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{Abstract>

An Effect of Medical Service Quality on
Relationship Quality, Customer Satisfaction and

Reuse Intent in Oriental Medical Hospital

Chul-Ho Cho
Dept. of Hospital Management, Daegu Haany University

These days, customer satisfaction and relationship quality are regarded as
important mediating factor in successful hospital management. Generally,
service quality affects relationship quality, customer satisfaction and reuse
intent in diverse service industries, and most of researchers agree to this
conclusion. This study is designed to explore medical service quality In
Oriental Medical Hospital and causal relationship among medical service quality,
customer satisfaction, relationship quality and reuse intention. Through
conclusion of this study, we could find that Oriental medical service quality

factors are composed of medical staff, subsidiary facilities, medical facilities
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E-mail ; chcho@dhu.ac.kr
x 0] = 20089 diFteto sty 7] An] 2 el ogt A9 (FAME: 2008—901-8)

- 107 -



BABGIAA ABE A2E

and administration service, and they affected relationship quality and reuse
intent directly and indirectly through customer satisfaction. Moreover we found
that customer satisfaction and relationship quality were playing an important

role as connecting bridge between service quality and reuse intent.

Key words : Oriental Medical Hospital, Medical Service Quality, Customer
Satistaction, Relationship Quality, Reuse Intent
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T EEoln FH, Az SeMuAFAL o3 F§gHolx] xat AAo|t}. ¢
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g Ao, A9 FgAel st AAlFkelu SIS oW gtk (Anderson & Weits,
1992). E3 #AFAS MujaAgatele] AF el 1719 £9]o% o]Folxl Hrh F&
2] g oz Ageth(Gerbing & Anderson, 1988). A9 #4& A A
Sz gho WekslAl dAstal AT FANE e Aol AEel EYjo]
A9 T3 AdorA 1t Itk el uARRo] FxEo] ghoi} ﬁ%‘?ﬂ?
oME AFel E4ol AFAQd WArHIEE FAdke FoRTE yehta ol
(Garbarino & Johnson, 1999). & A% sHbe] Q=2 Wl mE Al
ol BYS IAFHY Fo Ao7 ARgstaat gt

71E Aol sk AlFE= o] oy okel gk W53 wEkAe] gloiA
Aol o] FE thg Zlolgl= WS (Schurr & Ozanne, 1985) =2 “w3IAIAE
717A0] AFstE 27 (Moorman et al., 1993) 0% ¥t Hd Moorman et
al.(1993) & A= Fas zhy 9 w3k JEUE gEalels oxetn Aox 1
ol Age 71EAoR A A v dF5s ddFgeEA Fsire] B
% A9s AAATIAL 3R g e AEE S Alwsit

AR AF= A Lr‘gryzﬂe sty Jdeled 203 94w FujRtel Pzl
AY ARG} S Apolo] EAshE 1HAZE AFEE wiiE 9T
(Reynolds & Arnold, 2000). AH]AAR O] Ao % ARAELS Mu|AE 36|
o|del MulAE Frujsiol b= AT AT A ] Wil anAQl Au|AniAd
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o] WF3 Alges $3% 9oy, I FoA Alge AA Addey ddd 54
Al & P (Ganesan, 1994). Swan et al.(1988)2 M| A A gAbel tfsk 4l
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/\461201 O]E]— ZX]—O]_%\J\:]__
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Aot vk webq 2 el EAk] AFEE A Al Bele] Alwske
FAE 2] digh WEo] R Fsh(And 5, 2009).
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Chi-square(df)=321.827(104), p=0.000, GFI=0.906, AGFI=0.861,
NFI=0.878, IFI=0.914, CFI=0.913, RMSR=0.028
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<E 4> QOIS Zte| AzklE
ozn | BZ | 20 CENE/ .o | ge | 2% | MOS
SRE L dwix  Ne | mm Y® 0 22 gz g
Sl 1.000

H™AHIA 04527 1.000
SHAE 0193 | 02537 1.000
OIZAKY/ERE . 02967 03117 ¢ 0286 1.000
&g 036" © 03097 @ 02937 0266 1.000
=1 0345° . 04307 © 02907 . 03407 . 0.602" 1.000
MPLEIES 0398 + 04397 03307 @ 03%" ¢ 05457 ¢ 06127 1.000
MoI8eE 04107 04297 0377 - 03677 . 05257 0 06447 . 0607 1.000
0

B oeio] e ds A4sey] 9ste] AMOS 4.0 H71AZ AFgsle] FEAFRE
AL ANt A F2RE A4 AREARER AEATFEe] (*=455.802,
df=134, p=0.000, RMSR=0.032, GFI=0.904, AGFI=0.846, NFI=0.875,
[F1=0.902, CFI=0.903°.% uElgtt. 4§ AFEAF7E FH5A Kbl 9o
GFIL, RMSR, IFL, CFI & tF-#9] +8 ARLAT7} 7l F5s8ta lo] Anka e
2 Az7t 2ol Aee-e AAetal )tk(J oreskog & Sorbom, 1993).
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11=0.180), Ftir| 4 (7 14=0.141) ¢ o2 Yeh} Y3z FoAdHT= 9
SAYB7, A2, B0 F O Wz A0 epdh
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