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{Abstract)

The Effects of Service’s Characteristics on Service Performance by
Mediating Service Relationship Quality in Specialty Hospitals

sk T

Hyoungrae Cho*, Chul-Jae Choi

*Dept of Business Administration, Dankook University, **Faculty. of Business Administration, Dankook University

The purpose of this study explains how service characteristics such as service competence, service
customization, interpersonal communication and image affect service trust and affective commitments and how
service trust, affective commitment play a role in affecting risk—taking and service loyalty in specialty hospital. and
then confirm the mediating role of relationship quality components such as service trust and affective commitment
in the above path relation. For this purpose, the research hypothesis was verified by structural equation model
analysis(SEM) using SPSS 21.0 and AMOS 20.0 statistical package.

The results of the study are as follows. First, interpersonal communication influenced service trust, image influenced
affective commitment, service ability influenced service trust and emotional commitment, while service customization
did not affect any factor. Second, service trust and affective commitment did not effect each other. Third, service trust
and affective commitment were more powerful in risk—taking than the influence on service loyalty. Fourth, Risk takings
affected service loyalty. Therefore, marketers of special hospitals not only medical services by providing medical
service with superior service ability, but also by always strengthening interpersonal communication at the time of
providing services. This will enable consumers to overcome the avoidance in the service decision process and
implement a specific service marketing strategy that can continuously use the hospital service.

Keywords: Specialty Hospital Service Characteristics, Service Trust, Affective Commitment, Risk—Taking,
Service Loyalty
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(Results of Exploratory Factor Analysis, Reliability Analysis, and Basic Statistical Analysis)

29 Xz

4 5
AB1 275 214 .253 330 .200 173 .098 .602
AB2 .223 169 299 393 190 224 .031 .559

ALHla:\ AB3 .234 241 143 A1 234 115 .150 .664 875 5.060 .985
AB4 216 .262 123 .065 404 148 123 637
AB5 163 .286 141 .021 470 .106 144 625
PA1 .154 313 .389 .388 513 182 123 173

AH|A PA2 .245 211 .357 .355 .657 .164 117 142

o %g} PA3 199 .226 .232 .297 .753 144 .057 179 .963 4863  1.077
PA4 170 194 .107 .188 772 139 132 .278
PAS 127 .158 112 157 .706 .151 194 .355
CM1 .304 .380 .232 .640 222 141 .183 105

o CcMm2 .285 318 .292 657 193 .097 192 .158

chj\fil_% CM3 .269 .298 .233 712 185 .067 167 .196 943 5.222 .097

CM4 232 .235 .190 726 279 153 190 117
CM5 A7 .256 .297 .660 .252 .183 .165 .095
IM1 .054 .098 .704 312 =023 .026 .246 .364
IM2 .071 123 .703 .286 .027 105 .216 .306
olalx] IM3 122 175 747 .267 164 194 .089 .228 908 4838 1.066
IM4 .297 .154 732 A1 .278 129 A1 —-.024
IM5 332 .206 641 112 316 117 190 -.030
IM6 .352 .364 .585 .084 .301 .136 131 .054
TR1 174 .786 .108 212 137 179 193 .181
TR2 .191 779 247 .267 148 .097 183 102
TR3 .156 797 152 .208 212 116 122 .138 .938 4,976 .828
TR4 147 778 .140 154 .183 .186 126 .198
TR5 140 723 .155 216 148 .155 174 .234
AC1 194 .168 114 .066 110 824 134 .088
?:,E)TJ, AC2 .287 135 124 .101 117 .835 140 114 %1 4547 1004
=B AC3 .337 .166 167 11 130 .762 A77 139
AC4 271 117 .041 173 135 .805 115 .088
RK1 421 278 146 277 132 .099 459 .198
RK2 112 .156 218 .018 143 440 498 132
s RK3 .056 127 .223 146 172 174 77 .026 .850 4809 831
RK4 133 147 .100 41 143 .061 827 .094
RK5 213 .263 165 211 =036 275 .663 178

RI1 .662 191 174 197 130 .265 .259 .092
RI2 .700 219 .221 .202 187 194 .221 102
A 144 .180 A
ill:ll_ RI3 729 130 .160 .267 .248 8 35 918 4872 94
4= R4 .642 .090 .106 .205 154 .329 .062 .264

R5 750 099 192 098 013 285 020  .156

R 749 190 094 122 145 252 015 167

[QI 479 469 423 396 388 385 304 304
i

Eigenzt =24 1168 1143 1033 967 9.47 9.39 7.42 7.41
=5 1168 2311 3344 4310 5257 6196 6938 76.79
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AB1 1.000 .898
MH|A
s 5 3 AB2 0.968 853 8.812 .000 694 819
AB4 0.764 673
PA1 1.000 894
MNH|A
= 5 3 PA2 1.095 962 9.081 .000 .800 923
HE s
PA3 0.964 .887
CM1 1.000 921
4= 5 4 cM2 0.939 912 9.595 000 812 945
AT CM3 0.888 .889 ' ' ' ’
CM4 0.834 862
M4 1.000 801
o|o|x| 6 3 IM5 1.155 .908 8.642 .000 682 .865
IM6 0.966 877
TR1 1.000 901
MH|A
I 5 3 TR2 1.007 907 9.095 .000 828 935
TR3 0.921 873
AC1 1.000 843
2= AC2 1.162 925
= 4 4 8.215 .000 740 919
=% AC3 1.049 .883
AC4 1.110 867
ol RT1 1.000 .800
;LT 5 3 RT4 0.664 544 6.965 .000 535 735
aoT
RT5 0.972 735
SL1 1.000 903
MH|A
A 6 8 SL2 0.981 929 9.146 .000 774 911
605
SL3 0.893 842
Model Fit CMIN=507.036, DF=268, p=.000, CMIN/DF=1.892

GFI= .874, NFI= .921, CFI=.961, RMR= 043, RMSEA= .059

<HE 5> DHHE(Z T EM ATH(Results of Discriminant Validity Analysis)

AVE '\ 1 2 3 4 5 6 7 8
TMHA A2 0.694
0.681**

2. MH|ATHES} (0.463) 0.800

0.670%  0.692**

(0.4421 (o.47§1 0'811

0572 0.644 0.618

0327) (0414  (0381) 0082

0504" 059" 0657 053" oo
0352)  (0355)  (0442)  (0.284) :
0499% 0448 0436  0443"  0.412*

3. 37 AAE
4. 0[0|x|

5. MH|ALZ|

6. 2 =29 0.740
: (0.249) (0.200) (0.190) (0.196) (0.169) :
7 ojsiza 0.643** 0.551** 0.697** 0.604** 0.645™* 0.581** 0535
STEET (0.413) (0.303) (0.485) (0.364) (0.416) (0.337) :

0.577** 0.572** 0.624** 0.580** 0.516™ 0.584** 0.720**

8. MHIASEE 033 (0327)  (0389)  (0336)  (0.266)  (0.341)  (0.518)

0.774

*p<0.,001, **p<0.01, *p<0.05
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<E 6> A7t el AX(Results of Hypothesis Analysis)

1-1 MH|A 53 — MH|AMzZ| 187
1-2 MH[ATNE S} — MH[AAIZ] 122
1-3 g3t AAAT — MH[AMEZ| 436
1-4 0[0|X| — MH|AAIZ] 105
2-1 MHlA 58 — 28X =Y 317
2-2 MEIAHES — Z28Y =8 .065
2-3 427 ML — AEH =Y 051
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3 MH[AMZ — ZFY =¢ 057
4 M| AR — 2T 356
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8 eds — MHlA S8 196

**p<0.001, **p<0.01, *p<0.05
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