MU RIS gAY R EHO| 22kl Yool

) 1 2 a
L. -~
—_— (o)
0JR]= 9o
U4y
S ¢I(HOIN)

(Abstract)

The Impact of Emotional Expression on Online Word-of-Mouth by
Kano's Attributes of Hospital Selection Factors

Sujung Kim
Hoin Company

This study delved into the complex nature of medical services as experience goods and trust services,
investigating the profound impact of online word—of—-mouth on medical consumers' decisions to visit hospitals.
Considering the restrictive legal framework for medical advertising, consumers are increasingly dependent on
unrestricted sources of information like online reviews. This research aimed to provide empirical evidence for the
significant role online word—of—mouth plays in hospital selection.

Utilizing data from Naver reviews, hospital choice factors were classified based on the Kano model, revealing the
subtle yet significant influence that word—of—-mouth has on consumers' hospital visit intentions beyond merely
positive or negative messages. In particular, the study provided insights into how the categorized positive and
negative information, along with the presence or absence of emotional expression, affects the efficacy of
word—of—mouth.

The experiment targeted medical consumers aged over 20 and, through analysis using the SPSS statistical
program, yielded important findings. The direction of online word—of—mouth, the presence of emotional expression,
and the interaction of Kano attributes all created significant differences in hospital visit intentions. Notably, emotional
expression included in negative word—of—mouth concerning one—dimensional attributes markedly decreased visit
intentions, whereas the absence of emotional expression in attractive attributes actually enhanced reliability and
increased visit intentions.

These findings offer critical implications for redefining strategies in medical marketing and online review
management. The discoveries of this study underscore the importance of active engagement and strategic
management of online reviews by medical service providers, urging careful consideration of the various elements
of online word—of—mouth that influence medical consumers' hospital visit intentions.

Key Words: Hospital Selection Factors, Hospital Visit Intention, Kano Model, One—dimensional and Attractive
Attributes, Direction of Word—of—Mouth, Emotional Expression in Word—of—Mouth, Interaction of Attribute Types
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