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Abstract

In this paper. university hospitals, general hospitals/hospitals, private clinics, Chinese
medicine hospitals and clinics in Seoul, Metropolitan Inchon, Kyunggi-do were probed to
find out how the variables of service task factor are related to customer satisfaction, and
to find out the determinants of medical service task(tangible quality, flexibility, cost,
time and managerial skills), and anticipation factors, and respective items of customer
satisfaction through statistical analysis.

The meaning of the above mentioned findings should be carefully understood and
construed due to the following problems. Because the factors why patients select
hospitals were measured limitedly, it cannot show everything I intended to suggest.
Especially due to the insufficient number of items, customer satisfaction variables are too
limited. Reflecting the developing changes in various medical environments, hospitals
could meet the objective of maintenance and prosperity only by facing the competition
effectively and satisfying patients. Also hospitals should pursue patient-oriented service
management. In other words, a strategic management of service task factors is needed.
Based on this paper's research, a further study should be conducted continuously in order
to give customers more satisfaction.
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