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[Abstract]

The purpose of this study is to analyze the effect of patient's perceived medical quality of service on
satisfaction, hospital reputation, and loyalty to provide a strategic way to increase profitability and
competitiveness of hospitals by preventing the departure of existing customers and promoting reuse.
AMOS 20.0 was used for structural model analysis and identification factor analysis and SPSS 21.0
program was used for empirical analysis. As a result, the quality of medical service had a significant
effect on satisfaction and reputation, and the quality of medical service had the greatest effect on
satisfaction. Satisfaction has a positive effect on reputation and loyalty and is an important factor in
determining loyalty. Recognizing the importance of improving quality of service and building

relationships with patients should be prepared for strengthening relationships.
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I. Introduction
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II. Literature Review

2.1. Medical service quality
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III. Research Methodology and Hypothesis

3.1 Research model
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3.2 Hypothesis

3.2.1 Medical service quality and Satisfaction

F4 WYe o o oRAuARA Apdy £
Hx olaAu|AZde 17 BiEo] fojgt S ulA|

Agh, §A o RABlAEAS 17 ghEwt Asl TH]
ol e FA] B 7oz Uehgr3dl. ozAel
FAS ALY, ARY, 9B, A28l0R 18T,
o% QISL BE 17 BEo] FN FFS UlAlE
71g Elstoich21]

HI: oA AZ3A2 5o g+ 9d= olE A

olct.

3.2.2 Medical service quality and Reputation
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3.2.3 Satisfaction and Reputation
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3.2.5 Reputation and Loyalty
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3.3 Survey design
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Table 1. Survey design
Nominal Item Frequency Percent
variable
Male 81 31.2
Gender Female 179 68.8
Under 20 25 96
years old
20-29 years 29 11.2
Age 30-39 years 73 28.1
40-49 years 84 32.3
50-59 vyears 49 18.8
or older
Civil servant 9 3.5
Pofessional 45 17.3
Student 41 15.8
Housewife 63 242
Service 30 15
worker
Job General
office 27 104
worker
Production
/Skilled 22 8.5
workers
Others 23 8.8
1-3 116 44.6
. . 4-9 86 33.1
Hospital visits 10-20 53 204
20 or more 5 1.9

3.4 Measurement scales
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Table 3. Correlation analysis

V1 V2 V3 V4 V5 Vé6 V7 V8
V1| 0847

V2| 745" | 0883

V3| 719" | 809" | 0843

V4 | 743" | 875" | 8777 | 0889

V5| 700" | 840" | 7627 | 843" | 0917

V6 | 7407 | 8317 | 790" | 848" | 855" | 0876

V7| 6217 | 732" | 6907 | 748" | 803" | 784" | 0896

V8| 6397 | 7987 | 7177 | 7977 | 8597 | 840" | 8507 | 0950

V1: Tangibles, V2: Assurance, V3: Responsiveness, V4:
Reliability, V5: Empathy, Vé: Satisfaction, V7:
Reputation, V8: Loyalty

The diagonal bold is the square root value of AVE.

4.2 Hypothesis testing
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Table 4. The results of hypothesis testing

Hypgt Path Estim S.E - P Result

hesis ate value | value
Medical

H1 qujl?yci 0933 | 008 | 21763 | 000 | supported
Satisfaction
Medical

H2 qujl?yci 0222 | 0127 | 1.942 | 052 | supported
Reputation
Satisfact

H3 R':;‘ut:ti 0.640 | 0119 | 5349 | .000 | supported
on
Satisfact

H4 ion — 0.690 | 018 | 6.514 | .000 | supported
Loyalty
Reputati

H5 on — 0.313 | 0059 | 5.351 | .000 | supported
Loyalty

X*/df=1193.670(665), p=0.000, CMIN/DF=1.795, GFI=0.809,
IF1=0.965, TLI=0.959, CFI=0.965, RMSEA=0.055

V. Conclusion
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