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The Causality among the Internal Customer Satisfaction, the External
Customer Satisfaction and the Customer Loyalty of Medical Service
Sookyung Paik
Department of Health Services Administration, School of Public Health, Inje University
Objective : To empirically investigate the relationship of internal  quality of doctors, compared to that of the nurses, had a greater
and external customer satisfactions, service quality, and customer  effect on external customer satisfaction. Thirdly, the service quality
loyalty in medical services. of doctors and nurses affected both interal and external customer
Methods : This essay proposes an integrated model o explain  satisfactions, which ultimately affected the customer loyalty. Finally
the causality of internal and external customer satisfactions, the greater the external customer satisfaction, the greater the
service quality, and customer loyalty. To this end, a structural  customer loyalty.
model was developed, consisting of the following factors: internal Conclusion : This study confirms the positive relationship
and external customer satisfactions, service quality, and customer  among the internal and external customer satisfactions, service
loyalty. The study included 214 sets of data, with 107 sets being  quality, and customer loyalty, which proves the doctors quality of
collected for both out-patients and in-patients. The data were  service is the primary factor for external satisfaction, and customer
analyzed using AMOS 4.0. loyalty relating to medical services.
Resuits : We found the greater the internal customer
satisfaction, the greater the out-patient quality of service quality. Korean J Prev Med 2002;35(3):236-244
Secondly, the greater the service quality, the greater the external ]
customer satisfaction of both in- and out-patients. The service  Key Words: Satisfaction, Health care quality
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[2]. Heskett, Sasser, Schlesinger= A

8] 2:0] 9] Al&(Service-profit chain)7] 4 /'i’ ‘\

[e)

Productivity &
Output quality

(i) Eiononis

Ve

Profitability

2 ulusiod Aln] A~ Z 23} n} 9]
= GEe AHIZQAZ F53 v gl
o [3]. o) A& 719 o]9], 19 FA >
A
ATt (Figure 1). & Au] 2319 4918 my
2 wj & A 71 APHor 4

E 287 YRade 95 ofzE, 4
A4 Aole] AhFel #AE AAdn
& MAE &AL 1A4Y 5%  Figure 1. The service profit chain.
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S 2HE ¥ AME A7LA (service +
quality)s] 27 ot Ee 1AVE
7P BEe] L W 2YuEn Internal Quality of External Customer
(employee satisfaction)2} a1 3}, Customer Medical Customer Loyalty
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Table 1. Latent variables, constructs and measures for research model

Latent variables Constructs Sources
Internal customer Operation Adapted from
satisfaction Personnel Walker et al.(1977),
of doctors and nurses Work Gibson et al (1988),
(DSAT,NSAT) Human relationship Robbins (1998)
Information sharing
Service quality Length of meeting
of doctors Receptivity
(DSER) Caring
Specialty Apapted from
Promptness Parasuraman et al(1985),
Service quality Information sharing Babakus and Mangold(1992),
of nurses Receptivity
(NSER) Caring
Skillfulness
Exmal customer

satisfaction
of out-patient and
in-patient
(OPSAT,IPSAT)

Overall satisfaction

Adapted from
Spreng and Mackoy (1996),
Mittal et al (1998)

Customer loyalty of
out-patient and in-patient
(OPLOY, IPLOY)

Intention of revisit

Adapted from
Zeithaml et al.(1988)
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Table 2. Reliability of individual item(Cronbach a)

Az elsA 239

Constructs Out-patient In-patient

Internal customer x1 5 0.8268 0.8268

satisfaction of x2 3 0.7714 0.7714

doctors x3 4 0.7678 0.7678

x4 3 0.8987 0.8987

15 0.75 0.75

Internal customer x1 5 0.8789 0.8266

satisfaction of x2 3 0.8434 0.7734

nurses X3 4 0.8089 0.8297

x4 3 0.8933 0.8968

15 0.7910 0.7602

Service quality of 5 0.9498 0.8004
doctors

Service quality of 5 09327 09187
nurses

Customer loyalty 2 0.8702 0.8581

Table 4. Bivariate correlations between variables of research model

Standard

i 1
Variables Mean PR (1) @) 3) @) G) 6
(MDoctor 45175 07703 1.000
satisfaction
(@Nurse 3973 08450 0091 1000
satisfaction
@Doctor g6 12178 0193+ 0272%% 1000
Service
@Nurse 5000 10013 0.115  0325%%  0749%% 1000
service
GPatient 51415 13763 0098  0219% 0665 0597 1000
satisfaction
©)Customer 5 o4 11584 0101 0068 06454 0.548%% 0759%* 1000
loyalty
* p<0.05, ** p<0 01
Table 5. Model fit of research model

x® DF  p-value Q GFI AGFI RMR NFI NNH
Outpatient 145497 164 0847 0887 0894 0851 0085 0918 1.000
In-patient 170988 162 0299 1055 0876 0823 0070 0883 0993
Optimal <005 >005
model 1 1 1 1

EE SAsA

3) ALIABE

YR IAVEL 9 E A E=2E Cronin
3} Taylor, Spreng ¥ Mackoy, Mittal 5
[22,37,38]9] AollA] A3 o g xH]

zel A4 HEES B VURE

o st}
4) ojzE

JEIMY fTTE ZA 5}
Zeithaml % [39]0] 7§2&k 13709 &

ok

M %zmol

fH Z}



240 w7

Ly 2 ]3[4 ][5

L6 J[x7 J[s8 ][ v9 J[y10]

DSAT; Doctor satisfaction
NSAT; Nurse satisfaction
DSER; Doctor service

NSER; Nurse service
OPSAT;Out-patient satisfaction
IPSAT; In-patient satisfaction

OPLOY; Out-patient customer loyalty

FAA FEE Fdl7] A3 GAE
MO XA wiol oate] &
< 9 st dLEAE TLa, <
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(SArs} 7EEAD & 3u)7} & HET} 5
EE FAAT. o[ g4 sl Al
goyolal, g 745 A} 1074 ES} Qs
2, & G}, 9 245A} 1074 ES 2
27F +AE I

IPLOY; In-patient cust loyalt
n-patient customer loyalty 5 ‘_I"l_ILHO}IO-ll_! EI__EIE]
Figure 3. Research model. o] AT ogAuA YiolAE A
ZF FHE A% FEAEA 2HY AA
2 A7A7L AY B} ARVEEE 2 A s F43 7}7} 95 A0HT & BHoR oz o ¥dE 29 ¥
ARFALL, 1 ojate] g &gl ] Ao}, HYYe) WY ME woy A AFE A I FREN E¥S
QRAE ] 194 G2 A4, & ARA 10d G2 AAEA 5 AL B0k FEL TEEAS A
I B A D gAke} 7haAlel Mu] B2A} skduh e 2 @) 9 7kE F)x= LISREL, Amos(A moment of
2 FA, YRIARES, AN EE & AN W)l HHLS B AFE Structure) T o X7} oy E A
Asiglet. ol o AR A, 20Y A NETde] 2ABAG. ZAE @ B FAIAE Amos 40 3712 E A3
Table 3. Determinants of confirmatory factor analysis
Latent Cons- Coeffi- t- .
variables tructs cient SE values sig. x p-value GFI AGFI RMR NFI NNFI
Out- yl 1.000
atient y2 1.026 0076 13465 0.000
I()ioctor ~y3 0919 0.067 13.643 0.000 8.909 0.113 0971 0912 0.026 0984 0993
service v4 0926 0.057 16.386 0.000
y3 0911 0062 14670  0.000
Out- ¥6 1.000
atient y7 0977 0.077 12.710 0.000
pn urse y8 1.023 0076 13.398 0000 20.004 0.001 0929 0.788 0.038 0.961 0970
service ¥9 0.990 0074 13371 0000
y10 0910 0.083 10.937 0.000
In. yl 1.000
atient y2 0.929 0090 10317 0.000
I(;octor y3 0772 0.077 10.049 0.000 6.311 0277 0979 0.936 0032 0.979 0996
service v4 0.630 0071 8911 0.000
y5 0.804 0.100 8.073 0.000
In. y6 1.000
atient y7 0.883 0.060 14.766 0.000 .
pm]rse y8 0917 0074 12428 0000 7405  0.192 0971 0914 0019 0982 099
service y9 0.784 0073 10742 0000
y10 0.624 0076 8816 0000
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Table 6. Causal revlationships between variables

A, B TARE 5 ANSES] st

Hyp o Causal path Standz?rd SE. tvalue p-value Ac?epﬁ
thesis coefficient reject
Hi-1 DSAT—->DSER 0215 03838 2075 0038 Accept
Out- H1-2 NSAT—->NSER 0205 0173 2465 0014  Accept
. H2-1 DSER—->0OPSAT 0554 0.113 5286 0000 Accept
patient H22  NSER—->OPSAT 0340 0138 3304 0001 Accept
H3-1 OPSAT—->OPLOY 0930 0085 11484 0000 Accept
HI1-3 DSAT—->DSER -0.139 0357 -1326 0.185 Reject
In- Hi-4 NSAT—->NSER 0.132 0171 1347 0.178 Reject
. H2-3 DSER—->IPSAT 0419 0098 3747 0000 Accept
patient H2-4  NSER—->IPSAT 0401 0169 3804 0000 Accept
H3-2 IPSAT—->IPLOY 0817 0.121 7507 0000 Accept
DSAT; Doctor satisfaction
NSAT; Nurse satisfaction
DSER; Doctor service
NSER; Nurse service
OPSAT;Out-patient satisfaction
IPSAT; In-patient satisfaction
OPLOY; Out-patient customer loyalty
IPLOY;; In-patient customer loyalty
Table 7. Indirect effect for out-patient model
Direct Indirect
Causal path effect effect
DSAT—->DSER 0215
DSAT—->OPSAT DSER—->0OPSAT 0.554
DSAT —->0PSAT 0119
. NSAT—->NSER 0.205
NSAT—->OPSAT NSER—->0OPSAT 0.340
NSAT-->OPSAT 0070
DSAT—->OPSAT 0.119
DSAT—->0PLOY OPSAT—->0PLOY 0.930
DSAT—->0PLOY 0.111
NSAT—->OPSAT 0.070
NSAT—->0OPLOY OPSAT—->0OPLOY 0.930
NSAT—->0PLOY 0.065

DSAT; Doctor satisfaction

NSAT; Nurse satisfaction

DSER; Doctor service

NSER; Nurse service
OPSAT;Out-patient satisfaction
OPLOY; Out-patient customer loyalty
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2xRo] Aoz JAAEs) B
BEAE UBh) Fi A9 BYEE

& A% (chi-square), Q(x/df), 715‘_"?'?1}
2)(goodness of fit index ; GFI, 0.9 o]}
ol u#A e, 24 H X (adjusted
goodness of fir index ; AGFI, 09 o]/
ol v ), 947 FEAol(root
meansquare re31dua1 :RMR), 5.8

X|(normed fit index ; NFI), 8] W58}
(comparative fit index ; CFI) 5% o] ¢

stof AAsch 2 A% A 7Y
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= A 0 2 JEytK(Table 5).
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Murray (1988)[51] Internal customer satisfaction Doctors

Linn, Brook, Clark, Davies, Fink and Kosecoff (1985){9]

Weisman and Nathanson (1985)[10]
Doering (1983)[12]
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External customer satisfaction
External customer satisfaction

Internal customer satisfaction, external customer satisfaction
External customer satisfaction, Internal customer satisfaction

Doctors, patient
Nurses, patient
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