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{Abstract>

Analysis of Service Factors in Relation to Disease
and Treatment Stages of Cancer Patients

Inhee Youn, Seungbaum Kim

Division of Business Administration, Graduate School, Ajou University

Hospitals tend to provide uniformed service to patients despite their various
demands stemming from the severity of disease stages or the uncertainties in
information of treatment stages. To identify service factors and provide
effective contextually aware service models that patients demand depending on
their evolving circumstances, the study conducted a survey on service quality

based on importance and satisfaction of cancer patients.

The study surveyed 286 patients and caregivers on importance and
satisfaction through a questionnaire comprising of 17 questions at the

outpatient clinic of cancer centers of university hospitals in 5 cities.

Based on the risks of the disease and uncertainties in information of
treatment stages, the cancer patients were grouped into diagnosis stage;

low—risk treatment stage; high—risk treatment stage; stabilization stage.

Depending on the patient’s situation, the importance and satisfaction of
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service factors were ranked. These factors were categorized into 4 groups
from a managerial perspective into ‘keep it up area’, ‘focus here area’,
‘low priority area’, ‘overdone area’. This study provides an effective medical
service model that can accommodate patients based on management areas of

cancer patients.

Keywords : Medical service factors, Contextual service model
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o) AT olalF fsto] MUAEA, ARANAF, FBAY AP A=A 3
BRI B, AAROIE SE dhstel AR A Gk

1. MH[AEFE

dz

D AMulaEde] 5

Au| 2k e W98k PR AX I FR7E kA anAke] JdieEs EokA
Y SHeA Mu|avt Aoy APt S AR 1AE JLE H|Fo
AAIL ok wEbd Muiae] NS ojdA AAshertete wA7F Seskthal 2k
53] AuIAFATA I vZ=UAg T 8887, oA W AR wA]e Y
gow lste] Au|adE At ATatEoe] FaAsHE WilAE] Hof %}D‘r(Seth F
2005).

2) Aul2aEAe] i

AHIAHE Al A 2] tisto] Zpalo] Abde] 7|t
£ Hlud Zojrh Mulago] VgrE e 1 ool ¢
ate] thEell thAl ek Zlolal 7)Y olstolw ERkE Zta Ageisky A ¢k A
ojth, AH|AFEAL AT AMu| A7t Zldel] 9A AFHA=AE S48 o)t

Parasuraman & (1985)> ZA-9-9] Ak =z Au|xe] il g 4l wiA” ] 2g7h
do] FoAS At ARAEAS Au|A ATy Aol tisk An|Ape] 7
e} Aapgre] BdAe] g kol itk ZIdig Au|Ael= 7o) s
Wo ey ot At WA = Fojgka Wi AH|2kA] 2¥EE ZA0E Bl 9)
o] ol A 1ol FaAlEt Q8 Ygo] & Zlojth(Zeithaml, 2006).
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