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A8 FEEo Ik ouAlTA T4lo Aol i) FGA, Jnr|ed sHdE
5 T2 gsAFAe] 98l 7|EAlF 59 (technical quality)S 2lv|shs WHA, 3170]
AA e AL, mTlss Edtsto] AlgE o Au|=rE uA e g 7o Anbt -
L3=A2 el = 71538 d(functional quality)S eju|sith, o g Al34} FAl0=Z t}
FojA & omAuz Hol H uA 40 WstE Aag mAHx A 718
AaAE B 1A 715 A0 AS Hrlehe 3lo] Fasitta Bl QrkAd)
Donabedian(1980)-> & 5AH] 29 A& MUl AZZA|Aeb= SHA 7|4 259 &
MAZE BALS] 45 2 WA 49 ¥8 55 511, FAELS it 25T #AE
TaAst, AZ4Fdoly vEks o FAATH AL Tekar 91aLS Woodside(1989) &
O] FA |2 tofell A BE Fgoluy Sl sk FAAE s AN F4E WA

s} Ar o] BAAA Fal|ok st FHehs) ek Maxwell(1984)E o @A n] =9 E£2
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2) P. Kotler & R. N. Clarke, Marketing for health care organization, Prentice-hall, 1987, pp.
54-55.

3) M. Georgette, Zifko-Baliga and F. K. Robert. Managing Perceptions of Hospital Quality,
Mark Health Serv, 1997, pp.28-35.

4) K. Bopp. How patient evaluate th quality of ambulatory medical encounters: maretin
perspective, Journal of Health Care Marketing, 10, 1990, pp.6-15.

5) A. Danabedian. Exploration in Quality Assessment and Monitoring, Vol 1 @ The Definition
of Quality and Approaches to its Assessment, Ann Arbor, MI. Health administration press,
1980, pp.12-25.
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A 1A AU F43 FA4UE
1. 9N 2ZdY A
1) gEAux 49 Ag
& gt B AAY et A B, IS gt

=
oo] FAe kel YA A PFe] FA gz AYA Eahria
%

A Fe= s Ear = Aol dwky ojt}. Feje] oo FAL o] A}

lo

Hese glom 24 kel ool e Al F4o)

) B4, 19AGe UolA FANF WE AYFGA LWL, 122), HAFGA 29
3], 1989, pp.91-96.



W gleh SR FEHOR B QPSS AHz AL AUs Hate] vlae] o
Agana 4 o 7 9% aae o5 Aulze] ol
o4lo] el That Z1ofE JbA Hvl, olel @ Jlelsh anlaEe] AAlE AT A
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o
31)4
B
=
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o
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Gronroos(1984) =9 AMH| 2 £4L2 A ape] A1 Zkg An| 28t 7o) AH]29] Blal 3 7}e]
Ao Aojstar, Ml FEL Anake 7|, 71e4 - 7154 54, oA 2 W
FE3 g4 AAl) vt F4eta ¢tk Parasuraman, Zeithaml & Berry(1988)100 A
Hl 2 52 AR 20 Aol dad e ARk kAl e, e =ekal A ojska 7o}
A& WA A Zknt 7)) Zpol €]

AH] 2~ FZ (perceived service
quality)®] 7Ido.® Q1A 8k, AR|A7E AR 719]o] Aledteiof fhrbal 7] AR~
(5, 2812k 7)ol A Bk 2RA7E 71908 Al 34 85l AspA] o] gl =]zt
gake] Apoletal AEAST o714 AMul2 7= (A E|2 ARt Alestelof gtk
A7 AZbske ANEA L S onlehA ) 7|4 Fan 7HA, AV, A E s, 8
g M| zo] g A B, A NI & AR 2SS 2w wjo] 43 5ol o] 7
ol FF& HAA H= Aolvh i 7d'= A8 W ATl A AR H = 7T 9
Mt 2ol & 7HAA Aok F, vk At QlojA 9 Zltie AE & W dojd A 2
< 2HRRY] A &S on|sl=d], o] AHAL oW fEs & uf B = AR diaf &
HIZ7F AZbeke g5 wEth ojdhe iAo w F4 Aol 7lve 4nAke] vhgt
ojuf &1k 5 AH| 2 AaaTL AlFEof sl RS on| gt 3 w2 13] o] ie] A
of oA A= AL 2ha vk HE FosoF gl

oj e} A Au| 9] A Zbe- TAu 2 o] gk Au| el thske] o] Q1Ag A
g ovlsh=d], olelgh Aul2 A 7he LAt Al AlgE AbEe] A BRE ofyel A

sk AR AR GBS WA Bk F Az J19e] oY 498 Agdte], 1

N

d A

oo

1)

=l

9) C. A. Gronroos. service quality model and its marketing implications. European Journal of
Marketing, 1984, pp.36-44.

10) A. Parasuraman, V.A. Zeithaml, & LL. Berry. SERVEQUAL: a multiple item scale for
measuring consumer perceptions of service quality, Journal of Retailing, 64(1), 1988,
pp.12-37.



Ashe] 5 A Fal Qs AN AL BWS u, DA e 714 Adel BT
4 437t AR A W golsel Auls Askabgel A mAte] F1gle] ofe] A4, <)

Q9] A BET AW Ao Folst nAE) T2 g BAW TAH 4NE AT

Lehtinen & Lehtinen(1982)&10 #155-9] Q121¥ A5 + 7He] sh9lAA =, =4 43
(instrumental performance)®t 334 A #}(expressive performance)® -t =74
At AFe] 71 A BEoe] o 2314 Ak Al A A3 BA7E vk A
2o A = It M) AR O V1R At r Mu| a7t Euks W Ao Al HA

A Aole TAA Ak ANse] A B AEs 191 ofe] Ael 9 25
G AES wetth, EA Aol A v ek dAIgle] 28 A Aot i AF A
et A2 Au| e gis)] EES =74 "va stk
<AH 2-1> A7 Au|aFAel #ek 8 o]# QoF
T o] = Lehtinen & Lehtinen Gronroos Parasuraman et al.
™ EQ] é?i
(1982) (1983) (1985)
AEE A= A 297 £4 %A E4 AEA
(What) (Physical quality) (Technical quality) (Outcome quality)
AT = 74 FoAg 4 7154 =4 }gE4
(How) (Interactive quality) | | (Functional quality) (Process quality)

< ¥

A7re A =EA

> <

(Percieved quality)

A2 : Swartz & Brown(1989); A4, THMH|AZEZAAZ | | 2005, p.1690l A X2l E.

11) U. Lehtinen, & J.R. Lehtinen, Service quality: a study of quality dimension, Helsinki Service
Management Institute. 1982, p.69.



EE o] 52 AT Au|As 22 e AT A A AR 2Tt Ak THE HA st
A Au s 22 ) ofg] 7pA] Qe u A zke] AT Argel A B s AH) 2~ FAS v
Zol veith. @ Al Agnjeh 2o Bl WS ¥¥ste =4 F4(physical
quality), @ 7191¢] o|nA & 3t 7194 &4 (corporate quality), @) 11702} 174 ko]
doAgr a9 719 e HES $3 =&+ F 2 (process quality)iﬂr 2o #4
(outcome quality) 2 T34t 29 FH-E An|2r) Al FE= 59 o] 3y
A& ofuls, AbEe] FHL Mujavt a8E F udd o AaEE FAS on|dth

A BAG A M| 20] F- HE NdS ARE TAATEE I EF ol
ool MMHo 2R Hgd Fetstd AsP9e FES Folge =¥ ogte Jo9

of o]27]7b#] w9~ theFairt.

Donabedian(1930)2 9|5 AH|2=52& th33 22 37k SHO R FEate] Aol grt
g8 AFAYGNA oa Au|2EAL g7 AT oAl 7EAF sEolga A

setgon], o)a aMAYIAA B L} ATl met BEHE Ao AH2E

e ghae] mgeleta Gek mhAGo R A QeI A ol A sELole B AlgE
oA o] Holg 4 UL JRAH LS AFHIL #'FHE Rolghn Pu. o2 FF

shiche),

o1 F Bopp(1990)& 9% AW ~EAS o) ARAYAN I8 2HAYFOR o]
Aolstaik. ol ARAReHol Aol Au| s Eol g u)
%, 34, Ao 3714 a9lo® FAH o] Qi w9

5HQ AR At QS Ao wEE Fu gvkn 4 sgeh)

2 5 ok ggshEAl 71eHe s, 2AA AR 148 Aash gAe AR A
FHoR RAFAT. o714 71249 Ane Ads} Andde] 4 ovlein 24

12) A. Danabedian. Exploration in Quality Assessment and Monitoring, Vol 1 : The Definition of
Quality and Approaches to its Assessment, Ann Arbor, MI. Health administration press, 1930.

13) K. Bopp,. op.cit., pp.6-15.
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Empirical Investigation, Health Service Research, Vol.26, No.6, February, 1992, p.767.

17) M. Georgette. Zifko-Baliga & F. K. Robert, op.cit., pp.28-35.

1991, pp.51-60.

BERE
14) J. John. Improving Quality Through Patient-Provider Communication, J. Health Care Mark,

16) E. Babakus. & W. Glyn Mangold, Adapting the SERVQUAL Scale to Hospital Service
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18) W%, gz dol AL 9% AE Le] B A7, AFgsinw oty 4 gsiy
A A= 1994, pp.24-35.

19) 948 oI5 Aol BAEn Ak, Al gl i 9 e T
A7 A ey A} = 1999,

20) W5 - A4S, “omAu el @ wAY Ak zATzel @ A7 WAL =4, A3
A A4, 1993, p.30.
2) Fezol, “olmAul o] o 2nlA wrEe] $a AT HARAT, 12, 1996, pos.
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@ -] B FAe FHEE AESA & Tt A NEuE A EE
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s
2 SRR ol AleH A & Al

A o] ek,
® elmAul st A3 FEATE A

2w I B 1 A% @5 Aol
@ BN 2 A SFo] e An|zolth, mAL oJRe g AEAA] Aol

T BE fdS AL

A A A Ageks F34 A9lelth & AN A 2uA7 Solsh
Ap)zo] GEsa 088 4 gl AETE Eelof G}

3) A& MHAFHY TR ALY
MU ~ZA 0] MU thakslEo] o8 Mu~ZEAo A wat thoksla 244t
A A H ol AFAHor =437 Yall o8 Mu|AEAR o] FA Qo12L ol T
7k Sk
2AHQ B2 Meyer(1965)= WA, T4, A&4, 58402 49 742
A& Aosala, os Mulze T4 S48 A3 A=A Ware & Synders= 2071 9]
B AxEe] 7128 € 8z 545 918 §84 a8 AGTArhs) o] Ao
e Wkeate] 8% oz rabde] o] 8rbsA, WA, 28 984 B A
£33 A o2 47HA] apde] SIF AT 1980 thell = F2Ad olehes Tl ol o siof

1

14 w5 Fa5tm PRSI AgHA Gold nAs) dRAA AF JEE T
she Aom, |87k, B e A, WA, AR, F84 B oAl X At B

o1F Vuro(982)E Lah, 484, 7144 FF0E Aosant, o5 AusEAL 7
gahs Aasuche o zABAAs Ban BAZ TR 847 AR e o

22) AANA, AA=E, pI.

23) B. A. Meyer. Guide to Medical Adminstration Concepts and Principles, American Health
Associations, 1965.



AMu| AR FA Q01 A E FQ vt QItfd), Zastowny, Roghmann & Cafferatal(1939)
o I EFer H = v 5 o © P A ke £ 7hA Ao w o
ol QJAatel tigk BlEE A5 93 A EE FA5EHY ST, Singe(1989) & A7t T
= e WeRE oAl B 2 AR RIATATE AL A7) RS )= ARl
= A4 A, =4 Ak, A27Fe A Akdol vkl sklts).

Reidenbach(1990) &2 A7} SIAek= ol AMR|agde] 74880s dofstr] 96
Parasuraman(1988) ‘5] A|¢tek 107H4] S o]-&-3te] 417 A&
g Ay ghae] W, Bl AEA, AR A, A Aol et Aow HIFEAT0)

Babakus & Mangold(1992)%= SERVQUAL 2 =9] 5712 2+l & 384, 2124, vk
B, g0 skl ZdeEa AarEs F
et Ao 2 e TRD, Headley & Miller(1993)= SERVQUAL-S o]-&-3te] 12 9 57|
°of g MulaFAI v AHA; e S 1Y) g dgelA MulAaFAE 671
A A, eI, AEAE, v, 384, PRICE 233t Browers(1994) &
< ZAAIIEFE T3l Aul=FEo 74 ALS getedir NEA, A, oAkAa
T, AL, st gk olsl, gAbel vk vl 6714 Apdol HAEd Ao m vpebuits),
Anderson(1995)2 o4t el ¢4 =915 Ashr] fle) B A8 e) g AuaFd
40l SERVQUALS A-&3t3itt. o7 AMujaimde] Ay, A, 84S A7t
T8 AZSIER o5 A9 Ao|(Gap)s &°17] A3l oAt wjA o] A5 ¢4
wojof drfa k. tooh dHEE Sxpe] WSS T AR = Gk AfE @
Scardina(1994)¢] A-ollA] SERVQUALS #-&3ith. SERVQUALS| 2= Aol d&
A skl w2 AV skt P T8 A A Aol dol Tk Jun(1998)
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24) H.V. Vuori. Quality Assurance of Health Services, Regional Office for Europe, World
Health Organization Copenhagen, 1982.

25) J. A. Singh. Multifacet Typology of Patient Satisfaction With a Hospital, J Health Care
Mark, 1990, pp.8-21.

26) R.E. Reidenbach. & B. Sadifer-Smallwood, Exploring Perceptions of Hospital Operations by
a Modified SERVQUAL approach, J Health Care Mark, 1990, pp.47-66.

27) E. Babakus. & W. G. Mangold, op.cit, 1992, pp.767-786.

28) MR. Browers., JE. Swan. & W. F. Koehler, What Attributes Determine Quality and Satisfactions
with Health Care Delivery?, Health Care Manage Rev, 1994, pp.49-55.
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FUATE Aue, BEe s P 9%, AR A, AW AED, FAE} 8 Au
Folo] WA Qg ZAF) S8 AMAEAS 67 AL, W3, 2
N, A, F3DOR BRAAL0, WS JuA 2o FA 24S 0 HE
Aol £QEHE Fahol o|zAnlze] Brh AAS A7 A2, FEA, 9gnA 3
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Abstract

Influence of the quality of the medical service on the patient’'s

satisfaction, hospital image and the frequencies of hospital visit

Gyeong-Hee Kang

Department of Business Administration
Graduate School of Business Administration
Cheju National University

Supervised by Professor Hyoung-Gil Kim

The purpose of this study is to investigate the patient’s perception of the
quality of the medical services and the various factors related to it, and to
reveal the relationships between the quality of the medical services and the
patient’s satisfaction, hospital image and the frequencies of the hospital visit.

The hypotheses are

1. The level of the patient’s satisfaction will be proportionately increased to
the level of the patient’s perception of the quality of the medical services.

2. Good hospital image is related to the level of the quality of the medical
services and the patient’s satisfaction.

3. The frequencies of the hospital visit will be proportionately increased
according to the increase of the level of the quality of the medical services,

the level of the patient’s satisfaction, and the better hospital image.

Methods

For hypothesies testing a sample has been extracted from the population



utilizing hospitals in Jejudo province. Questionnaires have been distributed to
the patients and filled up by one to one interview for the period from 15
March, 2006, to 12 April, 2006. 400 questionnaires are collected, 55 discarded

due to the incompleteness, and 345 analyzed.

Results

1. There is a positive correlation between The quality of the medical
services and the level of the patient’s satisfaction, better hospital image and
the frequencies of the hospital visit(r2= 0.297, p<0.01).

The higher the quality of the medical services perceived by the patient, the
higher the level of the patient’s satisfaction, the hospital image and the
frequencies of the hospital visit.

The quality of the result influences each result variables greater than the
quality of the process. Furthermore, it has been revealed that medical practice
and physical environment other than treatment factor influences the patient’s
satisfaction, hospital image, the frequencies of the hospital visit.

2. Patient’s satisfaction positively influences the hospital image and the
frequencies of the hospital visit(r2=0.262, p<0.01).

3. Hospital image positively influences the frequencies of the hospital

visit(r2=0.458, p<0.01).
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