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The Effect of Service Qualities with University Hospitals in Daejeon on
their Overall Service Satisfaction
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Department of Health Administration, Joongbu University

<Abstract>

The study investigated the major factors in regards to the effects of service qualities with university
hospitals in Daejeon on their overall service satisfaction. In regards to service qualities, the hypothesis
was verified through multiple regression analysis in terms of professionalism, kindness, credibility, and
facilities/environment. As a result, all professionalism(0.462), kindness(0.142), credibility(0.258) and
facilities/environment(0.184) showed positive effects on their overall service satisfaction level. In
particular, professionalism showed the greatest effect by 0.462. As patients’ and caretakers’ desire to
service quality becomes diversified, the analysis result is considered to help the future medical service
management at university hospitals by analyzing the major factors which affect the service quality and

by finding the methods to increase the service satisfaction.
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The Survey of University Hospitals Services which consists of 20 Questions
(Factor Analysis)

<Figure 1> Study Model
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<Table 1> General characteristics of subjects (n=412)

Variable Categories N %
Male 160 38.8
Sex
Female 252 61.2
<29 46 112
30 ~ 39 50 1241
Age 40 ~ 49 114 277
50 ~ 59 146 354
> 60 56 13.6
< Middle School 52 126
Education High School Graduation 174 422
Level College Graduation % 233
> University Graduation 90 21.8
Wage Earner 78 18.9
Owner—Operator 128 31.1
Work Professionals 32 7.8
Housewife 124 30.1
Students 28 6.8
Etc 22 53
< 100 104 252
Household  101~200 130 316
mggm 201~300 100 243
(10,000won) 301~400 54 131
> 401 24 5.8
Total 412 100.0
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<Table 2> Factor analysis and reliability analysis of the independent variables

Variable Factor 1 Factor 2 Factor 3 Factor 4
Constructs Professionalism Kindness Credibility EZ?/%E?;&
(X)) (X,) (X,) X,)
FUN1 0.144 0.346 0.760 0.106
FUN2 0.257 -0.007 0.599 0.165
FUN3 0.233 0.236 0.751 0.008
FUN4 0.227 0.214 0.654 0.281
EZO1 0.481 0.561 0.213 0.001
EZ02 0.353 0.678 0.104 0.042
EZO3 0.008 0.803 0.226 0.100
EZ04 0.121 0.634 0.178 0.143
EZO5 0.342 0.532 0.031 0.365
YAE1 0.673 0.187 0.249 0.205
YAE2 0.775 0.132 0.177 0.146
YAE3 0.749 0.162 0.177 0.188
YAE4 0.799 0.169 0.160 0.059
YAES 0.717 0.135 0.173 0.269
YAE6 0.709 0.175 0.187 0.207
KOJ1 0.197 0.034 0.151 0.760
KOJ2 0.088 0.128 -0.001 0.714
KOJ3 0.141 0.193 0.123 0.676
KOJ4 0.296 0.004 0.305 0.606
Eigen Value 4.103 2.537 2.415 2.414
Dispersion 21.595 13.353 12.710 12.704
Survey ltems 6 5 4 4
Cronbach's « 0.887 0.777 0.757 0.730
3. 71&%A 2 ARy AL A ko7 vy EERAT 7)zE
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240677013, 7 A2 FBBAE Hole

AL A# 40273+ 0.2 VERgT, w4454 <Table 4>¢F 2o] AWgE Yl
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TS Yehlie  Fae 134.926(p=0.000) 0% g A(+)e FFHol A= AR vt T

p<0.001 &M TAXOE Fonjairt. 7HAd A AT [7HE 3] AP A An
e A48 Ades og 2o HETo A(+)9 FFES WA Aotk Blak
M 1] ‘AR AREQ AR B R o] 02582 Fo5F 0.00104 Fold B(+)2

(H)e 9FEs A Aolt/e BIHIEESA geo] gl oz dehd e A EME}
)Fko] 0462 F2|FF 0001014 FAHCE H e 4] N 8L @HVM A2 u&+coﬂ
g A(+)9 FFHe] e AR Yeht 7Hd A

AE =) [7HE 2] ‘WAL Akl A FFZ 00010014 Fro)3H Xé(+)4 é 1
HEzo] A(+)9 Y-S A Aot Bl =
o] 01428 F4F 000104 EAHCE F9

<Table 3> The descriptive statistics and correlations among the factors

, Professio Kindness Credibilty Facilties / Overal
Variable avg —nalism (X)) (X.) Environment Satisfaction
(X)) 2 3 (X,) ()
Professionalism
(X)) 14 1.000 0.677 *k
Kindness
(X2) 3.39 -0.185 *x 1.000 0.344 *k
Credibility
(XS) 3.35 -0.310 *k -0.125 * 1.000 0.273 *k
Facilities /
Environment 3.37 -0.233  xx  —0.094 -0.158  **  1.000 0.457  #*
(X,)
Overall
Satisfaction 3.18 0.677 *k 0.344 ** (0273 *% 0.457 *k 1.000
(Y)

* 1 p<0.05, ** : p<0.01

<Table 4> Satisfaction with the overall service(Y) of the multiple regression analysis
B1 (Unstandardized 32 (Standardized

Variable Coefficients) SE. Coefficients) t P

Control Constant 3.180 0.025 - 127992 0.000
Variable

Professio 0.462 0.025 0.603 18.560  0.000

nalism(X1)
Independent Kindness(X2) 0.142 0.025 0.186 5.721 0.000
Variable Credibility(X3) 0.258 0.025 0.337 10.379  0.000

Facilities /

Environment(Xd) 0.184 0.025 0.241 7401 0.000
Re (Adjusted Re) 0.570(0.566)
F 134.926
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