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Abstract

Objectives : The purpose of this study was to evaluate the reliability of
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questionnaire according to item arrangement on patient satisfaction questionnaire.

Methods : We developed the two types of questionnaire with different item
arrangement. In the first type {A), questions were arranged according to medical

service dimensions. Questions in the second tupe (B) were arranged according to
medical process. Both questionnaires were composed of six dimensions: physical
environments, process. competence. courtesy. information giving, understanding
patients. Measurements were performed on a 5-—score Likert scale. In an
outpatients and inpatient survey, total 777 patients answered -the type A
(outpatients: 257, inpatients: 128) or Type B (outpatients: 257, inpatients: 135). In
order to compare the internal consistency of ‘two types. Cronbach's a were
calculated. Multiple regression analysis was also performed to know which type of
guestionnaire ‘explain more of the overall satisfaction.

Results : In outpatient survey, type A questionnaire showed higher internal
consistency than B except physical environments dimension. Also in inpatient

survey, type A had higer internal consistency than B in four dimensions({process,
competence, courtesy, understanding patients). In the results of multiple regression
analysis, type A questionnaire (R?=0.53) explained more of the variation in overall
satisfaction then B questionnaire (R¥=0.43) in outpatient survey. In inpatient
survey, type B questionnaire (R?=0.40) explained more of-the variation in overall
satisfaction than type A questionnaire (R*=0.33). But the difference of R? 'was not
significant in inpatient survey.

Conclusion : The results of this study support that type A questionnaire has
higer reliability in assessment of consumer satisfaction than type: B.

Key Words : Patient satisfaction, Reliability. Item arrangement
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