Stz o BAlH AZA0] glo] X|7kEldlo] LHTtR

| 4 a 1
9 ARl zo] ulxE d3

— FIAIS AEF 30 A0 2 —
Zi&0f, ol

RyTEhE et AR, a2

£

g

(Abstract)

The effects of Perceived Risk concerning Korean medical Service Quality
on Customer Satisfaction and Reyvisit Intention of Kazakhstan patients

"Seulah Kim, ~ T Chang Won Lee

"PrD canaidate, Dept. of Business Administration, Hanyang University
Professor, Dept of Business Administration, Hanyang University

Purposes: The purpose of this study is to examine the effects of health service quality and perceived risks of
Korean hospitals on the satisfaction and revisit of Kazakhstan’s customers. Among two classified groups: health
service providers and health service receivers, this study aims to identify the effects of health service receivers
in Kazakhstan’s health service quality and perceived risks on customer satisfaction.,

Methodology: Hypotheses were developed upon the explanations on health service quality, perceived risks,
customer satisfaction, and revisit, advanced by prior literature. A survey was conducted on the effects of health
service receivers in Kazakhstan's health service quality and perceived risks on customer satisfaction and revisit,
The proposed hypotheses were confirmed by examining validity and reliability of the collected data, followed by
regression analysis.

Findings: First, the five dimensions: reliability, responsiveness, assurance, empathy, and tangibles showed a
positive correlation between the impacts of health service quality and customer satisfaction of Korean hospitals.
Second, the physical risk, social risk, time—loss risk showed a negative correlation. Lastly, the relation between
customer satisfaction and revisit showed a positive correlation.,

Practical Implication: Health service quality and perceived risks were identified to impose significant effects on
Kazakhstan customers. The identified results suggest that Korean hospitals should implement management
strategies based on the customers’ satisfaction factor.

Keywords: Korean Hospital, Health Service Quality, Perceived Risks, Customer Satisfaction, Revisit
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