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{Abstract>

A Study on WOM and Determinants of Hospital Choice

Young—Hee Shin", Chang—Jin Suh™"

Graduate School of Business Administration, Hanyang University*,
School of Business Administration, Hanyang University+*+*

The cutthroat competition of the market for the medical services caused
changes and developments of hospital management from the traditional
provider—oriented management to a consumer—oriented management toward
the customer. And the popularization of on—line community through the growth
and spread of internet technology is developed into an important exploration
activity to provide various medical information to patient(or customer) who
wishes a high—quality medical services. This is an on-—line Word—of—
Mouth(WOM). It is a kind of information exploration that is performed by

customers before choosing the hospital with off—line word—of—mouth.

In this study, we develop our research model to verify the causal
relationships among on/off—line WOM, key determinants of hospital choice and
the customer’s will to make use of the hospitals, and total effect of these

variables. We adopt a component—based PSL method for an empirical analysis

« £zt 20119 39 299, DA 20119 5 30, AAMEELA 20119 69 8Y
F WA 43R, sttty AgeE A3l 0 02-2220-2793, Email : cjsuh@hanyang.ac.kr
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of the patients experienced dermatology or obstetrics gynecology. Finally, we
understand the characteristics of the various medical services and draw new

and significant strategic previews.

Keyword: word—of—mouth, WOM activity, medical services, determinants of

hospital choice, medical marketing
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0. o] 24 w7

1. #™ A7LA 0 (WOM ; Word of Mouth)

p

T AFUAeldold =4 A Y e uA o] 1AL AFUA el Aol
o AR A olele HRR ohA ¥ st

communication) < 973t} (Zaltman, 1982). = 4 ZAHFUYA ol ol E4 A&

P

AEAQ b 2FYIT AHS W, olH @ P ARUANME
A9l AHo] Thsale] NIt ¥ AEEI} A FHH, #AH 74

ad=
ApaEaE QB UEGDE Ba BARCHAA, 2004). oleld A ARY

7 25}tk (Bickart and Schindler, 2001).
2ol 7 ARUAelAL] 5L v o] Al 7 E STk AR, A9
A7 Mol H&3 = Sl 554 throln] 7 AR AR oA A
A oAk 4, 3 Mo AR FA2 Al/FIE A gl A 9SS o)
TR wE Y SEE R AR, A4 AERE 98 AP
stcte] BlES @AY WS Bl Aalo] sk FAAR ARG EoshuA e
Alolde] §AE 7FeshAl sH(E Y, 2004).
A AfdAlel ol shtel Q17 wWiAZA FoA HE ol
<] =S FAZTE A ARG TPk Blo] k] whitola, <l
&S & &3l AR AR} SIS AT F 5 7] WEolrh g S uAH| Al
5737 vehs AR vt Anxp FA 9 Ao w Qs ouT|de e o]
&3l B Aol gle 2R dur)del digk JEE Feb] o HiEA Ao
% st BEE 7 AREES AT A e
ojst A A SEshs AFo] AthH(ET-4, 1999).

2 e FEoR BAAZAA vHE 545 248 Skl &8ss vH
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T A == AR olgkal Feldrk(Borden, 1964). AR S 47H4] FQ
2 4P & wHAIE -9 A (marketing mix) &%o)2tE gt} 4P A% (product),

7}4 (price), 2 (place), <X (promotion) & A3 3t} Keith(1985) & 4PE ® sk
7o @A SCAP, = Service(product® 784), Consideration(price? 7§3),
Access(place?] 7H4), Promotion®.& F3lo] #| A8}t

Service (Product) &= 2lgxlo] $apzolA Algshs X8 TRt F4,
d, N5 F B A, g ti7|Azk A7 SR w7 I EAIREE)
3} 2AE 55 @3l Consideration(Price) S 28X ZAE R H|AS
72 g8 AR A& A A& S 7}74‘E a5tth Access (Place)
SAZoA NEAHAE &40 E Alyshs dedt ﬂx}g} He A gke] QAL
= 48t S AEZe a8 g ]% TE A9 A, dFiEs
& AL, vekd A8 ]ﬂ of whet zzlz}~01 A2l 2 ZZﬂ°ﬂ o AR FRE
A AR 5 A sk A
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Pgolops sulAR sold AFH AL & & QU oo, Ed Fu 2
A7 ARATEE ohleh WAz PHol} oA % A|F e

3. 7|3 MEI R0l (Factors making Decision)

g7 Meeglor AFn| 9 di7|Azl, QA Aujx, A g o gau], AF,
o] g 29 A, A A A, AW ATE, WSl et sk WA
go] zpol7h ekt 1994). s Anite] HAXE Al JFS vA= Q0%
=AY, 84, A4, A2 #BeA, 1A #2994 Tl AR Hes A
gats 910w FAHTH(Fael, 2009). EFF 89 7|En AHed AEAS
7P sl o7le Aom dehskon A, ASEA, AEd, 154, A
H|A 08 AT A oF, 2006).

OF]

Slels) AHALS] 4%, 3

1) s 94871?4 A5l el W AR el S0
oA =
ol we} olgr)we Aest 4

Hats gt %5% iL% & iLOH Hlsﬂ A4
T B AR UeEg(Ed 9 v, 1992).
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2) 2=l FAE5 (Offline WOM)

‘QxEl s olgt 2Eelo] opd YA v 7 AsE, 7}5—, Zl
A, AT % A g3kE T8 54 9571 B YdsAuAl BE ARGFR
A, F4, A8 EAY, EWAV] 5) & Ale e ddshs Y9E Lt
) 9)&H]4(Cost of Medical Treatments)

C|EHE WHEE gRTHdA g5 abRtlA FaEE AlEH] g, B 59
7HAel tst AnAFES] JREA 4 FLY TS HojFE)
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4) 9 gAH8]A 4 (Quality of Medical Services)

EAEze B WSE B9 9TE FFAVIE A0, duANag 4B
BAEC] )0 A B WEE oA g 20 duEa O FEAES

HojFrt,

5) 987]# B4 U 373 (Geographical Environment of the Medical Center)
ORI A4 W T Bgs YEAMHIAE Algshs R AgE 91

(A2, 28 g 7es WEely] 98 A2, dsusd] He Ak, FAAAY

e AE S5 B 7ol g AnjAEe] AREA 9 SRS HojEr

o)

6) 9527|# 2 AMu|A9 ¥R (Promotion for the Medical Center)

ClETIH 9 Aujae] FERT WMeE 54 RT|HR] Hdn djd o] Alweks
OSBRSS A/ A AR taiA ool ARl ofw|A] H= Fake] tiE
& 9 FRujA =F Frol et AHAEY] AREA 9 GEAH LS HojEH

7) 987]# 0]€9A] (Intention of Adopting the Medical Center)

RW oA WrE 5 R/IRS Haste] A emAula] dhat A
RE VIR HE AR 397 A, A, A% YES i oA AT
2l i B AR, B, A4H @ Bo= BrhEr,

2. ZAF Y XEO| 47

B AT J1E AAgANG vHIY 2R 54 ETE wgow dRAusd A
B WROR £ AEAZ YA Rate A 20~3004e] chept of
S SR NE 44 dUE PEAG 2xuY 4TS AR, e
o 7% 20~30th Aol APAES YO thi MBC Sohwdel G

slo] @zl AE-S A THFAIZE ¢ 2010.10.10~2010.11. 12) AT Ao
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A3 9] 1 -l (WOM) B3} Q8 7] A QQl: -T2De ARROIDLO| 20~300H (1AM Falo2

[ o =4
L FNF T FEH HAEAH(AVE ; average variance extracted)ol 2@ H7}
=t

2 oolgnde] thet Z4x172 AAHF(loading)> 0.60~0.979 WSl sds

B E(CR) 2 0.737~0.9672] WHelel sid=™ AVEE 0.512~0.9032 <]

=]
G o)A AAF] QAR Ha 0.6017F, FFAHE] AAA Ha 0.79]
o

%%, AVES] IAIAIQL HA 0.50188 WEehe Ayolty, E B 58 Fdd
AHAVE) o] Alids Ao zA Hrtsded], 2 Hyseds F58 Haakd
AFEe BE & W4EHY AaA S (correlations) Bt} ¥ Atk &, AE ¢E )
Hs SAS o X SHAAE el ARBATE A d4ENe R 3 el
ol gk & & et
" 3 Mg Bty =AM
IS D AS0I ) DS IHAEOID
DI
Loading CR AVE : Loading CR AVE : Loading CR AVE
0.82,0.77 0.86,0.81
=2210| : ;
Eie Do oses 0683 0.880 | 0.647 | 0.895 | 0.680
das 0820 0.80,0.82 0.81,0.82
_ 0.89,0.89 0.89,0.92
I 2} o| ! !
Taae oS0l 0920 0766 0927 0762 0930  0.770
das 0860 087,084 0.87,0.83
073071 0.84,0.78 0.72,0.69
SIEHIE  JiroLy 0832 0557 0907 0709 | 0857  0.603
63.0. 0.89,0.86 0.77,0.90
0.92,0.95 0.90,0.94
o| =2 i3 ’ 3
H‘,'jl“f'ra. Doy 0938 0791 0967 0.880 0955  0.841
=== WL 0.97,0.91 0.94,0.88
0.77,0.89
oZIIB 060,087, ] :
Ao | oo 0737 0512 | 0.869  0.600 | 0.77.0.97 0.866  0.766
0.82
SIBIIB/ 008 0.81,0.78
Mul~ 084085 heor 0617 0834 0627  0.940.96 0949 0903
g 066 0.78

Note : Threshold for Acceptable level (Composite Reliability (CR) > 0.7, Average Variance
Extracted (AVE) > 0.5, Loading > 0.6)
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H 4 SR 2 EHEENEY 24(1)
ISt CHat 1 2 3 4 5 6 7
1. 2o RHES 0.826
2. QU0 RAHESE 0.378 { 0.875
3. 2 ZHIE 0.323 { 0.229 | 0.746
4. 9Z0|& MHIAEE 0.096 : 0.138 : 0.298 : 0.889
5. oZJl& EA/84 0.109 { 0.223 { 0.309 | 0.313 | 0.701
6. A2J|&/MEIA EE 0.387 1 0.229 : 0.493 : 0.298 | 0.367 : 0.785
7. 2&J12 01E X 0.351 1 0.283 : 0.266 { 0.331 { 0.177 : 0.258 : 0.827
Note : The principal diagonal elements correspond to the square root of the average
variance extracted (AVE) of each construct; the other figures correspond to the
correlations between the constructs
& 5. A g e 4 (2)
AHE 01T CH A 1 2 3 4 5 6 7
1. 2¢ctel FHES 0.804
2. QU0 AHES 0.541 : 0.873
3. 2ZHIE 0.198 { 0.130 { 0.842
4. 920/ MHIASE 0.434 : 0.458 : 0.478 : 0.938
5. =201 HA/3E 0.212 1 0.255 1 0.604 { 0.412 | 0.831
6. A2J|&/MEIA EE 0.343 1 0.185 : 0.292 : 0.323 | 0.308 : 0.792
7. 22012 0|2 0.385 1 0.281 : 0.419 : 0.549 | 0.464 : 0.338 : 0.865
Note : The principal diagonal elements correspond to the square root of the average

variance extracted (AVE) of each construct; the

correlations between the constructs

other figures correspond to the

% 6. A e HelGA 24(3)
IS +AROI D (HA 1 2 3 4 5 6 7
1. 2210 PHES 0.825
2. QU0 RNES 0.447 : 0.877
3. 2 EHls 0.266 : 0.173 : 0.777
4. Q20| MHIASE 0.268 : 0.293 ¢ 0.398 : 0.917
5. 9@J|& &A/E8H 0.108 : 0.229 : 0.389 : 0.430 : 0.875
6. 2 2J|&/HMHIA EE 0.338 : 0.075 : 0.289 : 0.127 : 0.166 i 0.950
7. 22012 0|22 0.393 : 0.287 : 0.328 : 0.439 : 0.248 : 0.181 i 0.846

Note :

The principal diagonal elements correspond to the square root of the average

variance extracted (AVE) of each construct ; the other figures correspond to the
correlations between the constructs.
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V. 23 34

HI
1z
H1
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oA dle PLS(Partial Least Squares) ZA7|HE o]&3 HL/F4 WA
Sl SR FREIS PGt PLSE dWbdox mdl HAe] A3
(goodness—of—fit) & =% a7 Brl= Yel—o|=(causal—prediction) 4%
L o] @] 2T d Al T2 AREETHChin, 1998; Wold, 1985).
e AnE Adaste §A4 RdEA (exploratory analysis) ol v 2133k Fio]
Sdoltt. olgfd o]t Ed A9k Hue AN AWEE SAstuA o A
H7)le dd el H PLS A8AHE |47 Zoks 4 3tk &8 PLS= WA
3 (reflective indicator) §to] -8 7hsst FtAb(covariance) 718Fe] LISRELY ©&
X E (component) 7|RFC. 2 HFIX| ¥t olg} 23 A ¥ (formative indicator)
B5E Aed my4A7 Jbssh 13 29l (first—order) S 22 291 (second—
order) 9] SAARE WFst= ASTEY 1akd B9 (high—order model) H3F A
A& = 3tk (Wold, 1982 ; Chin and Gopal, 1995). £ <4+ o]9} £ o]F=
PLSE A4 EF2 AEsHaL PLS BAXZ 138 02+ SmartPLS Version 2.0 M3

X Jlm

S o]&at3ith. SmartPLSt= PLS—Graph$}t 59 W23 715 AlestARt PLS-
Graph®th 39 89 QlEdolxst Mgd EHES ATt (http/www,

smartpls.de). B3t F7H4 07 HHEAS AAEHS )

O

2 AT QA BAGIFRAD S thIoE AR Foke HARF
Aske 295% B7e Feisel ok aeld HHe BARE fola Jueol
Neg HolEth B AL gm/w HEaY A Ams T ol AA 31 &/

A 71 o] &A o tf
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9D & Kol Ao® ek,

(B=0.2
BT ol g oA o g FFE
1 g

s
F4 o] ‘77| o] oA of 7P F T
I TREe el FAHEE | 9gHE £o®
(B=0.248, £=0.118)¢] & A o2 YelTh ‘ogn]g o st /el +
2o MWyl 7497 Horu, ‘Lol FAEE wo] EAF R Fod ke (R
=0.235)& Hol= Aoz uvehth ‘9 87|8 MHIAEA o fe &/ Zakel 1A
10.9%%, /228l 748F B57F BAXHCE §o% T (B
ot 71 A/ o g g
Zuto] BEAA R o3t gk
g <]
3 (B

%%9/] =2 0 71w

Am g o
=0.172, £=0.216)& Hol= ZOo= Uehyith ¢n7]
&9 AL 5.3%% "¢ wokow, exel g
H(5=0.226)= Kol AlE Yepyth ‘Su7|d/AuA TR o gt s
A

o]

AgEe 12.1%%2 YERR, 28l FHEE

=0.380)& Holi= Zo® Uehstt

I=HE

=7
Hul~F2
S 9878

R2=0.293

REIE
HERE

o BB
Hu|~EH

significance (#x),

When the t value obtained using the bootstrap technique exceeds the t—student
t(0.05)=1.965, 95%

significance (sx) |

Note :
value (0.01)=2.576, 99%
t(0.1)=1.645, 90% significance (*)

8 5. ©H
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®7 HHds # 22EA Zit
ot s = A=A tat 2521
H1 2210 PFEE - 2AZHIS 0.235%xx | 2.734 2 &
H2 QU0 FHES — 92HIE 0.172sx 2.058 2 &
H3 2210 FEE - o ZI|H MHIAZA 0.007 0.087 712k
He | QEgiol REES — 22)|H NMUIAZE 0.380#xx | 5114 2| &
H5 2210 IHES - 92I|H BA/SHA 0.068 0.695 712k
He QI RHEE - 2I |2 HA/BH 0.216x 1.802 2
H7 2210 IHES - 92I|H/NHIA ER 0.226%%% | 2.663 A el
H8 | @I2Iol PSS — 9 2I|H/AHIA 22 -0.095 1.111 712+
H9 ozHEe — 9zJ12 089X 0.118x 1.661 A =
HI0 | 2202 MHIAZE — 2/2J|2 0I29X 0.291%#x © 3.906 A =
H11 AZIH HA/EA - 2] 029X 0.033 0.405 717}
Hi2 | 2|2/ HHIA &8 — o202 0|89 X 0.016 0.175 717}
H13 2210 PSS - 92I|2 022X 0.24 8 2.521 A =
H14 QUi PSS — Q2|2 0IS2X 0.061 0.712 717}

Note : When the t value obtained using the bootstrap technique exceeds the t—student
value (0.01)=2.576, 99% significance (+++), t(0.05)=1.965, 95% significance (%),
t(0.1)= 1.645, 90% significance (*)
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value (0.01)=2.576, 99%
t(0.1)=1.645, 90% significance (*)
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Note : When the t value obtained using the bootstrap technique exceeds the t—student

t(0.05)=1.965, 95%

significance (#*),
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#8 ety 24 20
32 439 FZ2AH =+ tat
240 FHES — 2ZHIE 0118 0.276%x 2.199
QOO FMEE — 2ZHIE ' 0.125 1.051
220 HES - ZI|& MEIAZE 0.021 0.051 0.454
QO ANMEES — 2SI NMUIAZE 0.119 0.832
2ctel FMES - ZI|2 Fa/EE 0.029 0.194
QI FMES - BRI Fa/EH 0-050 0.212+ 1.730
2o FMEs - =3I /HHlA 22 0.158 0.35 1k 2.654
Qoo AMEFT - I /NMHIA B ’ 0.096 0.606
oZ2HIE —» 2=J|& 022X 0.067 0.576
o|2J12 MHIASE — 22012 012X 0.26 15k 2.653
Q20| HA/EA - 20|12 012X 0.235 0.012 0.090
ORI /MEIA B8 — =012 018X | 0.017 0.125
2ol AMdES - 9=J|2 0189 0.247 5% 1.997
QIetel RMES - 2AZJ|2 018Xl 0.132+ 1.666

Note :
value (0.01)=2.576, 99% significance (x#*),
t(0.1)= 1.645, 90% significance (*)
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Note : When the t value obtained using the bootstrap technique exceeds the t—student
value (0.01)=2.576, 99% significance (+++), t(0.05)=1.965, 95% significance (%),
t(0.1)=1.645, 90% significance (*)
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HQ AR O A2 A At
22 sg ARHS tat

2el0l IHEE > o/2HIE 0.181x 1.653
Qumetol PHEE - oZHIE 0040 0.032 0.199
2210l MBS — BI| B MUAEE 0.263%x 1.977
QUL PHEBE > o2 B MHIAZH 0259 0.315% 1.792
22101 NHEBE - 2I|Y FHA/BA 0.105 0.839
QURIY PHEE - BRIV HA/EY 0078 0.198+% 1.667
2210 AHEBE - BI|B/MHA 2 0.343#+x = 3.311
QEPIOl IMEE - OZI|B/MHIA ER O -0.000 0.003
ol2HIE — 22J|& 0EX 0.058 0.507
O|2I|2 MHIABE — 9272 082X 0.346%x+ = 3.412
oIZIIE HA/BH — 92 0E2X 0.237x 1.774
o|ZJ|B/HHIA B — 92| 0|2 0405 0.088 0.918
2gi0l AHEE > /2I|T 0K 0.173x 1.699
QuEmetol PHEE — O|2I|2 0|22 -0.055 | 0.435

Note : When the t value obtained using the bootstrap technique exceeds the t—student
value (0.01)=2.576, 99% significance (+#+), t(0.05)=1.965, 95% significance (+*),
t(0.1)=1.645, 90% significance (*)
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10 o 2ipet AR HEE 7 B =AM Zut
24NE sS4t _ _ 2=
- - Fes = H -
(79H) > 5 t-Value p-Value B
2340l —3.347%x 3] 5 3} 98 2.46 1.08
- X 0.001
ANES AHF-Q1 3} 96 2.96 0.97
@Il 3] 53} 98 3.55 1.03
- X -0.723 0.470
PHES AbRtst 96 3.65 0.91
3] 53} 98 3.45 0.88
o|SHIE X —-1.008 0.315
AHF-Q1 3} 96 3.32 0.87
oz 3| 52} 98 4.45 0.68
X -0.850 0.396
MlA & AHF-Q1 3} 96 4.54 0.77
oz 3| 52} 98 3.59 0.78
_ X 0.454 0.650
Ha/8H A1 3} 96 3.53 0.85
olg 7|2t/ Al 3] 53} 98 2.97 0.77
= X —2.397%x 0.017
A EE AHF-Q1 3} 96 3.27 0.66
@I ~0.793x+ o] -3} 98 3.38 0.93
A8\ 0 0.006
olg2 X * ALE-ol 7} 96 3.72 0.77

#p<0.1, #*#p<0.05, *+xp<0.01
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