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{Abstract>

The Effects of Medical Service Qualities on
Satisfaction, Relationship Quality, and Revisit Intent
in Long Term Care Hospital an Elderly Out-patients.

Byung —Yong Kim*T, Myeong—Ae Jeong™

Department of Emergency Medical Technology, Choonghae Collage of Health Science”
Department of Emergency Medicine Technology, Sunlin Collage University ™

Changing social conditions have resulted in a situation where elderly patients
are no longer cared for by family and where medical care hospitals play a
more prominent role. In this study, the unique elements of the medical service
required from a long term care hospital were identified using conventional and
exploratory analysis, and the causal relationship between medical service
quality, relationship quality, and Revist intent was confirmed. The intermediary
role and the quantitative importance of relationship quality (including trust and
commitment) were also characterized. This study identifies the key points and
indicators that the administrators of a long term care hospital can use to
effectively plan their medical service offering in order to secure the
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commitment of customers through relationship quality.

The theoretical indications of this study are set out below. First, four
factors are selected as being the key elements determining service quality:
medics, administrative service, healthcare environment, and subsidiary facilities.
Second, it seems that medics, administration service, and the healthcare
environment have some effect on the evaluations made in relation to trust and
satisfaction (subsidiary facilities are not considered to be a key element).
Third, patient satisfaction has a positive impact on trust and commitment and
can be regarded as a key element for establishing connections. Fourth,
commitment is likely to be strengthened when trust is significant. Fifth, as
trust and commitment increase, revist intent strengthens. Lastly, this study
illustrates how the levels of trust and commitment play a modulating role
between patient satisfaction and revist intention.

There are many practical indications from the findings of this study. First,
the influences of medics, the administrative service, and the healthcare
environment on trust and satisfaction vary. Especially, the healthcare
environment is likely to be more important than medics. Accordingly, it is
essential to establish an elderly—friendly environment, to improve a hospital's
structure, and to maintain a clean environment. Second, medics must show
compassion to their patients and be patient when providing explanations to
elderly patients who often lack powers of concentration. Third, in order to
establish patient trust, it is essential that medics provide an excellent medical
service. Ultimately, these elements of relationship quality may strengthen the
revist intention of elderly patients.

Key Words = long term care hospital, medical service, patient satistaction,
relationship quality, revisit intention.
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