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Brouses sgn, AA7Ie A% 9A A7 HeEs o
vk 7o Awd B4 PERIAEE ZYsga, gAddel e
=gy ARe AREA EHES Ay

(2) ZtoAn] =9 A

Parasuraman 5 (1991)c] 713 SERVQUAL =& IA=
Joo(2001)7} taAMul = &S FEoto] AMATA Y 1S z
Bte4= 74, Bed =45 ARESEAT. Tt Tt el X[

7247F 337 EFo® FAEY At 999 IR 6EF), AHAH®

7)
=), 256, A6, TEAHTEd)olth FEAH| 29
A(Q, quality)= Fte A v~ Q827 FE AN ~E AEsy] A 7l
(E, expectation)®} ZFE&AH]~E A 39 X ZH(P, perception)S 2}

Zr AT 5, AL AgeA Tl HAes AR gem AL
(Q=P-E). 7} =& 54 Likert =

AMuE] 2o g 7Y Ee A7
Joo(2001)9] A= k&8 ag 391, &
A HEEHEEE AU, AFEF9 AF%
FreAn 2z Zld 0.95, FEAHl A 2 ZF 09602 YERR T A gRol A
9] 218 &=+ Cronbach’s alpha #te] ztsAuv]~ 7|d] 0.97, {Fs A8~
A7} 0.98%2 LFERYE

@

ronbach’s alpha %#to]

(3) A7 =

Orem?] A7Iztsol2& 7jdtoz Jidy dixgzel AF=t=
Perception of Self-Care Agency Questionniare(PSCAQ) =77} S
(Weaver, 1987). PSCAQ =79 sHAZ BAgFdo] SHAqA S
T AR Ego] APt ko]l obd YxedHE AEsta gl
Geden®} Taylor(1991)7} Self-As-Carer Inventory (SCI) =72 A& A
MEstAT =2 SCI =75 So(1992)7F #M<etslal Jung(1993)o]
T4, B EFE AFESEATE Jung(1993)2] AT A skeld g <l
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Table 1. Homogeneity of Participants’ Characteristics for Hospitalized
Patients in a Comprehensive Nursing Care Unit and a General Nursing Care
Unit (N=129)
CNU GNU
Variables Categories (]“]/Ivzg?)) (ﬁzgf)) X2 ort p
or n(%) or n(%)
59.66+£10.05 57.72+10.36 1.076 284
Age 19~39 0 (0.0) 5(7.7)
40~59 28 (43.8) 27 (41.5) 5.141 .076
60~79 36 (56.2) 33 (50.8)
Male 44 (68.8) 50 (76.9)
Gender 1.090 297
Female 20 (31.2) 15 (23.1)
CRS 40 (62.5) 36 (55.4)
Department 675 411
LTS 24 (37.5) 29 (44.6)
1.20+1.13 1.45+1.39 -1.088 279
0 21 (32.8) 17 (26.2)
Comorbidity 1 19 (29.7) 20 (30.8)
2 17 (26.6) 18 (27.7) 297 802
>3 7 (10.9) 10 (15.4)
Recommended 9 (14.1) 19 (29.2)
Reason  Voluntary 50 (78.1) 41 (63.1) 4.454 .108
Involuntary 5 (7.8) 5 (7.7)
Length of stay 9.114+2.46 9.54+2.60 -.962 338
<Elementary 3 (4.7) 6 (9.2)
Education Middle school 5 (7.8) 4 (6.2) 1.851 604
High school 27 (42.2) 31 (47.7)
>College 29 (45.3) 24 (36.9)
Spouse 34 (53.1) 50 (76.9)
Child 18 (28.1) 7 (10.8)
Caregiver Parent 2 (3.1) 2 (3.1) 9.771 .044
Sibling 6 (9.4) 5(7.7)
Others 4 (6.2) 1 (1.5)

CNU=Comprehensive Nursing Care Unit; GNU=General Nursing Care Unit;
CRS=Colorectal Surgery; LTS=Liver Transplantation and Hepatobiliary Surgery.
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Table 2. Nursing Service Quality and Self-Care Agency by Participants

Caregiver (N=129)
Gap score Self-As-Carer
Variable  Categories _Of SERVQUAL — p() Inventory F(p)
M=SD M=SD

Spouse 0.294+0.68 4.89+0.55
Child 0.21+0.61 4.89+0.61

Caregiver .160 .090
Parent 0.45+0.43 (957) 4.89+0.62 (988)
Sibling 0.31£0.59 4.7940.50
Others 0.25+0.52 4.89+0.77
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2 &9
2ol hE Zloo 4204 (+0.60) 02, AWYE FEdat
w0l B4

Hl 2o thgk 7]t 4.03% (x0.56) 1ot = %A

2pol = A ATHE1.636, p=.104). 7+ & 131 of ek A z+e 7 ES
MUl 2E FE a7t 4548 (2048) 0.2 dnklE &332 4.26%
(£058) 1.tk ol ak Al = hrh(£=2.989, p=.003). FFEAH 2] AL 7FF7H
HEAM 2 E 5327 03438 (1061) 02, ANHE FE3x17}
0233 (£0.67) Rt} =kA|vE FAHo= fofgh x}olﬂ A TH =1.012,
p=314). EEFFA YT FEIAY] AP 493F
(£0.56), W5 F&EIA] A7 T A g 4834 (2056) 02 ALY
R, TAASE g 2ol 7t AATHE=1.037, p=.302).
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Table 3. Comparison of Nursing Service Quality and Self-Care Agency for

Hospitalized Patients in a Comprehensive Nursing Care Unit and a General

Nursing Care Unit (N=129)
] CNU(N=64) GNU(N=65)
Variables t p
M=+SD M=ESD
Expectation 4.20+0.60 4.03+0.56 1.636 104

of SERVQUAL

Perception
of SERVQUAL 4.54+0.48 4.26+0.58 2.989 .003

Gap score
of SERVQUAL 0.34+0.61 0.23+0.67 1.012 314

Self-As-Carer

I 4.93+0.56 4.83+0.56 1.037 302
nventory

CNU=Comprehensive Nursing Care Unit; GNU=General Nursing Care Unit.
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Table 4. Nursing Service Expectation for Hospitalized Patients in a Comprehensive Nursing Care Unit and a General

Nursing Care Unit (N=129)
Categories Items CNEL];{;M) GN;;E\S];%) t p
1. Having interest in the cleanliness of patient room 4.14+0.79  3.95+0.78 1.348 .180
2. Making sure that the patient room environment is 3084088  3.85+0.83 915 362
suitable for rest : ’ : : : :
Taneibl 3. Providing nursing care in high quality facilities 4.03+£0.87  4.00+0.75 218 .828
angibles
8 4. Working with cutting-edge equipment and technology 4.38+0.75  4.23+0.75 1.099 274
5. Giving refreshing impression and having neat
appearance 4.25+0.78  4.25+0.69 .030 976
6. Providing nursing care with sufficient workforce 4.22+0.86  4.08+0.85 938 350
Subtotal 4.17+£0.63  4.06+0.55 1.037 302
7. Providing nursing care with accuracy and dexterity 4.42+0.69  4.35+0.65 .579 563
8. Providing nursing service at fixed hours 4.33+0.69  4.26%0.67 556 579
9. Providing explanations and asking for consent about 4.4840.64  4.3240.69 1377 171
procedures to be performed ) ) ) ) ) :
10. Paying attention to patient’s problems and trying to 4.4440.69 4314075 1.026 307
Reliability ~ resolve them : ' ’ : ' '
11. Assessing patient’s symptoms before being complained 4.05+0.82  3.74+0.91 2.021 .045
12. Assessing the therapeutic efficacy after performing 4034080  3.68+1.00 2922 028
nursing care ) ) ’ ’ ) :
13. Providing health education-related resources 3.98+0.88  3.71+0.95 1.716 .089
14. Being trustworthy 4.42+0.66  4.25+0.64 1.535 127
Subtotal 4.27+0.59  4.08+0.59 1.854 .066
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Table 4. Continued

(N=129)

CNU(N=64) GNU(N=65)

Categories Items MLSD M-SD t p
15. Immediately solving technical problems in patient 41140.82  3.88+0.99 1.450 150
room . . . . . .
16. Being glad to assist patient with activities that are 4364070  4.17+0.78 1.456 148
difficult for them to execute alone : : : : : :
i 17. Providing prompt nursing service 4.34+0.74 4.11+0.75 1.797 .075
Responsiveness . . .
18. Responding rapidly to patient’s needs no matter how 406+09]1  3.75+0 88 1.958 053
busy they are . . . . . .
19. Providing treatment and medication promptly 4.33+0.71  4.09£0.72 1.864 .065
20. Visiting patient frequently 4.23+0.81  3.80+0.87 2.932 .004
Subtotal 4.24+0.67  3.97+0.69 2.271 .025
21. Having sufficient knowledge for execution of tasks 4.47£0.64  4.32+0.66 1.267 208
fg(.)rrll’rowdmg detailed explanations about living in patient 4984070  4.20+0.74 519 605
23. Ensuring that patient is safely taken care of 4.30+0.71  4.23+0.68 542 .589
Assurance
24. Being polite 4.17£0.83  4.14+0.77 238 812
25. Treating all patients equally 4.22+0.77  4.05+0.78 1.269 207
26. Providing nursing service with commitment 4.45+0.66  4.28+0.74 1.422 158
Subtotal 4.32+0.62  4.21+0.59 1.029 305
27. Understanding patient’s feelings and making them feel 416£0.72  4.03+0.77 957 340
E comfortable : : : ’ : :
mpathy
28. Taking personal interest in patient 3.55+¢1.01  3.14+1.04 2.261 .026
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Table 4. Continued (N=129)
Categories Items CNEL];{;M) GNEﬂ(:{\S{l:fS) t p

29. Respecting patient’s dignity 4.06+0.71  4.09+0.72 -.236 814

30. Listening carefully to patient’s complaints 4.2840.68  3.98+0.72 2.412 .017

Empathy 31. Sincerely considering patient’s interests 3.81£0.85  3.74+0.94 469 .640

32. Greeting patient with a smile 4.06+0.79  3.94+0.88 .839 403

33. Giving courage and hope to patient 4.17£0.85  4.17+0.84 018 .986

"""""""""""""""""""""""""""""""""""""""""""""""""" Subtotal 401060 387£0.68 1191 236

Total 4.20+0.60  4.03+0.56 1.636 104

CNU=Comprehensive Nursing Care Unit; GNU=General Nursing Care Unit.
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Table 5. Nursing Service Perception for Hospitalized Patients in a Comprehensive Nursing Care Unit and a General

Nursing Care Unit (N=129)
Categories Items CNEL];{;M) GN;;E\S];%) t p
1. Having interest in the cleanliness of patient room 4.36+0.74  3.86+0.88 3.466 .001
2. Making sure that the patient room environment is 4454078  3.9240.80 3829 <001
suitable for rest : ’ : : : :
Tangibl 3. Providing nursing care in high quality facilities 4.47£0.69  4.06+0.81 3.078 .003
angibles
8 4. Working with cutting-edge equipment and technology 4.62+0.52  4.424+0.81 1.755 .082
5. Giving refreshing impression and having neat
appearance 4.52+0.64  4.37+0.60 1.337 184
6. Providing nursing care with sufficient workforce 4.44+0.75  4.14%0.79 2.202 .029
Subtotal 4.48+0.55 4.13+0.61 3.407 .001
7. Providing nursing care with accuracy and dexterity 4.73+£0.48  4.46+0.69 2.620 .010
8. Providing nursing service at fixed hours 4.73+0.51  4.32+0.87 3.285 .001
9. Providing explanations and asking for consent about 4674054  4.55+0.61 1.163 247
procedures to be performed ) ) ) ) ) :
10. Paying attention to patient’s problems and trying to 456+0.69 4.38+0.76 1.389 167
Reliability ~ resolve them : ' ’ : ' '
11. Assessing patient’s symptoms before being complained 4.38+0.75  4.06+£0.86 2.205 .029
12. Assessing the therapeutic efficacy after performing 4344078  3.88+0.9] 3 124 002
nursing care ) ) ’ ’ ) :
13. Providing health education-related resources 4.22+0.88  3.97+1.03 1.477 142
14. Being trustworthy 4.64+0.60  4.52+0.62 1.098 274
Subtotal 4.54+0.51  4.27+0.64 2.594 011
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Table 5. Continued (N=129)
Categories Items CNEL];{;M) GNEﬂ(:{\S{l:fS) t p
15. Immediately solving technical problems in patient 4444073  4.11+0.81 2401 017
room . . . . . .
16. Being glad to assist patient with activities that are 4.66+0.60 4.3040.77 2743 007
difficult for them to execute alone : : : : : :
i 17. Providing prompt nursing service 4.67£0.56  4.20+0.83 3.771 <.001
Responsiveness . . .
18. Responding rapidly to patient’s needs no matter how 4504062  4.05+0.82 3560 001
busy they are . . . . . .
19. Providing treatment and medication promptly 4.73£0.54  4.45+0.61 2.828 .006
20. Visiting patient frequently 4.64+0.57  4.29+0.76 2.929 .004
Subtotal 4.61+0.51  4.24+0.65 3.605 .001
21. Having sufficient knowledge for execution of tasks 4.67£0.56  4.45+0.64 2.126 .036
22. Providing detailed explanations about living in patient 4484071  4.26+0.80 1.674 097
room . . . . . .
23. Ensuring that patient is safely taken care of 4.67£0.62  4.49+0.66 1.588 115
Assurance
24. Being polite 4.73+£0.45  4.584+0.58 1.641 .104
25. Treating all patients equally 4.69+0.47 4.46+0.61 2.354 .020
26. Providing nursing service with commitment 4.69+0.50  4.54+0.66 1.443 152
Subtotal 4.66+0.44  4.46+0.55 2.185 031
27. Understanding patient’s feelings and making them feel 44740.69  4.34+0.82 979 329
Em comfortable : : : ’ : :
pathy
28. Taking personal interest in patient 3.95+40.95  3.49+1.13 2.500 .014
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Table 5. Continued (N=129)
Categories Items CNA[/;QS{;M) GNA%(E];];“) t p

29. Respecting patient’s dignity 4.59+0.56  4.37+0.67 2.062 041

30. Listening carefully to patient’s complaints 4.59+0.58  4.37+0.78 1.850 .067

Empathy 31. Sincerely considering patient’s interests 4.33+0.71  4.05+0.89 1.981 .050

32. Greeting patient with a smile 4.61£0.58  4.40+0.70 1.843 .068

33. Giving courage and hope to patient 4.52+0.73  4.40%0.75 .887 377

''''''''''''''''''''''''''''''''''''''''''''''''''''' Subtotal 4442056 4.20£0.65 2193  .030

Total 4.54+0.48  4.26+0.58 2.989 .003

CNU=Comprehensive Nursing Care Unit; GNU=General Nursing Care Unit.
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Table 6. Nursing Service Quality for Hospitalized Patients in a Comprehensive Nursing Care Unit and a General

Nursing Care Unit (N=129)
Categories Items CNEL];{;M) GN;;E\S];%) t p
1. Having interest in the cleanliness of patient room 0.22+1.02  -0.09+0.98 1.771 079
2. Making sure that the patient room environment is 0474091  0.08+1.04 2984 024
suitable for rest : ’ : : : :
Taneibl 3. Providing nursing care in high quality facilities 0.44+0.77  0.06+£0.90 2.543 012
angibles
8 4. Working with cutting-edge equipment and technology 0.25+0.78  0.18+1.07 379 .692
5. Giving refreshing impression and having neat
appearance 0.27+0.84  0.12+0.86 954 342
6. Providing nursing care with sufficient workforce 0.22+0.97  0.06+1.14 842 401
Subtotal 0.31+0.65  0.07+0.73 1.980 .049
7. Providing nursing care with accuracy and dexterity 0.31+0.77  0.11+0.95 1.338 183
8. Providing nursing service at fixed hours 0.41£0.71  0.06£1.10 2.118 .036
9. Providing explanations and asking for consent about 0194079  0.23+0.88 _293 770
procedures to be performed ) ) ) ) ) :
10. Paying attention to patient’s problems and trying to 0.1240.86  0.08+1.00 291 771
Reliability ~ resolve them : ' ’ :
11. Assessing patient’s symptoms before being complained 0.33+0.94  0.32+1.08 028 978
12. Assessing the therapeutic efficacy after performing 0314097  0.20+0.97 657 513
nursing care ) ) ’ ’
13. Providing health education-related resources 0.23+£1.09  0.26+1.20 -.134 .894
14. Being trustworthy 0.22+0.83  0.284+0.86 -.393 695
Subtotal 0.27£0.66  0.19+0.77 582 561
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Table 6. Continued (N=129)
Categories Items CNEL];{;M) GNEﬂ(:{\S{l:fS) t p
15. Immediately solving technical problems in patient 0334094  0.23+1.01 565 573
room . . . . . .
16. Being glad to assist patient with activities that are 0304081  0.15+091 945 347
difficult for them to execute alone : : : : : :
i 17. Providing prompt nursing service 0.33+0.80  0.09+0.95 1.528 129
Responsiveness . . .
18. Responding rapidly to patient’s needs no matter how 0444089 0.29+1.07 837 404
busy they are . . . . . .
19. Providing treatment and medication promptly 0.41+£0.77  0.35+0.84 370 712
20. Visiting patient frequently 0.41+0.95  0.49+0.81 -.552 582
Subtotal 0.37£0.73  0.27+£0.77 743 459
21. Having sufficient knowledge for execution of tasks 0.20+£0.78  0.12+0.70 615 .540
22. Providing detailed explanations about living in patient 0204091  0.05+0.96 953 343
room . . . . : .
23. Ensuring that patient is safely taken care of 0.38¢0.75  0.26+0.91 776 439
Assurance
24. Being polite 0.56+0.81  0.45+0.79 .823 412
25. Treating all patients equally 0.47+0.78  0.424+0.90 361 719
26. Providing nursing service with commitment 0.23+0.71  0.26+0.76 -211 .833
Subtotal 0.34+0.64  0.26+0.68 710 479
27. Understanding patient’s feelings and making them feel 0314079  0.3140.95 031 975
Em comfortable : : : ’ : :
pathy
28. Taking personal interest in patient 0.41+0.79  0.35+1.05 320 750
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Table 6. Continued

(N=129)

CNU(N=64) GNU(N=65)

Categories Items MLSD M-SD t P
29. Respecting patient’s dignity 0.53+0.73  0.28+0.89 1.766 .080
30. Listening carefully to patient’s complaints 0.31£0.73  0.38+0.84 -.519 .605
Empathy 31. Sincerely considering patient’s interests 0.52+0.89  0.31+£0.93 1.294 .198
32. Greeting patient with a smile 0.55+0.80  0.46+1.02 530 597
33. Giving courage and hope to patient 0.34+£0.89  0.23+0.93 702 484
""""""""""""""""""""""""""""""""""""""""""""""""" Subtotal 042064 033076 747 456
Total 0.34+£0.61  0.23+0.67 1.012 314

CNU=Comprehensive Nursing Care Unit; GNU=General Nursing Care Unit.
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Table 7. Self-Care Agency for Hospitalized Patients in a Comprehensive Nursing Care Unit and a General Nursing

Care Unit (N=129)
Categories Items CNES;{;M) GNEL§;6S) t p
3. Practicing new methods of self-care based on health
information obtained from doctors and nurses 3.03£0.99 5.05+0.94 -088 930
5. Observing physical signs that show that I am 5084078  5.25+10.94 1105 271
maintaining in good health ) ) : ’ : ’
7. Observing things around me that may influence 4884088  5.03+077  -1.069 287
self-care practice
9. Planning self-care practice to the best of ability 4.98+0.83  4.94+0.79 323 747
12. Adhering to all the instructions from doctors and 5974078  5.37+0.88 _708 480
nurses necessary for self-care ) ) : ) : )
Cognitive 18. Considering all the actions that can contribute to 4.66+1.09 4754102 _507 599
perspective  improving health : : : : : :
23. Practicing self-care using many different methods 4.95+0.93  4.94+0.88 .092 927
24. Following through with decisions regarding self-care 4954095  5.0640.75 791 472
once | make them ’ ’ : : : :
25. Following set rules every day for self-care 4.64+0.97 4.32+1.15 1.700 .092
26. Thinking about the effects of decisions on health 4.91+0.77  4.85+0.97 389 .698
27. Committing myself to things I think are important for 50840.72  4.94-0.85 1.010 315
O .- (3 S I -
Subtotal 4.95+0.63  4.95+0.65 -.057 955
Physical skill 2. Self-care practice fitting in well with family life 4.89+0.80  4.62+0.98 1.747 .083
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Table 7. Continued (N=129)
Categories Items CNA[/;L{\S{;M) GNES;Z“) t p
4. Self-care practice fitting in well with my daily life 4.84+0.78  4.48+1.03 2.278 .025
8. Physically strong enough to take care of myself 4.69+0.91  4.55+1.02 788 432
10. Having sufficient physical function 4.75+0.80  4.52+1.02 1.409 161
19. Carrying out activities of daily living in sitting and
Physical skill standing positions 4.88+0.95  4.75+0.94 729 467
20. New way of self-care fitting in well with current 5034064  4.77+0.90 1.910 059
daily routine
21. Hearing and vision good enough 4.77+£1.12  4.60+1.12 .840 402
29. Having enough strength 4.69+£1.07 4.38+1.09 1.598 113
Subtotal 4.82+0.60  4.58+0.71 2.002 .047
13. Knowing what I need to do to maintain healthy 5.06+0.87  5.17+0.84 -.709 480
30. Seeking out and trying several alternatives, before 495+082  4.68+1.05 1.662 099
making self-care decision : : : : : :
Judgment and 31. Knowing why I choose a certain self-care method 4.86+0.85  4.71+0.84 1.017 311
decision making 35 Knowing which action to take first to practice 4894091  4.58+1.20 1635 105
self-care successfully
33. Making sure if adopted self-care method is working 4.56+091  4.45+1.19 627 532
"""""""""""""""""""""""""""""""""""""""" Subtotal 4874073 4.7240.79 1108 270
1. Considering useful tips or resources from friends and 453£0.99  4.66+092 773 441
neighbors
Information Knowing what is important to do regarding self-care  4.98+0.86  4.91+0.86 505 .614
seeking behavior . o
17. Knowing healthcare facilities where to get help for 4594090 4.29+1.16 1.649 102

self-care
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Table 7. Continued

(N=129)

CNU(N=64) GNU(N=65)

Categories Items MLSD M-SD t p
Information  28. Utilizing help and support provided from experts and
seeking behavior healthcare facilities to improve health 2034076 494085 - 665 207
Subtotal 4.79+0.62  4.70+0.63 779 438
14. Self-care is important to me. 5.50+0.64  5.46+0.64 341 734
Awareness of
self-monitoring 16 Knowing when I have enough energy 4.80+0.78  4.58+0.85  1.481  .141
Subtotal 5.15£0.59  5.024+0.60 1.195 234
6. Thinking that methods of self-care should adjust 5454060  5.42+0.68 330 742
depending on the problems I experience ) ) : ) )
Attention to 15. Taking caring of myself, because health is very 5484067  5.45+10.75 306 760
self-monitoring important to me ’ ' ' ' '
22. Adopting self-care method, if it is best for health,
e SYEN A L domt ke it T OS00 aEnl Re 2
Subtotal 5.3440.52  5.26+0.63 806 422
Total 4.93+0.56  4.83+0.56 1.037 302
CNU=Comprehensive Nursing Care Unit; GNU=General Nursing Care Unit.
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Abstract

A Comparative Study on
Nursing Service Quality and
Self-Care Agency 1n
Comprehensive Nursing Care
Unit and General Care Unit

Surgical Patients

Nam, Yeon Ju
Department of Nursing, Adult Nursing Major
The Graduate School

Seoul National University

Background: Comprehensive nursing care (CNC) is an inpatient care
model introduced to reduce the burden of care for patients and
families and improve the quality of inpatient care services, in which
inpatient care i1s provided by nursing staff instead of the constant
presence of families and caregivers. Since CNC was first applied to
7,443 beds in 2015, the number of beds utilizing this has increased to
64,108 as of December 2021 and is projected to further increase. It is

therefore necessary to examine the growing trend of CNC and its
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establishment as a form of universal patient care service. Purpose:
this study was conducted to measure the difference between the
expectations and perceptions concerning nursing care among surgical
patients in the comprehensive nursing care unit (CNU) and general
nursing care unit (GNU) in order to assess the level of nursing
service quality as perceived by such patients, and to analyze and
compare their respective self-care agency. Through this, this study
was intended to provide basic data supporting the establishment of
CNC as a universal inpatient care model. Methods: A structured
questionnaire, which was developed by modifying and supplementing
the SERVQUAL scale and the Self-As-Carer Inventory (SCI), was
used as the measurement tool for this study. Participants were
surgical patients admitted to the CNU(=64) and GNU(z=65) of a
tertiary hospital in Seoul from September 1 to December 15, 2021.
Data from 129 questionnaires were analyzed using SAS 9.4. Results:
First, the mean scores for the expectation of nursing service by CNU
and GNU patients were 4.20£0.60 and 4.03+0.56, respectively, showing
no significant difference between the two units(#=1.636, p=.104). And,
the mean score for the perception of nursing service was significantly
higher among the CNU patients(4.54+0.48) than among the GNU
patients(4.26+0.58)(=2.989, p=.003). Moreover, the mean scores for the
nursing service quality perceived by the CNU and GNU patients were
0.34+0.61 and 0.23+0.67, respectively, showing no significant difference
between the two units(#~1.012, p=.314). Finally, the mean scores for
the self-care agency of the CNU and GNU patients were 4.93+0.56
and 4.83+£0.56, respectively, showing no significant difference between
the two units(#=1.037, p=.302). Conclusion: Theses results of this
study are expected to serve as basic data for multifaceted designs for
future on the nursing service quality of CNC. Further, they provide a
framework for conducting a study to identify and understand the

expectations that CNU patients have of nursing care and developing
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guidelines for differentiated nursing care tailored to meet those

expectations.

Keywords : comprehensive nursing care, nursing service
expectation, nursing service perception, nursing service quality,
self-care agency
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