UUOODOUOOOODOODOOOODOO
oo0ooo0oooooooobobooobooooobobo0ooooOoooDoOoo 30D boooooooonD-—
oooboo0oooooooboboooooo0oooDobo0ooooOoOoooDoO a1 0boOUUooooooobboooooooooD-—
gboooooobooboboboobobonb 2000020000000 0000000000D00OO—-00O0OO0O0ODOODO



000003455023-470 33.000020000 0000000000000 00O0O0DO0O0OO0OOO0O0ODOL2)0231-2560 34.000
019860000 00000000000000000000000000000O000O0O00000000000 35.00001998
0000000000 00000000000D00005()0117-1360 36.0 00020020000 000000000O0O0O0O0O0O0O
0000000000 00000000 370000191 000000000000000000000000000DOOO 38.00
0019930 0 0000000000000 00—-00000000000000000000000O ¢9.00002001000000
0000000000 000oo00oo0000oo00oo000ooo00DooooooOn0 40007019700 0000000
O00000000000000000040(7)010-130 4100002002000 000000000000000000O0OOO0O
O00000000000oo00 400002000 000000000000000000000000O000O0O0OC00O00O00OO 483.
00001990 000000000000000000000000000000000000000000000 44000
g0 0d0fd00d0f000d00oooooooobobobDObOoObObObODbODODOObOO0O00000000000000OO 45000
020020 0000000000 00DO0O000DOO00D0ODO0O00O0O000ODOO00DOO0O00O0OO0O046.000019990000
0000000000000 000000000D0000O0000D00 4700001990 0000000TEMOOO0ODODOO
0000000032(12030-330 4800002000000 00000000000 000—D000D0D0O0O0ODOO0DOODOOODO
00000000000 000000 1.Anderson, W. & Sullivan, M. (1993). The antecedents and consequences of customer satisfaction for
firms, Marketng Science, 12, 125-143. 2.Blackman, J. & Crompton, L. (1991). The usefulness of selected variables for predicting activity loyalty,
Leisure Science, 13, 205-220. 3.Blumenthal, D. (1996). Part 1: Quality of care-whate is it? New England Journal of Medicine, 335(12), 891-894.
4.Bowers, M. R., Swan, J. E., & Koehler, W. F. (1994). What attributes determine quality and satisfaction with health care deliveryd Health Care
Management Brewster, A. C. & Bradbury, R. C. (1988). Hospital quality control: A key to competitive health plans. In P. Boland (ed.), The New
Healthcare Market (pp. 106-115). Rockville, MD: Aspen Publishers. Brook, R. H. & Lohr, K. N. (1987). Monitoring quality of care in the medicare
5.program, Journal of American Association, 258(21), 3138-3141. quality of care, New English Journal of Medicine, 335(13), 00 O 966-970.
6.Carey, R. G. & Jerry, H. S. (1993). A Patient surrey system to measure quality improvement questionnaire reliability and validity, Medical Care,
31(9), 834-845. 7.care among a rural minnesota population, Public Health Report, 95, 44-52. Charska, N. L. (1980). Use of medical service and
satisfaction with ambulatory 8.Chu, K. W. (1992). Global budgeting of hospitals in Hong Kong, Social Science and Medicine, 35(7), 857-868.
9.Cleary, P. D. & McNeil, B. J. (1988). Patient satisfaction as an indicator of quality care. Inquiry 1988, 25(1), 25-36. 10.Donabedian, A. (1966).
Evaluation the quality of medical care, Milbank Memorial Fund Quarterly, 44(2), 166-203. 11.Donabedian, A. (1978). The quality of medical care,
Science, 200(4344), 856-864. 12.Donabedian, A. (1980). Methods for deriving criteria for assessing the quality of (0 medical care, Medical Care
Review, 37(7), 653-698. 13.Donabedian, A. (1988). The quality of care: How can it be assessed ? JAMA, 260(12), 1743-1761. and assurance. In N.
D. Graham (ed.), Quality in Health Care, Theory Application and Evolution (pp. 198-209). Gaithersburg, MD: Aspen Publication. 14.Donabedian,
A. (1996). The effectiveness of quality assurance, International Journal for Quality in Health Care, 8(4), 401-407. 15.Ford, R. C., Bach, S. A., &
Fottler, M. D. (1997). Methods of measuring patient satisfaction in health care organizations, Health Care Management Review, 22(2), 74-89.
16.Frederick, N. D. (2000). Loyalty.com: Customer relationship management in the new era of internet marketing, New York: McGraw-Hill.
Health Care Financing Review, 16(4), 155-173. 17.Griffin, J. (1996). Customer Loyalty, New York: Simon[ Schuster Inc. Handelsman, S. F.
(1991). An investigation of determinants that influence consumer satisfaction with inpatient health care encounters. Unpublished Inguanzo, J. M. &
Harju, M. (1985). What makes consumers select a hospital? Hospital, 16, 90-94. 18.JCAHO (1989). Proposal principles of organization,
management and effectiveness. Washington, D.C.: The Commission. Kane, R. L., Maciejewski, M., & Finch, M. (1997). The relationship of patient
satisfaction with careand clinical outcomes, Medical Care, 35(7), 714-730. 19.Lawthers, A. G., Rozanski, B. S., Nizankowski, R., & Rys, A. (1999).
Using patient surveys to measure the quality of outpatient care in Krakow Poland, International Journal for Quality in Health Care, 11(6), 497-506.
20.Linder-Pelz, S. (1982). Social psychological determinants of patient, satisfaction: A test of hypothesis, Social Science and Medicine, 16, 583-589
21.0'Connor, J. S., Richard, M. S., & Bowers, M. R. (1991). A model of service quality perceptions and health care consumer behavior, Journal of
Hospital Marketing, 6(1), 62-69. 22.service quality and its implications for future research, Journal of 00 Marketing, 49, 41-50. 23.Risser, N. (1975).
Development of an instrument to measure patient satisfaction with nurses and nursing care in primary care settings, Nursing Research, 24, 45-52.
24.Rechinhhed, F. & Sasser, W. (1990), Zero defections: Quality comes to service, Harvard Business Review, 68, 105-111. 25.Stiles, P. A. & Mick,
S. S. (1994). Classifying quality initiatives: A conceptual paradigm for literal true review and policy analysis, Hospital & Health Service
Administration, 39(3), 309-326. 26.Strasser, S. & Davis, R. M. (1991). Measuring patient satisfaction for improved patient services. Ann Arbor, MI:
Health Administration Press Singh, J.O0 Sirdeshmukh, D.(2000). Agency and trust mechanisms in consumer satisfaction and loyalty judgments,
Journal of Academy of Marketing Science, 28,150-167. 27.Tomes, A. E. & Ng, C. P. (1995). Service quality in hospital care: The development of
in-patient questionnaire, International Journal of Health Care Quality Assurance, 8(3), 25-33. 28. Woodside, A. G., Frey, L. L., & Daly, R. T.
(1989). Linking service quality, customer satisfaction, and behavioral intention, Journal of Health Care Marketing, 9(4), 5-17. 29.Zeithaml, V. A.,
Berry, L. L., & Parasuraman, A. (1996). The behavioral consequences of service quality, Journal of Marketing, 60 (April), 31-46. 30.Zifko-Baliga,
G. M. & Krampf, R. F. (1997). Managing perception of hospital quality, Marketing Health Service, 17(1), 28-35.



