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{Abstract>

Study on the Effects of Hospital Website Quality on
Customers' Purchase Intention of Medical Service:

Focusing on the Formation of Trusts in Hospitals and Doctors

Dong Hyuk Lee”, Sung Ho Kim™T

Dept. of Business Administration, Graduate School of Hanyang University,

Dept. of Business Administration, Hanyang University”

This paper explored that medial consumers' trusts in both hospitals and
doctors are developed by and during investigating hospital websites and that
these trusts directly build the consumers' purchase intentions of the hospitals'
offline medical services. 208 questionnaires based on the websites of two
virtual hospitals, captured on survey brochures, were collected and analyzed.
This research indicated information quality of hospital websites affected more

on developing consumers' trusts than service quality.

keywords  hospital website quality, online medical information, medical service

consumers, trust, purchase intention
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o|ES] NFHEE F/He W FAIsh: Ha sk, 77 AR F4 - AEA
ARl - kA L - ARG golAd 3t AE] - AR - THRISE T A BT
Cudmore 5(2011)2 =efRlolA o5 FRE HAsh= 2njx=2 Q14 "X, v
ool QlojAl A A 5K f1Ato] E (commercial healthcare website) 7} €
Aol E (hospital—based website) Bt} 5741 wha-5 Alom, olelgh Afol= A
WA QL APl E FA 3 AFE GolAelA vtk Bkl
T8y o] gk AATE EF R7|H GAIE AAE gt o Ao, 9
T AR AAsE dR7|E fgAlES) o] s omrdat gl thg Al
E A=A oAFE B Ele AT A9 stk
g o% "W]i ol uetol= AHo ATt AE Wtk 57|30l St

A AR ATE 5 e A7 B9 W9, A hIBNA BT 5 Y vIP
o 5o BE B AR 49T 4 A5 99 544 B na 4
ofaf vheA FAEG ek S g8 Auel g ATE s, B9 A
Yo P ) AYATE v1FA Faslof e,

S B(2009) € PAIES] FAo] PAoIE Azg} WE BES e oot
Q1 S EAH o] ThE 7T} 0§ S FYTS molFch
FTES ANEEOIDE A9 A Az Fo] B WAol=g Ay
2 ome] JE FoE AS B,
s 19oH005)E IR AHAE B WAOIES EFH RN AolE

g ANeH: BHe £4% YN B5olv, 7 2l £& YRE ATHE 9
Aol ES $gahs SR WET At gtk AT ARE wEh

Jeiv F AT oAl BE fAl]E AlE £ o] olmsg W] At o
$g AFahe o 1A,

W O Eol fAbEE SRS M ThE ABlA RopolAi £uAe] SIkjelE 74y
shgelA] Al g Tak At 48 FAHeks Abdo] s o] itk

4 AuAE 2uAT} Led ANA@EEDE v AR 2 A s
AN E Aol st dEAL) QIFolth o)t ol Aula Au|ATE Al
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1) o5 Au|2eA A= F24
AnbA 0w AH|AE 54 AUIAE ujste] AYeh F vEEe =74 AlFEE
3, AL ol EelahAl "k AEAQ A dvliatel 2u)ab Alold] FAE =
1 WAE ] ok old A&HQ #AYE F BA Aot #A9] A&
TAsHE 27HA AL W F AlE] ol Az #A o) vk Au| g A
dlef A ko] st Al# S =717 ¥(Crosby 5, 1990).
Jev E AT, g8 AHAdAE W] Al A8 xilo] & & glom, W
€ %MO]E-% zwow Aol Ans our|de AYshs AR AMHIA AHkE
TS A S olgte kARl #ATE aRle FA S wEA oetka 7}
= IAE A2 EHel whet Al A
)

gt o]dF(2009) = S8 AMHIAE o] &dhks 1A
ox g EQHYst HEE on AuAE AFHA HER AHAE WS Al A
Al gk Al=)7) Wl Fostthal skSitk Woodside 5(1989)2 34} wHEe 9]
3 AEIAS F2 A i He AYe Fol P9 Ssitt

ol oigt Yol vheFsttt. Howard and Sheth(1969) & W52 “AnH|A7} ApAl
o] A&t e trprt AEF=A], e AHeHA] skeAlel i QIAE AET =
43tk Day(1994) & “AFd 7Ithel AME § AZw = AA AlEe A3 3ke] A7)
H EAA o gt ARk b4 gkgTolka A3tk Oliver (1980)+= “AHd 71l
S} AR & ] vl Aol ik &R A wkgolA), AlE gS5olu A
ol v 7)oy mehael did A A BoF ek F o

ko] tfgh ofefdh o= B AMuja s AR dvh ey oRrE §) }
OJE: UWHAQl Rl & EF o] tET el B EL AA ol A

N, DAFE, RS A2, AE S 4 242 248 AHAFE, 200D).
W SR YAl B AEAAC] AL QRGN AT EAet, TAFE
(A5 o), AEUF A @2 AD), 4F A ARelehe T a4t

EAS) QETheds, 2010). Hebd om 2ulA) Wele] Waol=g wEe A
Aahe Sl Auls o), Z AQAel ol 447t olFelA gb] W], o
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ok RAnAE gAML AleAE Agstn AAA g 3 (EAHIA
T @A)l S, thE Aulash g gl dEio] AlgkEnh A5 WAl &
ol™ SEAR|A AlgAte] s WA ow ) Aol o]FA= A7t thiiol
o webs oE AHAlE ARk d 95 Au|Ad] gk AR o So] 2itel, 1
gy A FulE A7 E o Astel =Qlith(o]7]F &, 2009). wEbA o5
M| Rp= ojw] A F 7L g o 2] vkl WHEskAl Hv

ofe] wet & A= R AH[AE PARIES S W WAE AAA ¢
HEE A7 YA TH S AN AAR APreely elTes
A= EYVellA dedt dRE Ao 7P FAds T, olgA E5% AR
e Fael dd A=A Aol Frh(F%s e 27, 2002).

2) A= 7id

2] gt Fol= ek, 7P EeAolan Al /i@ Anderson and
Narus(1990) 8] 7gejQl A el o} W op&s WS o glom e A4l
o] o5 A8 F3E Aolgks Wa B Al ot
A= A el 7170] A5k

£ kg g ek gelgh o ‘%811, Ree] O A9 FR8 QAFAE BT
7] = Zo] A

F\

o

e
;1;
frode R

< 3t} Thom 5(2004)2 9]
59 F4S Hrie w Aol dia] FxEo] A= AF Y FTRAAS AFEshiA, A
o] A g A4 T AT AddE WU Zlolgtal ARbst) Berry
5(2008) 2 AFE YJrte] gl st AF], ik WA A SOz FAsitt
Helol that gako] A== A Aupel Wlo] Alyehs JgaAulAd gt U

AEE ZH7|E dHGEIvY 5, 2009).
el AlEel el AFe AR BAT F
e T2 A FdE 7] Hifin o] AW, @3zl AFe] i xA o]
Abdolth(Shankar &, 2002). i+ =w9 ARES 8 AH|IA] HigelX AlFE
/18 &I 1 gnldel %9 dRAH) o7 FEste] nEdT

e AFe] disiM= e <)
o A& Aol dsl 5 kﬂ aﬂé—% goun =dAdS 7 JRACAA Al
AA e AlE WS S 8T JaF eha Fodith e g AHE $A4E
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HYAIES] AMu|A F4L JAPO)E YA AIES ARESHE A
= Sal AlFshs Aula Dol it Fdolth &, SARIE S e k]
olgate] A Anht 2 GAAA Fa1, AREARY] Q] VAo
=72 499 (GAdT =, 2007).

B Aol AMula 54 Ao #gt A= ohekeA AEE Qlvh
Gummerus 5 (2004) 2 AR&AF QJQEH O] A, & E
Aol Al ES] F4 94R Aol

AAEAY A ESE B8] Liu and Arnett(2000)2 84, o84, A4A, B
S, AN, a3, AR, o84, AAE FE B T2 B4 84AR
geetalar A Al E 4 QAR A8tk
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9 P 5 Aze] 9F& Frhu WETh 071 F(20000S lmAHZ AT
Aol £ Fo] )z Aul2 anlae] 7] AF Yol JF& Fri, okt A A
g M3 QA e oE Aul zulabEe] AelE @4 el 24 A os
Aplz AZA GF 27] A gRlRe Adshs lEe] Brka stk ¥



o158 9: o218 WAOIE Fdo] o Aulx olg o] vE
—g9 Az omd A9 YHE FHoR-

HL @ §A]E AREAE 97 A
H2 1 SAPOlE AEFAL B Al F40] 544 9= X
H3 : ¢AFO]E AfH] A3

He © Al ANAEAS Wel 218 W4l 347 JRg v,

°187] F(201De UMFFHANN B AT A} o] FAHOR fola
e v glvh AAe 2RHQ0IDE A% BAZ duAow oAl
2 %o Adsl T onslge] oig o8 2] $le] olabel] tid A= olo]

HS W Al gud Ag Ao 44 &S v

OE Mulat 2L QRr)Ee AR PRt NuAE AFdelol s 54
o) i, ol G2 AT ARl ATAG Aol BA G Aol s L
i v ARl EER, 2012). g2 LS ] B ATAZ
AE Fhe doldel 4% Agsa A BF omxle] AFsHs WA olH A
Gelil Sl A it 2ol AAE @ BAS Sln AL
gyethe 2L, dg Wedel o W owsh AR A3 A v @

°1§7] F(QOIDE AREFHUN HAFFAS Yo & ATl WA A
Sl WAl Al BAR0E felvle 9L AL Sgle) Y5009t
A3} elziel B B A A% dmel 3o o

920120 AhE o @ Ald Qmael slEs Anyel Az Aog
SJafel S vlATaL 3]

o
o
o
S
1o
kd
=
=
ot
N
i
o
)
dlo
=)
M
o
mi
o
ot
ol
2
i



AR Yste A A 178 A43

1LEE Y A2 7
AT dS AE Kdgw AYgsty, o8 Kdgw 34eta), Hulgtn 7 Ygstats}
B 5 3% At QI A gy 191‘344 g3t A7 AT
242l 169 & F 208 oz el AE 71 20119 9€ 5%_!—%1 10€ 14
A7kA] 4097F 25055 v ESFaL 208F-5 3]45te] A4S A 2o QI
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E 1> 20| 54
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2 Aol AEnE &3t AGE olgste] 2t WeEe] AlFAS AESSTE A
e Adlshs FEES AASITE & ATl AFEE WHFES AFEEE o
<X 3>9} o], JHFA(0.885), AH|AFA(0.792), HHx=(0.898), 5141
(0.934), HHE9%(0.945) & BE 54 7ldel Nunnally (1978)7F AA g A=A 7]
Q1 0.70)F o2 Yehd, U4 ddo] e A= Yelsth

wo%, gld 9]l #AE &gt TAMNEY BFAS AT 24 7
= o

Aoz Yen} SEEgns gelag.

KN
=

<E 3 Heol Ml 9 B
i g = QOAMETHXl | IA24IS &0t ¢ 0F0f2 e=

5ot AHAE 0.854

HEEX 83 FHAE 0.855 0.885 4.656
483t HEAF 0.772
Argab7) 7Has 0.602

MNBIASE | A A 7Fssltt 0.846 0.792 2.692
nl2nl2 ARl 0.729
dgre yo AW HAsgt
A0S 3 R 2k 0.844

OIS XA 0.934 2.642
U jlxéol'_]‘ EJ,}x% ol ¢
L 0.705
WA SAoA o ok A
e A2 A 2, n770

HRAAZ . 0.898 2.091
Wi s wEE A 2
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Heoae] v Ales ok 0.698
ZAolgta Wt} :
He A2 |l
ﬁaow g3y AAE g 0.978

e o HAS o vp2o] it} 1.009 0.945 1.029
Bi%o 8 AHAE olask

n’l= 177.931, d.f. = 96, p=.000; RMR=,038, GFI=.903, CFI = 972, RMSEA= 064
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