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CHZIAIZE 2E2l= Algstiz 5%t 20l0[2t & = UCh AP HFOMZ A4S 2 MH|
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MH|A 2o m2 7|z geee

U MH|A7| 2| F£H0||O| 2F5E20HAH OIF0E 7tsdnt MH|AF MiSE= H I8
M H7le off Ae2E Y 5 510 Slft= SHAE 71X ULk

merd = SFoMe Cr7lds S22 10| FAME|AS 0|85t A0 It
2b CHZIA[ZE 2| Qro] ZHEPMOF gt HO[H, CH7|A|ZH0| AABFRO|L; MH|AZFES

II—-—

M3 QRIS OfLjzt DATST MU ABH| FIHOl wL2 TR O HS 28
Ol Ch7|AIZH B2t O|ROIT 4 USS AHETX Bt

ojpfst HTNE Sof ORVITS YRSs DW= MRS YIS BAZ +
2lon|, TA0| X|Zfsts Cf7|AIZto| THSEIL WOH2 NAISKA} STk

I o|2% #jF ¥ AF7H

1. M| CH7[A 2

LN =t *EI ME|20( M CHZIAIZHO] ERI7F k= Olf= AMH|A2o] £40IAM 2ot
= T AUACE MH|A= Xotet S| 0o #AE S Yo TE, AH7F 22 F
20f|A O|FO{TILY. EEOF Mt E MOE MYy 5= QCEZ 80 5529 ALY,
M 2% |

7b dold = AN 10| MH|AF S 7S ¥7| M= YItkEl= 4
St Ll 5 2ol ik

Zhap gHEs50) 55|, MH|A AF0M= CHE ROl HIsH CH7|A|ZH0] ZR5HA
Katz et al, 1991). NZHO| AMH|AE HEY| QA= BE2 20j|Al Z|CH2|
g 5 UoleidE & = AW MH|A 0 F 70% O0|&0| CHZ|A[ZHO] CHsl &
Sk ALt.Jones and Dent, 1994) EH7|)\I7J% 2] SHXpol| 2lsf Ho| |0
on, ti7|AlZt RO ME FFT O|FOX[1 RUCE MH|A CHZ|AIZE EHAl= 3A|
(Dube-Rioux et al, 1989 ; Taylor, 1994)2} 5 EtA|(Fung 2001)2 LiHF0{ AL
o, Taylor(1994)2t Leclerc and Dube(1995) &2 MH|A CH7|E L0Z40| AMH[A A
SRS KIS JICHRlE T, MHIAS HBRE TH, MHA BB 3 AMHA Ba
2 ' MK T S DnZHO| MH|A HE RAO TASIM H'Z MK TIPS T
Az 288100 212t0| THAOIM CH7|AIZ0| LASIChn ZERSID QUCH Taylor(1994)
Venkatesan and Anderson(1989)2 A{H|A X|&0| CHSE 0|2F0| O|FO{El ALt X
UL ZALZE FESIN, oSt ALY A ™ Cf7|(pre-schedule waits)2f K|
(post-schedule waits)2 2 Lt5+11 S I:f of£ M [Cf7)&= Of|LAIZE FO| =&kt nZHo| Cf
715k= AlZte KBk A0l X2 OFA[ZFELT MH|ATE <OfF HEE ZoHhh
Fung(2001)2 2AEES| O 501 Ao HAEZO| EABHA Xi2|of 227K Q)
CHA, Xi2|0f AN FEE g2 W7EK|Q] T, FETE A4S FHo| Elle BA, &
A0] FHOM TSOMM HSEl= BA, A4S OF H AMSH= THAQ| STHAZ A
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A Cf7|AlZte PESID
ol2ist ATOIQIO)E CHSIH AH|A CHZIAIZIO CHH HT7} O|ZOBH=E, CHol
MeoiqolA WF LS Ch7|AIZt0| MHIA EX, DZoEE, 12|1 Rol8Lo| £

O L

o5t ABkS O|X|= ASZE LIEtGCHTaylor 1994; Pruyn and Smidts 1998; HF2Al 2000;
=82, A= 2006, 2F2, A4S 2007). Ol A9l 3&8HQ Zit= Ci7|A[ZHo] &
O|&lof| el nZ8Eol MH[AO| CHet PHERF2 RCHRICED 215t QUL

Davis and Heineke(1998)2 £QX| CH7|A|ZE X|ZH=l CHZ|A|ZE AX| CHZ|A|ZHO] B&=
o

DATED HFHO 2B0| USS FYOIUCEL BH, Katz S(1991)2 2H| CH7[A[ZHHO]
OATERO| FebS OIX[D X|ZE CH7|A[ZR2 kol itk HMAISt RACL ol2fet A
T=2 HH7IAIZt0] nARRN| HYHQ Fehs OXls Fe Qo2 ZFstn e
Aet=HA Eot SEHS HotE 4 ULk Ol2ist A2l0f| CH7|AIZto] nZHRE=o| &
&= OIXl= aFgoA Of7HH=~0f CHEE S O|RO{MEM|, Hui and Tse(1996)2| &2
CHZ|AIZHOfl ot HEIE FO0K|= E% H7IAIZte] X0l Feks OIXIX| ZSHA|Zh of
7|0 Ciet 28N Z¥s 2f=tA7le 2abzh ARt FFOIULE X 22| HFE Whiting
and Donthu(2006)2 —E—@E-l CH7] DS Ao =Z oF A0 20| £0i5I= 2UE
=HFE AO| XAz CH7|AZE ZgaA7|n A4 IEEE 0= 27t el Cf

7|of Chet Lo Xﬂ%% OFE Fets OIX|X| Roltt=s ZEE MAISIALL

oA} R Chat a7Lig 9 Zut

< &R CHZIAIZEE R ZE CH7|A|

- X|2tE Cf7IAIZES AF| Ch7|AlZEOf olF

Hornik 2o HA|
= — HH 2| . sHzdo| Zl fer | MO H L
(1984) . Ch7[so| HEY, 20| FS, HI H 2l Ch7|Eol Zo|, HEf, M3 Hlzs= X

ZEE| CH7|A|ZHO| S0/3F Kste Ojxl
o} X|2t5l h7|AIzEe| ZLEl CH7|AIZH folst gske ojH

i CHR, IE A, =AU, 2y
Maister < X|ZtEl Cf7|A|ZH0 ¥ske o)X ST 2rad
(1985) :;7r x| Q%] °TF g o, 588, EH7|E’H ZH, TH7 I
" = - QIX|9t 7[The BE AMB|H sAlle ZE
Folkes et al sz |2 EFE =837L W0 ok Ha
(1987) - ME[A Ao ME ™S a; - ol HEgat SM7sd2 =t &
e O|X Hk
oo
AR TH7IAIZEDE AHIXE BES AHE
Davis and | zIE dgst Al Y F= O ArmETHA|
Vollman | 2 91X HHE Eoh DAGKE mAS |- A2, MEO| 9K, HRE HEb DA
o| =t ZCX =0f ot
(1990) All 74' ZHOF=o0| 1 T _|S11 i o ZHOL= [o: k1 X=)
- &N Ch7|A[ZEDE DRl 2| X|Ztel th7|AIZte DR Fgs
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St EFMTH(search goods)Q| 20|
FEO| MH[AE FOi Mol FEES HIW6H7| o2{2 @0t otLgt FOf 2o EF
T gl 4%% RUCHNelson, 1974). MH|AO| FEHZ2 MH|ATt XSEl= LTQ| 1t
S0 WIS, AHIA TOjOlS CH7IAZEDL MHIA HEAIZIS Tz
He MH|A CH7[0f Of8) WisHs SRE BRIt MH[A KZAl
sote ER4E0| o) ZFECD T 4+ YLt
H|A0 S MANL 2H[7F SAl] YojLE| TR0 +RZEHO| HSof
S0l SiCHJames and Mona, 1994). 12 MH|AS HS®E7| /8 CH7|5H=
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AEA d@o| SS dYstn ULk 7d=S0F A==H(2003)2| A0 2fSHH CHZ|A|ZHO
Oieh MH|A MSARS| Higfs MH[A FHEO| £8H AEE &ty +=87tsdE =0|
X|2t ol Ch7|AlZtel =82 F-AQl ¥ =&7tsdo| F¥ES OIX|X| Rt
B QICE ESt 2P, AFS(2007)2 X[ZHE CHZ7|A[7HO] AMH|A HZto| Fek2 O|X|=
DO AOIA CHZ|of cigt 2EA ZEI =870l 70| dets st AUt
oot
=2 0|23t Ti7|A|Zte] Fekalls 8o AdYE 4dE0| ZHtE BHEO|LE 2THE0|Lt
g A8%7|= d58E HEY = UCL OHo|E S50 CH7|A[ZHD aABHE7tof J|&
AFOM EX Ci7|AIZH0] EE2 O[X|= 20152 09| DH=RO|L} MH[AFHE HII0f|A
FQ5HA CHROIX| 1 RACH
<E 2> MHIA T§7I9h MH|A BRO| B Mo
ATA | oINE | Agws | dlpoiy R EEEE
- controllable, filled time, delays= 2%
- 2I019| ot™ Y, uncertainty@} anger0f g= F
sH7s4, wn | stability’= uncertainty@} anger0j Q&g FX|
Taylor - o7 Filled time, ;: ore
(1994) | MH|A H3H™ 23haly, ' r - delay= punctualitydi= FekS FX|EL uncertainty
MH|A
3, oz 9} anger= @S FX| U2
AlZE HB - uncertainty, anger, punctuality= AMH|A H7}t
o gas =
Leclerc, - AlLt2[20] ofst 24
Schmit - o7, - MH|A KHE F2| 7ICHI0] MH|A HSH, M
- =2, 1
and MH[A ®SH HA MI=o| 7|CEED @ 2= M|
Hol 74, AlY
Dube | MH|A HEZ= 25 "o
X|HAIZEe| X[ 2t
(1996) | MHA HE= - MH|A EItol= Ao CHet S=tadat 7Y
QIFel EMENTE HekE O|H
-Oi7|AIZE HEeE 7| HEs 25 07
. AZHE BA RIZAZ K= 2
Hui - Cf7|
- X|ZHEl O] Al| CHebZE | - 2Lt ojfst HEs AEEEE B 23
and Tse CHZ | A2t
L 8 IMSd | 44T | 22 e E22 B
(1996) JR| 9™ =
- M3Ee Ee XA MHME S o7
87582 =07 HEY
Houston - 7|tHE LK,
- MH|A N - Ci7|AlZHaE MH|A BEOts 29| 2HA
N mgmap e SR e sopt sas wus §
N&F Cf7 - 7|CHA|ZEDte] X}O|7F =L dgte
(1998) ° folulg S T
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29| L2 ZEX=0|Q0|= AZAT SO A FE0|LS ¢let o 2= AH|
2 A2S 0|80 &l J3{E2 ZEX|=| 10t AZHTS ?[e 12| MH[A Al
20182 =H2 MH|AE Hots HERH MEXHCR OE A=z TE & 4 Ut 9
27|80 32 HEX=E flot DTS MH|A AIFHLZ oEY 4+ gl AZEY &2
ol AFHOYS 2l =25t 02 ot FRo Aoz ME2E = ULk

Lot DA SOl X[Zsk= Hi7IAIZ S OXls Hes EE X=5H7| 26 L=
DAoL HBAT F2 MUMBAE B MEIAE 018%ts 1 REOH S§2=2 N
8El= A0|2=2 ol Ch7|of tiet +=87tsd Y==2 7|0 tiet E7tE & =+ UL

Cq =

olgfgt =87tsd & 4 Ci7|H|&2 0| Cf7[= Qlol Lot A, 4
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Abstract

A Study on the Service Waiting
- Focus on Medical Services -

Kim, Sang-Cheol*

The aims of this paper is to examine the key factor of customer satisfaction in
the medical service. Especially service waiting is a significant component of the
customer's overall satisfaction with the service process. For this purpose, this study
proposed 6 hypotheses as follow :

H1 : Waiting cost, affect on perceived service waiting, will be different between

patient customer group and health care group.

H2 : Controllability of the cause, affect on perceived service waiting, will be
different between patient customer group and health care group.

H3 : Controllability of the cause affect on perceived service waiting, will be
different between patient customer group and health care group.

H4 : Waiting environment, affect on perceived service waiting, will be different
between patient customer group and health care group.

H5 : Transaction importance, affect on perceived service waiting, will be different
between patient customer group and health care group.

H1 : Waiting cost, Controllability of the cause, Controllability of the cause,
Waiting environment, Transaction importance, customer satisfaction will
affect on service waiting significantly

This study find that 1) Waiting cost and Transaction importance are significant
variables to influence customer satisfaction between patient group and health care
group. 2) customer satisfaction is very important variables to minimize perceived
service waiting

Key words : service waiting, Waiting cost, Controllability of the cause, Waiting
environment, Transaction importance, Opportunity cost,

* Associate Professor, Yuhan University



