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Purpose: This study aimed to explore customer perspectives of nursing services in tertiary hospitals. Methods: The
data comprised mobile Voice Of Customer (VOC) data related to “nursing” or “nurses” generated from June 25, 2019,
to December 31, 2022, in a tertiary hospital. A total of 44,727 VOC data points were collected, of which 4,040 were
selected for the final analysis. Text network analysis and topic modeling were conducted using NetMiner 4.5.1.
Results: Topic modeling identified five topics for positive aspects and four topics for areas requiring improvement.
The positive aspects were: 1) sincere nursing care; 2) rapid response from professional medical staff; 3) teamwork
for delivering customer-centric services; 4) provision and coordination of system-based healthcare services; and
5) customer-focused responsiveness. The areas requiring improvement were: 1) demand for skilled nursing care
tailored to customer expectations; 2) demand for enhanced communication and reduced mechanical responses; 3)
demand for appropriate handling of diverse situations; and 4) demand for overall improvements to the healthcare
system, including reservation systems. Conclusion: These results may be used to enhance customer and patient
experiences in tertiary hospitals and are necessary for utilization from a hospital management perspective.
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Table 1. Top 30 Keywords of Voice of Customer: Term Frequency, Term Frequency-Inverse Document Frequency

Term frequency Term frequency-inverse document frequency
Rank VOC1 VOC2 VOC1 VOC2
Keyword n Keyword n Keyword n Keyword n
1 Nurse 2,998 Nurse 1,747  Patient* 301 Explanation 116
2 Kindness 2,192  Patient 743  Explanation 242  Guardian 111
3 Gratitude* 618  Kindness 377  Admission 183  Emergency room* 110
4  Patient 365  Unkindness* 350  Patient's room 151  Method of response 95
5  Explanation 262  Guardian 159  Medical staff 150  Annoyance* 85
6  Admission 198  Explanation 150  Cure 132 Tone* 85
7  Patient’s room 160  Emergency room* 146 Consideration 126  Injection 84
8  Medical staff 153  Injection 144  Satisfaction® 98  Patient’s room 82
9  Cure 139  Method of response 115  Guide 94 Jhospital 78
10  Consideration 132 Tone* 109  Emotion* 82  Medical staff 76
11  Satisfaction* 101  Annoyance* 108  Restfulness* 79  Inconvenience 75
12 Guide 99  Patient’s room 103  Inconvenience 79  Admission 69
13 Emotion* 85 ] Hospital 94 Jhospital 73 Displeasure® 63
14  Inconvenience 82  Admission 90  Method of response 67  Understanding* 62
15  Jhospital 80  Medical staff 87  Discharge procedure 65  Enquiry 57
16  Restfulness® 79  Inconvenience 80  Family* 61  Doctor 57
17 Method of response 70  Displeasure* 71  Head nurse* 58  Answer*® 56
18  Discharge procedure 68  Understanding* 69  Staff 58  Service training* 54
19  Family* 62  Enquiry 68  Praise* 46 Medical service 48
20  Staff 60  Doctor* 65  Comfort* 46  Staff 46
21  Head nurse* 59  Answer* 62  Thanks to* 43 Guide 45
22 Praise* 49  Medical service 61  Sincereness* 41  Reservation system* 40
23 Comfort* 48  Service training* 58  Effort* 41  Consideration 40
24 Injection 47  Guide 54  Guardian 38  Cure 39
25  Effort* 43 Staff 53  Injection 37  Demand* 39
26  Thanks to* 43 Discharge procedure 51  Enquiry 35  Discharge procedure 36
27  Sincereness* 42 Reservation system*® 50  Doctor 35  Outpatient department* 36
28  Guardian 42 Demand* 48  Comprehensive 35  Problem 35
nursing care service*
29  Medical service 38  Cure 44  Medical service 34  Other hospital* 33
30  Enquiry 37  Consideration 40  Aid* 34  Casual speech* 33

*Do not appear in common VOC 1 and VOC 2; VOC=Voice of customer; VOC 1=The positive aspects; VOC 2=The areas requiring improvement.
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D. VOC 2: Degree centrality

E. VOC 2: Betweenness centrality

F. VOC 2: Eigenvector centrality

VOC=Voice of customer; VOC 1=The positive aspects; VOC 2=The areas requiring improvement.

Figure 1. Spring network map of centrality.
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Table 3. Result of the Topic Modeling

—y Topic 1 Topic 2 Topic 3 Topic 4 Topic 5
&l n (%) n (%) n (%) n (%) n (%)
(VOoC1)
Main keyword P Main keyword P Main keyword P Main keyword P Main keyword P
1 Discharge 0.092  Method of 0.075  Inconvenience 0.065 Guide 0.114  Consideration  0.092
procedure response
2 Family 0.072 ] hospital 0.060  Consideration 0.064 Satisfaction 0.112  Injection 0.062
3 Thanks to 0.056  Staff 0.060  Praise 0.063  Exertion 0.035  Restfulness 0.052
4 Inconvenience 0.051  Hardship 0.049  Medical service 0.049  Enquiry 0.034  Guardian 0.050
5 Head Nurse 0.050  Satisfaction 0.047  Certified 0.048  Method of 0.029  Comfort 0.047
nursing response
assistant
6 Restfulness 0.050  Rapidness 0.042  Professor 0.047  Dedication 0.029  Empathy 0.043
7 J hospital 0.035  Emotion 0.040  Comprehensive 0.037  Counseling 0.028  Emotion 0.041
nursing care
service
8 Sincereness 0.034  Emergency 0.037  Effort 0.030  Understanding 0.026  Head nurse 0.032
room
9 Emotion 0.031  Doctor 0.035  Outpatient 0.029  Answer 0.023  Anxiety 0.031
department
10 Staff 0.025  Effort 0.034  Treatment 0.024  Reservation 0.022  Stability 0.029
system
Total 318 (11.5) 272 (9.8) 287 (10.3) 279 (10.0) 1622 (58.4)
Topic 1 Topic 2 Topic 3 Topic 4
Rank n (%) n (%) n (%) n (%)
(VOC2)
Main keyword P Main keyword P Main keyword P Main keyword P
1 Smile 0.034 Aid 0.036  Discharge procedure 0.046  Reservation system  0.058
2 Professionalism 0.026  Demand 0.035 Head nurse 0.025  Guide 0.053
3 Nursing station 0.025  Manpower supplement 0.025  Bluntness 0.021  Etiquette 0.028
4 Treatment 0.024  Behavior 0.025 Caution 0.017  Mistake 0.022
5 Experience 0.023  Comprehensive nursing 0.021  Intensive care unit 0.016 ~ Family 0.017
care service
6 Elderly 0.017  Conversation 0.021  Family 0.016  Assignment 0.016
7 Personality 0.017  Message 0.019  Prescription 0.016  Professor 0.016
8 Certified nursing 0.016  Communication 0.019  Coping ability 0.015  Wait 0.014
assistant
9 Work 0.015  Sensitivity 0.018  Demand 0.015  Stereotype 0.014
10 Heartfelt 0.015  Conventionalism 0.018 Rude 0.013  Trust 0.013
Total 228 (18.1) 228 (18.1) 195 (15.5) 611 (48.3)

P=Probability; VOC=Voice of customer; VOC 1=The positive aspects; VOC 2=The areas requiring improvement.
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A. VOC 1 Topic network of main keyword
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VOC=Voice of customer; VOC 1=The positive aspects; VOC 2=The areas requiring improvement.

Figure 2. Topic network of main keyword.

538  Journal of Korean Academy of Nursing Administration



oft}. & A70] a5 Aol thaf =0tz g
B 7o) TF B4 23} VOC 1, VOC 2 5% ‘7+EA}, ‘3t
A, A 5] ol AHg)e] 3F02 ek, VOC 1
ok 55k Tholi= A}, ‘WHE, VOC 204 B, 2
£, A% 59 ol 54 Atk VOC 1, VOC 2 B 74
2 ekl GojSo] thi S:& o], 33 VOC| Lehd 7
A Qo] B4 472 A3 & Bast g Blaey e
R ohgoto) 15 olel Al FUFALIE 24
3 = 25 Aol A S Ao} 4 Tl
Z o], ThilE 7]9)=8 Ea) 24 o)

A 20 DR EAS Sl 4 ot B AT AT 2%
Ak A1) 2o qaf&%@wz‘%a A3he Zoleh VOC
-] 7H/H }\]-tﬂ

9] ek

o] ‘=
TFAT= Y VOCE B4 4 31305_ -1 ]°1]*1 ﬁZPVOCw
TrsAY, FA o) tRlE R FEFH rhs 2ot fARRS &
o1& 4= It} TF-IDF 24 A3} VOC 1, VOC 2& H]| 3}
& 1), VOC 1ol A= ZHEEEFANIL, =3 59 Tof
7} SAFsl O™ VOC 26141 “2Ja), " 2.7 AR} 5] ghof
ZHAEA UeReE gHlE e AITh SR A2 S A H A
o] oM A= 71N[10], FAFee] H o] g2 FA LS
= A A= E A AA A Q] w5o] Bashe, & Al
A AAE DB FTA A, el ok 2 2 A1 9
A2 7| o] F astct.

2 A7 A B4 23, VOC 194 = 2 S44,
NS4, orelH e S 42 A 71 =2 /o] frAt
st oLt ofolAldE] S BAA FAL e, HH 5
of dol7k MEA S83HAT VOC 2001 41= 3714) S414 &
A A7 AR ofol Al B FA A Ao A] "ol oFA]
A5, e, b 5o dojrt AlEA ST ofel Al
e S44 “’5“101] A FE2Er|dEs gEd dolsd 8
EOﬂ HEAE % cojo]7]ofl[24], A B,
Y Cﬂl"“l’\%‘l ey, R 52 7| =5 Jste] AH]
2 e MAskaL 37—‘173‘%‘:% SAsof gt dH =, 2
A& Ate s %PXPE—Q AR, YA oofA, 712
W o7} olrk. B A AHEESt
U oot HAEH VOCE o2 Ef s 58 5
83 EFS BRI, VOC19| Egndy 23 57
A, VOC 2= 471 A7} =& 5 ith. VOC 13} VOC 27} &3
& ThEA, o) 13 AN nA9l a7t S5 518
e PR, FHEA oS uhs FAH O e R

Z 5ot A So] 7] st o

| 5}= vlo| T3k £
TLE 5= Ak ofof & AF-oll A= VOC 13 VOC 20]1 A H]
Ut 2 B2 FASS A =ostat gtk
VOC 19| 14 ofd 212 (B9 1), 22 & v =fdt &
' (£ 5), VOC29] 7| A1H 1 -geh 2t w] &3t oJatgol of
A 2 (B 2)& TEAM] H=g HHE Egolrt
VOC 19 B9 13 B9 5 75, HAR otz 7I9==
A= o] Y=, Bl At Al A3 Q1 HAEE T
S SR EE REATFFEAL] de] A 2 52 S et T
422l ou]A & 7HxIthe Y AT[28] ATt= FALSHA
k. ol 849 LFo|U AAE B AL, AT
A= 3A4H B7HE e aagvhe AF[12]94= vl
wetoleh. B3 7B FH-E AT o E SOl EF
185 =S A S EAT 4 AT F
2] oabaF TS SR AT AYztol niztstA wh3-st
ol YA olsfiste] ExfolAl Srt2A ddshs 58S
ZIRITH30,31]. ZF2AP} EAE EF8= =R SAE
o, FAbe 2 AT A S2sHA 2t HE
Aot AlE BAE BEE 4 Yo, o8 B3l o&lo] &
o] ZAIE % B3 ol E == UTH31,32]. o] A9
Rk 17&811%1 s Aol thdAtA 3782 <l 4
g | Aths A& BojEth wehh FEALe] S QAka
@8?04 Aol A S olsfistaL A EsHA
bl =50 2 4 =S sfjop & Aol
3 A olM @A AT o) Fade - B
A Ao AT Y Aol gol Y Fu Ytk A
(103, Sz AfH| 2 Al 2 OM e 7 ol ME sk
2tz Abote] Ag AF S 28-S B3 WA P o] wEEet Al
RS Eoled TS & % ATH15,33] 2IE F3f &2
S QUSITh 2 Aol A 2ol I HAg oz
719 =S B3l SR A St FAIH S B S o))
Ao A7} Y ol A ke AlA viehe e stetet 4
AT whebA] B A nAST 7P LR Aol He
7@*}7} SAAA B SHY AnL EEE A, &
Y ApEotE AH A AT 5 i Cs s
Aﬂvﬂﬂlom 1133 59 nA473Jue &5 28
Aoz "otk B3, 17 thE-S 98 Watshs &) 7]
Aol 9 AT A A Al Fstojof Stk ATHZ QL QAtiF
213 UJ;:EE ln%l Ao, Ay A34,35] At A
o2 AN E B F5HA AR YA
ol d Aetdolt OEX‘"%‘&} AfFUA I 2B S 283

ROy ot

~

(

f:”;

i

[¢]

rZ ol
&E ob 12
o

rﬂ FfF

o

QEE 1

Vol. 30 No. 5,2024 539



otk 1y OM WA= TRt Aol A FE AR A&k
AEHQ BB AMB|AE AlFsta AR o3 A&
At 3o tig 877 FEH A= BFe] At of
A= TV ohl E 2] o]l vehd ZE5A} o] w2 & 24
AT [36]olA THEARY] R0l HSHE I EF Zoprt
chFe ol EtataL, o8] J Aol F=H L ik
TH36] 2+ 22 HEtof| A ofsf it wakA, H3tkE HEA
FOo 2 Qs WSk A Rt EEol &b A
o 34U 2IE THA e 2AE Bt gE ot 3l
CH37]. T3, - 2% R 5 TRt SN E5dhe
ZtS AR ALRIE SRS ZEEAA Ak vt 21,
A SOl meE=Ao] obd, ARAES A oz U
S A=E g of e FoAbs 1A 9 ol R
At A4 A= Al 55 o ARt B e g H &
71 AR AL EFoH] A Bl Fold o= A=F 2t
glojokgir}. Tl o] 2A 7| 5 S A Féte] 170 2 Sl
B o et RIS =g ol L FEA 2 A H3AF A &
&SN laiﬂ °l sttt SUE IS ATAE F A
& nl =2 IHE /N EEkal X &e)A] s oF gt
VOC1e] *l*%ﬂ 7|5Ee] SR AHIA AT Y 28 (B 4),
A A PP B A F4 AHA (B 3), VOCZQJ gl
HHE QL G efAlA]) - QmAH| A0 A 87 (BT 4)=
A 20 A EFoltt. &AL T Y] B AH|IAE XH%}
7] fleliAle FEEES] AT &F0] FAH T [38], ol
A3l Qrtig 7ol ZRE I Y39 EAE] A =ZE )
ZESARE obu T i ) QAL |2 H o] oA FEsfof
gt} maba EAke] el o] 8BRS A7) S8 o=
QL HIG 29l 7k QAtAT AlEd ol S TR Ent
AL A2 750l 2T Ao ® wtEnh AYd
T[40 A= AR AT Yol whet o) et e 2}
o7} AAIRE, ALY THT R S 913f e o] TRt A
HE AEshe $A ete] B85 UATHA40]. wbA i
A2 245 a4 =E vhetstal A7let A E AlE-S T3 e

l"_x., _VE, rlr

o rlr
i)

1;

N

i=J

é‘.:

BISEE G4 A T R0ITh 4 39 o epA 2 g0 2t
3} ol FAIZ HUS B DASE S s
Slo] ThAR] EAS Wge WE Y olopAl o] Bast

VOC 29] ‘thokgt Ao gk 2435 2] 2 1 (EY 3)=

540  journal of Korean Academy of Nursing Administration

3x1e] 743 @ w0l T E B o|t) SR E| Y51 7HA]
Y QoA FA F e A Em SAp S whet o E &

AL Atk I 3ol A cheket S-S 2 7hs ALl A thakat
755 975l 2 WY U thofst Alsho 2 RS T
o] |5 7|Rte 2 Aol A 4= Q=8 w&3fof gt 9
27T YA BE AFRS nj2dF) & 4= ¢ 3HA7) 9lo]

é“.:

W5 AU EEIE BEAHAE Asie] 2
29l0] Qe 75 A HIAE AL 5 YEE of ).
B AT AAEE R SRS Teolo]
o] 278 AA 02 FlstArks s} glort 77
o] A7 Tho} vt wjgo 2 hxte] a7} w2 E Yt of
Sa) 375 E A A E B3 270 RS FUst
& BQIat 4 Yok HEARE TR 278 $2X717] §)
o A4 Al et AT Rk 7|2 kA HA 7]
dio} 122 Apo]o] 7FE-E F 8 A K| gk 9lo] 7HBAL] H e
w2o] @ ajeh DANE Z21L 93] WA e o) =

il

o Lo rﬂ

AL Q2SN BN 2E A FSoF G
AT A EYS B4 W ENRDYS ol g3
B9 paAE VOCE AA % 02 B4 A7, VOCE B3

ShAERe) ZhE A | o] That 278 whobsta, T T gy
2 9B NN RS AE Ko e B4 vEstgrky o9
7h Slek. g, ke AAE B FAH AR
7HAnE gy Ego] F Roln, ol HEA =Ys: 9
R47HAE 3ol W Aol 282 2 4 olrks ] 9ot
SITk. U B AT et e Alskgol alek A, AL
FPU 7 EE 7EAN7} ERHE VOCTHS: B4
7190 71 9] EFE|A) R3 VOCSE shotelx] Zokie. &
A, VOC thbe mutel 338 §3) A45tn e md &
8ol 12l -2 33T A7} LA U g
292 7Rs Ao itk A, YA AT Ee] VOCE

Seps171e] A Sdaksietel satete] Aol gl
G, EREERY 49 B4 2] $T BB o
o2 Gty ol [19,26], #2H 719 =0k £2 o) Mz
4oz Az ulo] Kol 9 4 s WHEA Aol glct

2 olg ) 4
il (459} Bl VOCE AAH 02 LAlg 8

B2 B ShgRe) ZHEA R 20 PRt 7S o)
L BT S Yok B AT

o i
rg
s
)
[>
|m
ivd
lrn
E
II
&
L
Hm
16
ka1
m‘;‘



IS 7|k e & o5} o] Al dstaat gk AA, VOC &
ﬁéﬂg%““”4ﬂ£4ﬂﬂ ot A BelA A
FENASH A Y Ee QI EF F A ARE B85
Adgtch B4, 14 S 58 E HEA P St s
2O 9 A8-S A Az A, VOC Az o
ZAF S EE B EYAH A FEARE A
AEAshs A7 AT YA, & d7EA0E B 9=y
AFg7HA S SR A7 = A H] ek HF A9 Hlol
S| &8 A& AT}

REFERENCES

. Park MY, Jeong SH, Kim HS, Lee E]. Images of nurses ap-

Juny

peared in media reports before and after outbreak of COVID
-19: text network analysis and topic modeling. Journal of Ko-
rean Academy of Nursing. 2022;52(3):291-307.
https:// doi.org/10.4040/jkan.22002

2. Ko H, Jeong SH, Lee EJ, Kim HS. National petition analysis re-
lated to nursing: Text network analysis and topic modeling.
Journal of Korean Academy of Nursing. 2023;53(6):635-651.
https:// doi.org/10.4040/jkan.23052

3. Institute of Medicine (IOM). Crossing the quality chasm: A
new health system for the 21st century. National Academies
Press; 2001. p. 23-38.

4. Ministry of Health and Welfare (KR

evaluation of the appropriateness of patient-centered health-

). We are introducing an

care institutions! [Internet]. Sejong: Ministry of Health and
Welfare. [updated 2017, January 23; cited 2023, October 15].
Available from:
https:// www.mohw.go.kr/board.es?mid=a10503010100&bid
=0027&act=view&list_no=338207
5. Cho JM. The health insurance review and assessment service
to extend outpatient expansion in patient experience evalua-
tion through further research DailyMedi. 2023, December 13;
Sect. Administration/Law. Available from:
https:// www.dailymedi.com/news/news_view.php?wr_id=
906135
6. Park MI. The Catholic University of Korea Seoul st. Mary's
hospital tops patient experience evaluation in the Seoul metro-
politan region MedWorld. 2024, September 11; Sect. Hospital/
Clinic. Available from:
https://www.medworld.co.kr/news/articleView.html?idxno
=237058
7. Health Insurance Review and Assessment Service (KR). Guide-
lines for healthcare quality assessment indicators for the years
2024-2025 [Internet]. Health Insurance Review and Assess-
ment Service. [updated 2023, December 22; cited 2024, January

15]. Available from:

https://www hira.or kr/bbsDummy.do?pgmid=HIRA A0200
02000100&brdScnBltNo=4&brdBltNo=10626&pagelndex=1&
pagelndex2=1

8. Lee J, Gu JW. A case study of customer satisfaction manage-
ment of Myongji hospital. Korea Business Review. 2015;19(1):
85-119. https://doi.org/10.17287 /kbr.2015.19.1.85

9. Won YH, Kim JH, Jung EH, Kwak EA, Yang Y], Shin 5], et al.
Customer experience management for cancer patients in a ter-
tiary hospital. Journal of Korean Clinical Nursing Research.
2017;23(3):321-331.
https:// doi.org/10.22650/JKCNR.2017.23.3.321

10. Lee SK, Lee S. Effects of healthcare service experience factors
on satisfaction and behavioral intention: focus on patient expe-
rience evaluation. Journal of Korea Service Management Soci-
ety. 2020;21(2):1-21.
https:// doi.org/10.15706/jksms.2020.21.2.001

11. Richter JP, Muhlestein DB. Patient experience and hospital
profitability: Is there a link?. Health Care Management Re-
view. 2017;42(3):247-257.
https:// doi.org/10.1097 / HMR.0000000000000105

12. Lee ], Im S. Content analysis of nursing communication in
VOC (Voice of Customer) of the hospital. Korean Academy on
Communication in Healthcare. 2014;9(2):119-131.
https:// doi.org/10.15715/kjhcom.2014.9.2.119

13. Ju J, Hwang S. Establishment of VOC analysis system for effi-
cient CRM. Journal of Korean Society for Quality Manage-
ment. 2004;32(1):75-91.

14. Rivas C, Tkacz D, Antao L, Mentzakis E, Gordon M, Anstee S,
et al. Automated analysis of free-text comments and dash-
board representations in patient experience surveys: a multi-
method co-design study. National Institute for Health and
Care Research. 2019;7(23):1-7.
https:// doi.org/10.3310/hsdr07230

15. Lee Y, Chang H. Analysis of voice of customer for patient expe-
rience management. Health Service Management Review.
2019;13(4):13-25. https:// doi.org/10.18014/hsmr.2019.13.4.13

16. Pandit AP, Sharma S. A study of impact of voice of customers
for admissions department of a quaternary care hospital. Indi-
an Journal of Public Health Research and Development. 2019;
10(10):492-500. https://ijphrd.com/issues.html

17. Alowad A, Samaranayake P, Ahsan K, Alidrisi H, Karim A.
Enhancing patient flow in emergency department (ED) using
lean strategies-an integrated voice of customer and voice of
process perspective. Business Process Management Journal.
2020;27(1):75-105.
https:// doi.org/10.1108 / BPM]-11-2019-0457

18. Shukla K, Shilewant S, Chandra H. Assessing voice of custom-
ers (VOC) as a tool for improving patient care: a case study of

a tertiary care hospital in mumbeai city. Journal International

Vol. 30 No. 5,2024 541


https://www.mohw.go.kr/board.es?mid=a10503010100&bid=0027&act=view&list_no=338207
https://www.dailymedi.com/news/news_view.php?wr_id=906135
https://www.medworld.co.kr/news/articleView.html?idxno=237058
https://www.hira.or.kr/bbsDummy.do?pgmid=HIRAA020002000100&brdScnBltNo=4&brdBltNo=10626&pageIndex=1&pageIndex2=1

- S

[}

Medical Sciences Academy. 2020;33(2):67-75.

19. Blei DM. Probabilistic topic models. Communications of the
Association for Computing Machinery. 2012;55(4):77-84.
https:// doi.org/10.1145/2133806.2133826

20. Netminer [computer program]. Version 4.5.1. Cyram Inc.

21. Cyram Inc. Social network analysis using netminer: text net-
work analysis. Seongnam, Korea: Cyram Inc; 2021. p. 24-29

22. Lee SS. Network analysis methods. 1st ed. Seoul, Korea: Non-
hyung; 2012. p. 99-105

23. Park S, Kwak E, Kim Y. Research trend on diabetes mobile ap-
plications: Text network analysis and topic modeling. Journal
of Korean Biological Nursing Science. 2021;23(3):170-179.
https:// doi.org/10.7586/jkbns.2021.23.3.170

24. Kwak KY. Social network analysis. 2nd ed. Seoul, Korea:
Cheongram; 2017. p. 209-212

25. Jelodar H, Wang Y, Yuan C, Feng X, Jiang X, Li Y, et al. Latent
dirichlet allocation (LDA) and topic modeling: Models, appli-
cations, a survey. Multimidia Tools and Applications. 2019;78
(11):15169-15211. https:// doi.org/10.1007/s11042-018-6894-4

26. LiC, Yang C, Jiang Q. The research on text clustering based on
LDA joint model. Journal of Intelligent and Fuzzy System.
2017;32(5):3655-3667. https:// doi.org/10.3233 / JIFS-169300

27. Mehta V, Caceres RS, Carter KM. Evaluating topic quality us-
ing model clustering. In 2014 IEEE Symposium on Computa-
tional Intelligence and Data Mining. 2014;178-185.
https:// doi.org/10.1109/ CIDM.2014.7008665

28. Lee H, Lee HS, Yom Y, Lee JM, Jung WS, Park HJ. A study of
the image of nurse through analysing linking words of nurse
in the internet and social media. Journal of Korean Clinical
Nursing Research. 2016;22(2):173-182.
https:// doi.org/10.22650/JKCNR.2016.22.2.173

29. Im SB. Nurse-client therapeutic communication: Active listen-
ing and feedback. The Official Journal of Korean Academy of
Communication in Healthcare. 2009;4(1):43-48.

30. Engel GL. How much longer must medicine's science be bound
by a seventeenth century world view? Family Systems Medi-
cine. 1992;10(3):333-346. https:// doi.org/10.1037 /h0089296

31. Jun WH, Im HS. A Concept analysis of psychiatric nurse's com-

passionate communication competence: hybrid model. The

542 journal of Korean Academy of Nursing Administration

tet - 8871 5

Journal of the Convergence on Culture Technology. 2023;9(6):
813-825. https:// doi.org/10.17703/JCCT.2023.9.6.813

32. Kaliampos A, Roussi P. Quality of partner support moderates
positive affect in patients with cancer. Psycho-Oncology. 2018;
27(4):1298-1304. https:// doi.org/10.1002/ pon.4672

33. Young C, Chen X. Patients as consumers in the market for
medicine: the halo effect of hospitality. Social Forces. 2020;99
(2):504-531. https://doi.org/10.1093/sf / soaa007

34. Choi UJ, Kang JS. The mediating effect of nurse's communica-
tion on the relationship between nursing needs and nursing
satisfaction in hospital patients. Journal of the Korea Acade-
mia-Industrial cooperation Society. 2018;19(4):374-382.
https://doi.org/10.5762/KAIS.2018.19.4.374

35. Jeong SY. Satisfaction of patients by nurse's communication
styles. Health Communication. 2013;8(1):35-44.
https:// doi.org/10.15715/kjhcom.2013.8.1.35

36. Kim E, Baek G, Cho A, Byun M. Chronological changes in the
portrayal of korean nurses in TV documentaries. Journal of Ko-
rean Academy of Nursing Administration. 2023;29(4):341-352.
https://doi.org/10.11111/jkana.2023.29.4.341

37. Chang S], Park S, Son Y. A topic modeling analysis for Korean
online newspapers: Focusing on the social perceptions of nur-
ses during the COVID-19 epidemic period. Journal of Korean
Academic Society of Nursing Education. 2022;28(4):444-455.
https:// doi.org/10.5977 / jkasne.2022.28.4.444

38. Kim KH, Hwang E, Shin S. Current status and future direction
of interprofessional education in nursing education. Korean
Medical Education Review. 2017;19(1):18-24.
https:// doi.org/10.17496/kmer.2017.19.1.18

39. Kim SJ, Kwon OD, Kim KH, Lee JE, Lee SH, Shin JS, et al.
Investigating the effects of interprofessional communication
education for medical students. Korean Journal of Medical
Education. 2019;31(2):135-145.
https:// doi.org/10.3946/ kjme.2019.125

40. Lee MK, Lee YM. The Effects of video-based admission educa-
tion on environmental stress, anxiety and nursing needs sat-
isfaction among family members with patient in ICU. Journal
of Korean Critical Care Nursing. 2012;5(1):1-11.





