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Abstract

The Impacts of Medical Service Quality on the Service Value, Customer
Satisfaction, Switching Intention, and Word-of—-Mouth Intention

—-A case of the Cheju National University Hospital-

Song In-su
Major in Business Administration
Graduate School of Cheju National University

Advised by Prof. Hwang Yong-cheol

Despite the imbalance among the regions, the number and size of hospitals
grow bigger and bigger as the society develops and there are more
hospitals providing medical service. On the contrary, the size of medical
service market or the number of customers is growing smaller, which
naturally leads to the fierce competition among the hospitals. The manager
of a hospital needs to pour his or her heart and sweat into taking a
superior position in the competition and into surviving and continuing to
grow. A hospital is an organization that provides medical service needed by
customers and gets reward in return. Meanwhile, the customers evaluate
many different hospitals in terms of medical service and choose one
offering the service meeting their expectations from them. A hospital is
much like a company, which seeks profits, in that a harmony and balance
between service provision and reward is crucial in its survival and growth.
Performing in such a ferocious competition, the hospital industry needs to

introduce marketing, the core of corporate management.



This study set out to investigate what factors of medical service quality
would affect the medical service value and what kind of impacts the
medical service value would have on the customer satisfaction. Further it
aimed to find out what influences the medical service value and customer
satisfaction would have on the patients' switching intention to another
hospital and word-of-mouth intention. A model was made for the identified
factors, and s survey was conducted over the patients at the Cheju
National University Hospital to understand how they evaluated the hospital
and suggest some implications for the hospital's medical service
improvement in terms of marketing.

The subjects of an empirical analysis was the customers using the service
at the Cheju National University Hospital, which was chosen because the
improvement measures for the medical service quality could be applied to
at hand. The SPSS 10.0 and AMOS 4.0 were used for statistical analyses.
The variables were tested for reliability and appropriateness. Finally a path
analysis was conducted to test the hypotheses.

The previous research was consulted to make up a hypothesis, which were
then analyzed empirically with a path analysis method. The hypotheses
were as follows:

Hypothesis 1: The medical service quality will have positive(+) impacts on
the service value.

Hypothesis 2: The medical service value will have positive(+) impacts on
the customer satisfaction.

Hypothesis 3: The medical service value will have negative(-) impacts on
the customers' switching intention.

Hypothesis 4: The medical service value will have positive(+) impacts on

_Vi_



the customers' word-of-mouth intention.

Hypothesis 5: The customer satisfaction will have negative(-) impacts on
the customers' switching intention.

Hypothesis 6: The customer satisfaction will have positive(+) impacts on

the customers' word—of—-mouth intention.

The results of the empirical analysis were as follows: statistically
significant results were generated in all the hypotheses except for
Hypothesis 5, which still proved that the customer satisfaction had negative
impacts on the customers' switching intention. They subjects said they
were generally satisfied with the hospital and didn't find it providing
particularly differentiated service from other hospitals. The hospital
investigated in the study should start providing differentiated service from
other general hospitals to keep its patients from switching to one of them.
That is, since the customers didn't feel much difference among the
hospitals in terms of facilities, the hospital should work hard to improve
the invisible service aspects and thus to raise the level of service value
and satisfaction higher than now.

In short, the customers or patients to the hospital investigated were well
aware of the characteristics of medical service by factors, which in turn
influenced the service value, customer satisfaction, switching intention to
try another hospital, and word-of-mouth intention. The essential measures
the hospital should take, therefore, include expanding the scope of visible
service and making ongoing improvements to invisible service to increase
its competitive edge.

Since the study was limited to the Cheju National University Hospital in

- vii -



research efforts, it's impossible to compare medical service of different
hospitals in the region or across the nation and to identify the reasons why
the patients pursued medical service outside Cheju when they did.
Moreover, the inpatients and outpatients were not distinguished in the
analyses, and there was no information provided on the differences
between the former staying at the hospital for a long period and the latter
just visiting for a short time treatment.

In future they should compare the university hospitals and private clinics in
the local areas and Seoul areas and investigate why certain customers visit
the ones in the Seoul area for medical treatment by categorizing them into

inpatients and outpatients.
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A% : A. Parasuraman, V. A. Zeithmal, L. L. Berry, "A Conceptual Model of
Service Quality and Its Implications for Future Research”, Journal of Marketing,
Fall, 1985. p.44.
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- AAE 7|ACl wa A AH=E AFetAthe vt
. = =] = 6} AT
524 (Responsiveness) | o
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e - THLY AAH o4, UEy AFEAPAESE 1HT F
1.5 (Assurance) T oo .
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7 o] Y4 (Empathy) - A §ol], AT, MAAH A4 T

A& A. Parasuraman, Valarie A. Zeithaml, and Leonard L. Berry, "SERVQUAL :
A Multiple-Item Scale for Measuring Consumer Perceptions of Service Quality”,
Journal of Retailing, Vol. 64, Spring, 1988, p. 23.

TF 2 1991d AFelA 1988de] AR oR ARE P9 Fio] A=
FAASS AAFsy, 488 SERVQUAL HEE A Zo] A A&t 250 1991
W33 =4 SERVQUAL 2 X9 57 Aol sl FA4 %2 J&e <F 1-2>9

T 8

Efup dek o]ef #Zo] 1988 SERVQUAL®] AMH| 2~ FHS SAsk=d gk 24

He 7 s AS dAs e 2 2 s ATz FA47 SERVQUALS
Al

AUl g AFsE /g Az FAL uo B 54T F 9
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s
El
)
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(o
1%

15 S9d, “Wshy Auz FAe PN Goh wF AT, AR

o
AVEFS =R 1997, pp.24-25.
16) FA%, e Az H4o FoEs HER A7, AR usta st AAbs

=1, 2000, p.17.
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3) JEAH= F4

o)A oA SJu A~ FAo i NdE ‘Zﬂ
e we Adorny Aw % o
F= el ol 27| 74A] g thgFatnt o]= -457\131 FAE A= 249 i
WAAIZE vhgstn] A ojshs Jdd Alztel web s AH] s F

A7] Wl oh(e e gt FFHE A, 1995).
Eu ol A (Donabedian, 1980)2 o]mAH|~ FHE& o3 #Zo] 3714 FHL
Taste] gostdtt WA omA AL YA mARA FHE s AY
o] gt Ql 7|EAlE THolgta Aot o man|Ate] oA JEAH|~ FH
‘Bate] Q7 e uhel dgEE Ao w A Fuke o ZaH] A6 tiEk 3hx}e)
=lolebal Aot qlth mpAHr o2 ALS| A QiAo Ao omAnlA~ FAHALE WS AL
HEoA Helo] Eobd F ALF EAM|AE AFstial, #E sk Aol
s} A T2

o utxel w2l (Evans & Barry, 1984)&= 9

H

rlo L
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=
2t R E Qs FrtHor AHEE m9H [ =
Mul 2z Fdolm) Ateg G Ao R e KA AAEA AH AEHE v
ot @lt)22)

ZW=(Rowland, 1984)= WY vHAE /MES “SA7F QR sl dFAMHAE
gotetal 1 HQo RE3E uANA g AFToEM ANt fA, FF
of 71oga FAlel WA A, T 2 Wde AYPEAS dAgsta Hde] BE
BEgdE S %‘ﬂ’—ﬂf’—i Fdste Ao Fosta th»

Y(K. D. Bopp, 1990)2 osAH & F4& s di7tel gsanz dFoz 1
ol Foaqittzd 1x RHETHY WA gEAuls FHold vlg AT Ao
i 7]% 22l Zl(technical quality)o.® F%, A, A7 371x Qeloz FA o]
Ak gk vkl g auRe] Sl A omAuls FHold 7lEAel A
(functional quality)2. 2 32+x}7} Q1X|sl= Ao vHI®S T3 Ao AYsAY. 2=

21) A. Donabedian, “Explorations in Quality Assessment and Monitoring, Vol 1 :
The Definition of Quality and Approaches to its Assessment”, Ann Arbor, ML

Health Administration Press, 1980
22) Joel R. Evans and Berman Barry, “Service and Non-Profit American

Marketing,” New York, Marcmillan Publishing Company, 1984
23) H. S. Rowland and B. L. Rowland, “Hospital Administration Handbook,

Rochville, Maryland”, Aspen Publication, 1984, p.181.
24) K. D. Bopp, “How Patients Evaluate the Quality of Ambulatory Medical

Encounters : A Marketing Perspective”, Journal of Health Care Marketing, 1990,
pp.6~16.
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7154 43 #Hete] AEe] a5 Vgdd ARY FgE mAuE A
oA Ao o5 A~ FAE& =4 Fristvde AS AxstaA, 7270 71/ 3%
S o]gsto] ol AFHoRE HFArh w2 olHd AFAH}E Foto] A
7 A EHE o BZAH A F-E SERVQUALH = A AlAsH= A7/7|de] Edx l
Y-S St AT ¢ Jon, 37 AL(RAE, A, AE)eE FAEH 2
il g ol sksitt.

kel olg]dt AHolE $=Alo]l= 9(A. G. Woodside et al, 1989)= 159 Aol A
SERVQUALE &S o]&sto] o8 AMu2 Fd8E 45t o|zlo] rvtKkel F-uf ¢
L2 oo BYS HAFAHoRE HFeATD o]F Ao =(woodside, 1991)+=
oJeAHl 2~ FHE HE Mdd F2 MR Hro] GOttt e F2 U
o7 o|RAH] A~ Eélo RS e S P R Y = ) Tt i e = S R 7 e

s el AFH S BAY 2o B F A BER
SFAT. FEACIEL olel@ A Bel Azeel, Al fm ANOE AA
E RTAGES FEAL F Qe ANz AT, vz AT 2 29 B
4 2elw BAs) AdSEE FIAL 4+ e Aus Agon oadus
FARGR Ak Tela o mAusEgoA Aus EAe) Fa
= 437 Al BRAAe go] Aastta 4w

o B2
N

25) A. G. Woodside , L. Frey , R.T. Daly , “Linking Service Quality, Customer
Satisfaction, and Behavioral Intension”, Journal of Health Care Marketing, 1989,

pp.b~17.
26) A. G. Woodside, “What is Quality and How Much Doeslit Really Matter?”,

Journal of Health Care Marketing, 1991, pp.:61 ~67.
) J. John, “Improving Quality through Patient-Provider Communication”, Journal

of Health Care Marketing, pp.51~60.
28) R. S. Lytle , M. P. Mokva, “Evaluation Health Care Quality : The Moderation

Role of Outcomes,” Journal of Health Care Marketing, 1992, pp.460~469.
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HpHlE 2~ 9} w2 = (Babakus & Mangold, 1992)= S 5Au|~ F4& 7|&4e 24
I 75 A FARE FESIAT2Y 25 omxAd o v A A4S
omiateE AL VAl FHola, YEAH AT Al AlFE = AWAR] S
715 A F4doleta Aottt

ZA(Georgette, 1997)2 %%X}ﬂ S 5 A0[RI 2} FHOZ o o=
Al Fd4E XHOWE} ) e A SwdAe guAHA FHe FE 94
ARl o R kel % , 957 A4 E o2 Hriste wHd, 32 SH
oA o] o]mAu 2~ F 1% 7]L@3i A7F QA e Aol viES Fa dvkal A
gatdoh v oA7E FHEe] EARAE Zﬂ%éﬂﬂr stegt®: A7 23S =7
A FtH Al mAn ATt AlFEHATL 3 ¢ gles FxetHA 5k dlA
o] Mul~ FHe A7 Hrkste V) 9]°H AA <GS o] it FART
AEo] a8t YEAH A EHZE SZAAC . ATt

o] o] o]mAH| 9 AFoe BE Qs A&t AV Wi AHRE
SA4ete dole B ozl FE&srt. omAn|~e T, Aika &nvle vlE
27, B, AEAR TS Hdste gEAH| =Y SA4E FAF SR AW te
2o AR, dEAMN e FEAAS HE f902H, omAH~ AFAtel el A
TGS E Aul=rt AAEY AvjEd. adBER ) ojdd AlEs dIs
T AL BE, &Y o]Fok AEFIIF BUHEE] "t o AN FHL AlE
o F4d F, AFgAel Fostth =4, dEAH 2= 7t Ao EdAUF A
oAb BHAFe] Al AA dEjet AH, Ay 22 JIA 5 wep JFS W] o
ol gkxkel AAA GE W stol ILP—E— T3 Amde da EYXE AL F
At 2HBR oAb ] 1A A Eﬂﬂﬂ MNAA-EMo sk Hes Ads o
TRHA "ok A, BB AE &2 FadSe] EVlssith dubA A~ g
anzte] ZEstA FodFS st7] ofgy] witedl Au 2o 54 AErbsdel o
af #el7F 7hestth. 2y EAR[ 29 Ao FadSo] &7bs st

He], elmAu A ojste] d@ A¥A AHol} WHE AST ARIbye] 4

BT 5 YA AE Adze SuelA Amuw B8 wrh A, o wAu sk

e Auzel sl wwd FulRte] welgel ¥rh & FulAE o Aus

ol 493 e AEe Azder] WEel e Ang g B wey a7

A NYE F AL ARANE AT GFol Fslurt FadT. A, o
< 18

29) Babakus E. Mangold WG, “Adapting the SERVQUAL Scale to Hospital
Services : An Empirical Investigation,” Journal of Health Care Service Research,

1992, pp.767~786.
30) M. Georgette, Zifko—Baliga, F. K. Robert, “Managing Perceptions of Hospital

Quality”, Journal of Health Care Service Research, pp.28—~35.

_18_



4 9ee ATk A, RANZ FUAES o A
AN B FAEE BT R g8 Auzs PoAEe A9 1F
g3 om Anzrislel @E wAnsly] g, ofd nARe Bt vs
ST WA, AEAN 2 ATAE QA B 2THE G 9 AuLE A
g segacha A ek 7 e nEe E

=
= 71 F9 Yyt ‘BAL} fARsE AH3Ee

Ll
-
=2
ol
p
>
o
il
rlo
x
2
Lo
fo
)
o
2
>
fr
Ll
ji:3
o
rlo
Lo
>
P—t
[~
i
ol
o
-
)
[o

N
o
ol

ox, 1o
ol
o
rr
ol
e

i ol
ol
Bjie
ol
1o
5
)
S,
=}
o,
a.
9
ch
B.
=
o)
2
rlr
td
rin
po

;g )

AoE & Qi SAT F e 84AE UMK o8 7bA &4
S 7Hd dgez wHHy olo] HWEF AR AldlE WHOS 3 A5 <A (Who Technical
Report Series 137, 1967, "The Efficiency of Medical Care : Report of a Study
Group.”)™} "= ¥ X 74 3¥ 3] (American Public Health Association)ol| 4 AlA] 3k ol &
o Fdo dig A& FoJE WEH F itk vtav o] e st HE&FA
o 3loEae A7l sith o= FA ds ABostel oA A ZFA7F
WAs] i WEHe AFLE FXA7I7IEG Q389 W dvhal FAeks olEEke
A

3L
=4

T
AlFol 2zl v
za3k FHS

HAl=, 1 ATt Ain|e] #A7 1A o]t
7 A

]

o >

o

o
g
[z

pau)
rlo
AN
oo
o
2
o
oz
ax
o
oxl
Lo N
o
rir
o

=
[»
=
2
N
1o,
tlo g
i)
2
i

o,
AN

ol
o

©
ol
2

o 1 o
R
g

fo b oo X
Ju 1o

ol
-

—_>i'¢
)
lo,
oll K
Y
a2
r o
Bl
=5
n)
o
o,
ofo
]

= N

2o o

ot
o olr 4y

Mo

1o ol
2 ofy
4
o)
Lo

2
>
ol
ol
=
-
2
g IF = o
g0
ox.
fo
B g
N
>
.lZi

= o e
flo mt 1o
=
:
N
[o
o
N
)
_0|L
32

O I oy
oo Ko

oo mH 2 fob

oo
(ot
offl
to ®
Ho
>
on
oo
A
i
rlo
g
&
2
ri
o>
o
N
24
)
ol
=
g
B
Lo

=

_19_



fi%e)

!

il
oF
ﬁo
el
=

o

R

el

g Au o] A} mi A §hAL e

=
[6)

e o8 7}

)
5

) A gl lolA el

475

il

9/]

2
ol Al 3a} = A szt o] & 7

ahe] A

A

MU 25 Ao A F Sk,

PR

ol of

)
[6)

el

W Al A

o)
1o
o

g

v
%

—

i Rk-al

9]

I o5 A

0

T
T
ﬂ%m
EOATE
o AP
T
RN
= o Ol

0
‘L|,L|
7_/
Ll‘_uuoﬁa
X o
W
Nrw%
Mﬂﬂmozi
mx@uﬂu
< T
Mﬂ%
& T AR
G
X
zuwﬂq
Ho -~ 14
R
" ok
= )
45
oF zn
s
Fda
ﬂro7Ec€
w
=° 7
Emﬂmﬁ
Gy
Gy

o)
A

=
=

ol 7]ty 2740 M= o

EER

folw Auls gejo] el

S

2 il &

Nfo

b
BN
—~—
o

uiel

al 7}

e
H

~

o)
Jvmo
()
™ M
NE oF
N oF y

XY e

T %o o

of

[e]

o

slol A A

1

o

|

B

Nfo
Ho

r

—_—

jm]

Z3!

o

o

~
e

X
Kl
o))
HH

)

el

ol

gl

o
ol wet ol|d 7ol

3

= 7FAF

Al
1

47 @

=

pud

dotw gk el oAt

o] glofof

Bl
jont

el
.50

Bo

i
ot
BN

o
olo

o

il

_20_



NEe

o e
3w el

& e
pS|
=

o
1 5]

==
o

X

o]}
Yzel 71%e] 917] wheolt}

3

EX
=

A 8 A

59

7HA AL vk Alolv 1

=
=

7}

=
=

B

b s

iu}
R

= Jepd

o]

ol 7

!

—

ol wheh ol BAH] 4 Al E R}

4 7} o} =
2 e

i

]_

Z}—
S5, o BAH

H

—_—

0
N
JJo

o
(l

Hi

‘or
"

A

Pl whel 7]

7}3]

3

X o u o)
;é'_]’\:‘ ‘I‘O)i'a—

3T
=3

%
)

—

XU
Hin

—

0
"
A

o))

XY
Hin

WA, o 2Rkl Exprp A 7t

AH & 7R

2.

DAME & 7kA19) A

i

==
~

™

)
0
=
)

;o.w

el
o

A Fst= 7]

=
=

Axel 74

°]

—_—

o)
Ho

7}X] (total customer value): 7]

o] gojgfoltt.

H &5

she

thar o)

A

el

sl
- ol
N do
<=
oJ "
9 E
X
a
JI
o
el o
T mo
—_
N
~
Gy
X

bl ot
o peAE s A4S

I

o ol

1
.

I

Z

914, “o]g8Au 2 o] FAutEHE Aux 74A], Ao]g oo 1]

=

31)

WPAFEL9] =R 1999, p.S.

_21_



=3
TS GEH FRE G FelAq T
nobes Pl A olee] o TAE T
we gaa TP 5AYL Ao f
4 9u)zt gl
AA, B Folge] el guiAe] AFol @A Ad FIEAT @)
FeAA e AEAES e 3 3

o ek WwE 81t o]
FulAge @ sk, wAZA
o}

o 7]ell 7R o) o=

Lo
=
oo

=
N
rr
f
N
L
N
) 01-}11
o
il
o
N
L
D)
k1
¥2,
k]
=
N
L
ﬁ';
[nt

A, AA7LA] Eolod = : =,
ol AY IANES Fol= Folth HAte AFAe] AE, AulL, FHYE 28
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ot 7tAS vrFa, o SFAAE dodstaA ATE AES HSTOTA

TFujRtEe] AZtste A9HE ASAFoZN AT S Eol= Aot
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32) W. S. Perkins & T. J. Reynolds, “The Explanatory Power of Values in
Preference Judgement : Validation of the Means-End Perspcetive”, Advances
Consumer Research 15, 1988, pp.122~26.
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o4 o3y 7tARY o FosHA A&Hu. 53 7HA= vl 9 =(purchase
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7FA = &R ARlaE T D A aAES A Algeke A Abold A
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Means-End Model and Synthesis of Evidence,” Journal of Marketing, 52(July
,1988), pp.2~22. Peter, J. P. and J. C. Olson, Consumer Behavior and Marketing
Strategy, Homewood, Illinois : Irwin, 1990, pp.75~8&0.
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35) S. K. Gooding , “Quality, Sacrifice and Value in Hospital Choice,” Journal of

Health Care Marketing, 1995, pp.24~31.
36) W. H. Ettinger., “Consumer-Perceived Value : The Key to a Successful

Business Strategy in the Healthcare Marketplace,” Journal of American Geristr
Sociology, 1998, pp.111~113.
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AMul A FAH 5 anA SR AARAE AT o T
MAE 83l AMgs7 | SeH(EF A L9 39 @ Klensorg & Koenig, 1991) e
U A oujo A s~ FZI 2 ket AR UE JldeR $EAL
ot T AREAES Folo] YEAHA FHo] R MWy A&t A
= AZ3A T3k gl o] el u}-5} < At 3 -2~ 9-= (Reidenvbach &
Sandifer-smallwood, 1990)+= 3| &4 S Fsto AMulx~ FH& FA45= thard 4
8QlEso] WEEo WA= S % % Atk 1Yy o5 AFES EF dHA
55 o]&3ste] &A% Ao]7] Au] 2~ FAT ST O]JJrJJrﬁ g 49
sl dele dA7F v 2~ ®| o] B (Steiber et al, 1990)%5 & A
Mg Este] oEAn~ F42 ‘15—37&01]‘—:‘ ARG K] *J%J&ﬁl(’?}%ﬁ]—r—o.ﬂ)ﬂ

=

u{u Kl
M >
—11-‘
_g
o
L"l

42) Oliver R. L. “Measurement and Evaluation of Satisfaction Process in Retail
Setting,” Journal of Retailing, Vol. 57, 1981, pp.25~48.
43) AR, A AA N sED] DAVEI 3ol A Gl B A7

[<] = 7C:>]
a8kl A AFSEe =, 2004, p.34.
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EA stk AS AT

A2y B L2 (Cronin & Taylor, 1994)E Au2&F A3 uAwE7ke] A AS 7
FotH, oe] 7HA APE BE0E sto] 2ALE AAEATE 53] 47 el Bl
A FEREHES O]%OP@ Al AFS T UMA A4S BEF AT Hye ARE
stk SAINE o] AFe A REFo] Au|a~ FHo| Mgttt S DA AA N
AMu] 2z EFA- o] 3’—71.4‘?}%9] A= g wkge] Aol ugkth o3 AH|=F
Aol mAREFIe] Q@A Qo] dawlira= A5 AA AT

’\%(Swan 1985)° %@%%}_—Eﬁﬁ Eoto] $kApEo] A ZpstE o EAH| A~ %7‘]

AE AFAYTS o5 ATE Fale] #HAr} A
| dFS ThA] Aol Loz o]ojx =
A ZbetE= o8 AHlA ZTAL - 7HHAOZ Ao

FEAbol = 5 (Woodside et al, 1989)> 270 ® € 01] 198 S Ao
2b, e, S, WA, o5 o] dinAd, He] 670 Ao 187 =&l whate] A
FAL AL agle] gBanA BHEL Ao) g b A FFL ©
E drstdnt ) o] AAd @xprE A zeks s AH A FEo] @At
A AL o] Aol Al Fuf el oA = A HTHoR AT BndowH
o

AH| 2 A= A7) 8k AH| o oA 27) o] A AHlA AAHE HFst=
Aoz Ao Yy 5 ort. A Z7hA e AH| A npAE AFE Fz aAH| s wrEo|u
A FAE T ZIgel oleds Fe dANS vFela, diHer Aqujs gl
gk A= iAoz v 7ol AR 1S FAsE Hel == nld2
710 mAE fA5E vERt suAE o AT Wuk olye v|Ee] mae] A
v 2 AT A S B /]GSR Al oS HZ3 4 9ri: o] GE A9

[ex

A3} Eﬂ o]E]—aEEoﬂ ];H
H] E 4 (Bitner, 1990)

44) HAA, AA =8, p.2b.
45) J. Swan, “Deepening The Understanding of Hospital Patient Satisfaction :

Fulfillment and Equity Effects”, Journal of Health Care Marketing, 1985, pp.7~18.
46) A. G. Woodside, L. Frey , R. T. Daly, “Linking Service Quality, Customer

Satisfaction and Behavioral Intension”, Journal of Health Care Marketing, 1989,
pp.5~17.
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I AZbeA|RE 1 Qo = AlgFolut =9 Aok tijte] = AN & FHE FIFS
v dvkar Poan

F(Ping, 1993)2 A3J=rt Jol® =2 Asn] g7 o= 4 oiete] FA wjFof
aAEe] R ¢ vkl skt o] A F dijke] gl A&elA nAES] vk
nj o] o] FolHThH AL T E oH|sl= Zlo] ofyEt x| Tike] FFolit
getE3ke] A ZhE zpbol7b glv] wiiE<l 4*}°H§Ea T AT g

2] (Berry, 1995+ 719 E°] o8 F39 HIAET oW FI9 AIAAES F
A& AAJNA AR oF s, jE Tt w& A5 8ol F§stal, uAEHS
NE ZAsir 7= 7HX 7 dgs A s ok stvha =3k

ﬂlELﬂ o] (Keaveney, 1995)= CIT(Critical Incidents Technique)Z ©]-& 3+ 1174 3}9)

JEFHE Bl A Azl JF&FS A= 205 d& g4z A3

& A

i’iﬂ, dedgso] vA= ddS 87HA WEFER Ul Auls 7H4, =R
[e]

Aol A, vl G B, RE Ause] U 0, A4, A FA4,
WA Age] of Wil Huth MuZABYFY VAL AHAA WFE Fol

r

A 7P e RS UEls AL ARz dafoln, Mula AL AHA
719 Tddel =3kek w2 74 A uAe] Muls A ol T dEFE

" Acha walh

N H Y e (Bansal & Taylor, 1997)% FAIA o2 Ay~ F43 Ay~ who]
Mz e me] oD JIFS wA A g AFATE FhsAh 1Yy
JEE ABYEe] HHH JFL MAE 8e] Aulz WHola nrks Aulz
FAolgta Wl vk 2y o5 AT AHIAFAS ddAdow FAHFS
EZH, Au)2Ed 2Yo] wel ArlA d3to o m e o xo]lE HelAE B
i

gl 2A A (Leszczye, 1997 450 2&4E AXAS Ho] dta, @Ho] 7}Fo]
NE=7t Eohe S sk

/‘]EU}Q]r W E]<&(Sharma & Patterson, 2000)2] Ao AEH]Eo] ¥ we 1
So] Wy EvtSe] ueld FHU HA3S AAHSA N Asujgo] =8 uEeE &
E’}”f“OHE ZAFekA Hed olH AS dcte] EdsH uAELS vlE HIdse 54

< B sl

B ATl Mus Ao es LHATE AR Wl A 7]
HAE vHFAY olgdtel= o2 AHosddt Muls e rE SAHs= A=
Z1EEd 5ol 7128kl A ekl

47) M. J. Bitner, "Evaluation service encounters : the effects of physical

surroundings and employee response”, J Mark, 1990, pp.69~82.
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mAo] Aulzo] g AHE FYSEY o FHF Aol He A Fol
FAARUA Holth, AATE ofwl Mu|2E Fujsts] ol Fe)o] ArgrEel
o Aulzel] del geluAL 2L TR

A EE A ARUAALE pHA GEo] ol JFS
HAY-AFUA A Bt mulAEe] FA AFUANAL 2FerE ATt
Ak e T AR AF AT LUASAA 99 0 o

%E}. iﬂlx}%% 54 A A Oﬂ HIXHE] 7}749}: TE, B avfil
¥ A

—LJ
ol

71 AR stolEx O FA] dlojde B3 ZFAe] Id Aol dial & =
e TGN A2 BA FREC] doe BF 4Rl AAT Aol dF
o TS HEl L ok ARl WEE] o] 3 oAl Thats oo S A
A wbde] st ] Al Tk olojde AAshal A ke Aot SfolE=
o|Zo] o] xzkel AL3H AFyAeldel dutE wtgsts Ao At

Ft=9} @At~ #=(Katz & Lazarsfeld, 1955)= 259 AN 2E3 714 LE
2

Tl TR ARUACI el e guadnt o 2 g9 ndnn st
A AR P& AT AAES MR A} o) G0l Arieas
26 Q1A BNl 4u) w3 AR, gAL T o EAHYL AR

SLE(Arndt, 1967)% A=Z$ %ol tiskel 2442 FAAndl 4e $u

AAA AHE HI SHEHAHRTD SHH‘/‘r E2 FYEE BYon, ofFd FHE
ShA] gk &AM A7E 7 oy =2 FujoEE Hdtha B .

B71e} Y2 (Borgida & Nisbett, 1977) o]t T4 VelEe] Ado 7%
g i Ay Aol doleta stk

2] @ (Richin, 1983)2 FA Al o #3t +dS AstdA F+H1& A Exb
of tigh wkgo R Bkt oA FAA e A EHTF olA7MA ] AFE9
Aol dAEHE=H FHAA U | o8 JRI7L FAAGA ¥ 2
s o Aolrh HE3 BUES =7 A7 o Bl S dtthe o] o
g A5 S8 WA

H] o] 9-2~(Bayus, 1985)" THE
g e 54 d-dE Ui =

&

L

_1

48) 384, "HFH & hnzA PEE, , AT EdE, 1998, p.5%6.
49) Arndt Johan, “Role of Product-Related Conversation in Diffusion of A New
Product”, Journal of Marketing Research, vol.4(August), 1967, pp.291 ~295.

_34_



o
Jo
rr
=
i

>
o
N
no
N
-VJ—O?‘A‘ZHU
0 70 o M

oo o
o,

(L)
dot g

o
(Glassman, e s my} sobah, AHRQIEE MR W oW A=
g AR P9 RS AT A% 2AAE 86%7F AT o]
He @ A ASAMD AFAAE LA AN s AFE

LT
™ ox o

o
o
= m&m
>
=)
P‘l
rr

Lo
oXl
- Ht

mlo

o
2
2

s (N
ot

e
=2
2 & lo
>
-
N
N
Ii
ﬁt‘
N,
o
<)
. :1% ,
)
>
>
X
N
0,
8
.
™
>
X
-,
W,
o
o
o
\l
f
O
o
Y
o

T oo
4 .
10 = Lot gt
T [‘-{O
O}i —\“—14 1_01‘
o o
= —

o > rir lo
=
o
Ho
o 1o
I‘L Iol’
ﬁ
—|—‘
ﬂ
l
>«
oz,
1o %
o
i)

,
é
v
i
X
¢

Ol lo fil

&r}iuﬁrx L:FUAQ_‘

e

),
N
ol
o o
ol
rr =
of
N
olr
o
ol
ol
=
o
e
o
=
e F
N
il
4
r>~l
ox
o
Lo,
o2
O

it
>
=
Lo
=

EVIEN
[Sia i
T
o Mo
eri [)
- 9
S =
o o
nolﬁ)
T~ ol
N:I:'J
go

Rl Lo

U U

il

tlo = L
L 4

rN

A

fo 3d

od N

_35_



3ol Azel H emAules FAS A
w aga AR A4ze) AdnwAE shetste] @t
AR, AElz AHAE R aNA W, o8 an R

Hl 2~ 7hA] = A&l Fdozo g3Fs v
St ar, AT B2 < =3-1>3 2

<E 31> ATEY

H3

=]
HU
—
=
| >
H
>
r=d
r il
le
H

Ha

H H?

‘lll' HHIATR o AHAIE

H4

>

TR

_36_



2. 9771M

) olmaH s EAT AH 2 71

>
1o
lo
o
[
_Y‘_‘,
>
LA
>
Jm
O_u
4>
12
E
i
ol
i,
r
=
i
-
N
fru
k%)
12
_C:L
S

U(Zelthaml 1988)% iﬂ]x}%o] 2| 2tE
getatr] 91& Aol A MRS o] Azt Al
= }\1312\ /qu.oﬂ oﬂz‘ﬂ:_o_ u] ‘] 1;]_1_5 2

= AF e AH2e F4o] FoW ESTE AHAES AF B
=

2o AT R ok g B Aolg JEZ oojdE ANFL

ol# gk Fol uhet Qi*iﬁli %élol SJEMul A THA o mA = FFS A5

Mo B3 1 wEe] Boel dd A7t AAE we] Auls b e 3
Ao g AFE A g Aol
Ly

LT atol=, ZH oot 28] (Woodside, Frey & Daly, 1989)= & 4F3}o| A Au] =}
=9 W/ e A= ®Madde &9 ol Fd 2 ATE A= defEnt of
et dJels A7) g8 A 514 agla v 5314 v8 % xstEva A F

T9(Gooding, 1995)3} ol & 7] (Ettinger,1998)= o] & A v] A~ FAo] AH|~ 7}X| 9
O 4c‘>_] 0361:0 u]x]L 740 7410} 1:].

oAl 1P (1999)> AH & ZhA7F Au| A FA I A RESALoo| Al wir) S
< ot dvkar FESAT Al ZafA, ABjRbEo] A kg ABja FH 3 B]8/A
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| H2 : Aul= 7hxE 2ulA b5 (0] 938 W E Aol

M B 2 ThA o A g/ o) moke] i A

A<= (Anderson, 1994)3} 52 (Dodds, 1991)% el waw, MH|~ 7Fx= 249 A
Tl o] mo] g&S m kA sk

SFE (Arndt, 1967)E A =& Nﬁoﬂ ate] FAZA TARRE HolA HE &y
A BAAA FHARE HHA HiE $H©AF o 3uy 22 Pl RE Rt
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o ~9HGlassman, 1981)9] 98 AH| X7} Lot} ARl E MAE o
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Shatoll Al AT o FmAMu| A~ A 3.12 35
Szt ik pEA A 2.78 83
Balof] th3k A7+A 1 HA 2.87 33
o 5 A H| x}
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Hel o] & AA Wi 3.31 74
AT ¥ = o mA 8] 2o i3] W= 3.23 77
7 Rt wk= 318 87
gEAH &
. 3.23 61
X
A8 T =4 34 3.40 76
A5 5 A wetkst 3.38 73
Au) 2z~ FAL A& NS FE 0+ B E
s i 2.93 78
F8H3 e b g0l 71X
70, AEAHRE uyshd HES 2 3 A 320 76
TFAg= FHAFEO A o] WHY o] A 3.24 .82
A= 2.71 75
Hl-8 Ak w5l g4 2.94 1.03
tSRE g F3Hd o & 2.59 90
OS5-E 77k B ¥y o 2.61 91
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<E 4-6> TANEREe] A 82

FAE | AHd | &4 712 ki A3 | Jm2EH| UEE T4

374 1 398(xx) | .380(xx) | .268(kx) | 418(xk) .001 726(kx) | 418(xx) | .258(*)
. .000 .000 .000 .000 992 .000 .000 .000

AZ A | .398(kx) 1 687(Ckx) | .609(k*) | 607 (xx) | =.315(xx) | 845(k*) | .607(xx) | .4T5(x%)
.000 . .000 .000 .000 .000 .000 .000 .000

323 | .380Gkx) | .687(kx) 1 B586(xkx) | 666(xx) |—.222(xx) | .862(xx) | .666(+*) | .509(xx)
.000 .000 . .000 .000 .000 .000 .000 .000

7FA] 268(xx) | .609(xx) | 586(x) 1 7250kx) | = 416Ckx) | 601 () | [725(k*) | .655(xx*)
.000 .000 .000 . .000 .000 .000 .000 .000

ki A18(kx) | 607 (%) | .666(xx) | 725(k%) 1 —.336(xx) | .697(x*) | 1.000(+x) | .650(+x)
.000 .000 .000 .000 . .000 .000 . .000

1 % 001 | —.3150xx) | —.222(xx) | —.416() | —.336(x*) 1 —.218(xx*) | —.336(xx) | —.332(*)
992 .000 .000 .000 .000 . .000 .000 .000

A8 FZ | 726(kx) | B45(k%) | 862(+%) | .601(x*) | .697(xx) | -.218(xx*) 1 B97(Gex) | 512(k*)
.000 .000 .000 .000 .000 .000 . .000 .000

WHEE | 418(xx) | 607(xx) | 666(+x) | 725(+*) | 1.000(xx*) | —.336(x*) | .697(xx) 1 650(x)
.000 .000 .000 .000 . .000 .000 . .000

T4 2658(k) | . AT5(kx) | B09(kx) | .655Ck*) | .650Ck*) | =.332(Ck*) | 512(xx) | .650(k) 1
.000 .000 .000 .000 .000 .000 .000 .000
#% Correlation is significant at the 0.01 level (2-tailed).
oA7IA FHE S SHHTA F34, AFEAE i vkSA e alo] Ak
WA et W7k ek ol glof o) 2915 e B4 AbgEe] At
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AR AZA S S.E. CR. P
7}A] <-- | #¥A | -0.01067 | 0.044915 -0.23762 0.812173
7HA] <—— | WAl | 0285577 | 0.040402 | 7.068369: 0
7}A] <—— | AFA | 0425738 | 0.048857 | 8.713999s 0
T | <—— | FEA | 0186748 | 0.042061 | 4.439963sx 9E-06
s <—— | WEEA | 0301864 | 0.041045 | 7.354308:s 0
o | <—— | AFEA | 0.068107 | 0.05154 1.321438 0.186355
s <-—- 7} 0571365 | 0.055759 | 10.24702ss 0
T3 <-- s 0.402742 | 0.06874 5.858944xxx | 4.66E-09
b8 | < 7}A] -0.44654 | 0.094411 | -4.72978xx | 2.25E-06
A | <—- pl=s -0.07401 | 0.082941 -0.89227 0.372247
T <-—- ey 0503299 | 0.078245 | 6.432324%% 1.3E-10

#3x%xp<.001

FH = (Maximum Likelihood)S ©]&3lo] 7tH 2 HAAH3 HAZE9 FnAds

il

A

A gt HSEHe 2 HAA mdo A XX (parameter) S FA S 7

BAAQ WHolth, H R fouAde C.R(Critical Ration)o & Ihetsit)

HI: o2 qus B2 Aulx Axe A9 98¢ 72 ZAolt.

<3} 4-8> 98 Au|2 FHo] MH]x ThA| o mA =

A= AB2AF S.E. CR. P
7] <—- 384 | -0.01067 | 0.044915 -0.23762 0.812173
7}HA <-- v A | 0.285577 | 0.040402 | 7.068369sk:k 0
7] <—- AFEA | 0425738 | 0.048857 | 8713999k 0
skp< 001

el o8 Aulz b vxE el Aol BZAFE=0010, =—023)2.
2 Fo5F p<05 FEAA FoIsHA @A vhebs,
B Aol Aulz AXe] A G Aol FEAFE02R, =7.00)0% F(+)



A2~ AR o] A (+)e] S uF Aol e A

H2 : AMu]& 7 & &v A 5o F(+)9 43S 1A Aol

<R 4-9> AH|E TEA7E MR RESel] m A= G

A= HAEAS S.E. C.R.
W | <—— | 7FA | 0571365 | 0.055759 | 10.24702: 5

=)o}

#xxp< 001
AMH) 2 ZEX|7F B ARRRESol] X = el A g B ZAF(E=057, t=10.24) o=
FOl5FE p<001 FEANA Fola A etk whebd H2 1 Aula ARRE 2HA

REEo (19 FFE WA Aol M el AHEHAETS & 3

H3 : AU & Z7HA & &HRe] A= F(-)9 dFS vF Aolg.

3

[}

<FE4-10> AMElA ZRA7E avjAp el mA = o

B 2 A S SE. CR. p
Ky ‘ <= ‘ 7EAL | -0.44654 | 0.094411 | -4.72978+xx | 2.25E-06

Mulz A7 Aol el wAl= G Aol AEAT(E=-044, t=-472)0.%

FogE p<001FEANA ()] FFS HS & 5 Avk webA “H3 0 AuHs 7
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<E 4-11> AH] 2 7FA7F v Ake] FA e Lo n = o g

AR AZASF S.E. CR. P
T4 \ < \ 742 | 0503299 | 0.078245 | 6.432324%x 1.3E-10

#3p<.001

AUz AR 7E Ao el A= GEFe] 5ol AR=AS(E=0.50, t=6.43) 0.2 9]
T p00IFEAA A0 &S WIS & 5 Ao wekbA “HE  AH s A=

Zujake] FreolEe A(+)e] FEFS A Aot A ol AEHASS &

&

o
&

H5 : 202 #E& 4u7e) d@tomo) 2(-)e] 4&& W3 Aol

<E 412> &0)R wFo] 2ulzte Aol we] WAL I

AR HBZAS S.E. CR. P
= 3} \ <—- \ == -0.07401 | 0.082941 -0.89227 0.372247

AHA wEo] Agewe] WA= Qe F9o] ARAFE=-034, (=-525)0%
FOFE p<0b FEANA FAH T MAA
Uoe & 5 Utk WA H5 : AHA WEe sulxe] dakelmd ¥(-)e] o
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<E 4-13> 20)A BEo] zmize] AR vH = 4

AR AREAF S.E. CR. P
T ‘ <—— OFE | 0.402742 | 0.06874 5.858944xx* | 4 66E-09
#%x:xp<.001

= p<001FEAA Ao Fdee vHS & & v wEkA] “Hb @ Wb
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