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Bolton and Drew(1991)66)= &4 4 8490 AU AFZA 3 7Aoo gt

BARPS ANGL DAES ANH AU 2B 4, B, A wow

Bolton¥} Drew(1991)+= A2t AH] 2~ #2412 Bl FAS 7id oz EAs

Aol e BAE Falel nAREo] FHH T o7 mATEe] A o]

66) Bolton, R. N. and J. H. Drew, ” A Multistage Model of Customer’s Assessment of Service
Quality And Value.” Journal of Consumer Research, (vol. 17, 1991), pp.375~384.

67) Rust, R. T., A. J. Zahorik, and T. L. Keinngham, Service Marketing, (Harper Collins
College Publishers, 1996)
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and Drew, 1991), 18] 31 Azt AH] A~ F2S HAWFE 5to] AH)A} whEo)

A o] g xo) X F8FS ¥3l A (Cronin and Taylor, 1992) 2 &% 34—
S| A o] o] A E 3] oI+ (Bitner, 1990) G-©] it} o]el gk A&
TE Hg o &y 2 Mol Jhesith

Aol AZse HEEE nAFAHE F(HY FFS A2

5) Al A, Al AR A 24 Q2 B
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3) J. Joseph. Cronin, and Steven A. Taylor, op. cit., 1992.

69) Al “Fuje =g w A= AB[AFAT AHAREY] #A” FASEE R I
=523, (374 98k3s], 1995), pp.1~9.

70) Aew - AT - NS, AR AFAT AB|ATF 7} AE] ANED AH) A o 3R
= 3% U}ﬂ]%‘i}ﬂoﬂ? A5, 2000, pp.16.
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<E 4-1> $EA9 &

A T 3 W = | H &(%)
N %A 192 435
o1 249 56.5
T 117 26.5
B 34 77
4 o FA/A/ Y 39 8.8
VAR 69 15.6
A}ed /3w A 1] 2 91 20.6
71 €} 87 19.7
204 105 23.8
30tH 149 33.8
S 40tH 90 20.4
50tH 53 12.0
60t o] 4 43 9.8
1009+ v) gt 81 19.1
20071 o) gt 166 37.6
R ] 4 T ERE 3009k w] gk 103 23.4
= A 4007+ W)k 41 9.3
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w9145 17hE w5 124 28.1
371€ wint 52 11.8
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= i B L1 106 24.3
waae e ol g 184 422
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71 E} 77 174
2 166 38.2
o] 8-4% 13] 9% 21.8
23] o]’ 174 40.0
De wses 2 229 51.9
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<E 4-2> 899 F&

Extraction Sums of

Rotation Sums of

7 ¥/ Initial Eigenvalues Squared Loadings Squared Loadings
Compo % of |Cumulative % of |Cumulative % of |Cumulative
nent Tota Variance % Total Variance % Tota Variance %

1| 9.146| 41574 41.574 9.146 41.574 41.574 6.447 29.307 29.307

2 | 3.001| 13.641 55.215 3.001 13.641 55.215 3.893 17.694 47.000

3| 1.235| 5614 60.829 1.235 5.614 60.829 3.042 13.828 60.829

4 9941 4519 65.348

5 865  3.934 69.282

6 713 3.241 72.523

7 666 3.026 75.548

8 H88| 2,671 78.219

9 H36| 2.436 80.655

10 bH32| 2417 83.072

11 4281 1.947 85.019

12 4051 1.840 86.859

13 390 1774 88.633

14 376 1711 90.344

15 3381 1.535 91.879

16 305 1.388 93.267

17 2921 1.329 94.596

18 2731 1.240 95.836

19 263 1.194 97.029

20 2531 1.149 98.179

21 210 933 99.132

22 191 .868| 100.000

Extraction Method: Principal Component Analysis.
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<¥ 4-3 > %Y Varimax 3 A9 8¢ FPEXE

Rotated Component Matrix(a)

2 Component
h SER L #3874
Q9_1 788 153 .264
Q3_1 744 101 315
Q22_1 740 127 255
Q7_1 731 128 .286
Q16_1 731 240 197
Q6_1 711 159 276
QI13_1 703 205 282
Q20_1 .699 229 273
Q10_1 .686 178 307
Q21_1 675 .109 194
Q5_1 .626 5 A 423
Q15_1 .503 6.945E-02 -.177
Q12 8.641E-02 810 1.158E-02
Q17 203 .806 9.628E-02
Q19 298 761 5.092E-02
Q11 5.788E-02 758 -3.501E-02
Q14 101 746 110
QI8 197 743 6.274E-02
Q2_1 251 8.671E-02 .832
Q3_1 218 -2.073E-02 775
Q4_1 395 8.286E-02 .651
QI1_1 380 6.226E-02 .609

Extraction Method: Principal Component Analysis.

Rotation Method: Varimax with Kaiser Normalization.

a Rotation converged in 6 iterations.
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NEge 4 AsAe] A, A, EHSA, Y St
g3t wAE Aot AstE, FA Aol ta wE Z4AL o)
AT AT A2 b5 BT AHAY SAPHlE FASAE

A
2

o] AMu)l~ FAo F3A Q<9lo] Cronbach —agtk 0.8127, WFSA Q<19
0.8716, Al#A Q<2lo] 0.8841% AF =7} w2 Aoz ey
Q92 08619, 27 d&HOo =

*
8494, 2/ FE o7 SR H IAAFAHEE 08922% YERT

<& 4-4a> AM|2F A HF9 A= HI(FIA)

RELIABILITY ANALYSIS - SCALE ALPHA
Item-total Statistics (F+34)
Scale Mean Scale Corrected Alpha if Item
T i if Item Variance Item— Total Deleted
Deleted if Item Deleted | Correlation
QI_1 15.3000 6.3503 5742 71921
Q2_1 15.3930 5.7822 7330 7149
Q3_1 15.4349 6.2090 6280 7664
Q4.1 15.4140 6.4623 5944 7818
Reliability Coefficients
N of Cases = 430.0 N of Items = 4
Alpha = 8127

73) Fred N. Kerlinger, Foundations of Behavioral Research, 3rd, ed., (Holt, CBS
Publishing Co., 1986), pp.404~405.

74) Cronbach’s Alpha AlS&E 03 14}o] 9] k< 74 A, A}3] 738 A8 o] AL 0.70]4
ol AlFAo] mulay R} EHE TSASE = BANA , (A& @ HolHE#x,
1997), p.240.
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<E 4-4b> AH|2FF ¥ AIE AFHEA)
RELIABILITY ANALYSIS - SCALE ALPHA
Item-total Statistics (¥F-8-43)
Scale Mean Scale Corrected Alpha if Item
T 2 if Item Variance Item- Total Deleted
Deleted if Item Deleted| Correlation
Q11 22.7991 31.5448 6351 .8565
Q12 22.5248 30.8234 7125 .8425
Q14 22.8582 31.0035 .6358 8572
Q17 22.5887 31.7735 7218 .8419
Q18 22.5154 32.4352 6541 8528
Q19 22.4350 32.1042 .6859 .8476
Reliability Coefficients
N of Cases = 423.0 N of Items = 6
Alpha = 8716

<E 4-4c> AH2ER BFY AFHAE AF(AFHA)
RELIABILITY ANALYSIS - SCALE ALPHA
Item-total Statistics (1] 4])
Scale Mean Scale Corrected Alpha if Item
T = if Item Variance Item- Total Deleted
Deleted if Item Deleted| Correlation

Q5 56.5337 87.6573 6822 8706
Q6 56.7150 87.5186 6981 8699
Q7 56.8731 88.1111 7167 .8698
Q8 56.8283 87.6359 71357 .8688
Q9 56.8886 36.8992 718 8670
Q10 56.7176 88.1408 6834 8709
Q13 56.7124 87.3015 7153 .8692
Q15 57.0337 77.9963 3361 9367
Q16 56.6995 86.9588 7300 8684
Q20 56.9456 87.8957 7117 .8698
Q21 56.9974 90.2571 6290 3742
Q22 56.9326 87.9123 7022 8701

Reliability Coefficients

N of Cases = 386.0 N of Items = 12

Alpha = 8841
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<E 4-4d> MU E2FZ g AFE (AR H MHl= F32)

RELTABILITY ANALYSIS -

SCALE (ALPHA

Item-total Statistics (A H2 AMu]~ £2)

Scale Mean Scale Corrected Alpha if Item
T & if Item Variance Item- Total Deleted

Deleted if Item Deleted| Correlation

T1 9.9977 3.3972 7812 7859

T2 9.9839 3.6002 7260 .8364

T3 10.0000 3.4365 7418 .8226

Reliability Coefficients

N of Cases = 434.0 N of Items = 3

Alpha = .8689

<E 4-de> AW 2FD W5 AHAE AF(AAAA)

RELTABILITY ANALYSIS -

SCALE (ALPHA

[tem-total Statistics (¢1%]7}x])

Scale Mean Scale Corrected Alpha if Item
T if Item Variance Item- Total Deleted

Deleted if Item Deleted| Correlation

T4 4.8973 .9025 7384

T5 4.8790 .8618 7384

Reliability Coefficients

N of Cases = 438.0 N of Items = 2

Alpha = .8494

<E 4-4f> A 2FE 5 JAIE AF(FAHAE)

RELIABILITY ANALYSIS - SCALE (ALPHA
[tem—total Statistics (A %)
Scale Mean Scale Corrected Alpha if Item
T & if Item Variance Item- Total Deleted
Deleted if Item Deleted| Correlation
R4 5.1651 9867 .8054
R5 5.2605 9670 .8054
Reliability Coefficients
N of Cases = 430.0 N of Items = 2
Alpha = .8922
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¥ o2 oy Cronbach P
-a
Q5- ¥4 A5FAAY B4 &= wAsitt
Q6- W7t ol &3t HMYLe WE, e, vy, I 53 ¢
2 JFE A& FEu= T A7k
Q7- W7t o] gEe HYL EAV SRS A9 IS
OFA) A A F T}
Q8- U7} o] &3l Wl AT & U}
Q9- W7t ol &= YL AFEIIE FEHF A7t
FACTOR SAH2E A F3T)
1 Q10- ﬂigij}i Hade W7 =S Z Bt o 2341 12
(9) 1 Q13- wele] ZAA=L 3 7)170] B2 melrew o).
Q15— #H9 FAAES EHEL oje} obdshs = 4= gl
Q16— 7l ol g3te HYY TAAELS o7t vf2
Q20— 7} o] &3t WY s TARES oA W
Q21- U7} o] &3l WAL Yol A Hedt Agtel] EA
s AF g
Q22- ¥4 95d52 #x9 &7 FAAA & du
%l‘:P
Ql1- W7t o] &3t WHLS 8~ E AT o 1 Y
&S AZstA Aol A olofr] A W&
Q12— 7} o) &ste WYL gSTARERE 7420 A
Hl 25 whx] B3t
FACTOR Ql4- W FAREL U whubA gxjo] QAo F7t
Ao whgd £ flv A 2k
2 1Q17- wee BAAEe B ARAos pye Ae | OO 6
() o7 e
Q18- W7} ol &3t WYL oA Azl #AAE 7129
FA Y
Q19- U7t ol &3le= WU TAAEL U7l 873+ A}
o] FolA # B2 A 71%3}.
Q1- Wik ol &3tz W2 A4l gn7]7e AnE B
FACTOR st 9ltla A zhs).
3 Q2- A AL £ Holr) 8127 4
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<E 4-7> Mu2FFd 2Udd FaEY

-+
e

F34 | AN | A | ANz | AATHA] | FHE | FAHE

AT 1.000

%65] Ag Sig. (2-tailed)

N 441

AAA S |.6156)]  1.000
A2 A [sie. (2-tailed) .000 .
N 441 441
AFIASG | 1460G+)| .336(++)]  1.000
HES- A (sig. (2-tailed) .002 .000 .
N 441 441 441
AZAG |.6650+%)| .6650x)| .181(+*)|  1.000
AU H] A |sig. (2-tailed) .000 .000 .000 :
N 440 440 440 440
AR A G | 537 ()| 497 () .024| .650(+x)[  1.000
Q1 2] 7} A] |sig. (2-tailed) .000 .000 622 .000 .
N 439 439 439 439 439
ABAG | .527CH)| 642(xx)| .210(xx)| .670C*)| .496(xx)|  1.000
TFE T |sig. (2-tailed) .000 .000 .000 .000 .000 .
N 433 433 433 432 431 433
A |.4910G#)| .619Gx)| .218(+#)| .592(++)| .503(x%)|.739(+¥)|  1.000
A% [sie -tailed) .000 .000 .000 .000 .000 .000 .
N 436 436 436 435 434 433 436

#* Correlation is significant at the 0.01 level (2-tailed).

w A7 A T sl ARSI Mula FEe acld tid &
AS dotiy] s uARSEE FHAFE sta AMHls 529 371a<]

BN ANAELS SPUSR S FALAS A
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<E 4-10> 1A 9 ALY ANA Yetd IJFAAF

Coefficients(a)
SRt} Unstan(.jqrdized Stande.lrfflized
Coefficients Coefficients t Sig.
A B Std. Error Beta
(Constant) .563 214 2.627| .009
AnbA M F4 467 .049 426 9.440| .000
A=A 427 .053 364 | 8.064( .000
a Dependent Variable: TF%

ATEYS AFEE AFH7) Aste] TREgARdel AFHE APE

(Goodness-of-Fit : GFI), AGFI(ZA+4-3+%]), RMR(¥ %+

3

AAF) 5 FAow A~ AL wale] AAYE XA, A

1By
k1
K
=
o
oX,
=g
N}
)
1o,
of
o
ftlo
T
N
Ho
o
ME

e AAG Ads <E 410>
oA Hi= wie} o] B AFRE ] A3 E2]4(Goodness—of -Fit Index : GFD)&
N > 200914 GFI > 097} n}&kz & AL uEa

-

71a ga, FAE A=A F(AGFDE 099 o2 vehston 3 zhxpA) 3
(RMR)Z 0.0027= wi¢- AA Yely AFErt =2 Ao=2 e

#=050 p-value7} 047948 HEtH #AZEFPo] dFEYPS HAYdts B



<Y 4-1> A2EA

. 65 \":'I:I. 52
-4l
J.11 .71 ==, 53
\
0. 320

.

chi-square= 050, df= 1, p-value= 0.47948, RMSEA= 0.000

aa 94, bbrM)g,;xc.a;c-fﬁ‘i%%éé;;@dﬁf%-”i‘ii??ﬁ?hie%?‘ﬂé—% thed=s
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<# 4-11> Goodness of Fit Statistics

Degrees of Freedom = 1
Minimum Fit Function Chi-Square = 0.50 (P = 0.48)
Normal Theory Weighted Least Squares Chi-Square = 0.50 (P = 0.48)
Estimated Non-centrality Parameter (NCP) = 0.0
90 Percent Confidence Interval for NCP = (0.0 ; 5.48)

Minimum Fit Function Value = 0.0012
Population Discrepancy Function Value (F0) = 0.0
90 Percent Confidence Interval for FO = (0.0 ; 0.013)
Root Mean Square Error of Approximation (RMSEA) = 0.0
90 Percent Confidence Interval for RMSEA = (0.0 ; 0.11)
P-Value for Test of Close Fit (RMSEA < 0.05) = 0.67

Expected Cross—Validation Index (ECVI) = 0.12
90 Percent Confidence Interval for ECVI = (0.11 ; 0.12)
ECVI for saturated Model = 0.098
ECVI for Independence Model = 2.49

Chi-Square for Independence Model with 15 Degrees of Freedom = 1052.56
Independence AIC = 1064.56
Model AIC = 52.50
Saturated AIC = 42.00
Independence CAIC = 1094.97
Model CAIC = 184.28
Saturated CAIC = 148.44

Root Mean Square Residual (RMR) = 0.0027
Standardized RMR = 0.0036
Goodness of Fit Index (GFD) = 1.00
Adjusted Goodness of Fit Index (AGFI) = 0.99
Parsimony Goodness of Fit Index (PGFI) = 0.048

Normed Fit Index (NFI) = 1.00
Non-Normed Fit Index (NNFI) = 1.01
Parsimony Normed Fit Index (PNFI) = 0.067
Comparative Fit Index (CFI) = 1.00
Incremental Fit Index (IFI) = 1.00
Relative Fit Index (RFI) = 0.99

Critical N (CN) = 5716.47
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A58 HAZ

A1 nAE AEAF

ARIHD : 2A0) AZse AuAFAL AH2AAAR A(+)e)
9 " Aol

ook

Mulz=Ed el 57k 9]l § FEWTFE AAZMA O T-value #el 2.00
(a=005)8F A EAGoR feldh 290& <FA-12>04 mi vs} 2
N 7R, AEA, wEA A 25 FeoletA yEhda 9l

o S AAgMHI A QAT = FEA I AR, e Bl o dF

<E 4-12>7F4 1 (HD)Y AZ27

T 2 34 | AFHAY | A 7} A
A ZA S 0.38 0.32 0.11
ozt 0.05 0.05 0.03
01 2] 7}4] I
T-value 6.96 5.85 3.19
79 Mg R O O O

7Fd2(H2) @ 2ol A st MUAFZRL 17 wFo A(+) FFE

FAMOE Fold Qe <FHA-13>olA Hi= upel o] Muj=FA e
94, AN FefatA et e whgAdol e 95%] AH
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<E 4-13> 71H2H2)Y AZ4FH

T % +34 | AFAY | e | H A
A=A 0.16 0.52 0.03
I 0.06 0.06 0.03
T-value 2.71 9.09 0.78
7H e Aoy O O X
Fd3(H3) @ Aol Aztst= MulE FHE 1A SAHE A(H+)Y

1A
dge v Aol
o

Sk Q12 <H4-14>04 BT vpe} o] AMuAFA QR
=

- 2 AH = F4 7t A
784 A=A
AwA S 0.03 0.26
e | EESA 0.03 0.05
0 M rvalue 0.90 527
7HA 9] Ao x O

7Vd4A(HA) @ A o] A Gsts AHlE AT = 24 TFo A (+)9]
FFe "2 Ao
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<E 4-17 > 7}46(H6)S AFAH

T o® 4= 7+
HE2AF 0.49
X+t 0.04
R
T-value 12.16
EEE EECE! 0
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AT - ARE, AU F AT A AT A S A s
oo WA= G mpAE FAT A5, 2000, p. 16.
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ABSTACT

A Study on the Effect of Medical Service Quality on the
perception value, Medical Customer Satisfaction and medical

customer’s repurchasing intention.

Won. Dae Eun
Department of Business Administration
Graduate School
Cheju University
Advised Prof. ‘Whang. Yong-chul

There are few empirical researches on the marketing service value in
spite of increasing interests on the concept of service value recently.
Therefore, the purpose of this study is to develop an framework for the
marketing service value research by the theoretical model for the
relationship of service value between customer satisfaction and the
empirical data of hospital users in the Jeju city.

This study were empirically examined an effect of medical service
quality and sacrifice on the its value and another effect of medical
service value on the medical customer satisfaction. Also, in order to
achieve this purpose, a literature survey on marketing service

management was conducted.
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In this study, the structural equation model and regression models
were established for verifying the relationship of above variables.
Especially, the research model for SEM analysis of this study is

following:

And, several hypothesis were established and examined empirically
from that structural equation model. The hypothesis of this study are
following:

Hypothesis 1: The medical service quality may influence positively
upon the medical service value.

Hypothesis 2: The medical service quality may influence positively
upon the medical customer satisfaction.

Hypothesis 3: The medical service value may influence positively
upon the medical customer satisfaction.

Hypothesis 4: The medical customer satisfaction may influence
positively upon the medical customer’s repurchasing intention.

Hypothesis 5: The medical service quality may influence positively
upon the medical customer’s repurchasing intention.

Hypothesis 6: The medical service value may influence positively

upon the medical customer’s repurchasing intention.

After examining those hypothesis based on the collected data through
the survey, all hypothesis were accepted with the statistical significance.
As the result of statistical analysis, the medical service quality
influenced upon the medical service value positively, and that service

value influenced upon the medical customer satisfaction positively. As
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well as, the medical service value influenced upon the medical
customer’s repurchasing intention positively, and medical customer
satisfaction, too.

In conclusion, the marketing service value must be evaluated within
structural relationship between the service quality and sacrifice, this
service value is the more effective concept than the marketing service
quality only.

Additionally, the result of this research has founded the fact that the
marketing service value is the most important variable as elements of
successful service marketing.

While existing service marketing researches were focused on the
service quality concepts, this study initially tried to examine the effect of
the medical service value identified through empirical data and based on
theoretical model for service marketing.

As the limitation of this study, however, the external validity of
results is relatively weak because of the small size of sample.
Nevertheless, this empirical study may be significant as an exploratory
research establishing the structural foundation for the marketing service
value. Also, it is remaining topic that the empirical verification by the
synthesized model considering multivariables of customer’s repurchasing

intention.
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