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Abstract

The purpose of this study is to investigate the effect of perceived medical service quality by
outpatient on hospital image, satisfaction, and re-use intention in a general hospital. A total of
176 questionnaires were administered to outpatients who presented to a S general hospital in
Daejeon. The results of this study are as follows. First, medical service quality had significant
effects on re—use intention, satisfaction, and hospital image. Second, the mediating effect of
satisfaction on the relationship between medical service quality and re-use intention was not
significant but the mediating effect of hospital image on the relationship was significant. Third,
satisfaction and hospital image had significant effects on re-use intention. Consequently, this
study verified the influence of perceived medical service quality by outpatient on hospital image,
satisfaction, and re—use intention in a general hospital. Further, considering that hospital image,
rather than satisfaction, mediates the relationship between perceived medical service quality and
re-use intention, it suggests that much more general satisfaction is required in the marketing
activities of hospitals.
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