11
12

13

21
2.2
2.3

31
3.2
33
34

41
4.2
43

121 |
1.2.2
123



1

LT

111
(Quality)
(Quality) Webster's New Word Dictionary
(1988 : 1099) (the degree of excellence which a
thing possesses)

Dictionary of contemporary English (1995 :
1157)

(a characteristic or feature of something)
(Quality of conformance)

( " 253:
59)

(Croshy, 1984. 9
Ishikawa, 1985: 45)

(Besterfield ~ Bester Field, 1995: 5)
(need)
(expectation) ( , 2544)

112
(Services)

( 2541 9)

( 1 2537)



Kotler (1994. 42)

(2536: 42)

(2534)

113
(2537 171)

(2542: 14)

Lewis  Booms (Parasuraman, 1985: 42)

Dooabedian (Gillies, 1994: 516)

12

. 2538: 59)

(Services)



" (2538)
(2544)
114
(2544)
2 1) (must-be quality)  2)

(attractive quality)

2 (Bopp, K.D., 1990 and Omachonee, VK,
1990)
1) (Technical or Professional Standard)

11 (Structure Standard)

1.2 (Process standard) If



14

13 (Outcome Standard)
(Donabedian,1980;
, 2537 12536)
2) (Expressive standard)
(2539)
3
1 (Affective Quality)
2. (Cognitive Quality)
3. (Psychomotor Quality)



15

( )
( ) (Ware and Synder, 1975

quoted in Kenneth, D.Bopp.1990: 7)

(Bopp,1990)

12
121



1985)

(Mcknight, 1976)

1 2522)
2)

(Kozier and Erb, 1988)

16

(Elis,



17

(Korzierand Erb, 1988)

41 (Simplicity)

4.2 (Clarity)

4.3 (Timing and relevance)

4.4 (Adaptability)
(routine)

45 (Credibility)



451
45
453
45.4

1)

, (

2)

(  2525)

3)

31

1 2522)

18



19

3.2
( 12538)
2
(Atkinson and Murray, 1983 : 3-4)
(Bopp, 1990)
122

(Holistic nursing
care)
4 (Price, 1965
, 2536)



important)
!

20

1 !
!

4, 1

(Kacker, 1992 , 2538)

6 (Auxiliary)

1 (No Break in service)
2. (Safety)
3.
(Information of reduce the customer’s anxiety and inconvenience)
4, (Clear explained instruction)

5. (Extra service at no extra cost) Croshy

(Quality is free but it is costly)
6. (Service to make the customers feel



HCB."afiP.n snii'U1i J
« -

123
(
, 2544)
1 / (Assessment)
1 )
/
2)
2. (Symptom Distress Management)
3. (Provision for Patient Safety)
1 ) /
2)
3)
4,

(Prevention of Complication)



22

/

5. (Continuing of Care)
6. /
(Facilitation of Patient & Family Self Care)
/
T, / (Enhancement of Patient
Satisfaction )
/
RSI
/ /
1.3

(Development)



131

132

133

(Katherine, 1995)

23



21

2.2

2.3
24

3)
4
134

11
12

13
1.4

24



21

(Satisfaction)

21
2.2
23
24
1)
2)
3)
1)
1.1)
1.2)
2)

(New Webster's, 1985)

25



(Webster, 1996)

(2526)

(2533)

(2537

Aday and Andersen (1975)

Risser (1975)

Brown (1992)

Eriksen (1995)

Kotler (2000)

.. 2530

- 2537)

(Needs)

26



Albrecht and Zamke, 1985)

Wolf and others (1998)

2.2

Partnership

(Allanach, 1988 : 17

(Skipper, 1975)

21



. 2542

Nielsen, 1991

53 %

Hughes (1991)

Picker Commonwealth (

12528 1 2533)

28

44 %

Hughes,1991)



, 2539

Katz and others, 1974

(Charles K. Alkin, 1973 , 2539)
John . Evans (1962)
I (Information Satisfaction) ,

. Charles Redding (1972)

( | 2538)

29



2.3
3
1 (Subjective
scales yielding qualitative data)
2.
(Subjective scaled yielding qualitative data)
3.

45

(Objective scales yielding qualitative data)

231

La Monica (1986) 3
Servellen (1988) Individualized Care Index (ICI)

Munro (1994) 2
Ware and Steward ( , 2533)



500

(2523)

(2524)

32



180

29.4

(2525)

(2528)

(2531)

62.0

99.4

80

45



" (2533)
6 2 200
, (2534)
25 25 50
3
005

frene E. Pollert (1971)

(Reisser, 1975: 45-51)



35

31
311

, 2524 1 524)

(Janis & Ley cited in Bysshe, 1988: 39)
40

35



3%
312

(Ingles, 1960: 651)  Porter and others (1977)
24

Hav and Anderson (1963) ,

(Rambo
and Wood, 1982)

(Thelma, 1960)



2530 : 4-17)

3.1.3
Skipper (1975: 61-80)

314

(Thelma 1960: 648-651)

i

3



38



3

318

—_—~ o~ o~~~ —~

— N o <t

—_—~ o~ o~~~

— N o <



40

3.2

(Beland and Passor, 1975: 377)

(e 1976 147)

(Padilla, etal. 1981)

(Leventhal & Johnson 1983)



3.3

(Jams & Ley cited in Bysshe, 1988)
? 40

(Scott, 1983 : 27)

(Luckman & Sorenensen, 1974 : 318)
3. ?

41

35



42

(Perry,1981 : 26)

34

(Llewelyn and Fielding, 1983: 26)

mi

( - 2520)

(Domrosch, 1991
King, 1984)

(Close, 1988)

( 1 2526)



(2529)

(2527)
(
| 2542)
(2543)
16 8 /
/
(GEN.8)  GEN.8.2
GEN. 8.3
1)
1.1)

1)



1.3)

2.)

2.2)

3)
GENg4 17

GEN 8.5 18

GEN 8.7 20

13 ETH. 1
(ETH.12)

(ETH.L4)

(2542)

(ETH.L3)

44



di

11

11

12
13
14

21

2.2

2.3

231
2.3.2
2.3.3



341

(  2541)

12545



47

.. 2522
(2 .. 54 4

(Informed Consent)

( , 2539 | 2542)

(Crockford, Holloway & Walker, 1993 , 2542)



48



49

(PATIENT'S
BILL OF RIGHTS)

5 (Kozfer, Ero and Byfarlino, 1989 '
, 2536)
1
2.
3.
4
5.
(2528)
)



69)

al., 1977)

(Orientation)

50

(Skipper, 1975

. 2525)

(Davis, 1972)
24

(Porter et



172

Joan . Dodge (1972)

Irene E. Polled (1971)

(2522)

240

51



5-20

2-52 2
73
43

28
39

37

(Engstrom, 1984)

60

69

120

57

12

52

4
56
53

32



(Dodge,1969)

41

4.2

(Leebov

(Leebov , 1998)

1998)

)
(Llewelyn and Fielding, 1983 : 26)



(Wassner, 1976 . 147)

(Padilla, etal. 1981)
1

(Beland and Passor, 1975: 377)
1 1

Hayward (1975)

54



4.3

10

(Leventhal & Johnson 1983)

(Leebov

(Leebov , 1998)

1998)

55



(Objectives) (Goal)

( , 2539)
(Objectives)
(Goal)
2 |
3
(2543)

(2542)



2537)

3
(Receiver)
1)

(

1 2537)

(Communication Process)

(Source or Sender)

(Sender)

o7

(Message)



2) (Transmission)

3 !, (Receiver)



(2525)

10

(2543)
(2542)

(Feedback)

59



Donabedian (1996)



61

2. (Simple) b
3. (Flexibility)
3
4, (Comparable units)
b, (Accurate)
(Performance) (Quality)
6. (Comprehensive)

. (Keep current)



31

311

313

3.2

10

(2542)
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62
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