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F2L7E B33 3(1899, 97.9%)
o2 FHsoy, AAAAFE S F7FAZAI ol 644 (49.2%), TEHAZAA
ol 66'8(50.8%)°IAtt. A HVAAIAE o]&4dol fe A= 130%
(674%) 0.2 A& de] = WA 6

T o] &35+ 2.033](+2.79)0] At}

&3
ok
w
&)
o
N
fo
)
52
30
o
&
s
i
Lo
ofl

_15_



<Table 1> General & Health Screening Center Visiting—Related
Characteristics of the Subjects

N=195

Characteristics Categories N(%) Mean+SD
Gender Male 90 (46.2)
Female 105 (53.8)

Age (years) 20-29 18 (9.3) 44.83+11.40
30-39 52 (26.8)
40-49 57 (29.4)
50-59 47 (24.2)
>60 20 (10.3)
Marital status Unmarried 34 (17.4)
Married 149 (76.4)
Divorced, bereaved, & separated 12 (6.2)
Education <High school 63 (32.6)
College 40 (20.7)
> University 90 (46.6)
Occupation Unemployed 30 (15.4)
Emploved 165 (84.6)
Monthly household <500 82 (42.5)
income (10.000won) >500 111 (57.5)
Perceived Unhealthy 22 (11.3)
health status Moderate 101 (51.8)
Healthy 72 (36.9)
History of diseases No 143 (75.3)
Yes 47 (24.7)
Hypertension 27 (13.6)
Specific  diseases Diabetes 6 (3.0
history™ Dyslipidemia 4 (2.0)
Heart disease 2 1.0
Tuberculosis 2 (1.0
Others' 15 (7.5)
Family history of diseases No 103 (53.9)
Yes 88 (46.1)
Hympertension 38 (17.0)
Specific family Diabetes 28 (12.6)
history diseases™ Stroke 13 (5.8
Heart disease 8 (3.6)
Others’ 33 (14.8)
Diseases of concern No 46 (24.0)
Yes 146_(76.0)
Hypertension 36 (12.5)
Heart disease 27 (94)
Stomach cancer 27 (9.4)
Specific diseases Liver cancer 24 (8.4)
of concern™ Colorectal cancer 22 (71.7)
Stroke 21 (7.3)
Diabetes 21 (7.3)
Lung cancer 19 (6.6)
Uterine cancer 16 (5.6)
Breast cancer 14 (4.9)
Others® 14 (4.9)
Purpose of visiting Regular health screening 189 (97.9)
Others" 6 (3.1
Type of National health screening 64 (49.2)
health screenin Comprehensive health screenin 66 (50.8
Past experience No 130 (67.4)

(No. of times) Yes 63 (32.6) (2.03+2.79)

"Excluding no responses; ““Multiple response;

TOﬁHFﬂmdddmﬁﬂmﬁddmhﬁs&mdrdﬁmM*OﬂﬂFSMmMmhgm
&lsttcarm;§0ﬂﬂs=ﬂmdddiseaseparnmﬁcm&dﬂmﬁia; " Others=Physical examination for employment.
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AZAJAEE o] &3t7] Aol b=, I, WA, o)X T FH AIHEERH

B
I8 2 E9dxn $EE gARE 1299(66.2%)0len. 18X
BT SHE A 661(33.8%) 1At ARE ST SHI 12989 A
RBAZAE, AFE a7} 628 A7.0%) 02 714 Bgton 71E.-23 519 (386%),
AF-A 5w 139 (9.8%), ©1% 698 (45%) ol Ath

<Table 2> Characteristics of the Information on Health Screening

Center

N=195

Characteristics Categories N(%)
Information on No 66 (33.8)
health screening center Yes 129 (66.2)
. X Coworkers 62 (47.0)
Information sources Family & relatives 51 (38.6)
Friends, seniors, & juniors 13 (9.8
Neighborhood 6 (45)

*Multiple response.
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2. FAARUACNY, AAVSE B Aol § 9%

D A FAAFUANAA A=

TAAFYANA =+ 58 v Ho 3.078(20860)22 AZHZAH9
AR7L G AGAIAE A TR dFS MAE Aoz YeEH.

TAHOE AHEH, A Aa7F 359 (21.09)2.E ME 2 HFE H
Rew, I oF ‘aFe A 3467 (£124), ‘AuZe HAe - 3404
(£1.21), ‘9Ex9 M-I 3387 (£1.20), ‘AE e & AAA 3.30%(£1.24)
BRAD d7AIRY 32138 (2117, ‘W7l AAdA™ A 7 2.96%(21.15), ‘A4
AAE 7R 29478 (x1.11D), ‘HAAA 2927 (+1.12), ‘@AAZ6E 2774
(£1.11), ‘98719 #HWA 2767 (x1.08) «olAx, ‘Hu5xe &A1/l 2.18%
(20.99) 2.2 7} @3ktk<Table 3>.

=
ok

<Table 3> Levels of Word-of-Mouth Communication

Word—of—-mouth communication Mean+SD Range
Easy procedure 3.59+1.09 1-5
Convenience of traffic 3.46+1.24
Kindness of non—-medical staff 3.40+1.21
Kindness of medical staff 3.38+1.20
Connection between center and medical care 3.30+1.24
Wait duration for health screening 3.21+1.17
No. of waiting customers for health screening 2.96+1.15
Scale of health screening center 2.94+1.11
Up—to—date facilities 2.92+1.12
Appropriate cost 2.77+1.11
Reputation of medical staff 2.76+1.08
Educational background of medical staff 2.18+0.99
Total 3.07+0.86 1-5
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2) A RS =

B AN RARZTEE AFADAE AN o Folxt ARAA JaAu s

T

57 Sl olgdAel Held, A B4, drel AW ARA, FAR
of oh BT Auz, Ahe A6l vishe] 2ASAT 1 AFE <Table
4> 2},

AZAZRAY o] & A& HA wE=e HFE 4213 (2060)0]R o™, 574 3t
A9 =2 FAdo FEdAdo] 4348 (206902 7HE %o, I o
A3 87 4277(x097), ol @ xpel ATA 4258 (2067), o]&Atdl I &
A3 Muls 4227 (20.67), 59 7led AEA 4033 (20.64) oA 7
HEE FAACE AR, ol&dxe A dF wHE=E= AA A ]
AlZbo]l 4383 (20672 7HF w9kar, o R HFHEA 4323 (20.70), HALZE R}
AEAIZE 4243 (20.75), AAAN B HA 4138 (2089 o2 YEHT. AT 373
of gt T FH7] H I 4455 (2226), HF Al AJF 4.227(20.74),
A 2 d71E3 4148(20.79) ol 59 Ve AEAGCd i E=
= A9 dF=A 42038 (20.75), TtEALS AEA 4.09% (20.75), AL AEA
3864 (£0.79) 2.2 UgRt. o] &t
e AT Aujzdd A HERe A72H] IPER dE 4313 (20.70),
Aol g AT 22 428%(2069), 2344 £ I8 5 AHF8e 413
H(20.73) wolder, Yo dAo tg e A do] 4404 (x0.71)
2 7P s3%oH, 2 AARE AARAY 438%H(20.73), 9AF 43138 (x0.72) 0.2 Y

r-ln
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<Table 4> Levels of Customer Satisfaction

N=195
Variables Categories Mean+SD Range
Convenience  Waiting time 4.38+0.67
of procedure  Reservation and reception 4.32+0.70 - _
. . _ 425+%067 1-5
Consultation time for the exam results 4.24+0.75
Examination process 4.13+0.89
Facilities and Comfortable climate 4.45+2.26
Environment  comfortable examination 4.22+0.74 4.27+0.97
Lounge for waiting 4.14=0.79
Medical skills Staff knowledge & skills 4.29+0.75
and expertise Nyrses’ expertise 4.09£0.75 4.03+0.64
Doctors’ expertise 3.92+0.71 e
Excellence of medical devices and equipment 3.86+0.79
Interest in Explanation of procedure for health screening  4.31+0.70
customers Prompt action against discomfort 4.28+0.69 4.22+0.67
Follow—up 4.13%0.73
Kindness Reception staff 4.40+0.71
of staff Inspection staff 438+0.73  4.34+0.69
Doctor 4.31%£0.72
Total 421060 1-5
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ARARANEE doz tA o] 8T Jrrt U FFT didAE 1913
(97.9%)01 A3 g =7t gl HAAE 4% (21%)0 EFHAt. Aol 4 3}
I AAARAE AdEo]l ¥As NS FoA'7F 1399 (42.9%),
AZARAT A g AAT o] TR A’ 67(20.7%), ‘A3 Ao
FolA’ 669(20.4%), ‘B2 A2l 270 289 (8.6%), ‘VIEY 247 (7.4%)°11}. A
ZAXAE o] F Aoj&3A FoHE ofFERe ‘wFol EHIA 24
(40.0%), ‘7377 AAFAg o] BF3ta Alzke]l @ AA 13(20.0%), 71EF
298 (40.0%) 010 o, AZAINAE Aolg orxd HE+ 53 TR AT 4.39
4 (20.83) 22 YESTH<Table 5>.

H,
rr
o

<Table 5> Levels of Intent to Revisit

N=195
Variables Categories N(%) MeantSD Range
Intent No 4 (2.1 1-5
to revisit Yes 191 (97.9)
Reasons for Kindness of staff 139 (42.9)
revisiting”  Suicfaction with the explanation of the result 67 (20.7)
Good facilities and equipment 66 (20.4)
Introduction of acquaintance 28 (8.6)
Others' 24 (7.4)
Reasons for Inconvenient traffic 2 (40.0)
non revisiting” Complex process 1 (20.0)
Others* 2 (40.0)
Intent to revisit 4.39+.083 1-5

TMultlple response;
Others= Short distance, conveience of traffic, & easy procedure; Others=Wait duration for
health screening & long distance.
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3. 3] dutd 9 AZHAIAY ol § 54 AFAJAY Fu #AH
ol mE Aol§ 959 Hol

i

WaRte] Qubd 54 2 AZPAAE ol§ 54, AZFAAH An #d
Hol hE Aolg owe] Aol YT BAAI, AB(t=302 p=003), AL
(F=3.12, p=046)1 4 FAACR §9% 2o|& RAT 2 4o wate]
o Ael§ JEF wghom, Ao AFFTIL A WIR Aol g
7 we Aoz yshtou AFAAARE fo8X ggth 9%, AF,

Z, 44, F74S, AAY, A5, 448E 29, ALAAAY o] §24,
%9, #0184, AZPAAE ARE 5L FFo] F2 Aol g x|
t SAHoE #98A ggrh<Table 6>.
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<Table 6> Differences in Intent to Revisit according to the Subjects’

Characteristics
N=195
. . Intent to revisit
Characteristics Categories MeantSD t/F >

Gender Male 4.58+0.72

Female 4.23+0.89 3.02 003
Age (years) 20-29 4.22+0.94

30-39 4.37+0.79

40-49 456+£0.78 1.96 .103

50-59 4.43+0.81

>60 4.00+0.97
Marital status Unmarried 4.26+0.90

Married 442+0.82 048 622

Divorced, bereaved, & separated  4.42+0.90
Education <High school 4.22+0.94

College 463067 2.92 057

>University 4,40+0.81
Occupation Unemployed 4.27+0.94

Employed 4.41+0.81 2.28 133
Monthly household <500 4.30+0.90 1 1
income (10,000won) =500 4.48+0.77 50 136
Perceived Unhealthy? 4.58+0.75 046
health status Moderate” 427:087 312 3

Healthy® 4.32+0.84
History No 4,39+0.83
of disease Yes 440:083 007 9
Family No 4.36+0.87
History Disease Yes 4.42+0.81 -047 638
Diseases of No 4.22+0.88 _
concern Yes 445:080 1 100
P},ujp_ose of Regular health screening 4.40+0.83 0.67 503
visiting Others® 417+098 ©
Type of ) National health screening 4.42+0.83 059 558
health screening Comprehensive hedlth screening ~ 4.33+0.88 '
Past experience No 429087

Yes 4.44+0.82 122 226
Information on No 4.31+0.85
hedlth screening centers yes 443:083 087 32

_23_

a, b, c=Scheffe test; *Others=Physical examination for employment.



4. FAAFUACA, AAREES) AZADAY Aol & o xzte] B

FRAAFUA ALY nANEZE, Aol 8 Ju3te AAFAA = <Table 7> 2
ok tgatel Aolg e
(r=53, p<00)¢t A2 F#@AZ JNew, IANZEE FAAFUA A
W& (r=28 p<.001)™ AZH A#AAA7} dATh = dAAEL nAUREE} L
AARUA N ELFE Aolg J=rt g, & = =

=

FHAFUA A 3

<Table 7> Correlations among Word—of-mouth Communication,
Customer Satisfaction, and Intent to Revisit

- Word—-of-mouth Customer
Intent to revisit communication satisfaction
r (p)
Intent to revisit 1
Word-of-mouth .26 1
communication (<.001)
Customer 53 .28 1
satisfaction (<.001) (<£.001)

qdAte] Aolg o= mAE FFE Aoyl A dAH IJARME 8
Aok A FAAEAY MAE HASAH. Durbin-Watsong o] &3t 2219
A7 8-S e 23 2022 74 SYRST 39 Ao e, Hao
e FAEAE 0177705255 0.100] oA aL, #AEFQ1 A(variation inflation
factor)zre 1.0030.% 7]%X 10K} 3x gomz
A7 gl wixjgte® JAEA AF Aol g oxe dE IHAFES} A
o] At P-PERAA Aggo] FHolx, HH=

A=A HA G o] exEe AAT TEAAA |

05 Auy S4% AZgP4u JEE B ATE guEsE W,
a7y

TRAAFTUANA,

_24_



HWrE sto] IARAS st 2 23, AT AFARIEY HdEs A
Aol g ome F WHe 27%E AB3HrH(Adjusted R?=.29, F=40.60, p<.001).
HFT EPAA AZHAIAE ol& WEE(B=52, p=<001)¢ A H(B=15
p=014)7} Aol& oxo F3 FAS vA= FoAF MFEZ YBEH. o=
A el AR HE Adsit

al
o Aolg A} FolAE AL v

r (
=
T
Iy
S
o)
S
e
A
o
S
Z
VAN
=
=5
o
o
V

<Table 8 Factors Influencing the Intent to Revisit

Intent to revisit

Variables .
B SE Beta t p VIF DW Ad]‘ff%ed (p_‘}*;l )

(=) 127 036 356 <001

Customer _
satisfaction 072 008 52 853 <001 1.003 2 449 0.29 (iOOE(S)(I )

Perceived
health 026 010 A5 248 .014 1.003

status”

*dummy variable=Perceived health status (healthy=1, unhealthy=0).
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1 A AuA 54, AZAQAH 0§ L FRBA 54

2 A7 A, 3AHAFAAEE o] & gAY Fhk o o] oAge|on,
AFHEE 400, 30, 500 otk ol AZAIAY ol& A F A4
o] AA&E vl &ol A7 50.3%, 51.8%=2 R &3 et 34 (2014), ZER
(201009 A7 Ao} 40 o] &b b BWokn Bug o]F9(2016)9] AT
Aot FAEA T BAHQ018) o tH U AABEAT F 400 7
AZF A E0] 81.0%, 30t 78.3%, 50th 77.1%, 20tH 64.0%, 60T ©] 4 41.4%°.
2 40U7F g 233 AAZES st e W a2 J% =2 2EHX
of A7 dig #A S ForH(Er1E, 2014) 4009 AFAE o] & H & ¥
AT #Hol Y& o= As5dY. AE FHE 7|EAT 764%= PlEAET
ggtoy giEol e a&FES B AR 466%S2 7Hg Bdth ol
A7E 71EAY Eo)dAte] ARHANAE o] &Eo] Ern RHug Ay AT
AR &R, 2010, FL3], 201D FAM FFo AT A
Fuke o] (57.5%)0] 5009 o]} E TtFASES RIUSHEH, ol A5

FE2 ARADAY ol§ HIErt Boe ZAAW(2012), ¥7]8(2014)9) A7E
#E AR Aoz AZHET

B ATFoA, A4l A gia) ‘AdAstAY BEoR st e A
BAZAAE ol &Ate] Hlgo] EohEH ol MY U EHol AWFAAA o
HEAoz WsEHEA o 8Aula o]&xEe] A ARAHE FA)
e 277 FUkesta Qe ($9 3, 2011 YB39 A, 2014 AAE AL
2 AZd. geta A3HATIS AA d¥o] AV e A EHIE $A ot
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olgad Wi ol WusE e A%oz ARAAAY o8 tae M
% AZmEI BHEAB A Fo ey Aoz 47

WAke] of 2597 “AY HAHe] dekEm gHAFom, AA] Yt of
$AADZ,

Ao AW ndedol P Bk, Fxd, o AXAES, HAH, JZ2H

R 2B EAES 29 A48y R nGo] 2o¥ Aoz Azdn.
9. o5 9%)9] thdAEol AV ANE
o A=, ol A7AAANE A AAdA
AE & o] &3l A7 oF 2%/ Bud AAR(2012)9] AFZA7 A
Atk RS AAARN F¥L FFRAAIAT I AD ] 44 50.8%,
492% 2 AL FEolAT FUAZEE A wE Ut gAZe] Ad, A%
9 54 2 Al F7d 2A ArIdez AgHI Jof(IRAZEIAH,
2019), AR AYE o] &t WIS AVAZHZC] A Yt Ao=
AtmET 53 A7AY AZANE fAste] AFHAIAHE ol &3t WAt
Bokd uh, ol WA e 94 # 2 FUH wE Frider A

A E TuAstE o] g AEo] AFHorE FUHHL = AHEAM, 2012; 28

HE A
©
=
(D
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A Aol A AT 846%E Aol gt AR Bk B vdehd 23
#do] Qe Ao AmH

2. 7AAFYUACNA, nAUSE R Ao § =

TAAFUANEY FEE 31270]90H, FAHORE AHRHA WE FAA
73} S AR b 9w, e mAe AYe WA, wES AHA, ‘o
249 AAW, AZAA WA, AEG g AAR, WY ABAAD
& ARANAE TR B AR, HAANL] B AR, ARAAN L,
229 94 £lNT, ‘uA FAFHL I HY FA dehdh o= ¥4 ol
£2E QAR & ALBQ0I6OF ATFEQIDE ATAA ‘dae BA, o
1A, gele] AM R R So] WAMddd o8 Jg

Bote Aol7t YN o 2 ATFE HY 5 Jnsne Ady

e

g2

Lo

[*]

il
)
ry
o
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me
Y
>

1o, 2010), AZAAAE ol §xpske] FAeNA 1HEA ]
oJfoiAct & Aoz AZAG(ANL 5, 216).
gaxte nAREEE BF 42080 QEd, ok mehdde AZAVAH
J&AE Yoz B 9 QIDY AT FAFAT. dPddE vy
ge] Ay Fdo] g BEEAh b wgom, AAT B4 F9, o2
o "y G, olgAdl U BN Aux G, omel A& ABA 99
Soldith o 2e A A FAAT A4 2 BAd gF DS} AR

al
AZARAAE o] &Ae Aolg ok AEE 53 wrEd HiF 439Fo|qon,



ARAAAEE o2 bA] o] =7t gva FHE A 97.9%°13]
th o] Z2 A= 971520149 Aol AolE o= 427H, Aol =Tt
A WAA7E 08%E E2 HlE&S EHY AARS FAEAY AZHINAHE

Aol stE= olftE WAAIANH HAAEo] Jdstxn AHRS FoA'9 ‘A
Al AT g ZAAG Aol mSAHAATE P Bk, AT 870

FobA’, W AA & 5 ol tiFEY A=l AFHAIAYHE

Aol &t = YJALE 7HAI e AL

AZAJAY A SHEF 258 AR Aoz AZEn(odn] 5, 2010).

EhN gEARES] AAANAE R SAHAEE ASFHer FASL, A7H

A E Aolgstr] A= o8& &

il

e

oM

T AS Aoz A4EH (AR E, 2014 °]¥H T, 2010).

3. A AWA 54, AZADAE o] § & AR AA 540 B Ao
& %9 ol

gAe] A 2 AZADAE ol BT AZAIME AR BA B4
o 2 oA A, ARRY G A& d=rt Eoka, Aol AA3E)
O3 AZbete ARt Aol o=rt :odth ol A W2 Alol& =t
fFoatA verd w718 (2014) 0] AFAFHS At oy, 2ERT, A7 E
g, WE3Fe g Ao)& oz o)zt el AIAATFES] AFe} zolrt
AATHEH 3], 2011; o9& AFWAS, 2016). £ A7 971820142 44
4o AZARAE o] &AE AR QPW ®bHd $93(2011)% o=
AH=(2016)9 AToA = tietE A ARANAY o] &AE WFoE FUW
e A3, o] 22 AAe AAAINAEIE £2&H e ¥ 72U &
Aol wk o] &2 B4 ZololA AR Q1 Ao FAHY, FF AFHZ
Ae e T2 T AAANAE Y 547 o]&a SAHY Aoz Q3 Aol§ =

oft,

FAToNA Aol oo WP FFHUFE BaHA & A4 AL
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AN rsALe] Fdo] BastH, gate] Jw F
Eo] 8% UIZALENA OA AEH B§5E Be T IEF DIAY 98 &
b Bastr(ol g5 AHE, 2006).

aAtel durz EgeAM G ol ARston Aztste ddAe] Aol
& Ad=rt A vEsth ol dAHIAE ol &AEe] ALl AAEH
B AR AT = BT ARE FAAI LA AZded dE =
2 #Aol Wty Aoz AZtAch whdd] gAF A ARFEE ‘BE oY
‘AstA ZFer AZste fEAES Aol Jrrt wenz olge a7
o F3sEe %F vARel dedtta (ol dEd FHEs, 2006).

Fd FAAFUANAL Aol oxd FolF FFE WAA FE o=
Uetsth ol FAAFUACIH] nARZE FFd TS v L(MTE
S, 2014), AN AH Y AR Y= 8T8 o] &2t AP FHAFYAC]

A ol dE7E ¢ ARHIAH Aolg ddxd 4TS vAde Ay AT
AF(H718, 2014; ©)AF T, 2011, dE3le H54, 2014) %= Zol7h AU
53] AF AFL A Hste] AJAHAAY g4, AA T #AJA B
2 dZd=H oz AAE, 2016), 5 dmAu e s AAHA 7
E RS 12 agsta Jaagste FAAFUAH] Aolg 9
o FFE vE F J& AR FAHY JAZHAA KA 9F 2de=
GElUA] Egth ol E AT AZAAME Aolg olFE WU A<
27W7F v 9ol A FAAFUANAT Aol g Jr=stel o3 FaAAA
g Y49 239 4F #dEE JeE A4En. ety FF AT 717
FUAeldol AZSAAY Aol§ oo WAs FFo did FHo 2o
Aoz AZdEn.
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y_].
FUACld, ARANAH o & WEEI} Aolg oxe] WAL
. 53 AZAQAE ol BEEe} | A9 4ol wet A%
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2 d7e A4A7AY ol gAY AolE o) A= FFIES dHotst
AZ3AAEH o] &Ae] Aol§ Sr=d woln AR A wdE A% 71X

J Aol &A% A/ SFEE | 22AIAE o] &2 1958 &
2019 4¢ 229%H 59 18Y7MA ArtE I HEAE o] &3t o] F
d&3(2016)0] AHE-3 ¥FE e} 34 A (200008 FAAFY
Al FAE=T, $H3 Q0117 AHEF nAWS SAHET, FA45 (20117 A

£ ox ZFLFo|At}. FHHA ABEE SPSS WIN 220 programe
0] &3l Chronbach’s alpha, Al&€4d &FA&43, t-test, ANOVA, Pearson’s
correlation coefficient® T3t .2, @A A (step-wise) th5 3|AEA S HAA3

ATh B A7 2HE e 2o

r:lo

D tdze FAAFUANAY AEE 30770AeH, FHAFUA LY
W8e=2es 7hHd AR, ‘wEe AYA, ‘dunye] Ao JAF, 85
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Abstract

Factors Influencing Intent to Revisit

of Health Screening Center Visitors

Bang, Eun Pil
Department of Nursing
Graduate School of Jeju National University

(Supervised by Prof. Kim, Jeong-Hee)

The study aimed to identify the factors influencing visitors intent to revisit
health screening centers in order to increase the intent to revisit and provide
baseline data to establish customer management strategies.

Data were collected through self-reported questionnaires from April 22 to
May 18, 2019, from 195 customers of a health screening center in a general
hospital. To measure the levels of word-of-mouth communication, customer
satisfaction, and the intent to revisit, Park and Kang (2000)’s word-of-mouth
communication was adjusted by Kim (2016), Song (2011)'s customer
satisfaction and Yang (2011)’s intent to revisit were used. Collected data were
analyzed using Cronbach’s alpha, descriptive statistical analysis, t-tests,
ANOVA, Pearson’s correlation coefficient, and step-wise multiple regression
analysis.

The results were as follows:

1) The mean score of word-of-mouth communication was 3.07. The mean
scores of the sub-factors were as follows: easy procedure (3.59); convenience
of traffic (3.46); kindness of non-medical staff (3.40); kindness of

medical staff (3.38); connection between center and medical care (3.30);
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wait duration for health screening (3.21); No. of waiting customers for
health screening (2.96); scale of health screening center (2.94);
up-to—date facilities (2.92); appropriate cost (2.77); reputation of
medical staff (2.76); and educational background of medical staff (2.18).
The mean score of customer satisfaction was 4.21. The mean sub-scale
scores were as follows: kindness of staff (4.34); facilities and environment
(4.27); convenience of procedure (4.25); interest in customers (4.22); and
medical skills and expertise (4.03). The mean score of intent to revisit was
4.39. About 98% of the subjects have shown intent to revisit with the highest
ranked reason being ‘kindness of staff, ‘satisfaction with the explanation of
the result’, ‘good facilities and equipment’, and finally, ‘introduction of
acquaintance’.

2) There were significant differences in ‘intent to revisit’ scores by gender
and perceived health status.

3) The subjects’ intent to revisit showed significantly positively correlated
with ‘customer satisfaction’ and ‘word-of-mouth communication’. Furthermore,
‘customer satisfaction’ was positively correlated with ‘word-of-mouth
communication’.

4) The factors influencing the level of intent to revisit were customer
satisfaction and perceived health status. These factors explained 29% of the
variance of the subjects’ intent to revisit.

In conclusion, the mean score for word-of-mouth communication among
visitors of the health screening center was moderate level, and the mean
scores of customer satisfaction and intent to revisit were high levels. The
factors influencing the level of intent to revisit were customer satisfaction
and perceived health status.

Based on our results, we suggest the following:

1. In order to increase the level of the intent to revisit, nursing managers

should strive to improve customer satisfaction. In particular, strategies to
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arrange explanation of the result consultations and health management
tailored to visitors’ needs and characteristics as well as strategies to improve
health education, kindness, and trust in staff are required. In addition, it is
suggested that nurses of the health screening center expand their roles and
efficacy, such as result consultation, health education, and individual tailored
health management, and screening planning after initial screening.

2. In order to maintain and improve the level of customer satisfaction and
revisit of the health screening center visitors, customer relationship
management for continued relations with the visitors and marketing strategies
tailored to visitors’ characteristics and needs should be needed.

3. It will needed to investigate the relationship between intent to revisit and
word-of-mouth communication and conduct further research of various

affecting factors on customers’ intent to re—visit.

Key words: Health screening center, Word-of-mouth communication,

Customer satisfaction, Intent to revisit.
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