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F AZ7r=0557, p<0.0D, 213F4(r=0.445, p0.0D),
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Tab. 4—3. Model Fit of Modified Confirmative Factor Analysis on Service Essence
- X2 df p X2 /df IFI TLI CFI RMSEA
g 927.799 289 0.000 3.210 0.907 0.89 0.907 0.04
3 cut off criteria <4-6 >0.9 >0.9 >0.9 <0.08
Tab. 4—4. Parameter Estimates of Modified Confirmative Factor Analysis
B B_ #S.Ii,. ) CR. 8 CR. éVE(_?:‘ﬁ
(M EZ8HAT) (a4 (1243 BHFE
A8l 1 0.808
FeA82 1.08 0.062 173125045 0.835
’Fe 283 1.065 0.059 17,9693 0.857
e A-84 1175 0.063 18,5273 0.87 0.962 0.783
Fe 285 0.923 0.062 149553 0.752
’Fe 286 1.17 0.066 17,647+ 0.846
A8 1.072 0.068 15,7925 0.783
A1 1 0.748
HA2 0.967 0.064 15215583 0.85
0.939 0.793
HA3 1.034 0.07 14.81 e 0.829
A4 0.974 0.063 153383 0.857
9435 1 0.674
+%8/36 1.159 0.092 12.536%xx 0.86 0.888 0.728
T837 1.207 0.112 10787 0.7
341 1 0.89
3142 1.063 0.042 25,253 0.917
Z3}43 0.863 0.062 13.994s5x 0.667
— 0976 0.87
Z3}434 0.944 0.045 20.936x 0.844
Z314d5 0.983 0.042 23719 0.84
Z3}1436 1.007 0.047 21,6045 0.857
2 1 0.847
A2 1.0A4 0.0A4 19.572#5x 0.867
23 1.042 0.06 17.451 55 0.808
0.959 0.795
2 3 1.044 0.057 18.389xx 0.835
A5 15 0.935 0.059 15. 78 0.757
A5 16 1.009 0.056 181423 0.828

%
%
%

R

(=)
o
S
oy

T 29 x2 & R27.79 olH x2 /df & 3.210
o2 et AdrbEel A=l F = 0.907, TL

= 0.8%, CH 2 0907 o2 d% 7154k 0.9 43
stAY 248k RMSEA= 0.084=2 #7% 71340.08
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Tab. 4—5. Direct Effects of Path Model

B B SE. CR. p

>
>
fol

¥ 0.367 0.398 0.078 473

£
oo
oX

-
ox,

-0177 | 0195 | 0083 | -2.128

o,

0.629 0.53 0.14 4.072

BN | e
o,

o
Y

-0129 | -0128 | 0118 -1.09

##p<0.001

d3AgAgol ARl vA=
p<0.00D) ¢} Aol 2Rl
=0.530, p<0.00D= AW WFe= FolstA vet
stk "hdel] #AAe] ARl mAls Edh=
oo Wge=  fosA UERATHE=-0.1%.
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Tab. 4—6. Hypotheses Testing about Direct

Effects

=2
H1 PN B t P {5

=
H1-1 ,ﬁ%%é 0.398 | 4.713 | =%+ | 7HE
Hi-2 | &AM | -0.195 | -2.128 | 0.033 | 7|2
H1-3 | =" 0.53 4.072 * ko R E4
Hi-4 | =3}M | -0.128 | -1.09 | 0.276 | 7|z
thee AH2Ede] HRAsle] e Lo

el A ZAETE s FaA A
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Tab. 4—7. Hypotheses Testing about Moderating

Effects

=
=g Fs) 2N e
ok ful e | v ad
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2}
H2-4 | 234 | = | 4841 | 08 | A9

7

dz |
B1 | gy | o1 | 1491 | 022 | 1%
mg | 32 | WA | 4 0433 | 051 | 717
H3-3 | #94 | 7] 021 | 0647 | 717
H3-4 | Z3}4 | o | 0007 | 0934 | 71%
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The Influence of Healthcare Service Nature on Job Performance
: The Moderating Effects of Individaul Personality

Miyoung Byun*, Hyunsoo Kim**

ABSTRACT

In this intangible good-oriented, modern service economy era, we have to first understand the
characteristics of the healthcare service in order to enhance the competitiveness of the healthcare
industry and achieve continuous growth. In addition, service nature and characteristics should be
reinforced so that connections can be made to the organizational job performance.

To achieve the aforementioned results, this study analyzes the direct effects service nature and
characteristics have on job performance in the healthcare industry and investigates the indirect effects
with individual personality as the moderating effect. While conducting this study, a total of 340
healthcare workers were surveyed. Survey data from a total of 315 workers were used for analysis
during empirical investigation of the research hypothesis. According to the analysis, it was proven that
interactivity and horizontality among service nature and characteristics have a positive (+) effect on job
effectiveness. This means that customer needs can be identified at customer touchpoints to quickly and
accurately provide customers with the products and services they want, while horizontality among
service nature and characteristics have a positive (+) effect on job effectiveness.

This means that customer needs can be identified at customer touchpoints to quickly and accurately
provide customers with the products and services they want, while horizontal communication enhance
from department to department and from colleague to colleague within the organization can be linked to
job performance. Also, with regards to the relationship shared between the customer or the patient, the
job performance of healthcare workers may also improve if they provide customers with their desired
service as an expert at the same level. In a rapidly changing healthcare environment, if the healthcare
service nature and characteristics are put into practical use, it will be possible to propel the growth of
hospitals and sustain it while investigating the moderating effects of individual personality, a partial
moderating effect was observed for self-esteem and growth desire. As the study on service nature and
characteristics came about only just recently, there is a needs for futher research. The study focuses
on the healthcare service industry and hopefully, it will serve as a base study that can be applied to
different service industries as well.

Keywords: Service Nature, Organizational Job Performance, Individual Personality, Service
Economy, Intangible Goods, Healthcare Service
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