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{Abstract>

The Effect of Medical Service Quality and Hospital's
Reputation on Customer Satisfaction, Repurchase Intention,
and Negative Word of Mouth as to Disease Severity

DongKeun Yoo, SeungWon Suh?

Dept. of business administration, Sejong Universﬁyf

This model was empirically developed to test the effect of medical service
quality and hospital's reputation on customer satisfaction, repurchase intention, and
negative word of mouth as to disease severity. The model was tested in the

context of the hospital industry. The findings are as follows.

First, medical service provider's functional quality and technical service quality

have significant effect on customer satisfaction.

Second, hospital's reputation has positive(+) effect on customer satisfaction and

significant negative effect on negative word of mouth.

Third, customer satisfaction with medical service quality has significantly
positive effect on customer's repurchase intention and has negative(—) effect on

customer's negative word of mouth. Furthermore, customer's negative word of
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mouth has negative effect on their repurchase intention.

Fourth, as to different disease severity, medical service quality and hospital's
reputation have different effect on customer satisfaction, repurchase intention, and

negative word of mouth.

When patients get slightly ill, functional service quality and technical service
quality have direct influence on customer satisfaction which has positive influence
on repurchase intention and negative influence on negative word of mouth. Finally,
negative word of mouth has negative effect on customer's repurchase intention.
However, while hospital's reputation doesn't have effect on customer satisfaction,

the reputation has significantly negative effect on negative word of mouth.

When patients get seriously ill, only functional service quality has positive effect
on customer satisfaction which influences on customer's repurchase intention and
negatively influences on negative word of mouth. On the contrary, negative word
of mouth doesn't influence on customer's repurchase intention as patients want to
treat serious diseases in the large general hospitals even though negative word of

mouth 1s known to them.

Keyword: service quality, company's reputation, customer satisfaction, repurchase

mtention, negative word of mouth, disease severity
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AFoA =& 79 Aol Q7H7] "ol e dubdow A4 oA 2
& ol g9 HeARTh= gEe] A de BA, JA g5 58 AdE dRTds
AEeH (g, 1998), ol kel R Aste] Afole @149l ARI} ofE e A4t
3] FA19 gEAuA Fo] A A& g X A AKAHS A
o] avA9l #lof &S vt (Ibrahim et al., 2001; Norris et al., 2003).
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7Ithe} anjAbEo] AAR Al Mu|Ae] IS wlwste] MHlA FES A4FTH(O]
A, 2008).
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gl Mu)x g 5o7 EF3h(Rust & Oliver, 1994).
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