[EAEERE 552248 17 13~16 2013
B E

Y keshkE

A H o B BBE o HIR

~7 ¥ — MEFIZ X B HREERE O B 2Rl &
Al 2 L LT~

WriBEERRL v & — Sk B

&l A AN

Bl S

HEY D ARFER R O BH RIS 5 A CRHl & &
HEPM 2 L, AT LABREER R 0B OB
KeWS 2T 5,

PH234E 9 13, 14H @ 2 H B CHAEZ I HH
L 2R %27 B 1004 & AR B FER R40% &
IEIMIANES ANE = AN s AR

Hik

=L S
(7L 7%dk] ©O550HF ) =R FEM

- BEHOBEMMEMER L 4 B RESHAG % 17

W, HSREFER B o B Ol & B A IO W

C Mann-Whitney @ U M€ % 17> 720

150D H T T —ETIIBVWTAEEMIHD

FMEVEro/. (B LAl 12DV TIE

BEFHI, BOFHIiE D ICRbBCARERS:

Motie [EE] IZoWTIE [H7ZLaA] I

RN TEEFM T BEESA DN, [

Bl ohT ) —CRAEEED Lo, [B

FTEW] OVTIESEODO N T T —DOHFTHRD

HORHMG2ME < . EMEE [HBE R 0%5]

2BV T BEFFMAR b Ao 72, [RERE]

DHFT) =IOV TIFEE, HOFME b

B BEEENA SNz,

1. 5200hF I =L TIZBW T REER
B o813 B ORI B E AT 22 -
72705, BEIFHICIZIES O EAH Y, KLE
i DMEA - 72 HE I E R LOFEE /2o
720

2. [#HRE] & BFETEAZESEHOMY
HMADKED D V) HCFHEATH 22> 72,

3. HUEHEAMED - 72 [SEE ] [
IZoWTlE, RAES )T 4 —< A Y &5
W, HBENEZRESETWRLENH L,

F—U— N BHEEE, 77— MR, 5Ei. KR
¥V 54 —<AF

i

[l

BIRBEALIE. REFEIEC I LOE DS EDS
AEOY, R E T & Vv o THBF TRV,
DL BBBEONT [BELSFESEIIN D
BEl &7 1203, EFRHA i i 1o 2 B HE b A
WRERD,

BEETIEELBIA LI, BAMECEEREEER

-
—

— 13—

T BIEET BARAT

BATIFEERWEHEZT> T D, TABRENICIEE
RAERE L, BESEFRITEHBPLDOA v =TI
AL TW5, Z2OHTHEEMOIERLSEEWVICD
WTOERDLDFELN TV,

[EEEOE] L EbLNBIRICB VT, JkkE
OEBRABEEPOTEBIN TRV, 2D & HE
¥ 2. BEEBOHIRE RS 5 720 ORESLET
HbHEEZTI,

ZZCThHE, BEIRESZOE, #T52L0%
WHLREERBICE S E 4T, BBOEREETH L
(] (3R] (S8t TBE] (572 Laa] 0
5200% 7 ) —JNHSREERE © B Ol & BE
SR % LB, MR L 720 THIET 5,

HFEDOESR

1. FERBEFERE @ ARREEMIZET LT % BhEERl,
PRUERT, BREM. EFREM. SRt

2. BUCMI : SV REERE 2 157 B AR O | B

£
3. BHETAH sk
#

7 B A AT 7R IR 0l s

B R EFHE

1. x%

1 B3R BB 513495004 C SEEZ I
L7 PRl BE100% (FRET2%. HgEE28
%) LACRERIREA0S (E20%4. ER16%4. I8
A% G LT,

AT G EHI 108 (NFE. EBRZRAER. HER
W - NWEE, ERE IR ER BRBE. R R
WREERE, BIAE IRARH) Th oz,

2. AT
FR234E 9 13, 4HD 2 HMTH o7,
3. AT

ARG ML [2E] [RE] [S5EE
W] TEEE] (B2 LAA] 5208 7T =4l
12, ZIR2EHHOEMM E1EEH - K2 E5EMRR
W) #EERL T, ZNEFN4 BB T 1T - 72,

4. F—FUESE
B A B L, mGE %
7= & 5 )i ik
4 BRBsEIti 2 TSk Twavn=1 8] ~ [HkT

2
X

lﬁt@”ltf:o
5.



BEEAMEGERE O BEGBOBUR  ~7 7 — MENTIC X 29REERE o 3 CRFHE & BEFFEM LB LT~

Wh=4pm] LEEbL, BEPY 7 2R LR
FEWEB o H O L B FHZFAM IS v T Mann-
Whitney ® U 5% % 175 720
6. MHELAYECE

M & D OBRE % 30, BEERL S L
HEHRE LRE 2. S HICHED T — 7 130
FELUAOHB TR LW 2 HHE L. 2B
BEHEMREENOMEEE AR TRR I N,

& g

HE100%4 R & BoAr L [ENEE100% . A XD %
#I3% (93%) TH o7z IIRFEHEMEI0% G MK
% B AT L RINEE100% . AN 4 5R97.5% (39%) T
BHotze ] O FT) —FPHEZ LTS L,
H O3, 40, B HFFM3.71CTH Y p=0.002TH &
FERKB SN, [ ohF T —FHETIIET
SFAii3. 52, BB ATHE LI Lo T, (S
] %7 I —EEICO VT E A3, 20,
BEI3.59TH V) p<O.001 TR D AFELEAL N
77o THEEE | O 5 ) —EHfHEICD W TlE H O 2
3.21, BEFM3.53CTH Y p=0.001THEAEA SN
7o [R7Z LR ©hF T —FHEICOVTIRE
O3, 57, BB M3, T2 CHEE T v o7e T4
bbL520N T I —FIEETIZB VT, HOFHE
LW EEFMIE o7 [REZ LA I2D2WTIE
H O, BEEME LIRS o7, [ o
HOEHMEE (R LAaA] OECHHIRNTED -
720 [EEE] 1CoWTIE [RZ LA IRV THEE
SIS A o 7205 H CAHMI 2 o 720 [S3EE V]
&R 12 W TR HTEHEAT & b ITi&h - 720

% =

H G/ R R B O O R I TR IS EAE
EHENDEZENDH D720, AEOFETILBELEFMA
BWEFHRLEZDY, £TOHTIT) —IZBWTHDEE
fiiz BB BAERE B o7,

(7L ]OAT T —I2onWCld, EOCEHM -
BHEFME DI bm <, YREERB O Lk A
ZEEPLDHOOLNTWEL EEZ LN, RO
THDHLIKBERBEOG L e md, KDL A —
VIO L0, FHIEFRT SEAWE I I248%D
EEOTWLER D D,
| OHF T — oW T HOEEM IR, - 7
M, BEBIFMIE (972 L aA] OFFIT) —I2KRVWT
Frol, ThbLILREEMB L L CIXEHETHEL
TWAERITENA, BB IR EHER B OFIEE T
iLTWaERZBZENTE L, HIL Bk
FERPTELREREL S TIHTILEDObDEE
T LTV E (D), 2 F DI REERR O EHIL
LHBEZFANTETEVI A vk —VUThH b, 4
DiERFENKRBEHERBIAEA D ET, S5L LK
LY DFAIZ LTV E 20,

(B8] oh 7)) —FHHE T A MO 7
7T — OB MG 2o 720 BE, R TIE
FHEMESEAAEHO—RE LT, BH—E L,
BEOEEAHIOI—T 14 Y 7 TEMLTVwS, 20

— 14 —

P AP REERBOBHEICRS o2 EZ SN
%o L LBHFICOW T r 73 —0EH
A AR o 720 FERFER B ORESEE IR
boTWiWnEbEZO5N5, BRBIIHTICHEEICE
CEVICEBRT ILEND L,

[BERV] o757 ) —FHETIRDARESED
AONTzo NRBEEBREPRLETVWLL I [SiEE
V] BREEILTEDOLNTVDLEEZ LI ENTE
o Lo LEMIEHS [1HO7), EHMEE 7 [WAR
T 1BV THOHEAME D > 7272 O F BN
B2 QMR BIENTEL (M2), EBE, [Fk
MDA E OV [OFIE-w] Lo L —
LESFHIEDNH DL, 0L EREHEGHICHD
S L 2R R v M 5, S SIERIEE
7 BRG] (2B TIHE O TR d
BEBYVHCHE > 720 BEOBMIZF ST A
AEPONAREERBICHIFOENTVE I EDHEZ
5o — NOHBFHNIL, HEEROFMICHEE I
T LARDTHFT L2LEDND D,

[ ] oh 7 T —FHEICDO W TIEH ORI -
BB DI > 720 BB TIIHEELH A+ — 5 —
) YT Y AT AHEA S NAVREERB OFEB AL
LR SN TEZ, L LRI Lo Tid, R
MV RFFERIATSZ VAT 2 5 N - BELE - B
MEICEL T T ATITb RN 5 2 WKk H
D, B LTV EESFTAOLMY CHRIEZ L
72 THFHFICH R VIR % H ORI L 72 & %
Zho BT T —RIEHE & AT o TV B AT IZ B W
Th [REEE] B3 AT 25H CEFl - AL L D
ARV R D% 525 72 (3) 6

WEE [RBEREICE o T—F R AT L I3RED
VBT -TbDERLZE, Z252 8, ZL T
EADTAHTET L Ly LD Do TORITNITES
BFRENERFTLE ) KAHTHTPITT 2
W) DLBHIUL, BT LSERERBICEL S5
LAz LT, 208208525 % b LWAHEASH
KBEHIIIHD] ERRTWDE(Q2), RENZZEER O
FCEHDOTLEETRTOLIER S EIEOTE
IR Z LTIV, IR BEERB— AN L
DHRAE YT 4 —<4 v Fe@Embsd I L TRk
NaeRESE, ZAFERBLL ) HECHFiZE0 5 2
CIBPBLEERD,

X it
1. HATET. EREHT 2 A0ro0BEER<
FoHEARTRA N, RO HARREGAT AV A Y
Mty — 2005 44H.

2. WHEE ERICHDL bR EHED - DOS
BERO L. R R - B - AL —
Xﬁ)f‘?‘g}ﬁ{?02001. 63H.

3. PHEE i, JRAERE & B BRI
B (39). TATRSIHEIE, 200738 4346,

4. ST SRR LT BH) M. S
SEFH#E 2010, 15:21—7.



[EAEERE 552248 17 13~16 2013
® X ¥ &%

Original article

Evaluation study of patient service between self-assess-
ment of nursing staffs and patients by questionnaire analy-
sis in our hospital

Niigata Medical Center, Outpatient Department ;
Eiko Kitami, Makiko Takai, Tamiko Nomoto

nurse

Objective : We compared the patients evaluation with the
self-assessment of nursing staffs about the patient
service in our outpatient department, and disclosed
the present condition of our patient service.

design: 100 outpatients and 40 nursing staffs in
the outpatient department were randomly selected.
The questionnaire analysis was done, which con-
sisted of 5 categories as follows : smile, greeting,

Study

3.9

language, manner, and appearance. Statistical
analysis was performed with U test of Mann-Whit-
ney between nursing staffs and outpatients.

Results : Patient’ s evaluation was higher than self-assess-
ment in all five categories. “Appearance” was
highly evaluated by both nursing staffs and pa-
tients. “Smile” was secondarily evaluated. There
was no significant difference in “greeting”. “Lan-
guage” and “manner” received a low score, espe-
cially in “conversation between the staffs”.

Conclusions : 1. The evaluation of patient service by out-
patients was high but low in “language between
nursing staffs”. 2. “Greeting” was highly evaluated
by nursing staffs through the improvement activity
of nursing department service committee. 3. The
low estimate of “language” and “manner” should
be improved by raising our hospitality mind.

Key words : patients service, questionnaire analysis, hos-
pitality mind
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