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B & M A=y
T 2 QeI
=54 | GIF |Alpha| AVE | SMC
1 2 3 4

v8 WA & 0.840| 0.110 | 0.197 | 0.195| 0.794 .67
v9 243 gAe] 0.771] 0.266 | 0.082 | 0.166 | 0.699 .59
;:’,ﬁ v7 87l gk 7|dnkg 0.768 | 0.227 | 0.262 | 0.240 | 0.768 .70

2 0.917/0.935
fz: v10 e B EF 0.732] 0.376 | 0.283 | 0.074 | 0.763 72
vll E9s)axg 0.703| 0.320 | 0.283 | 0.051 | 0.680 .63
v12 FHE kg 0.605| 0.400 | 0.233 | 0.266 | 0.652 57
v15 w3k afditor 4 0.313 1 0.773 | 0.209 | 0.041 | 0.740 .67
v13 Fwe A4 0.368 | 0.767 | 0.141 | 0.151 | 0.767 .70

0.923]0.847]0.922
v16 H3% AdE 0.096 | 0.691 | 0.321 | 0.197 | 0.629 43
9] [v14 fred Anz=AlE 0.385 1 0.648 | 0.240 | 0.124 | 0.641 .b8
% v22 A7 EAE 2 Jgrledis} | 0.170 | 0.339 [0.796 | 0.140 | 0.797 .66
g- v20 STaRelelet ARkeel 0.402 | 0.157 {0.748 | 0.199 | 0.785 0.837(.0.922| .60
ZI v21l dFF/FeIArel o A9 | 0.359 | 0.401 {0.640| 0.139 | 0.718 .64
v6 Az FAAA 0.064 | -0.045 | 0.181 | 0.791 | 0.665 .23
vd 82 #8572 0.188 ] 0.311 | 0.031(0.729| 0.665 0.654]0.821| .54
v3 2% W8l 0.424 | 0.209 | 0.164 | 0.606 | 0.618 b1

22 (Eigen Value) 4,216 | 3.065 | 2.215| 1.885 - - - -
EACFAEA) 26.349| 19.154 |13.845|11.782(71.130| - - - -
KMO and Bartlett's Test KMO=0.94 Chi=3232(d.f.=120, p=0.000)
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<HF 4-5> Aolg % FHoxzo A e

EFEHA
NS
e EREpET
S84 GIF
1 2 Alpha | AVE | SMC
v40 B gk 59A o8k (0.838 0.424 0.881 18
j];‘j‘ v39 ZAQHA FHoE 0.825 0.4064 0.895 0.94310.977| .84
v38 FHdo] g A= | 0.825 0.490 0.920 10.996 .92
o] 5| v36 A% A9 Aol & 0.463 | 0.852 | 0.940 ) -
<) 093 -
A= 1137 o] 4o M2 =g 0.469 | 0.848 | 0.939 -
153 (Eigen Value) 2.496 2.080 - - - - -
BEAH(FA B 49.923 | 41.606 | 91.530 - - - -
KMO and Bartlett’s Test KMO=0.88 Chi=1844(d.f.=10, p=0.000)

<I¥ 4-1> ggAH] 28914 digk 54 g9l

.25

.30

W22

82

BES

TT

Chi=225.3929, df=96. p.=.000
Chifdf=2_.348, GFI=.923
CFI=.959, NFI=.932
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Chi=17.337, df=8, p.=.027
15 Childf=2.167, GFI=.983

<29 4-3> Aol&

CFI=.991, NFl=.934

% PR R U HSH 8RN At

V38

V39

V40

Chi=2.932, df=4, p.=.569
Chi/df=.733, GFI=.996
CFI1=1.000, NFI=.998
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A3HE 7MEAF

1. X283 #AFE 22l 23S B4

(a8 4-4)¢ (£ 4-6)v 7MAdS5 234E TFHe=2 HoFa v, 1A A dE
ATEFe RP=AFE EHu, Awd RAEE Yehle #%e 676.308
(p=0.000, d.f=308)& uJegten 72EIAS(GFDE 0.868, LaFFAs
ZHRMR)€ 0.031, FFEFAF(NFDE 0.908, ¥ aR A5 (CF)E 0.9322
e} REdos A4 RotE 9= QAR Fol ehd vie
of B Are FPATo| APEAE 35

gAZ B39 o] o= FE|/t gle Fe=z dddEY.

oiN
of
A
N
)
uEL
>
> i &
N( O
=
37
s
N
-
ll
19
k)
oy
T
o
T
R
S
2

| —=)

AR, 7HA1LS A BAH|=FE 2 | BAH|
A AeolH, stV R #FE, A2, B3&E Tol #A9 Ao d&F& vIx A
AFstaxt A=A, 2243 34 (CR=-0.7821, p<0.001)°] #AEF Aol mA

= I FYHelA Ksta, AEAH(CR=4.3401, p<0.001), Z35z&
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UlR], 7Hd42 88 #AY "ol FHYZ vA = JEE HFs7] T A
ol HIZZAF, #A H(CR=18.4314, p{0.001)°] FHA=d nA &= FdF 5
AR ez feolshdtt

<A™ 4-4> A4 2d HE
R
Y (70.0453)
-0.7821 Aol ol %
0.8593 (rfz)
79
- (na)
= a=0.01
<E 4-6> 29 HF 27

o = H X ZF35] AT | x5

TE TREE =Mz |EE=H & HA T CR. P
Hi BAEFE | (— 84 |-0.041| 0.052 | -0.045 [-0.782| 0.434
Hi-2 BAFA | (— A EA 0.309 | 0.071 | 0.308 [4.340| 0.000
Hi-s FAEA | (— | Z=2F% [0.394] 0.072 | 0.437 | 5.462 | 0.000
Ho FAEA | (—— | 2R ST | 0.238 | 0.070 | 0.268 | 3.427 | 0.001
Hs Aol Lo e| (—— | #AEH | 1.110| 0.064 | 0.859 [17.469] 0.000
Hy TFAL= | (— | FAFZE [1.177] 0.064 | 0.881 |18.431| 0.000

Measures X2 d.f. x2/d.f p. AVE GFI AGFI | RMR
A=A | AA - 30]3} |.05°]7¢| 0.5°]73 | 0.9°]7F {0.9°]%0.05°] 3}

F3= |676.308| 308 2.196 [ 0.000| 0.923 | 0.868 [ 0.838 | 0.031

Ay | - ~ A% | - [ Aw | - — | A%

Measures| RMSEA NFI CFI IF1 TLI AIC PGFI | PCFI

Ag71=2]| 0.05°]8F [ 0.9°]4F| 0.9°]1% |0.9°]% 0.9 | B2 | F5E | F5=

FH A 0.060 | 0.908 | 0.947 [ 0.948 | 0.940 [816.308| 0.707 | 0.831

Ay | - | Aw | A% | A% | A% |- - -
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SEEEDES

63

N

o LbERG whe} 2o,

olt}y. %

Fel4 Aoz} e

Eis
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4.146, p<0.01)°l

o AEA (F

2
A

[}
ar

&

3.303, p<0.05)¢l ™

20tH(3.623) 9]

A& (F

40tH(3.332)7} 714 &
To=9 SHA(3.660)7F 7+

2 9321(3.331)7} 7+ @A Ve

ﬁo
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<E 4-7> osAu|2=aRle] IFFA4 548 Aol
g E MM MSEE T2 x| B
o e 2.929 3.395 3.036 3.440
o] 4 3.036 3.475 3.163 3.450
3 ar 331 331 331 331
t -1.311 -1.075 -1.393 -0.132
Sig. 0.191 0.283 0.165 0.896
20th 3.018 3.623 3.194 3.403
7 30d) 3.008 3.386 3.173 3.410
40t 2.935 3.332 3.005 3.388
504 o] % 3.085 3.593 3.194 3.639
A9 A3 1.05/171.74 [5.14/135.89|2.58/212.05| 3.15/155.71
df 3/329 3/329 3/329 3/329
o F A 0.35/0.53 | 1.72/0.42 | 0.86/0.65 | 1.05/0.48
F 0.666 4.146" 1.335 2.216
Sig. 0.574 0.007 0.263 0.086
% 2.933 3.650 3.173 3.660
g 15 3.084 3.363 3.003 3.331
tfj o] 4 2.951 3.471 3.180 3.491
o 53 1.41/171.37 [1.97/139.06 [ 2.38/212.25| 3.12/155.74
o df 2/330 2/330 2/330 2/330
S A 0.71/0.52 | 0.99/0.43 | 1.19/0.65 | 1.56/0.48
F 1.357 2.336 1.85 3.303
Sig. 0.259 0.098 0.16 0.038
100730l &} 3.176 3.522 3.157 3.544
2007km] Bk 2.941 3.459 3.168 3.403
3 300%HH] vt 2.986 3.409 3.098 3.422
400%Hw] vt 2.986 3.521 3.174 3.590
o 400%Fo] % 3.015 3.375 2.962 3.367
= A5 1.42/171.37 [0.86/140.181.55/213.08| 1.84/157.02
df 4/328 4/328 4/328 4/328
o F A 0.36/0.53 | 0.22/0.43 | 0.39/0.65 | 0.46/0.48
F 0.676 0.502 0.596 0.957
Sig. 0.609 0.735 0.666 0.432
5 2.939 3.420 3.227 3.477
3 A 2.914 3.507 3.143 3.490
3 A+ 2.939 3.323 3.024 3.300
B 2.921 3.357 3.095 3.389
A0 I 2.989 3.355 3.081 3.349
o 458 0.2/113.06 | 0.86/91.98 |0.76/135.48|1.05/110.08
df 4/232 4/232 4/232 4/232
oA 0.05/0.49 0.22/0.4 | 0.19/0.59 | 0.27/0.48
F 0.1 0.538 0.323 0.554
Sig. 0.983 0.709 0.863 0.697
) *** p<0.01, ** p<0.05, * p<0.1




rok

7 o AH 2 o g Ed] me
o7t UEtm, Beld EA43
Aot vehdeh, %, Be%

Z o
1 =

Lo

2
ro

=
&4

9 ol g3

A=

(t=4.139, p<0.01), A=A
p<0.01), &4 (t=2.49, p<0.05), FE2&(t=2.447, p{0.05)
A% FFIY SHRADA K159 Aol vehgd, AAEL ol

EEIEERE PR PR IO L1

<E 4-8> olgMu]|2gle] o] & Z}o]

£1

=
o,

e RPN M2 ASEE | DI B
- Mol 3.118 3.513 3.197 3.536
o] =3y 223 T 3.330 2.975 3.291
3 af 331 331 331 331
o t 4.139" 2.49" 2.447" 3.161°"
Sig. 0.000 0.01 0.015 0.002
1dn e 3.047 3.401 3.124 3.533
. 3idn 3.090 3.448 3.122 3.443
10 m] gt 2.893 3.494 3.123 3.387
o] 10 o] % 2.794 3.426 3.059 3.392
;g]“ 243 3.65/169.13 [0.39/140.64| 0.13/214.5 | 1.06/157.8
7t af 3/329 3/329 3/329 3/329
BT A% 1.22/0.52 | 0.13/0.43 | 0.05/0.66 | 0.36/0.48
F 2.364 0.304 0.064 0.732
Sig. 0.071 0.823 0.979 0.534
2 2.957 3.368 3.097 3.407
3} 2.799 3.505 3.111 3.510
- ApB-ol 3} 2.944 3.300 2.967 3.256
e 2.889 3.361 3.111 3.167
o] ¥ 3 3} 3.509 3.776 3.526 3.912
;%: % 3} 3.193 3.605 3.175 3.658
= A3 8.08/126.46 [4.23/102.88(3.97/169.88|8.54/115.64
ar 5/254 5/254 5/254 5/254
3 FA 1.62/0.5 | 0.85/0.41 | 0.8/0.67 | 1.71/0.46
F 3.244" 2.087 1.187 3.752"
Sig. 0.007 0.068 0.316 0.003

F) *** p0.01, ** p<0.05, * p0.1
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ol &35} Eo wetH = FIFAH(F=3.244, p<0.01)# AR FY(F=3.752,
p0.01)el & fe18 Aol vebgeh, #3460 A E 3%7H3.509)F ©] &3t
£ eRAEel 1% Be FHAS HQ) W, A7(2.799) 8 o] §aE SHAZ|
g e gEAE BYY T@ DAAF BT F¥H(3.912)8 o] gt
&3he SHAIL MY Re YEAE B

].
ot FAHCR frelHel Aol Hart

olo

N
o
Hir
=
F
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o
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il
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2

AL,

>

7Hdee EAH=FAo] i BAFAC] AFEAA 54 2 AWl o] S E

et FHQ Aot EAS AEAA A AUH, (F 490 ATFAN 549

A9z Fpole] Avboln, (E 4-100E Y EAH~ o g ee] WE FTZF ol 7
=47} T}

AAE Fol e whsh gol, ATEAL SHWRE (E 4-9 e wie 2
of Azt oI AQl Ahol7h VA ghskeh, WA (K 4-10)¢] e vish o] g4l
(£=2.88, p<0.01) ¥ o] &3t AEFH & (F=2.434, p<0.05) we} F&A Aol 7}
et &, AQEA(3.491) 0] §A47F FREA(3.270)0] AR B BRI~

AFEAE A% Qor, FAACE fofeltt EF AEABPEE I3
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) oA FA
A 3.357
o] A 3.442
A3 df 331
" -1.142
Sig. 0.25
20 3.448
- 30th 3.355
40 3.350
504 o] 4 3.562
a2 A= 2.34/140.08
ar 3/329
iR 0.78/0.43
B 1.83
Sig. 0.141
z= 3.547
B s 3.331
) 8o A} 3.443
e A5 1.43/141
== ar 2/330
3 F A 0.72/0.43
F 1.663
D 0.191
1004ko] 5} 3.490
200%+0] gk 3.392
3t 3007w gk 3.397
400%ku] vt 3.503
g 400%ko] 2 3.322
= 228 1.03/141.39
ar 4/328
At 0.26/0.44
P 0.598
Sig. 0.665
T4 3.356
At 3.424
e 2] 3.288
A 3.399
s _ =5 3.401
A= 0.59/92.12
ar 4/232
PR 0.15/0.4
P 0.37
Sig. 0.830
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<3 4-10> BAEAL o] & EH Ao

T A FA
g Al 3.491
T 3.270
ol g ar 222.5
t 2.88""
Sig. 0.004
1dn gk 3.421
aa 3dm gt 3.434
1037 g 3.360
10de] 3 3.426
o] &7]3t 253 0.31/142.11
ar 3/329
o FAE 0.11/0.44
F 0.237
Sig. 0.871
2 3.332
] 2} 3.497
-2 ARl 3} 3.200
aolz 3.352
) 3.3} 3.754
o] &I x| 2} 3.544
A3 5.03/104.95
ar 5/254
P A 1.01/0.42
F 2.434"
Sig. 0.035
) *** p0.01, ** p<0.05
3) Aolg % FAES] AFEAY EA L o] &P e o
MTE EAMH| 20 U Aolgox @ FHYEIL AFFAR 54 2 AN
ol &P el wal Al Aot A=AE AT S Holth, (& 4-11)




BN

(p<O. D)ol meh ta 2ol
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<E 4-11> g8Av)s Aojgolm 9 FHofwe AFFAA 54 2o
e NERE THo T
o 1 3.434 3.344
EE 3.595 3.507
A ar 331 331
t -1.699 -1.731
Sig. 0.090 0.084
20t 3.618 3.430
- 30t 3.440 3.373
400 3.469 3.383
504 ] 4 3.716 3.677
A 25t 3.91/226.17 4.53/224.03
ar 3/329 3/329
A5 1.31/0.69 1.51/0.69
F 1.892 2.215
Sig. 0.131 0.086
= 3.520 3.573
3t s 3.487 3.367
tf gko] ¢ 3.569 3.481
o 253 0.5/229.58 1.39/227.17
o df 2/330 2/330
A AL 0.25/0.7 0.7/0.69
F 0.353 1.007
Sig. 0.703 0.366
100%re] 3} 3.706 3.500
2003+ g 3.418 3.293
37 3009H] T 3.513 3.477
400%H] vk 3.729 3.618
. 400%ro] 4 3.500 3.462
- A5 4.17/225.91 3.78/224.79
ar 4/328 4/328
Hd A 1.05/0.69 0.95/0.69
F 1.513 1.376
Sig. 0.198 0.242
254 3.545 3.424
3] AL 3.757 3.448
e A+ 3.364 3.364
A 3.587 3.429
e T 3.508 3.457
o A3 3.57/147.39 0.29/146.24
ar 4/232 4/232
3t A 0.9/0.64 0.08/0.64
F 1.402 0.115
Sig. 0.234 0.977
) * p<0.1

_62_




Ty (G 4-12)] dERd viel o] o] Z | o] & E o wE Yt =
EAog Aol7k et Utk S AA ol &sta e Mo o] &7t whet A
Lol w (F=2.964, p{0.05)7} fo# <l AolE HAT. = o] &7|3to] AFE o]
stele= ok E/ JEigEd, 10d0]174(3.809) ol &l stthx @k St Hto
7V w8 AolgorE yYEila, 1dnvk(3.424)02ka ©ek SHEAEC] TP we
o]-&9 =& YEtit

<GE 4-12> oJeA Rl Ajo]go: Bl o e] o] & Ao
T Aol &2 = TR =
o A 3.559 3.501
Z4Hd 3.496 3.355
ol & df 331 331
t 0.669 1.547
Sig. 0.504 0.123
1d |5t 3.424 3.376
oE 3dm| gk 3.448 3.407
10 7] F 3.667 3.490
10 )% 3.809 3.667
o]-&7]%k A5 6.06/224.02 2.44/226.12
df 3/329 3/329
A 2.02/0.69 0.82/0.69
F 2.964" 1.182
Sig. 0.032 0.317
2t 3.509 3.379
o] 7} 3.604 3.438
L ARl 7} 3.283 3.300
Zxofbat 3.685 3.457
¥ 73 3.842 3.737
o] &3 2] 3} 3.526 3.632
s 4.6/178.65 3.4/171.79
df 5/254 5/254
Al 0.92/0.71 0.68/0.68
F 1.306 1.004
Sig. 0.262 0.416

) ** p<0.05
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3. 7M8AF 439 8%

= oA oo Hdd wet EM3 A3E ek, Fsiw, Mo HSAH

AA, 7ME19 A523, =84 54 (CR=-0.7821, p<0.001)°] #AFHA nA
= I FYHelA Kstaw, AEAH(CR=4.3401, p<0.001), “7Z52&

(CR=5.4624, p<0.001) 5ol BAFZ vA & dF2 SAHLE FolotH, 53]

BAFAE Mg 2 42 33 A8 (B=0.4373)°] 7 At

A3 o)gAHl 2 A FH(CR=17.4687, p{0.001)°] Ajo]&<

A, 7Hd4e AS5da3, o8AH~ dAFE(CR=18.4314, p<0.001)°c] ¢

B A Aok Yok @A dBAUA olgAdd WmE FUNlt I
(t=4.139, p<0.01), AAEF(t=3.161, p<0.01), A& (t=2.49, p<0.05), %
B4E(1=2.447, p(0.05) ol thal AAW AT FFFYL $FAL fHQ A

o7t glom, A ol guAe] FHWL ol gnANT: |RAuze] @ Hrirh
3.509)& o] &3}
L eHAEe] 1Y e PHAS 2 W 93(2.799) % o] Sk $RAF 7}
AAE AHI(3.912)% o] §ohe SHAT
A En, £0lF(3.167)8 ol e SHAT Y ve @A E B
AsH, BAFA el AFEAA SHAMRE O felAd Aol7h eI
B (t=2.88, p<0.01) % o] &3 IE5HE(F=2.434, p<0.05) u}
%59 (3.270) 0] &7}
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AdFA, JEMH=Fd] e Aeolgor B FHAre AFEAA 5S4 Jdt
of FelAel Atolsk vehtAl @rm givk. W, @Al o] §3tn A Fhe o] §7]7k]
wet Aol &= (F=2.964, p0.05)7F FA <l Ao]& BT, = o] &7|3te] A
2 Aol &t E odr® E=A ettt

olel NPT AINE (F 4-13)° Yl nie} 2o}

<E 4-13> 7FH 29F 1
T FT 4= C.R. p.
FEdE ) BAFHE -0.782 0.434
H; AR ) BAEA 4.340 0.000
AzAg ) BAER 5.462 0.000
Hs AR GFE ) HBAFH 3.427 0.001
Hs #AAEE ) Aol&o= 17.469 0.000
Hy #AEE ) FAYE 18.431 0.000
(% 4-14) 714 2 1
e gg | @y | wy |was | my | o3 0% ) 0%
os |-1.311]0.666 | 1.357 | 0.676 | 0.1 |4.1397|2.364 |3.244"
e 1(0.191)](0.574)(0.259)(0.609)|(0.983)[(0.000)|(0.071){(0.007)
Ao | ~1.075/4.146 7 2.336" | 0.502 | 0.538 | 2.49" | 0.304 | 2.087
o S0 1(0.283)((0.007)((0.098)((0.735)[(0.709)| (0.01) [(0.823)[(0.068)
’ gsarg |~1.393|1.335 | 1.85 | 0.596 | 0.323 2.447| 0.064 | 1.187
©=T11(0.165)|(0.263)| (0.16) [(0.666)|(0.863)[(0.015)((0.979)|(0.316)
A |-0.132|2.216 |3.303" | 0.957 | 0.554 |3.161 | 0.732 |3.752""
2182 (0.896)((0.086)(0.038)[(0.432)((0.697)|(0.002) (0.534)|(0.003)
0. | mAEa -1142] 1.83 | 1.663 | 0.598 | 0.37 2.88" | 0.237 |2.434"
61 =R 1(0.25) (0.141)](0.191)((0.665)(0.830)((0.004)[(0.871)(0.035)
- -1.699| 1.892 | 0.353 | 1.513 | 1.402 | 0.669 |2.964 | 1.306
o °™ 1(0.090)(0.131)/(0.703)|(0.198)|(0.234)|(0.504)|(0.032)|(0.262)
' e |T1.731°12.21571 1.007 | 1.376 | 0.115 | 1.547 | 1.182 | 1.004
=T1721(0.084)(0.086)|(0.366)|(0.242)(0.977)1(0.123)[(0.317)(0.416)
) *** pC0.01, ** p<0.05, * p{0.1; 23 &8
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A Study on Relationship Quality of Service Between

Medical Service Providers and Their Customers

FEun-joo Seo
Department of Business Administration
Graduate School of Business Administration
Cheju National University
Supervised by Professor Hyoung—-Gil Kim

Abstract

As the rapid change of medical environment such as higher expectation level for
better quality of medical services, various demand for medical care services,
service competition among hospitals, the concern for health and etc, the
assessment of medical services by customers became so important and such
trend will be positively necessary to survive in future. Therefore personal and
physical service factors will be the determinants of choosing a hospital to use.

The goals of this study are to review medical services, relationship
marketing and the effects of factors of medical service quality on customer’s
reuse and word of mouth intentions.

To achieve the goals, empirical study was executed with the reviewing
previous studies. Especially to check the hypothesis verification, 350 customers
were given questionnaires of which 347 were returned and 14 were excluded of

which 333 were used for final empirical analysis.

This study consists of 5 chapters:

(1) Introduction;
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(2) Theoretical Backgrounds
. Factors of medical services, relationship marketing and relationship
quality;
(3) Study Design for Empirical Research;
(4) Empirical Research and

(5) Conclusions.

Frequency for reporting the characteristics of sample, Structural Equation
Modeling(SEM) for grasping the relationships among variables, the t-test and
oneway ANOVA for making an inquiry regarding differentials among groups, by
a statistical package, SPSS for Windows(Release 10.0) and AMOS(Ver 5.0),

were used to analyze each variable.

The hypothesis verification of the study can be summarized as follows:

(1) The wvariables such as customer orientation, professionalism, interaction had
significant effects on the variable of relationship quality while the variable of
physical characteristics had not and the effect of the variable of interaction was

the greatest among them.

(2) The effect of relationship quality on the variable of reuse intentions was

significant.

(3) The effect of relationship quality on the wvariable of word of mouth

intentions was significant.

(4) There were significant difference for the variable of professionalism among
groups according to the variables of age and for the wvariable of customer

orientation among groups according to the variables of educational background.

(5) There were significant difference for the variable of relationship quality

among groups according to the variables of using hospital and examination

part while no significant difference among demographic variables.
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The results suggest that hospitals should actively consider introducing the
concept of customer-oriented marketing and the employees should practice their

professionalism.

This study, however, has the following limitations.

First, the survey has been polarized, in Jeju only, which fact might bring about
unfair verdict. Accordingly, we must expand our horizons farther into every
regions and examination parts henceforth.

Second, the major variables such as physical characteristics, customer
orientation, professionalism, interaction, relationship quality, reuse intentions and

word of mouth intentions were used in the empirical study.
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