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Factors Influencing Intent to Revisit of Health Screening Center
Visitors
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Abstract The purpose of this study was to investigate the factors influencing the intent to revisit among
health screening center customers. The subjects were 195 customers of a health screening center. The
intent to revisit was positively correlated with customer satisfaction and word-mouth communication.
Multiple regressions showed that customer satisfaction and perceived health status explained 29% of
the variance of the intent to revisit. In order to increase the intent to revisit, hospital and nursing
managers should strive to improve customer satisfaction. In particular, strategies to arrange
explanation of the result consultations, individual health management tailored to customers’ needs, and
customers-relationship management for continuing relations with the customer should be needed. In
addition, it will be needed to expand the roles of nurses who are working in the health screening center
from simple heath check or customer reception to active health education and continuous health

screening plan after initial one.
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Table 1. General & Health Screening Center Visiting—
Related Characteristics of the Participants

(NV=195)
Characteristics Categories n(%)
M 90(46.2
Gender F 105(53.8
Age (yr) 20-29 18(9.3
Mean (SD) 30-39 52(26.8
=44.8 (+11.40) 40-49 57(29.4
50-59 47(24.2
> 60 20(10.3
Education < High school 63(32.7
College 40(20.7
> University 90(46.6
Occupation Unemployed 30(15.4
Employed 165(84.6
Monthly household { 500 82(42.5
income (10,000won) > 500 111(57.5
Perceived health Unhealthy 22(11.3
status Moderate 101(51.8
Healthy 72(36.9
History of No 143(75.3
diseases Yes 47(24.7
gzz(;:ecs Hypertension 27(48.2%), Diabetes
(n=56)" 6(10.7%), Dyslipidemia 4(7.1%),

Heart disease 2(3.6%), Tuk%ercu\osis
2(3.6%), Others 15(26.8%)

Family history of

. No 103(53.9
diseases Ves 88(46.1
Specific Hypertension 38(31.7%), Diabetes
disease 28(23.3%), Stroke 13(10.8%), Heart,
(n=120) disease 8(6.7%), Others 33(27.5%)
Disease of No 46(24.0
concern Yes 146(76.0
" Hypertension 36(14.9%), Heart
Specific disease 27(11.2%), Stomach cancer
disease 27(11.2%), Liver cancer 24(10.0%),
(n=241) Colon-rectal cancer 22(9.1%),
Stroke 21(8.7%), Diabetes 21(8.7%),
Lung cancer 19(7.9%), Uterine
cancer 16(6.7%), Breast cgneer
14(5.8%), Others 14(5.8%)
Purpose of visiting Regular health screening 189(97.9
Health screening for 6(3.1
employment
Type of health National hea!th sc_reening 64(49.2
Screening Comprghenswe/pnvate health 66(50.8
screening
Past experience \’jgs @gg;é

(No. of times)

Mean (SD) =2.03 (+2.79)
“Excluding no responses; Multiple responses: J‘Thyroid disease,
rheumatoid arthritis, & cerebral infarction; TStomach cancer, colon-rectal
cancer, lung cancer, & breast cancer; SThyroid disease, pancreatic cancer,
& dementia.
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Table 2. Levels of Word—of-Mouth Communication,
Customer Satisfaction, and Intent to Revisit

(NV=195)
Variables MtSD n(%)’
Word-of-mouth communication (Total) 3.07£0.86
Easy procedure
Convenience of traffic 3.59+1.09
Kindness of non-medical staff 3.46£1.24
Kindness of medical staff 3'40?'21
Connection between center and medical 22(8):1591
care DONS
Wait duration for health screening ggéﬂ]g
No. of waiting customers for HS 2'94:1'”
Scale of health screening center 2'92;1'12
Up—to—date facilities 2774111
Appropriate cost 2.76+1.08
Reputation of medical staff 2.18+0.99
Educational background of medical staff
Customer satisfaction (Total) 4.2140.60
Convenience of procedure 4.25+0.67
Facilities & environment 4.27+0.97
Medical skills & expertise 4.03+0.64
Interest in customers 4.22+0.67
Staffs’ kindness 4.34+0.69
Intent to revisit (Total) 4.39+0.83
No 4 2.1)
Yes 191(97.9)
Kindness of staff
Reasons Satisfaction with the 139(42.9)
for ) 67(20.7)
o explanation of the result
revisiting Good facilities & equipment 66(20.4)
(n=324) : quip 28( 8.6)
Introduction of acquaintance 24( 7.4)
Others" ’
Reasons . . 2(40.0)
oo | ot e 1o
revisiting P + P 2(40.0)
(h=5)" Others

“Excludi no responsengs; ~Multipleresponses;
Short distance, convenience of traffic, & easy procedures;
"Waiting time for health exam & long distance.
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Table 3. Differences in Intent to Revisit according to

the Participants’ Characteristics  (AV=195)
Characteristi . Intent to revisit
Categories
cs M+SD t/F o
Gender Mal 4.58+0.72
ae 302 | 003
Female 4.23+0.89
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Age (yn)
20-29 4.22+0.94
30-39 4.37+0.79
1.96 103
40-49 4.56%0.78
50-59 4.43+0.81
> 60 4.00£0.97
< High school 4.22+0.94
Education
College 4.630.67 2.92 .057
> University 4.400.81
Occupation Unemployed 4.27+0.94
2.28 133
Employed 4.41+0.81
Monthly { 500 4.300.90
household S
Income z 500 448:077 | -150 | 136
(10,000won)
Perceived Unhealthy’ 4.32+0.84
health b .046
status Moderate 4.27+0.87 3.12 ac
Healthy* 4.58+0.75
History of No 4.39+0.83
disease -0.07 944
Yes 4.40+0.88
Family No 4.36:0.87
History of
-0.47 .
disease Yes 4.42+0.81 0 638
Diseases No 4.22+0.88
of concern -1.65 | .100
Yes 4.45+0.80
Purpose Regular health
of visiting screening 440083
0.67 503
Health  screening 4.17+0.98
for employment
Type of National health 4.42+0.83
health screening
screening ) 0.59 558
Cqmprehenswe / 4.33+0.88
private
health screening
Past No 4.29+0.87
experience -1.22 226
Yes 4.44+0.82

a, b, c=Scheffe-test.
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Table 4. Correlations among Word-of-mouth Communication,
Customer Satisfaction, & Intent to Revisit (A=195)

Intent to Word-of-mouth Customer
Variables revisit communication satisfaction
r (o)
Intent to revisit 1
Word-of-mouth .26 1
communication (€.001)
Customer .53 .28 1
satisfaction (€.001) (€.001)

Table 5. Factors Influencing the Intent to Revisit of

the Participants (NV=195)
Intent to revisit
Variables
B SE B t P

Customer 072 | 008 | 52 | 853 | <001
satisfaction

Perceived | 026 | 010 | 15 | 248 | 014
health status ’ ’ . . :

Adjusted R? = 291 F = 40.60 (X.001)

‘Dummy variable=Perceived health status (healthy=1, unhealthy=0).
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