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Abstract
Background:
Accreditation is an internationally recognized process used to evaluate, ensure, and
improve the quality of healthcare services. In recent years, Taiwan’s hospital
accreditation system has shifted from focusing primarily on structural requirements
such as infrastructure to emphasizing quality evaluations in terms of process and
outcome. With the rapid development of digitalization and information transparency,
Google ratings have become one of the most widely used social media platforms for
the Taiwanese. Compared to traditional accreditation systems, Google ratings may
serve as an important channel for reflecting patients’ healthcare experiences in Taiwan.
Objective:
To explore the relationship between Google hospital ratings and inpatient experiences,
specifically in terms of doctor—patient interaction and patient satisfaction.
Furthermore, the study examines the relationship between hospital accreditation
levels, inpatient doctor—patient interaction, patient satisfaction, and Google hospital
ratings from multiple perspectives.
Methods:
The data source for this study is from "National Health Insurance Inpatient
Experience Survey," which includes 9,390 patient responses from 165 healthcare
institutions. Google ratings for these 165 hospitals were collected through online
search. Statistical analyses were conducted to investigate the relationships among
doctor—patient interaction, patient satisfaction, and Google hospital ratings as
indicators of healthcare quality. In addition, the study examined the association
between hospital accreditation levels and these three quality indicators after

controlling for hospital characteristics.
il
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Results:

Google hospital ratings were positively correlated with both doctor—patient interaction
and patient satisfaction. After controlling for hospital characteristics, hospital
accreditation level was not directly associated with doctor—patient interaction, patient
satisfaction, or Google hospital ratings. The only significant finding was that district
hospitals scored higher than regional hospitals on two indicators of doctor—patient
interaction and patient satisfaction.

Conclusion:

Google hospital ratings and patient satisfaction both reflect aspects of healthcare
quality outcomes, and there is also a confirmed relationship between Google ratings
and healthcare process quality, specifically doctor—patient interaction. In terms of the
relationship between hospital accreditation level and healthcare quality, the results
suggest that no single causal relationship exists, and other influencing factors should

be taken into account.

Keywords: Hospital Accreditation; Healthcare Quality; Doctor—patient Interaction;

Patient Satisfaction; Google Ratings
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1988 & » %% % P2 40 4+ ﬁv%ﬂ%éﬂ"—gﬁd}i R AF AT AT

FRED B FORRAEETT (B 2 250 1992) (Bl i~ pE AR
2021; FTFATE 4 5 2019) -

1990 & > fie & 1985 & B 4 %6 2. '_%5)%‘ R E O RTERERRBE S

FRHALFFY R FREFRFFRUEE FFR D LE FRT
T ¥ F i A gl 2 OFL R BRA H2 Ra (WER S BRI 2019)

1999 & » FriFgFEirt fAEMBE A FREETFFRSTREE ]
F AP AL (Ris5 ~ PRIF AR 2021) o

2003 & SARS # i {5 » £ B4R EATH F g E o R
B dade i 4 50 e R (R R ~ FE A 2019)

2007 £ > d %%gﬁ@%@rﬁuéﬁﬁeiﬁgié » TGN T F%r,u;r-g’
AR F g (F R § 0 2021) ¢

2010 & » F R & #F rim gk 1‘#5 FRBENE L EEY
3 238 1% A BN r:]f;’,&a; > r,u:];;; RS SR
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A (RFRE A 5 2011)

2015 & » 37— %F»m% gt R g HegZ o dghp gt '—J‘!:]ﬁ;
A G BEEL2 #3534 (Patient-Focused Methodology, PFM ) | » 3% i JL3-3E BE_
b R AR 0 R FleahF R S o hipdE p K TR T e T
FHELESH A % 28 Foh & T amae (F2A81130 > 2015) -

2018 & 3 (IR S FRIEAFIR A LS L RO S TFRgE
FrREFTFHEFY e > D2 R R Pl R ERE S v (MB
EAFRFETF R ST RE§ Flarmde s waAAaImFEFRE P > 2019)

2020 & > & # B E 7k @ 4 4% X (Coronavirus Disease 2019, COVID-19)
R GRFIA AR PRI T L RFRE FRTAADLELHE 4
AP S8 F IR 2021 £ 003 2022 EESEL e A (50 AT
FasEdoa T E 3730 2023 & AR e 7 (4 4s{13% 0 2021) -

iifiﬁ%l‘m FEAIR FIPF R SR A LR F iR g L

WEHEG hAHEXE FoHA ’J’—IpTﬁ}%FRﬂ»ﬁ% IR S s Rt (Pﬁ
£ & 2021) -

EIRSCABDFRIPETIALNF e w R R R B
B o JAA TP NG = A F R (M) R
Flis ﬁi%ﬁr;ﬂ B EE s BB LA R /f]l ~ 32476 52019) 0 ¥ le®
o LG FAE ARG iRy TIATE RE S 1 TRk ST R
WG 2ok G R HFAREEL 2O YRFIRFET S LS FFR

frorfe s Framfrand &84 o
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- FRE A

AP NF R FRIRAREORBEER B AL R ORER KT
RePesk o B9 ¢ 5 A0 BIRAS EHIRAR L & J R B IR A3 (Fennell, 2001) - F
PRAESE T R IR F R E 0 §RFIH A P2 b % 2o A RIS e
SRR % 2 g LI P AT E R FRORBE T R
iERe s sy e R FHL - o

S (Quality) £- B7 AT &4 BAENE > L&Y K5k A SR
PR & LR A FRRIEY 0 BRI R A S o Tk FepT

FRRET k= B A 2HEMER P SR (Joint Commision International,

2023) -

\\\?{r

Y EFRHE TR LA

ﬂ\j.

FRARB T RGE L S TR R &R
CEFRIHEAESFTOTR FERERE RERE 2 % (International
Organization for Standardization, ISO) ¥+ & 72 % & 3 [ & 7 &4y 2 58 PRk D
LEREHS B o AR AP RN AE R R

2 if’%‘w?‘rm&a RN N R R SR REIE A
f%w?? 12 2_ % Donabedian ** 1966&#%—?51%‘ Wiz BFEa:AF BED
Foh LA k2 * AL g ¢ ST Y hfj @Y 2 B fR(Donabedian, 1966) -

Hujp bl 8 X ‘H*“f%‘w?ﬁ mE R F H ALK 4 Lembeke 35 & F eh
B Rin? - 2 BB T A BAEE A b R GO s 3SR
i b TRLEE R R R B S TR P AT b X PN F R IR R o
ZRRRES S RN ER L LA TR S & E
(Lembcke, 1952) - Araujo 3% = %5 % &5 (Healthcare Quality, HQ) £_i# § L

L0 T RBFRIRIEL B ArEMEFTLZERE B2 B L Wiz R (Araujo

et al., 2020)
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_f%mﬁ%ﬁﬂ’wgaj Babafa B A W H GRER R RrdE
Fed oqme &2 L RRHE R EARDICK S (2 F F 4 5 2005) o 12 AIE
ZRMEFEP RN FREFT L OB - LR ST AR F R IR
HoeE & o

C BT e

1988 & » £ MW RILEF 7 et Tﬁ F# 3 #¥ #(Institute of Medicine, IOM)
FrEHiGE R BIE S F 2 5 & § R(The Urgent Need to Improve Healthcare Quality)
# 41 = 3= 2 (Chassin et al., 1998) - ¢ 7w ERF o 4 %5},%‘ Pk AL
T A RIE MR R AT ETARL AR B FARSF
IR E B F2 —

1966 # »Donabedian % 112 = BHG s ?5 S H L el AL U
®EEFRIRBEEFTHEE = A 4o 0 B~ #42{r% % (Donabedian, 1966) °
(=) F R IRIs 5 |5t

"R RAR SRR R0 73 046 4 HR(Structural Indicators) 1 & R
ok FORW LTI KA DiEE o @S s A S T R Rk R
(Nadzam, 1991) © 45 e 8 % & 5 B RIS PERE TSR © ¢ 3540 72 h T iR(blde  F
Bt s s AT A) S A TR B AR )R R BBt p 2k

% > 5%)(Donabedian, 1988) -

SN YT e ST
L R RIS B AR S KGR #75) P 426 dp 1 (Process Indicators ) 25
Ot e Fop AR @R LT G 8RR ORE (Nadzam, 1991) 4
SRR R EORE TR T L f RAFF RRLISR PP Sl PR
‘R

FHRA DU o s TANR SR TREZIRIBLT G P FRERE
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E ¥ 412 (Donabedian, 1988) -

(C)F RIS TR 5

"R IR % & k3R 4T ehig % & 3p $R(Outcome Indicators) £F £ 2t
ﬂ§%4ﬁ§§%mﬁ@’ﬂﬁiﬁﬁﬁﬁﬁ#iﬁﬁ%i%$WMan%%
R FRIRIEHEF RS S % PR > ¢ 30 LM ey

mEOL e LA o T F R IR L R (Donabedian, 1988) -

Hd o MRALE A3 1997 #Eche g 2 B FREFHEF RS TEE
i m B0 o e g R s FR S R TR ¢ 3 DR FF B
BALFE D] %E'Méi’:fﬁab% SRR A RS R B gR R i F R

B AR g 5 FIRR R D N (e s )R BRI e R TR
WA ARG S A RS AR R AR(SOP) e T B A S E L il T
RAFEZBAD 555 DR FThHiEMRE 52 e Rp i~ 50
P 48 [ PERN v SN el 48 ) PBEPN A= N S EFRF A K N a1 an-

FARHAWF(FATERE ) 2IEY 15 AP L A s 2 aes e Aa

CAEPEESRE RS ER s F ko gk g a £ q‘u%%;ﬁm“
PELBRTARE 6P T AR TRBEL S B FR IR L 5
BRI Tes > 2 pAHFRREDFUBLAS - - - Bt p (M
AL E 4 > 1997) o

1990 # - Avedis Donabedian £ # 1 = B F 4+ 4 PE B & B & &
(Donabedian, 1990) -

(=) %= (Efficacy) = ¥/ PRI fde i ™ sof i B ehic 4 o

(=) »x% (Effectiveness) :@ 7 if & it ecd cfe & o

(=) »cF (Efficiency) @ "B ] chs Aid 2 g% ehiE B erd = 22 iy 4
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(z) B iE M (Optimality) @ A= 2@ 2 FEidg flat .

() 7421 (Acceptability) @ 7 &5 R #3030 ~ Fop b i~ infocsk 2
o A B e

(=) &1 (Legitimacy) @ # &AL ¢ ¢ it & 5 chipdF -

(=) =T (Equity) : ;__-F?)%‘FR%Z* YRS S S VA L EE = A O

5 m%ﬁ),%‘ SRR [ﬁ%»’ * JF’K 11 Avedis Donabedian #*73& 11 e000 F $E 4 iF
AR ARG GRFIE P B OFRETEEL I F RS2
SHee ¢ hH Y A EARE R IR G %Jﬁf%?i?ﬁ?iiﬁf?ﬁ °

= FARSTFELE

w2 e %A 1966 # » Avedis Donabedian # 4117 = B @ A FReETFE
SR (TR B ¢ P FRIRBEFT AL BT B A
(Donabedian, 1966) - "$ L AL AN E B B RO HF R o
F1E2¢ 77 2RK w g fx(Institute of Medicine, IOM)#t &} = < S F 7 g o
w (Leape, 2021) ; B 75 & #3241 A ¢ (National Committee for Quality Assurance,
NCQA)z. HEDIS(The Healthcare Effectiveness Data and Information Set)(Assurance,
2018; Leape, 2021) ; # & 473? B PRk T 55 A 7 “T(Agency for Healthcare Research
and Quality, AHRQ)# % 7 CAHPS(Consumer Assessment of Healthcare Providers
and Systems)(Dyer et al., 2012) » #8 & F ¢ mpﬁ Vg A e R

HA R BFRA FARNGE e WP PF RS TR ok B F R R TR
& % 7| (Taiwan Healthcare Indicator Series, THIS) 12 % & % Tf e Fdp iRt &
(Taiwan Quality Indicator Project, TQIP) © & H A1 F ™p 4 & @ o chups L 4R 4 0%
i?| & (Patient-reported experience measures, PREMs)(Schembri, 2015) - 4p & ** 55 4

BARY G AEEY o PERMs { the 1 RS B R ML A 50 i
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S FEA o HoYow BATik 2 i1 CAHPS (Consumer Assessment of Healthcare Providers
and Systems) ¥ p & F 4% * 2 PERMs 34 1 & o

mRHEAFABEPE Y 3L P AL R s be HCAHPS
(Hospital Consumer Assessment of Healthcare Providers and Systems) RAREN R

Tz A £ H - ' HCAPCS /& ¥ 7 E 2 R -ff B PR R -f]‘mﬁi NREN EFSH-

MR R B FRES CHEFRETA S L BB BAETE0R
% # (Goldstein et al., 2005) -

%15 PREMs shfE A4 R A& % » 485 30 2010 £ pFf BIF3 B D
% 5'?%5 K PR kY % s 4 IF 4 %5 Fei B3 A1 & PRHQ 2010( Patient Reported
Hospital Quality 2010)(¥* B B & 4 > 2010) > @ {8 = - H 3 E 7 AT A3
% & B 2023 (Patient Reported Hospital Quality 2023, PRHQ 2023)(5%e > % £ >
2023) - PRHQ #-R| £ 5 4 Gk ehprsdpthms 5 FARE AR REFHI &
EEE I BRI NIRRT LR LR o

MY AFY Y 0 CPRHQ 2023 cho B 5 v FfF RGE IR

FRIGEESCTA  FRER  NREFIRELY 50T 0 R

FAEHEFFRARERA AP I HEKR2F DM GO PEFoRT B ane (®
,7. ER F;pFRZ.Z‘W?ﬁ ,'/ Jfil ’ I\:'L,?- lb %‘mﬁﬂi“k\ﬁ i®* o
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% = & Google =4
- ~ Google =4 7E_&

“73} Google 34 » £_Google
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BB EE
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SN et
d o

B PWJF-‘]/ ’J“A’\Im

H e > Google & %384 BT enkiko kb E X

=
o

DA - )T AR A e

TR 1l S s s 1T
% eh% 4 ik (Davlyatov et al., 2023) -

pE

FE R E T
—ﬁl]’“l?afg‘g‘-i—

= ~ Google =4 e 5

& 5 IRGEH ~ MR T s (Twitter) ~ A+ 2 4 i (Facebook) 11 % B

=2

R
(Youtube) » i& i 4R §

AEE R S Y N R SR

HERIERE RES Y F Nt

t4 4 Google 3#4 F1 5 H B xr rpfw & cngF 4 > & 5 4 Rk ¥ @

c(MEZ A SRR

R T2 R TR DR

L3P s 2020) ¢ 1 *
EORFSSRBIEBLL Y g% st
PR WA FT L A KA - BHFRT R

Google $F 7 # 48 cfy T Fo 1=

1945 2020 & ch- G

Google 74 &I > PFHARITL F Bk * FiB L
&m%ﬁ#ﬂ’hﬂ VR H L PR b’f‘—"rr'%ﬁ"‘z 5 K

SRR
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hoif $e Rk~ MeET - BT R E T3 8 F(Mahmood, 2020) -

ERGE DT > § BT AR 6 §

eom
"

e
~:=_
*@J

& &

"I
(Chettaetal.,2017) c 37 o~ BF BfPent 72 %> & Z B4 L~ Z5 % R
FRARM R Fo §5E 0 AN ¥ friE R Google 74 0 f ek R o G -

(AR R o

5

(4‘-«}
mh;g

FE L i%ﬁs)ﬁpi‘éﬁiﬁ ST O ARFELAR L T TR @ R Ak
REB]ET > 5 T RFFIAATFRL AR > FRiarRAnfe R it b o @
FIA TR ROTAE 0 A RAnER E ARFHM L HR L EL S
F o bears B4t £ (Griffis etal., 2014) ©

T % E]?P’é'/;%:}% d1 > Google @ = ZiT# KRB X DR T L1

St S A REA gt o H Y 52018 £ v )I?r%\ﬂ‘ » Google Trend &_2 &k &

/\N

e EF AR THE - ¥ E S F T H & Google HHFFIF Y - WHRMET

FHEF CBRMRIAANER R FI URG A g "2k AR

p 2

% | TR Google B IF AT o A7 ¥ Google Trend > I 7 At $ie
B aEF i F AR (S o F I R IER R té‘-}%f%%’»ﬁﬁ\ BB F o BEA
PR R FE T U RIEP] TR AR M it B 4p B R 42 (Mavragani et
al., 2018) -

&4t Google #x £ chip &é:}%ﬂt 02014 & 757 7 » B IR > Google i@ * 7 1
FRARMSHOGREAOMARR ¢ 71 A RER T RENE 2L FL &
A E s et B L B SRR A S B F] G TR S AP $Hp
o B R R ONTREZ R AT A T g R A AR A (Nuti et al,
2014) -

2021 ﬁmﬂ))?w % 7T ’EFLL_??)% Bep ey o 2R KRS B
Hop 2t Sodicdy Ko & 5 FTRINH T L AN ALY L E

BRI SRR B IR B2 - o B B E R RS b Ak
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BAE 2 RH 07 G RN FR BT REERFRL G L S g

FBERI PN I L F m,T}F? % % (Islam et al., 2021) o

= ~ Google ;J‘—/v\ri’%fgv‘ PR R %

EER ARG EAEE HF A ORRTRRE LR A ES 5152012
EF AR Y IR e B F RS T B F L AP el o
BT 354 A8 % ehF 7 0 i s ShTRA 8 % (Gaoetal,, 2012) o @ B
FARSE T L B A o m g 4R Pl e ;;Je_.%:;-% ’ %ﬁémﬁ?ﬁé%‘%@l}?é&ﬁ%giiﬁ B
FAEFE MG BRI ARG AFR R TG TRE SR
(Greaves, 2012) » 7 % % {fc“i’q‘%ﬂ%:l‘%b’% B 5’»\%5 FRB A RRFHARG H
B ERE sk Es T g g o Iﬁa% ERFFTFHDE L AT R
L5 RPN N R S ?\Pg)%ﬁﬁ*f#r % (Greaves & Millett, 2012) -

CEFRLGERFRE > L 0F A FRRELR G P FH 40 2012 &
BMJ Quality & Safety 4 # 7 — i ¥ fjt > ¥ JRE R RBEFRGER T S8 9
AR ERBSE LTI - RO GEIAAIGERE AR FABB T F RN
PP LT LGRS R UE RSB PR S E AR S
NHENEE LG A P AR RSO BEY £ - RMET GF AR
ToPRm LAY F VA G ERLRL B R REP O B F R T
ARERE P oM IPAREGANE S AT I AR i(Greaves et al., 2012) o

b FREFEROT Y R o pRAM By 75 L e R0

LB s B HEY F R PRI IR L }i‘ﬁﬁ%’%?%ﬁf)ﬁf & 5% % o ¢ - Zk(Donabedian,
1988) o &% Google 74 £ 5 4 % L A B &M Thebv o BFvh b 2 by 3 4%
FE A FL WO G A FP LA AN gy o BP0 2024 & > Tse #
L hELE Google 3P4 & A BL AL HOM G HFR 3 KR LG B ApM L

TR G E e TR T ot mg;:#g REF LB R Y o (R BTk R

mk—

]}%/\
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AR R P R R F SRR R TN LA N AR
AL EB S 0 4 €3 RRT L3TH KRG BEA T D RA L (Tseet
al., 2024)- %2022 & ¢ f‘%ﬂ | &dp i e 3 ¥ @ * = 113?5)%‘;1‘-\1461 5~ Google»

Yelp ~ Healthgrades ® > 2 JiEshenkih o Gldoid * T 5 F R B a4 "

ERFIFRNGFFH O ERAP Y TR RER OB T ST AN Bk PG
BN~ 5 R R 4 (Zitek et al., 2023) o

m ﬁ_g’_/‘?r‘f’lvifkt’ Yol a2 ST R ./‘;4)3 Google_FgF.x,L/\bt,FgP,\., Pl
FRETL G DR RE T T 5 Google 374 57 F 4 #5115 4% chp B 14

bl4e Google erg™A » A ¥ MENE /P A% 5 - TR TR R

2024) ; itk waR L R R EL > Google i 4» T OUREERE 5 AR AR X i

e CIRBEFDLEERLARAD AR (E g 0 2024) -
PR IR RN R AR ) R DR R R s E AR T
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Fud REFRRATEGLEL AR

EF R ST S Lo SGER E  F R R R G P
HBFF LT FRIRATRSDLE > ARFTREET b F LFIR KL 3
PR AAFA -

2015 - B ¥ R E g 1 FRRimERA R F IR G M e S
PR tROR A B ELAR) S WA B R tRAril G RRIP LR FRG Fhe
FEAGFIARFEE e e FREFIABEFE A RPN E -
T EEEP H T % M %(Brubakk et al,, 2015) -

Hussein % 2021 # %25 305 PU%?—&;‘QL@H_,?&%‘»EEQ T % %%&%‘rm
ERTRIL L HHFRARDEE LT FHEI L P A T R
17,830 fp > jr# »PE 0 76 h R @A > L E T 22 BRTO ALK E P
2 2 TRCRICE ERUEE U A R R R I L
It A R O AT R FFRTFELFR ST L R ER S
ARFLER A RFESRDLRG LT FRREONAE - FlBE 7 R F
BRaEES AR 2 it FE F 73 B B (Hussein et al., 2021) -

it R LR FoR RS T e it iR - o Sk e Fr i
Tedk %% % 714 3 Mo Jha £2008 & env ks &7 0 4 B L ARARE - A TRA R
H Ry AR e T T A O R F R F R
foor 22 FIER A g e gn G vt E TR ek & (Tha et al., 2008) -

Kazley #2015 cF= § @ 33> 7 F B 2 # % § BEIH A OB AR > b
oy g B R F R B R T B R FIERH o T F g
FEAFRE S FFEAT A RFOBEBLARM RFLAIER § R %
B4 e e REF R ARE FR o YR FREBE BB RS §

M (Kazley et al., 2015)
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