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Customer Satisfaction with External Quality Assessment Activity
Organized by National Center of Clinical Laboratory

ZHANG Lu"?, WANG Wei*, WANG Zhi-guo'? (1. Chinese Academy
of Medical Sciences & Peking Union Medical College, Beijing 100730, China;
2. National Center for Clinical Laboratory, Beijing Hospital , Beijing 100730, China)

Abstract: Objective To investigate customer satisfaction with external quality assessment (EQA) activity organized by Na-
tional Center of Clinical Laboratory (NCCL) and try to establish a corresponding comprehensive evaluation model of custom-
er satisfaction. Methods On-line or paper questionnaires were sent to participant laboratories for information on satisfaction
with EQA activity. Laboratorie” s satisfaction percentages with each division of NCCL in tree aspects during EQA period
were calculated with SPSS 13. 0 and Microsoft Excel 2007, and the mean,median and percentile of Py 5 ,Ps; , Pysand Pys. s of 6
evaluation aspects for 52 EQA programs were also analyzed. Principal components analysis were used to establish a compre-
hensive evaluation model of customer satisfaction with EQA for routine chemistry. Results Satisfaction percentages with
each department of NCCL were 84. 4% ~96. 8%. Evaluation specific to division of EQA showed percentages of 91. 80% ,
92.40% and 87.40% in “EQA period”, “EQA application and results analysis” and “Type of post method for EQA con-
trol” respectively. Satisfaction percentage with 52 EQA programs were: “EQA control quality” 79. 10%~97.10% . Appro-
priateness of target value setting method” 81. 00% ~98. 40 %, “ Timeliness of feedback of report form” 83.5% ~98.40%,
“Information volume of report form” 84. 00% ~98. 20% , “Grouping method of EQA result analysis” 81.40% ~98. 9% ,“E-
valuation criteria of EQA performance” 84. 80% ~98. 2%. The final evaluation model of customer satisfaction with EQA
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for routine chemistry was Y=0. 178 X; +0. 258 X, +0. 321 X3 +0. 244 X; + 0. 152 X5 + 0. 157 X;;. Conclusion

Laboratories

had high satisfaction percentage with external quality assessment (EQA) activity and many meaningful advises were per-

formed to improve the quality of service. Regular customer satisfaction investigation should conducted for the views and advi-

ses of laboratories to identify aspects to be improved and constantly improve the quality of EQA service.

Keywords : customer satisfaction;external quality assessment
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