e A ﬂl];%;}'\}?»j & %PEI5 y ;4
WA LR 5 o

Satisfaction of care and correlation factor discussion
in Public Health Center with Type 2 Diabetes Mellitus

(Take Sikou Township as an Example)
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Satisfaction of care and correlation factor discussion
in Public Health Center with Type 2 Diabetes Mellitus
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Abstract

With the aging population and the average age of patients getting
younger, it can be said that chronic diseases are affecting more and more
people today. According to the global statistics, two people are diagnosed
with diabetes every ten seconds, and one people die from diabetes-related
diseases every ten seconds. Among the top ten major death causes, diabetes
has risen from No. 5 in 2001 to No. 4 in 2002 and stayed as No. 4
according to the statistics in 2010. Diabetes is a chronic disease with
abnormal metabolism, which can’t be cured even if the patient receives
medical treatment. It is chronic, and may cause many complications if
without any medical treatment. This study aims to study the care
satisfaction of patients with type II diabetes in the medical institution of
Xikou Township, and explore the factors affecting the degree of satisfaction.
The study results are taken as improvement guidelines, expecting to
provide patients with better care and reduce the possibility of complications.
The long-term purpose is to improve the life quality of the patients and
reduce the waste of medical resources through considerate medical care.

This study is conducted using SPSS and VPLS statistic software for
analysis, adopting analysis methods of descriptive statistic analysis, T
testing, ANOVA reliability and validity analysis, correlation analysis and
regression analysis. The study results show that: (1) There is not much
difference statistically with regard to the care satisfaction of patients given
the variables of gender, whether living with the family member, having
diabetes in the family history or the period receiving the treatment in the

medical institution; (2) The older the patient is, the higher satisfaction rate
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given by the patient; (3) The lower education level the patient has, the
higher satisfaction rate given by the patient; (4) The longer the patient
suffers from the disease, the higher satisfaction rate given by the patient; (5)
The better the service quality is, the higher awareness, trust and satisfaction
rate given by the patient; (6) The better word-of-mouth the medical
institution has obtained, the higher awareness, trust and satisfaction rate
given by the patient; (7) The higher trust the patient has, the higher
awareness, trust and satisfaction rate given by the patient.

Therefore, this paper suggests that related institutions improve on
medical care quality, enhance the medical management and service based
on the demands of the patients. Meanwhile, this paper also encourages the
patients and their families to raise their recognition of the medical

institution.

Keywords: Diabetes, Satisfaction, Service Quality, Medical Care
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2009 & =%
(=) &F #fopep A ls- B 1317 150 ~ 488 ¥ %
Bitg § a8 (G Bl E o F e 50-T0%) -
(=) Bdri§ £ & > B%d B ¥ = ABRpR L F 2 PR
s LR O
¥ AR OR B R g e R PR R R AL g
FOERE R AL RIS © AR & iR gk B
SEE R D REHIR R L A TR R R
PR U RS BEEL AL F o R 12 P o
el e BB EFEY R BN B (¢ FARE
o 5 € 0 2009) -
S Er Y EARBERRE § (2008)HAME ORGSR E A
m UIRTE S WEEL E LG FILMA A
(=) VIR AFE S
(1) m ek % (Sulfonylurea): & - % % = & >
LR SIS S
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HE TR PR S R e
HEG F A
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T o
(4) @»0% § % 1o (Meglitinids) > 5% #%
A RGRAL G R e
(5) %% § Z #5¢#| (Thiazolidinediones) @ i
AR AL %, R AR L -
(6) DPP-4 Frf| & » T% i £ e %43 2
A B F o I PR R O
(=) % § st gy &2 BRERRFRST € (2009)
FAdp - AR AR R RZ G AR
Kﬂiﬁﬁ’ﬁﬁiﬁ%%%%°%5%ﬁ#ﬁ
PRI EFEROREFEFER R PoT L
B TS E
(1) s#»c: v B4opE@ 5 0.2~0.5 ] pF > (E% 3
# 5 0.5~1 P TEH EERF G 3~4 ) o
(2) @mrz. v 4P 5 0.5~1 -] pF > 8% 3
w273 TR 36 o
(3) ¢ »x:ie® B4opr @ 2 2~4 [ P (8% 4§ %
6~10 -] p# > 8% pERF 5 10~16 /] BF o
(4) £z 8% BAopFERF 5 6~10 -] pF > 8% 3 &
2 10~16 ) proiv* g 5 18~20 /) B o
(5) MEATF* B4pERF 5 0.5~1 /) pF» 7% 3
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A e
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TR L AT 8
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f

LRGPP o ¥R E R RIFSF 0P AR KA E 7
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L 0 F 5 Kotler(2010)3% 5 3 & hpL & A P~ aoig PR

Fhg RrF L X /ENMTOBRLA RRERLIFEIRE S -

% 2-2-1 Rir&E TPl

g % £ PRI & A
Donabedian 1980 PRAE R R p TR AR AR Bl 5
Jf# WAE-FF P FREN TR
F=Fhtiws FhERE DS
'3%7 1 °
Gronroos 1982 PR ALY § W R IR B R X
JRARenZ BB o
Garvin 1984 PRAS A - fA0 Beii i B
m 2L BLE R o
Parasuraman - 1985&1988 | FRAx & F 4 - Al & » .9 B %
Zeithaml & Berry PR el g FR%@W’FFF& zE S
&E » APRI G R AR F F &R
FHE I BaugseY oA 4 mPRzZ»ﬁ
E,ﬁi)i
Bitner 1990 FRzZ»r-p’?n\/ FPHEFRELTE
PR R R
Kotler 1991 Pl?»zz»q—j% ILF——” s flE o H
£~ AT ERH o
ALk ARG AT

74~ fF Kotler(1998) #-pRix & H e b € 8 5 U T v fa.

- ~ &7 (intangibility) :PRF%px & cnf g A~ 4 - 4

f:,- é s E 1Y ‘j,i.’/é':—JF]: _FUJ N \:"g‘flj ~ }E\; f ~ g@fljg\pg_flj o

~ 2 ¥ & 34 (inseparability) :fRixeh2 & &) § & 24
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A g7 RIS B R kiR g iz s o
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AR CBEERELORE RIANEES £ o
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SlAs PR G A BEAE T 2 - BIRCYY R H B F RIS R R

oA K B AL R T 0 4o 2-2-1 4T o
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SERVQUAL #3144 B & s * »PIRAME 7 £ % KBy 2D A T o
JRr g o % - R R G EEF T AEEFF T
(Dabholkar, Thorpe, and Rentz, 1996) - 82785 & 5§ % 7 Lk
SERVQUAL ¥ * 334vfRix & 8 Y JRAF cn L JE X 78 JRAF &/ > 2 gt
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@ 5o ep e RS 3 A # L 2o - Donabedian & 1978
&3 2 TR S - IR E AR RIS % RIS R H5 Y T R
P TASTF R RS KA FRFREI TR R FanTi o
4@%%@@%*§%r@ﬁiﬁﬁ§°

Fhomt & FFpE =57, 4% > Smith & Clark(1990) & 12
foofEd Y o RH B S S 28 Y - AR B B
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Yr & ¥ z@heca

CEE TR EHY RenE £ BB ik, (Doney &
Cannon, 1997) 5 &2 % £ - A ®2) % » i §  #v ¥ H 50 R
P sz FReERr oY 9k B(Keller, 1993 5
Marguiles, 1997;et al) ' % ﬁ*ﬁ” e R B E MY 7 5 (Low
& Lamb, 2000) » 3 % HE L v i) g B u i § &R F
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A Mo He® ) F R LA (Duncan & Caywood, 1996 ; Bleak
&Fredericks, 1998 5 et al) = A} % R JRi+ & F e % i (Robertson &
Grtignon, 1986) » 2) % chi 6 + A% - ) § & s ,&)i)f g A%
(Lassar, 1995) > #rt » £off & A2 v > kB LA 4R

GEAAEATHOAH Lpif R F 7§ REEALLET LI
grop i iR X A2 & (Morgan & Hunt, 1994) » 222 = @5 M hhE & 7
3¢ 775 R ERA(Misher,1996) > B iz 8 - A nd R

REH > A7 BAExH > a3 8ml v H 3L g o By
BRed> » 3 B A F%Moorman ~ Deshpande & Zaltman, 1993 ;5 3+
FR,200Let al) o A TRIE, PUBRRHEELSAR
(Priychard, 1999;et al) -

Morgan and Hunt(1994) & " & =—k#m® | ¢ %5 > iz 8 -
BIFETE o L RPPBERTAL M BRFH AP PR Ty
%ﬁr%’ﬂ“ﬂﬁ%%%ﬁgﬁ%ﬁ’%%ﬁ&*&&{?ﬁﬁf
B o ST BT R R BRI S A | en i LM
FETREES
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Ry bR R DI F Mo f2 2 & 2d R 2 (Warren ~ Plumb
& Trzebiatowski » 1985) -

FREAP A EEF 7 ARPRLBLRNFZ S H A FT
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WA T (B LR s REIRE K F ~ F 07 f B
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=~ E SR A BT F R R SR LR AR B
(Fox, 1981) -
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'

CFop M AR B R s L RAF (Williams, 1991) -
V.5 ‘/r}%‘ I“;‘i"\'&* ’/% E,f}i{"g (’S'Q i+ iéfﬁy'ﬁ\ ’2003) °

(%)

CERTARRERME BT AERS (X2 1996) -
A oA REAERS (ZHF 0 1996) o
= RBETFERAR R a./i)r % (Woodside ~ Frey &
Daly » 1989) -
@&%iaﬁﬂwkﬁ§ﬁiﬁ EREFOLAPM > HLHTF
R IR an=h 4% > % g}irﬁ? ’@T}ﬂ},’ﬁz%%fj&;%ﬁvféx)ﬁw ¢
£ % (0" Connor ~ Richaed & Michae > 1992) 5 #T12 F i & ~ 7 &

32



ﬁ%@u&ﬁ%&ﬁ&%&iﬁ@iﬁﬁ?ﬁﬁﬁ%’%E%*§&
PRAs s L ALK > A F R RIS T OE & dpfh2 — (Steiber
SR, 1988) o RenfpZ £ F1 4 @ & 2 Bpoidinen TG B it B
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c3 0.6782 0.663 0.8625 0.5894 0.6383
ca 0.6472 0.6507 0.9011 0.6092 0.6546
c5 0.6634 0.5848 0.8676 0.6071 0.6011
c6 0.705 0.5444 0.8671 0.6436 0.6113
E1 0.5314 0.5228 0.4114 0.7208 0.6604
E2 0.5634 0.4508 0.6036 0.8028 0.5858
E3 0.5662 0.494 0.5185 0.8695 0.6745
E4 0.5954 0.5423 0.5587 0.7921 0.6506

R H[PTR ’3\#]70 e errh ﬂ?’fﬁ-ﬁl fe R B OER 0 R BATR OB §_

Wit £ RTETD P ARG B g R LR IO R E
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A I N R A TR S ( Fornell and Larcker,
1981;Hair, Anderson, Tatham and Black, 1998 ) - 335 % 4-2-3 &1

FIREET Roehe by " R £ 45 £ 4 % uek s

.J

Boodpgrd 2k B0 T 355 B B (average variance extracted, AVE )

!

Kifrg - T35 B8 AVE) k7 BR$Im 2 L P ERIEHIE

2 (
kw2 $REEA > HEE > 0.5 (Bagozzi and Yi, 1988;

Fornell and Larcker, 1981 ) -

% 443 L5 FueREE 4

TS T = Lx

CR AVE ; ==
R o B v B
PRF2
= . 0.914 0.604 0.777
w2
%% 0.727 0. 752
o i 0.900 0.566 . .
K3t ¥
. 0.929 o.7es5  0.770 0.688 0.875
4
iz = 0.925 0.638 0. 750 0.639 0.700 0.799
N 0.923 0.668 0.712 0.758 0.716 0. 805 0.818

B HERBEELS Lo FTHOEPREEHT (T RHET)
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A4

¥7 &% BEAS

BA<~ 15 (Path Analysis) &4 - 5[k fF o 47470 » 1518
Bk M enze ’}# B2 fpen gl s s A0 4 ﬂ}#_lbmfg_;\ V4
HEHFL T AL FEAIN e R A kAT B
WAL R o B BRF BRI -

d % 4-5-1 ¥ AR FAF & e L IR RIS 0 B

H

.

prd i 0,425 AT EE A MR I JRIBEE 0 FHakE D

fu

0.587 ; B A A & & cnth 2NIE B2 i3 » Bk E 3] 0,595
Woodside ~ Frey & Daly (1989) dp i & $20 PRa% & il ivd
-‘}Eﬁ,%i%r‘égli”ﬁ Lo DRLAEGRETREETERF R PR
LRRBLASE Y RPRFOLRIRRFOLAAN @-a 0
S e e ﬁ&&f B #W@fhffm
¢ £% (0 Connor ~ Richaed & Michae > 1992) : #T F & &F ~ 7
BARAARMEHFROLBR AR IREF LM - HRLENF
FIRarchin AR > LFRRB&EFHE L dpih2 — (Steiber

SR, 1988)
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#A-5-1 PSR B RECE

wRF pwm  Faock 2 ek B 2
. RBEF NA 0.425 0.425
TLEE Tgaem NA 0.241 0.241
2 NA 0.223 0.223
RIS NA 0.587 0.587
o
FRCoM  NA 0.222 0.222
WSS 0477 NA 0.477
o FE ONA 0.300 0.300
s R
FRoM 0219 NA 0.219
i NA 0.595 0.595

A2 7 ¢ Visual PLS $3] % 38 2 % 4o Bl 4-5-1 #757 » £ S 3 A
Bl ARG (B) o T & (42550 ) o RS (R lehion 1 p R
AR ERRE T E£>1.96 (p<0.05) * &4 F F % M ik ERA
FoRE o KRE PV MBRRFLSATRERET 0 2IVEHG T U EE I
HH2ZREEF #2694 25 B9 REEwHE -

T BT PRI TR L AE T R R (p<0.01) ~ PRIE S
FHeEda gy kF (p<.000)~ FRp v Aot L Lo Fk
B (p<0.05)~ FRoMEE s Lo HFEE (p<0.05)~ § ZHwE
CEEIREFPE (0.0 R B L AL REFLE
(p<O.01)~ 2 E A A ALEFHEFLE (p<0.001)-
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(5.502%**)

0.241
(2.517%)

*% p<.05 ~** & p<.0l~

0.300
(3.539%%)

B R
RSq=0. 694

0.223
(2.443%)

RSq=0. 586

0.595
(6.957%*%)

*k% 2 p<.001

B 4-5-1 & 45 B2 A 47
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dFRSEFR T AL BRI 2

Hl ~ RS tRERE BT » 5B % (T ©£=3.881 8
5=0.425) -

H2-miasfHsziRifEr » P S G (T £=5.502° B &
=0.587) »

H3~ B v At ¢t R MEBRD » nF %M % (T E=2.517 B &
=0.241) -

Hi~ FReomyge 2 ERERTI »HFAEH G (T E£-2.144 i
=0.222)

Hh- g ¢t FE NIRRT » TS G (T £-2.443° B &
=0.223) °

Ho ~ o ¢ BEEBLATREZL »DFEM G (T 823539 &
=0. 300 ) °

HT 2 Em i A R REET T &M %(T E=6.957> B E=0.595)-

B kBT % M Gt

-~ JRBETIRBETHE LEZ G E 2 REE 2 AR L

A
&

I
1y

¢ T HS R R

PR ST N S A ST A =

Behd ATHBLAALFERDPF LR

FOMRBEFTEL EHE LR DY ERIRIE TS o LR
=

LRGP FE o
S FRUACFRUVARCLIEECEFIRET P et
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Bend ATHAR AR BRAPE G @Y AT RS LA
&

RABERPPE Fh v MR L R PR G T R P

:g;%&,-)%r 0 22 EER S 9t TR ihg ;’ég‘fsﬁ*%g:}%f 2ot A o & BT

e~ REIGERTLEEEBAAG ERPE 2 A L v

AT AL AR L BRYS

%
o
“' N
‘.\\it_
&t
s
W
0
3
z
‘.‘x
e
=
1%

dd BAEa AL AL RER TR OTR LL T FRY
FALRBA SR URBEIE G AU AP R ERERF
FRBLALELG WA pS oz 2oy g% @ F
R PRar & TR BB R ARG LR 0 L IR R TV 1L
/BT RDE R S5 F S A ?%Piﬁ‘r‘%?’fj&
SEH SRR FRIEBOBLREB O RRELLF 0 AN e R
Rend #B e (M-8 % 0 2006) 2 FR&sf~plBLANEHF
Bl A2 KRB F 0D dp L P B (Steiber SR, 1988)
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http://www.bd.com/tw/diabetes/main.aspx?cat=6211&id=6371
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98

123 TARRFTERE CMRBRETZRLAZHEESY |  HEAp - E
R g RERTREEZFAL MLm= 91 E 67 o

Adn e [RE R AL g 1 S AL MR
%*%%ﬁﬁgﬂpmw FAL#e 195 71 o

2= A Fjgj;a.iz ’\%Eﬁ ],;;'1fp\;§a+¢g—qj\,gt)§; ,,31_3@]%1 ;g—;:;}_
EPRR L o B¢ —xgyr,_gggiﬂpgzmr ALt~ ,944’1 814 o

B2 TXES - ARRREE R ARAET S 2 R ApM R R LR
HEREAERED L ik M4 EGCT o

FRY TFRSTEE,  FRBEF -5 % 106~109 T 0 67 £ -
N B R oR R R (2010) 0 TR R LB OB o, 0 BB

http://www.diabetes.org.tw/wddt/wddt heducO01.jsp?P_TNO=EDUC990010001&P
_HCTG=A

FrcfefEd F(2008) ) & A &= RRF: A —FKBuAs o B
http://www.doh.gov.tw/CHT2006/DM/DM2_2.aspx?

Frclawmrt FRAEEHQR003) T o0#H RF LB - FA B B B FF
# 4, o P~p http://www.bhp.doh.gov.tw/health91/study-2.htm

FIRFEL YRR b BB oS P - BERBIEY L ETR AR -
Ao AR P > AR 8T & o

7l fEd F A 2 FHF(2010) » A st kP (m )2 AR W R st
Py B YRS R R AR YA B
http://www.doh.gov.tw/CHT2006/DM/DM2_2.aspx?now_fod list no=12022&clas
s no=440&level no=3

Tl iEd F st o FF2010) 0 A st i rl(e ) > N iR IRk %5:}% g3t
F'“\&;C@;*mg.,.,u;);;\ B4k 2 B R W A > Poop
http://www.doh.gov.tw/CHT2006/DM/DM2_2.aspx?now_fod list no=12022&clas
s no=440&level no=3
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