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Service demand analysis of patients with knee arthroplasty based on Kano model
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Abstract:Objective: To investigate the inpatient service needs of knee arthroplasty patients and analyze their demand levels, in order to
improve the quality of nursing care services. Methods: Based on the Kano model, a questionnaire was designed to investigate the inpatient
service needs of knee arthroplasty patients, and 143 patients who underwent knee arthroplasty in three top three hospitals in Inner Mongolia
were selected for investigation, and the demand attributes were classified in combination with the Kano model, and suggestions for
improvement were proposed. Results: Among the 20 service requirements items, there were 4 essential requirements, 7 expected
requirements, 5 attractive needs, and 4 undifferentiated requirements, and | SI| and | Most of the DSI | values greater than the average are
expected requirements. Conclusion: Medical staff should try their best to meet the pain control effect is remarkable, the speech is gentle, the
service attitude is good and the patient is informed of the diagnosis and treatment plan to make the patient satisfied; by providing bedside
examination for patients with mobility difficulties, listening to the catharsis of the patient's bad emotions, giving psychological counseling
and setting up a multi-channel consultation platform to attract patients and bring them a better medical experience.
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