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Abstract

Purpose: The purpose of this study was to examine the causal relationships among
quality of health care service, service value, satisfaction and loyalty as perceived by
hospital inpatients, Methods: A survey using a structured questionnaire was conducted
with 654 hospital inpatients, Analysis of the data was done with both SPSS Win 17.0
for descriptive statistics and AMOS 18,0 for the structural equation model, Results: The
modified model yielded Chi-square=7.96 (p=.019), df=2, x */df=3.98, GFI=.99, AGFl=96
RMSEA=07, NFI=99, CFI=99, TLI=98 and showed good fit indices, Three dimensions
of quality had significant direct effects on service value, Functional quality, technical
quality and service value had significant direct effects on customer satisfaction, Technical
quality, service value, and customer satisfaction had significant direct effects on customer
loyalty, Conclusion: These results suggest that quality of health care is an important
element in service value, and through both quality and service value, customer
satisfaction and customer loyalty can be enhanced, Further study with a larger sample
from various hospitals and a longitudinal design is necessary,
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Gronroos(1982)9}  Parasuramen, Zeiml@} Berry
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(Table 1) Demographic characteristics (N=654)
Category Classification N(%) M+£SD, Category Classification N(%) M=+SD,
Age (years) 44 67 +15 62 <1 month 288(44.0)
Gender Male 269(41 1) 1month- <6 month 95(14.5)
Female 385(58.9) Period of 6 month-<12 month  54( 8.3)
No education 14( 21) Use 1 year-<3 year 80(12.2)
Elementary 35( 5.4) 3 year-<5 year 58( 8.9)
Education Middle School 47(72) 5 year-<10 year 43( 6.6)
High School 253(38.7) =10 year 36( 5.5)
College 305(46 .6) Length of
+
Marital Unmarried 134(20.5) stay (day) G
Status Married 478(73 1) Medical 116(17.7)
Others 42( 6.4) Surgical 240(36.7)
Office Worker 73(11.2) Pediatrics 69(10.6)
Profession 113(17.3) Obstetric/Gynecology 61( 9.3)
Public Officer 21( 3.2) Medical Ophthalmology 13( 2.0
Occupation Private Business 103(15.7) department ENT 57( 8.7)
E Housewife 183(28,0) Dental 12(18)
Student 45( 6.9) Dermatology 2( 039
Unemployed 64( 9.8) Neuropsychiatry 13( 2.0)
Others 52( 8.0) others 71(10.9)
Seoul 454(69.4) Tvoe of Medical insurance 602(92.0))
Living area  Kyunggi Province  108(16.5) inysFL)Jrance Medicare 22( 3.4)
Others 92(14 1) Others 30( 4.6)
ek, Wtk &, 715A F4, Mulz 34, 7165 F4, Al 71,
LARE B wARAE elle BT FoF Fo gudAvt
2, W4 20| Y Y Ay i
W ko] Hit 9 ARRAIE (Table 2)9F 2oh AMH]» & 3. 78 BHo| ASB
o] HitE 54 AxR 715 F2 (4.0310.7D)H, Aul= &
ZA(4.2110.63)4, 7138 FH4.01+0,79)A0|YUk. Au|= 7} 7MAA B AZEE (Figure 103 21, Aukd Bex)4
A9} nANEEL B 53 HEZ Au]2 71X](3.84+0.67)7 % £ x’=7.10 p=.008, x */df=7.10, GFI(,99). AGFI(.92), RMSEA
IARE(4,024£0, 7))o nAFAEE 74 HAxa PJi (0.09), NFI(,99). CFI(.99) & TLI(.96)°]1t}(Table 2). 7}d%]
53711355010t W 3] A BT skl U BHolM 7 F4, AHl= 34 2 Ve FEe BEF A
(Table 2) Means, standard deviations and correlations of variables
1 2 3 4 5 6
Variable M=SD, r r r r r r
P) (p) (p) () () ()
1 Functional quality 4.03+0.71 1
: : 70
" .
2 Service environment 421+0.63 ({001) 1
' . 67 71
o . .
3 Technical quality 401£0.74 ((001) ((001) 1
, 65 62 65
4 + : : -
Service value 3.84+0.67 ((001) ((001) ({001) 1
N 67 59 65 65
N . . . i
5 Customer satisfaction 4.02+0.71 ({001) (<001) (< 001) ((001) 1
44 36 48 48 60
6 Cust + : : : : :
ustomer loyalty 537+135 ((001) ({001) ({001) (001) ((001) 1
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sl 715 #4, 714 4 ¢ ¥l Vi BT e
ol frofgk Fof JIFe vz NS aAFAE & FARFH ] HAZEE (Figure 2) 9} 231 Akl A4
ofgk o] JFE vy 715H F4, 7led F4 E A x’=7.96 p=.019, x*/df=3.98, GFI(.99). AGFI(.96), RMSEA
= 7T aAFER TS A B HEE 2y (0.07), NFI(.99). CFI(.99) % TLI(.98) ©|%Ith(Table 3). E3]
Aol REAFE wEdveiglord Ry Agwg o ¥ FARGL x7/d7h 3,982 FHABHIAL, RMSEAR 0072
Al 37 A3 AeHAR] F Ao o] 24 wiEE aEfste A sto] Fwrt 7PdY RYHTE Folxoh wdh AGFISH TLIE
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(Table 3) Gooadness fit indies for the hypothetical and
modified models

Content Value
Ideal Hypothetical model ~ Modified model

x° 7.10 7.96
df 1 2

p > 05 008 019
x 2[of <3 7.10 3.98
GFI =90 99 99
AGFI =90 92 96
RMSEA .05-08 09 07
NFI =90 99 99
CHl =90 99 99
TLI =90 96 98

GFl=goodness of fit index;

AGFl=ajusted goodness of fit index;

RMR=root mean squared residual,

RMSEA=root mean squared error of approximation;
NFl=normed fit index; CFl=comparative fit index);
TLI=tucker-lewis index,

5]
0z

5. S Ztol QlnbaA H duiy 24
(Table 4)= $458] FFshd Adash, dEd 4 3
Eﬁr~ Holgrh Aul2 7R 9% F
& A} 71eH FAL=33, p=.002), 7|&
p=.002) gl AH|z §A(B=.17, p=.003) F=O& %7412—1_.;1 a
ot Ay Ee}t F EAE BITE 7P olmAuls FAWS
B A2 7HE 52.4% Awshs o2 JeRdoh
AR T T addoRe VIsH Fdo Ayad
(B=.32, p=.002), TR EIH(B=.09, p=.001) B F HIH =41,

p=.002) ®F SAHCR fofstglen rled FH= Adast

(B=.27, p=.004), ZHEIH =08, p=.001) B F &I =35,
p=.001) BF FAHCRE foaiqirt. el AH: THAE 2
2 A EgI(p =26, p=.00)9} F FIHB=.26, p=.001)7} ]
stdon Mulzgge PER(R=05, p=.00D)2 F H¥}
(8=.05, p=.00D)7} FroJateitt. wepr] wARREe| w|x= F
= 1A 4, 71Ed 4, Aulx THA E A 34

TORE EQtor ols WFE IAVES 56.3% AHWde Ao

= tehgrh
AT 9 FE adon 1 Fie i)
OBAdeR ReldhA agkor X gamHp-2,

p=.00D¢} F Eﬂ<<ﬂ= 20, p=.001)7} EAHoZ Holalgrt.
AMulz BT IPHEI(L=.04, p=.00D)9} F HI(8=.04,
p=.00)7} SAHCE foatditt. 2 1Ed FEL A
FI(B=12, p=.018), TFHEIHB=20, p=002)¢} F FIF
(B=32, p=.004) BF FAAHCE frofstdlal A= 7HAE F
HEIHB=12, p=.017), TFHEIHB=12, p=.001) 2@ % &I}
(B=.24, p=.001) BF froJabedct, aAghEe A4 F AP =48,
p=.003)9} & EINF=48, p=.003)%t FJatdict, wepa] A
FR=A 7P e E9E nRle 890

f

e IARE, 716H F4,
Apls A1), FisA FA R s 8 o e w9
ofF Wt DAFAEE 38.8% Qe Ao Ve,
ok, £ WS 7] JdiwAE AR A%, 3
el elmAls FA BE Az Ao AgHel dee o
A 715 B, 1A A W Aus s BE 2
of ARA e vlAH Aulx AL TAREH A
o kg . EH DAFHEA A B B nAs
HMAE BARSO|n J1ed Bz AU e A -2
Aol Qe BF wAL e FAI s 84 1A%

(Table 4) Standardized direct effect indirect effect and total effect in modified path model

Endogenous variable Exogenous variable ef'lfjel (r;c:p) elfr;:értet(::)) eff-!; c::ttal(p) SMC
Service value Functional quality 3 (.002) 33 (.002) 52
Service environment 7 (.003) 17 (.003)
Technological quality 1 (.002) 231 (.002)
Customer satisfaction Functional quality 2 (.002) 09 (.001) 41 (002 56
Service environment 05 (,001) 05 (,001)
Technological quality (.004) 08 (.001) 35 (,003)
Service value 26 (.001) 26 (,001)
Customer loyalty Functional quality -04 (473) 24 (.001) 20 (,001) 39
Service environment 04 (.001) .04 (.001)
Technical quality (.018) 20 (,002) 32 (,004)
Service value 12 (017) 12 (.001) 24 (001)
Customer satisfaction 48 (.003) 48 (,003)

SMC=Squared multiple correlations,
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