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{Abstract)

Hospital Choice:
Which Type of Healthcare Service Quality Matter?

Ju-Yang Lee*, Sun Young Lee**, Jong One Cheong™*

*Dept of Outpatient Nursing, The Catholic University of Korea, Seoul St Mary's Hospital
*Government Innovation & Productivity Institute, The Catholic University of Korea
***Department of Public Administration, The Catholic University of Korea

The research is to examine medical service quality factors affecting choice of hospital(revisiting intention, and
recommendation) in large general hospitals based on the SERVQUAL model. The study have surveyed 400
respondents in Gangbuk—gu not having any tertiary hospital. The main results of the analyses indicate: 1)
assurance’ and ‘empathy’ of medical service are basically, positively affect revisiting intention and recommendation;
2) ‘empathy’ is the most important factor affecting revisiting intention; and 3) ‘tangibility’ significantly affects
recommendation of general hospitals to other people. The study suggests that it is necessary to pay more attention
on ‘empathy’ among SERVQUAL factors to increase satisfaction of patients and to find better ways of improving
medical service quality.

Key Words: Medical Service, Service Quality, Hospital choice, Revisiting intention, SERVQUAL
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<HE 2> ME2A| 718 Sl 2l ol 8320158 7|&) (Current Status of Hospitals in Seoul(based on 2015))

MEA| 16,615 84,470 56 33,036 212
z27 473 3315 4 2,949 2
B 528 1,570 3 1,125 2
A 300 983 1 704 2
Bt 394 1,785 1 828 5
23 539 2432 2 1,109 3

SHHET 593 6,022 5 2,051 13
ey 483 3213 2 990 12
g4=7 529 3,070 1 1,051 4
E7 453 1,952 1 208

== 352 2810 1 384

e 698 3,488 3 1,748

28+ 605 3,608 1 201 10

M2+ 424 3545 2 2468 5
of=3 690 611 - - 1
QREMTT 609 2,907 2 1,138 5
Rz 708 3,260 3 501 16
o237 550 3,724 2 1,268

=iuay 319 2,128 1 189

gsm7 707 5,864 7 2,147 11
3 556 2919 2 1,606

ot 664 2,418 2 461

MET 1,209 3173 1 1,356 10
P 2,476 7,599 4 3,107 35
S+ 1,018 6,302 2 3,203 14
43 738 5,767 3 2,244 13

A= ME2EA EH(0IX|(2017)
= XX EARE0IN SEERm H BAHOR] o) QorHR) 52 WSISH SIRIOZ SEIHEMHR S 0|2]9| LIE0| & x| 2225
http: //stat.seoul.go.kr/octagonweb/jsp/WWS7/WWSDS7100.jsp?re_stc_cd=173&re_lang=kor

O] Rl=g dotile, A SHARS ¥ 2= 50t
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1. QI EA3H BT} ou 50tf o] 71 WOTHE1%, 2447). FAHSIE
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FIUL ol 83b7] tholet wtsict,
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4) 500 oAe] AR} Bo] HEE|o] Gl AOE Holut, 50d), 60t), TOTfolo thakS: Alatsto] K] Bt 1 o] A
£ Al0) G2 2 Aol i ARHElofof 3 Ao Afmelch, IRl oAju| el that Awe] At B 500 ool Tk
o ZAfoll FofSHATE HolA, S Ao Sl Slls e BISHEEe Slol R alet 1] ofeleu, Adu
A7) B Sgo Uehgo) 20164 A e HRm 64 53 3 G54 oo el 25% xistel A1)

o] AA #=H|9] 38.9%= A3 (http //biz, chosun, com/site/data/html_dir/2017/02/282017022800372, html) 50t} ©JA}o]
607 ol A7 El o] AMFAR) oJ5z] 213 ulo] olo] WAEIT 2 Aol Melth 8 4 glek
5) 7+ 9RlE9] AT WHYEAE ASsh] sl Cronbach’s Alpha LIAIE 435 AlFle BA4S o19ch garkde

2 Cronbach’s Alpha AlFAIZEIE B7} 7122 HE 0.5 oS Q31511 Holof wlaba g4 oL Hol= () GoAto|H 83},
7)Aok 0,.7-0,80 14, 8 AT HoR= 0.8-0.9014& 71E0% AguE Ho] mFolch
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&1 SERVQUAL =&

al Al

= -

2 =24 (78 Ak)

(Analysis of the Average Value and Reliability in Independent Variables (7-points scales))

_ SIEINESISIPNRACS IR =
=g 5.3425 1.00852 0.840
ol 9 Riio| =5t ut ol
Q|2 AH| A0 &S AlAdat 2247 |
ULSH A0 22| L 22 AHIA KIS
Azly el %ijjl Ciel ErstoH 5.1838 1.03054 0.833
HEl5H 2252
o|R7|=o| Hatst {X| ¥ #z
OlZAH|A KZAlZe| U
gISy BXIE EotFad= XA Bl 5.1200 1.07323 0813
BIXIe| Q710 A&5t S
O|ZAH|AO] CHSH FEH, g 4 Q= 21A
O|ZAMH| A0 ChSt QR S
HEN o 5.3931 0.94374 0.860
ol=ZxInt XAS0| FIEsID ollejHiE
OlRMH|A 23S ISt RISO| HEXIA
SISOl T[St Z2AR
ol=XIn} XH=0| BiX} FHQl0f| Chst 2t
3L S 5.1019 1.05270 0.873
ol=xIn} ZE0| BiXL LS OlsH
2 N=400
AR, ZAAEO] SRS s o 4 A% 9, 8.8%), WYAIM(33W, 8.3%), 7|EH21E, 5.3%)
& & AR FdUzkEE AR diel 291149, o2 Ut SRS ol8sty] flsf wto]
37.3%), 7}%(86%, 21.5%), #9162, 15.5%), &Y Fol 1A o) ol Edfiokstr] wiol =xle] de
W GAAE (56, 14.0%), AA(299, 7.3%), 7IeF  SQ5HA AZste] AEg A& & 4 qlrh I ol
(18, 4.5%) wolglom &=219] it 74t Fagt A 2= B9 A7 Fasta Ut ol AETY
o= yeiyith 2219 oAt wet HYS AEditte AF EA4o] wigd At & 4 vk AR}
AL Q= AyZbsl B ERQle] oy JakE Wy A AR THERRE QIE ROl A A, A= Faskal,
2t Zelo] Heo] 71} Sasiths A& Hojeth, 1 B Ry AdE FasiiAt, dee RiES
ol 745, A9, sulEd A A, HH 5 59 W E 2 YRAHAE HE 4= Qloke 7|doll A
AERFEO JFFeo] Atk= HolA 2219 A=A 7F Uikl dA|ete #elo] AEshs T oA A
O} A FHYAL GA] a3 FEHEHAREH ] ofn|7} 9l = W75 st ek ©, Solgt HE& Eet
2 1T £ AH o ste] gl Trd ol FANE Y 5
A, dubd o s zAY/SAEC] S Y Adst o g SEHAPE YHst e AS 18T o,
= 7120l gaf JIEE & A3 9E5X(219%, 54.8%), A2 A Q1S A Eo qlojA o] e Eoford o
HAAA (5o #3929, 23.0%), HHTFE(35 Qlo & ot 6),
6) TAHAY] AL 50034 ] 22 Yot AHEAtel| TP QMg mat sl RISk qlom, 454 AR Aol
Aaete] FFErt = AT distoirs W AR FEHHEES Fe dil SUHES AEsks SEAE B2 Aes Uit
=
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(The Results from Descriptive Analysis : Why they Choose a Hospital)
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65 16.3%
134 335%
175 43.8%
26 6.5%
400 (100)
110 27.5%
80 20.0%
155 388%
19 48%
36 9.0%
400 (100)
149 37.3
86 215
29 7.3
62 155
56 140
18 45
400 (100)
219 54.8%
35 8.8%
R 230%
33 8.3%
21 5.3%
400 (100)

W, Auekawe 457 11.3% AAASEY 429
10.5%, oA P8 29 7.2%, A& HY 119 2.8%
Folgie

5kl A s EHAREe] sk 7IEME Y Selle
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OIFF &f 1 EAfH]A A2 g2lof| whE TR A=l det A SERVQUAL 29l 285 T4 o2

AT oA RIS Wshs Aoz Yeldth o Z5a 9 AR UERTH). Big 5 MY 7EhidE
A

91l Ak o) A, ANl WY SEHAE O] T-test 23 AN OR Big 5 o] mAH|A
B2 A2 ARl FEAE dideR wAeh do] Aol o = A, SIS AL’ ymA] AR
ofyel BA SAGAU, Wl =(3E) SHAE 2950l Yo AR KRt AolE Holal 31
& HeR 2AE Agenz IS0 YoM & o], AgEoaret drolatel gloix Zetg et Big
A HAAATEE HYS Aeehs Faolf7t E & 5 HYSo] €59 w2 Beks A1 Qe Ao U
ATt 7 ol Hiet Auls Ao mlawEA Aap, 7R vk UpA Bigh W] diRt STt w7 FAE e
oA oist 58 oMde Ajsto] Rt Mula e A A%k

<H 6> ZAIH/GA LY FEE 2| o|EMH|A  H|w 2 Zit (78 HET)
(Results of Healthcare Service Quality Analysis)

S mm U= smy wmy wsy mww ommy BFE TR
N 66 16,5 5.47 532 5.21 5.56 505 568 5.35

Bg5  Ml=Rta 45 11.3 5.59 5.32 5.23 5.60 534 578 5.47
=g AEER 11 28 6.04 557 5.75 593 5.70 5.91 5.91
TE g 42 105 5.33 5.20 5.22 535 505 5.14 524
OfAl 29 7.2 5.55 5.34 5.27 5.54 5.20 5.55 5.48

Al7ije 42 105 5.25 5.14 5.11 5.35 5.14 533 4.81

. stel 40 100 482 4.84 4,61 488 4.64 458 4.25
Blg|5 Tkt 36 90 5.40 5.00 483 5.42 498 5.11 5.19
- Zaley 6 15 5.25 4.66 494 5.12 5.08 5.00 5.00
HHE 2x(=l) 7 18 557 5.35 5.28 532 5725 4.86 5.14
slosh 6 15 5.54 587 561 5.66 575 583 6.00

7|} 28 7.0 5.30 5.20 5.19 5.37 5.31 5.37 507
e 2] 42 105 505 4.9 5.06 519 4,94 483 5.00
FOEE (ANOVA) 013* 106 .083 024* .085 .000™* .001**

Az

Big 5 e 193 4825 5.50 5.32 5.26 5.54 5.12 558 5.40

Big 5 2| &g 163 4075 5.22 506 4.9 5.26 5.04 5.09 487
SOIEE(T—est) 007%  019F 010%™  005% 224 000" 000%™

Z N=400*p <05 **p <01

7) 2 ARl Aol R AR SHAF 400 F AlwsiAu 7P gol UkstiE W 15t iRt grte)7] wie] ole Unlkelst
ol sk Aolks FE7E 2 4= ik el Etstar 307 ool SHT Woll lojAls L Anl A} SAof QlofA
ol Aol At} 7he S VIS o glom, FARIR SEE EEof o3t 2ARK: HolAl did ARl el #it VeSS AR
A8 BelA Aol Hardiiet AR 2 AlsEr),
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<E 7> 3| EM Z1t (The Results from Regression Analysis)

HIEZ=S} A4 BES| A S
B HEQPX} Beta )
(&) 436 288 1514 131
=y .070 073 .056 .958 339 415 2.412
) INELS! 224 085 181 2.646 .008** 296 3.353
St HISA 028 079 023 353 724 320 3128
25 .283 105 210 2.695 .007** .231 4.327
32 325 082 268 3.967 000" 306 3.263
R : 0448, 8= RHIE : 0.441, F=64.043 (R2I21= < .000)
(&) —792 273 -2.8% 004
e P! 227 070 169 3.258 001 415 2.412
o Az 062 080 047 776 438 298 3.353
QA HISA -002 075 -002 -026 979 320 3.128
HEY 487 1100 339 4879 .000*** 231 4327
e rdps! 349 078 27 4.487 000" 306 3.263

R AMIE : 0561, £M= RAIE : 0.555 , F=100.698 (R2&= < .000)
F*p<0.05 ** p<0.01, ** p<0.001

5. CF23]|HEA At el ggraclol dis| AA (B =.224), ‘BB
=.283), ‘TR (B =.325)0] BAHLE {23t ANE
B ol A RAAIREE O] SE A AA Q 9l Uehilon BExugol g|7Ea An ‘FHA o] 7H

ol el ofm Pl MG YA A &S YFS IAE
7§18 AHBSERVQUAL®) %8 891 Bgse  Z34E 52 93

Mgeka, WM el ARREROS sg 7PE A depton), B, A8y o 1 g
o] et AR AROAIE FEHUAE Agste] FH o A7k e,

BAS AABTEY AgRotel e Faa 8 3 DA A= BEES 7 AR B
A8 Aake Theat 2o BE 89l50] A1) AW F 0.80051R tEFAY BAE s g AoR
ASDE 7P AOR Ueht 85 25 BAS
3 Aol ATk SATHE<0.0), ER BEW 7 A g BAMAAQIVIF) gk EIF QA | Eo
ABASTL B 0.8 o5t et ThEBAA BAZE  SEsel oEBA4 BAe A g AoR vt
WA olX|i e AOR WUET 2 Wee) B34 Wrh Fueel gFaclel o §34( =220,

3
(B )7F Ju] QA dopiy] Y B9 AuAlgly HSA(B =.487), A6 =.349)0] TAHCE £
(.008), ‘HZA(007), FHA(000)e] 77k foj  mIT AIE vEon, ARG ARy A BT
0.05 ofat& oJu] Q= Mok R W WA Aol 7MY w2 dFe WAE AR FHHIH(E
& AHEAbel| o BAMCR fofoA] okolet, B4 D, AR). EFMSE T FFEH vl lofA

oI A Cu]AREA )R Al0] HAS ANBHIS 1), T—test 27T} o] fofat 202 Uehteh, 2} & ¥ig w4
FRARAD) ) SlolAis 2 WP glele = Auls dof g dwelo] wrk 27 Ltk
9) 7} QOIHE ATAS Auliy] 915) BS A (twotailed) O FOM, Tl (Pearson) JTHALE AHESHIITH
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