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{Abstract>

The Effects of Medical Service Quality on the
Customer Satisfaction and Intention of Revisit in
Long-Term Care Hospitals
Jong Hyun Yang’, Dong Min Chang™"

Department of Health Informatics and Administration, Jungwon University'

Department of Health Administration, Inje University”

The purpose of this study is to analyze effects of medical service quality on
the customer satisfaction and intention of revisit in long—term care hospitals.
To achieve purpose of the research, the data was collected from 321 patients
in 8 long—term care hospitals using a standardized questionnaires. Using the
structural equation modeling(SEM), this study examines the relationship among

medical service quality, customer satisfaction and intention of revisit.

The results show that the medical service quality factors such as
convenience and accessibility have positive effects on the customer
satisfaction which positively relates to intention of revisit. Medical expertise of
the service quality factors has positive influence upon intention of revisit in

long—term care hospitals.

Therefore, the results of this study show that the medical service quality

« Tzl 20124 7€ 30Y, AR 20129 8€ 214, AAEAEYUA) - 20124 8€E 30Y
T oAAAF : AEE, A ey wAasggstyl Ag 055-320-3181, E—mail: phamdmc@inje.ac.kr
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factors which are convenience and accessibility leading to customer
satisfaction are important factors to select long—term care hospitals.

Key Words - Medical Service Quality, Customer Satisfaction, Intention of

Revisit, Long—Term Care Hospitals
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HOIZ2lE 02958 03185  0.1446 = 01999  0.7625 = 1.0000

*p<.05, **p<.01
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0.021%10H, STEFFAFe] RFAFAF(NFI) 0.884, Sl FA5 FI) 0.885, H]
WA A (CFD & 0.880F YERHTE 2 A9 7Pdol|A Ao RadA|4=9 SHH34]
& BE7F HA7)E AR Fo® e
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<E 5 JHdol Mt X4
7 R 2=)|E =R
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. GFIOIZENEXS) T o 2AR 808
sTEAT AGFI(ZEAEHRIZ) T 9o A 821
RWR( R A2HHZ X0 ) p 0.0 021
NFI(ESHER2) T 9 A 884
SEFEK IFI(ZSHAEX2) T 9o A 8835
CFI(HI A &HXIZ) T 9o ZAHA .880

5. 7H49l 43
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289 QA YA BAle tish B RA HAZASTY AAA
oA HEAFo|t). CRIS AZATE TR UrE oz AR 94
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o

95%°1X CR#o] 1.965 Hom = W Apojol]l AdaA} Sle Zo% sl 7}
o] AgE it ddsitt, 7Hdel tidh AR Avte <E 6>3 2
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7 1. ek de A AN A(+H) 9 dES vE Foltf = CR#:
1.032, Estimate 0.0572 F24 0.0504 7}do] 7145t} 714 2. ‘QFH 9
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E FoFE 0.05004 Fod B (+) 2 o] Q= Aom yeht 7P g gl
ok 7Hd 30 el A aAnkEe ()9 dFs vE Aoty & CRat
5.728, Estimate 0.259% 2Jst 4 (+) 2 g0l Q= oz veh} 7HE S A
Hck 7 4, ‘eohEe] e el A (1) dFE vE oty =
C.R#F —0.746, Estimate —0.034% +o]5F 0.05914 7o) 7]1Zbs| gl

7P 5. e AR Aolgoel F () FF¥E vH Aoty = CReut
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© Ao yeht 7Pde AgEgith 7 7. ‘e A2 Alo] g0 A
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Aol 71ZtslQdeh 7Hd 8. ‘e Al Ao]gome] F(+) 2 4TS A
oty = CRgt —1.074, Estimate —0.041% §2]55 0.05014 7o) 712bE et
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td 2 H4 - aAu=s 0,172 0,041 4,195 0,001 ey

e 3 AaA — A= 0.259 0.045 5728 0.001" ANy
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e 5 AN — Aol x 0,142 0,046 3.08 = 0002 e

e 6 HYA — AojLx 0.158 0.047 3.361 0.001 R

e 7 HIZA — Ao|gow 0.048 0.040 1.214 0.225 7)1}

e 8 g9l — Aol g= -0.041 0.038 -1.078 0.283 712}
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*p<.05, ##p<.01
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