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The Effect of Service Quality on Service Value, Customer Satisfaction
and Reuse Intention in the China Hospital Industry

Zhao, Na*
Chang, Seog Ju*™

Abstract

The purpose of this study is to examine service quality elements in China Bank Industry and influence on service value, customer
satisfaction and reuse intention. This study is composed one parallel comparison of documentary and evidential researches. To verify
research model, the survey about medical institution and hospital services were conducted in Daqing of Heilongjiang Province, in China.
Collected data was analyzed and the results are introduced in this paper.

The findings ar as followed. This study has modified three-dimensional model of service quality: "interaction quality", "outcome
quality" and "physical environment quality". Research was focused on investigating the direct effect of every service quality dimension on
customer satisfaction. But "outcome quality "has only direct effect on service value, "interaction quality" and "physical environment
quality" have not direct effect on service value in this study. Service value has direct effect on customer satisfaction and reuse intention.

And customer satisfaction was the significant mediating role in the relationship of the service value and reuse intention.
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