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Abstract

Purpose: This study was done to examine the influence of nursing service quality and
medical service satisfaction on intent to revisit the hospital, and to identify mediating
effects of medical service satisfaction between nursing service quality and intent to revisit
the hospital, Methods: This study was a cross-sectional survey, Participants were 390
hospitalized patients at one general hospital in Gyeonggi Province, Data were collected
from July 21 to September 10, 2010 and analyzed using SPSS/PC version 18.0.
Results: The score for nursing service quality continuously improved but the scores for
medical service satisfaction and intent to revisit the hospital did not changed significantly
after estimated, Factors influencing intent to revisit the hospital were nursing service
quality, medical service satisfaction, ‘same religion’, and ‘Christian’, and the explanation
power of these four factors was 79.7%. Medical service satisfaction had a partial
mediating effect between nursing service quality and intent to revisit the hospital,
Conclusion: Findings indicate that nursing service quality is a very important factor to
improve both medical service satisfaction and intent to revisit the hospital, Nursing
managers should develop strategies to improve nursing service quality,
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oJE57|#T AuRk ke BAE Azl WHe] vk AuAt
ske] @A AstellA omrlde] 53] #AS ThAol & it
g 71ES gt 7
& ofu] 71dg g 7] Wil 7l et 5:7Hﬂl%% Az
st 7] wE-olth(Kim, 2002; Lee, Kim, Kim, & Ha, 2008).
e 3AY Aol o] wEs) Fe 37
YA 5 e B ol BoHel FARIAA
=] Qth(Yoo, 2004; Lee, 2004; ShiN, 2004), ZL&7|
g 71E AL FAske Zol At 2L FHae Aol
Hg] vgHl SHA 5~6 vy ZEHA nE ASd
¢lth(Shin, 2004).

aH|Aeke] B AstolMe Auls A, 2HRp v ol
o Zo] We FAL whu QItHCho, 2005; Jeong, 2004;
Jeong, 2009; Lee, 2007; Lee & Yom, 2005, 2007; Park, 2009;
Shin, 2004), ©] FollA] Au|2=e] AF} WEL B3] A& 2
Naddole E7stL o] &% ®Ejdte] s dEx
(Andaleeb, 2001; Brady & Robertson, 2001; Lee, Cho, Choi,
& Kang, 2001), W% F32olola s 22sl7|e oft
agx] Az ot wiEg AR SA3] HsiMe olEY
HF YFUF Aolg owE SAsoF drh= Fao] AVH
3L 9JtH(Cheng, Yang, & Chiang, 2003; Kersnik, 2003; Tung &
Chang, 2009; Yoo, 2004). &JFAtY] HoloM= ojgiuj~ A
F wE, WY Aol A=yt A FAHol BAH gledl
(Cheng, Yang, & Chiang, 2003; Kersnik, 2003; Lee, 2005,
2007; Lee & Yom, 2005, 2007; Tung & Chang, 2009), 7]& <1
TE oot JgAr|A oy wiEo] AH|Rke] W Aold
dgrd 71 A dFE HAe wFdel ElHnm v
(Cheng, Yang, & Chiang, 2003; Cho, 2005; Jeong, 2004;
Jeong, 2009; Kersnik, 2003; Rho & Oh, 2008; Shin, 2004;
Tung & Chang, 2009).
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A9} AYE ZFEE Lol EFOoZ(Korea Nursea
Association, 1983), & Fo|AE  Parasuraman, Zeithaml¥}
Berry(1988)ol] 9J3] 7|E SERVQUAL REle] jgo] A3}
Lee(2005)7F S-2lvet Tta o] g £4-Had 75 ARG
Ske] SERVPERF Rl oJste] Fanhs 43 gholr},
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(Table 1) Demographic Characteristics of Participants

(N=390,
Characteristics  ltem n % Mean(SD)
M 199 510
Gender F 191 490
Unmarried 83 213
Marital status  Married 279 715
Others 28 72
>30 74 190
31-40 61 156
Age (years) 41-50 108 277 46.18(15.88)
51-60 78 200
<61 69 177
Buddhist 142 364
Christian 83 213
Religion Catholic 31 79
None 128 328
Others 6 15
>Middle school 80 205
Education High school 165 423
<University 145 372
>2,000 191 490
2,001-3,000 93 238
'(??gég%“v"gr?)th 3,001-4,000 55 141
4,001-5,000 26 6.7
<5,001 25 6.4
Experience of  Yes 133 341
hospitalization ~ No 257 659
Medical ward 186 477
Egr%?sg?;%nt of Surgical ward 175 449
Oriental ward 29 74
g;cnillent medical 94 241
Reasons for ngg&%@c 122 313
hgf;ggg;ng Same religion 9 23
et by g5 22
Others 79 203
>5 214 549
Days of 6-10 69 177
hospitalization ~ 11-15 23 59 146927.87)
(days) 16-20 16 41
<21 68 174
3k shracle A

411(£.68), 1A

EREERE RS

84 3.96(£.67),

T 74 vhdo) 5.85(+1,15)2 YRt}

=
= o
oHE, Hal X

5 MEA 4.25(E.63), HH&A
A 4.18(%.67), T 4.20.67) 02 YERE
2 77 v 5.75(x1.13), WY Aolg <

(Table 2) MNursing Service Quality, Medical Service

Satisfaction, Intent to Revisit Hospital ~ (N=390)

[tem Mininum Maxinum  Mean(SD)
Nursing service quality 1.60 5.00 4 14(.60)
Tangible 2.00 5.00 3.96(.67)
Reliable 1.50 5.00 4.25(.63)
Responsiveness 1.00 5.00 4 11(.68)
Assurance 1.00 5.00 4.18(.67)
Empathy 2.00 5.00 4.20(67)
Medical service satisfaction 2.00 7.00 575(1.13)
Intent to revisit the hospital 1.00 7.00 5.85(1.15)

aulge] Sl SAd] mhe eAula A, oAU
9, el Alold owol tig A2 Aol (Table 33} @,
EAu|z ol Aol et ATsh EAe oI

I HALE olfE, 31404 Abo]e] AEEe] THE YT
Al s TEAuA AE YA AZehanF=2.494,

p(.043), ‘AgF A e ATHLES
vho] gh2 o]fE AP YL AEd AlEE v kaAux
A& WA AZsFArkFE=5.227, p(.001).

ogAMua gEoA A Zatel7t et Qe B o
o, 9 it ISR, WYEAE o2, 31404 Atole] AREE

o] Tt ABTY AFEE] Wl (F=2.629, p<.034), ¥ HF 7}

AeF Agse] 1

o] 5015+ o)l AlgEo] 1 o3kl AREEC] HlE 9
EAMH 2~ TS WA Aok (F=2.403, p(.049), ‘5%
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(Table 3) Differences in Nursing Service Quality, Medical Service Satisfaction, and Intent to Revisit the Hospital by Participants'
Demographic Characteristics (N=390)

Nursing service

Medical service satisfaction Hospital revisiting intent

4

o
e 4

FAIAZY e, JsAH|A BEe
(r=.855, p{.001)9} 23| w2 FAAA}

B4l Aolg o
e Aoz v

WAZE ElEglenz el Aolg o=l

Characteristics Item quality
Mean(SD) F/t(o) Mean(SD) F/t(0) Mean(SD) F/t(p)

— M 4.19(60) 3.045 577(1.17) 201 5.84(1.20) 004
F 4.09(61) (.082) 5.72(1.09) (654) 5.85(1.20) (.951)
Unmarried 4.22(61) 5.78(1.14) 5.80(1.24)

Marital status Married 4.11(.61) 2:,;155 5.71(1.13) (2?451) 5.84(1.11) (':63;;)
Others 4.20(52) : 6.02(1.14) : 6.01(1.24) :
>30° 4 24(59) 5.80(1.16) 5.86(1.26)
31-40° 3.97(71) 2494 5.32(1.15) 2629 5.49(1.17) 5

Age (years) 41-50° 419(58) (.043) 5.83(1.11) (.034) 5.93(1.11) ( 693)
51-60° 4.18(52) b{a,c,d,e 5.81(1.07) b{(ac,de 6.00(1.08) :
<61° 4.04(62) 5.85(1.13) 5.81(1.10)

Buddhist® 418(59) 5.94(1.08) 6.07(1.07)
Christian® 4.18(54) - 577(1.17) 0 5.77(1.18) 2410

Religion Catholic® 4.04(57) (- 503) 5.61(:86) ( -078) 5.70(95) (.049)
None® 4.09(67) : 557(1.21) : 5.69(1.21) abic,de
Others® 416(62) 5.33(1.21) 5.39(1.25)
>Middle school 4.18(61) 5.94( 97) 6.06(.95)

Education High school 410(.62) ('228) 5.65(1.18) 217762? 5.79(1.20) (118;38?
< University 4.17(58) : 5.75(1.15) : 5.78(1.17) :
>2,000° 413(61) 5.70(1.15) 5.77(113)
2,001-3,000° 419(59) 5.92(1.02) 2403 6.00(1.15) 2415

'(?ngg)e%;;th 3,001-4,000° 4.02(60) 2 -19(?97) 5.55(1.23) (049) 5.69(1.28) (048)

’ 4,001-5,000° 4.38(.65) : 6.15(1.06) ab,cdye 6.33(.86) ab,c,dye
<5,001° 4.05(52) 5.42(1,09) 5.57(1.05)

ST O Yesa 4.12(60) 138 5.86(1.09) 1947 6.01(1.06) 4.423

L (.036)
hospitalization Nob 4.15(61) (711) 5.69(1.15) (.164) 5.75(1.18) _
Medical wards® 4.09(61) 5.58(1.20) 5.98(1.09) 4208

Zjﬁ?stgim of Surgical wards” 4.20(58) 2 '2555 6.02(91) 2 g0799) 5.67(1.22) (016)
Oriental wards® 411(.72) : 591(1.12) : 6.09(,84) a,cyb
EMT® 4.36(54) 6.27(.80) 6.42(.82)

Reasons for GA® 3.99(64) . 5.42(1.18) 9.031 5.54(1.23) 10.356
choosing SR° 4.06(,59) ( 600) 5.67(.90) (.000) 5.59(1.10) (.000)
hospital 10 4 11(.52) b(écde 5.84(.92) a,dyb,ce 5.91(93) a,dyb,ce

Otherse 4 15(.64) e 5.53(1.38) 557(1.31)
>5 413(.64) 5.75(1.16) 5.81(1.17)

Days of 6-10 4.21(52) 5.73(1.23) 5.84(1.31)

hospitalization 11-15 4 25(52) ('gg;) 6.07(77) (‘ggg) 6.12(.89) ('2;;

(days) 16-20 4.08(57) : 5.81(1.01) : 5.81(93) :
<21 4.07(.60) 5.63(1.08) 5.85(1.03)

EMT: Excellent Medical Team, GA: Geographic Advantage, SR: Same Religion, 10: Inducement by Others
W Aol & o= JIFE vAE 8 I3k7] s Wk
A FAE| 2 A ogAu|a v WY Aol o wzte] A
HAE A3y 2 AT, s AL oFAH[A ghE( 2) W xjo|8 o=of e olxlz 29
r=.647, p(.001)T WY Aol§ J=(r=.639, p{.001)e} H]nH ZHeAm|2 A, oFAMu 2 fE HY Aol omhe] g

| 9FE MAe a9E

Slsl] fsf AR SR o A= (Table 4) 9} 2t
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(Table 4) Factors Influencing Participants' Intent to Revisit (N=390)
Variables B SE B t(0) R* Change Adj R F(0)
Constant 393 303 1.300(,196) 797 130,576
Medical service satisfaction 765 048 775 16.037(¢.001) 760 (€.001)
Nursing service quality 298 087 166 3.422(.001) 016
Reason for choosing hospital (Same religion) -908 284 -126 -3.202(,002) 012
Religion (Christian) -250 09  -103 -2.602(,010) 009

(Table 5) Hierarchical Regression Analysis on Intent to Revisit the Hospital (N=390)

Dependent Step 1 Step 2 Step 3 Step 4
Medical service Intent to Revisit Intent to Revisit Intent to Revisit
Independent satisfaction Hospital Hospital Hospital
Nursing service
st 1.211(¢.001) 1.216(¢.001) .280(¢.001)
Medical service satisfaction 870(¢.001) .733(¢.001)
R*(Adj R?) 418(417) 408(.406) 732(.731) T744(743)
F(o) 279.068(¢.001) 267.316((.001) 1058,525((.001) 563,266(¢.001)

W Aolg ofme ouAuls W, teAu s A, W
g off FAMT B2 F, T FolM VIS o)

A 79.7% A EE ATt

5. 2tSMH|A EoF Wl Aol o=zt AN
O|EMH|A Zlo| oi7HZ

WY Aold omo] JFL mHE 890e RIS AFHE V)
o 2 ZksAful2 A W Aolg ool A A JE A
Hl2 o] k= wil s Elekr] s AAlgk AAH 3
AEA ] A= (Table 5)9F 2},

BaronZ} Kenny(1986)¢] wi7f&x F=x7o] 4vtAo] &3}
o B4% Ay, gA 1 oM kEAMus Ao gaAus E
< 41.8% AEa(B=1.211, p(.001) AHHFL FAHo® H
9|3} STh(F=279.068, p(.001). ©A 2 oA tEAH|~ e H
A Aolg d=E 40.8% ATEFAI(B=1.216, p(.001), AEH

& EAAoR

2 §o8FrhF=267.316, p¢.001), ©A 3 4] 9
BAux gEe WY Aol =E 73.2% A H3aL(B-.870,

p(.001), AHEL FAHLRE FaFArh(F=1058.525, p{.001).
@A 4 oM ZhEAMu)a H(B=.280, p{. 00T oBAMH|A WHE
(B=.733, p{.001)L HY Alo|g =& 74.4% AWty 49
ge FAHoZ Fol3lrh(F=563.266, p<.001). o] wj, ©A 4
oM Ttz 2o W Aolg o= uigh dwEo] A
20 wlal], HASA radrlovt AW AAle EAlEtgon
2, ksAul A By Aolg ozt BAlA s

2 gEe 2R upETE 2E Aes Jed,

= o

B AFfeA zkaMul~ de 53 vk 4,142 JehsTh
o] &2 A= HE APt AMgHE =7t gt A Hlud
& A EAEA ZE 5H FHxz EAR o2 dFE
(Kim, 2005; Kim & Ha, 2009;
2005; Lee & Yom, 2005, 2007; Park, 2009)¢] A#}Eo] 4,00&
W71 R Avs 18 o, 2 7Ly keaus de

FAFAY, = 7|2 ke AS
A ATAARES AHEY 27)d FPH ATLFE 1 A
Frol vt FHIo| FYE AFUFE 2 SAo| moAE F
AlZE YebgEdl, o] B2 Aibe ksAuls Hol 3] #E

Ho] PPER gL vegsh Ao st

Jung & Youn, 2001; Lee,

. .
Hud =& 7o =

(Lee, 2007; Lee, Cho, Choi, & Kang, 2001; Lee & Yom, 2005,
2007; Rho & Oh, 2008)¢} 53 H=2 =H3gk I4(Cho, 2005;
Jeong, 2004; Jeong, 2009; Jung & Youn, 2001; Kim & Ha,
2009; Shin, 2004)2 FFH F 8lof, o]E9 SAH%E H|us}y]
5 4 AFES BF 100 vbgdow @) ®AMskqdcy 1 2
%, 74 AeR 2% ATolM eAHlE wEe 73R
8473 Abol2 Uehtal 5 HxR A% AFelM oEafEx
WS soRRE 767 Aoz deht, 53 HAxs 543 olm
MHlA o] 74 AR ZAF FAMHA RS vl ekt
S Jehds Aol 9 Ao FAHo ogdl 52
ATttt AR =77 23 dPdake 2] wiid gald
T Y3t dEAMHA WSS SAF ATE

el
B Ay dAo =AY oz AMu~ uET Hio =X o7
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%, o A2 BEe AMEE =T ool web Aolrt s
W, AsAMEE Al g ARk S5 whe wste] FA7t
UehtAlE &gttt ogAnla g WSt el e
o7t oEAulz whEo] FEAfu| Hef vl ulgo] YR
FdHola Frglste] AstaiA S4o] H7] oH7] WA,
SEAH| A whSo] Bt o7l shAvt Al A e Al

2 o] FolAA| 7] wiEQlA], &uAp deje] AFew

z

o] EollE Byt AHA THES
A, ool gk FAA olf-E FIF F gtk aEEE 9
A2 ghEo] SR B olfE Hetsly] Yl 24
BE AR G AR gAATIE Had ot
WY Aol oxe ek dAx olF 7d xR AT
TLee, 2005, 2007, Lee & Yom, 2005, 2007; Rho & Oh,
2009)¢F 58 HA=Z &A% AT (Cho, 2005; Jeong, 2004;
Jeong, 2009; Kim & Ha, 2009; Shin, 200)& EF< & AU
o 2P 0B AL wuE Y BT 1008 e
gtetgict. 2 2, 74 He2 243 AT ¥d Aold
T OHRE 84 Ato], s HER FAg Ao He A
ol == 57HFH 864 Ato]2 Urht B Aolg x|
ME Az w2 SA%e ztol7t vepdAlE eksieh B Al
ol Y=L o5 FAHg AV|ER Uro] AuE An, o] o
Al QEAE 2 BEAY AREY] S5 we FEEe "kt
vrEREA] ookt A BAofg el nHAE el =dd
F oAz, ouAulx, WY Aold oxrt FEE HAE
WA Ayt Hal glgels ETekal ksAul: AE A9
ez 7 dldAs ol R 9 gle "t JehtA
e Ao ddto] HU

AT B0 @ AZztels BAG 2Ad, 5% 95
g7 TE A AR d7Hds A9d € 7155yl

So1Rkdolde] 30th AlEEo] ojgAfHls RS WY Aol &
[e)

2

rx ok

O:

o=, REE W Azsh Aoz et o|dd 54< %
EoAlgEe naBe ge ARd AN 8ol ¥ed, 4
1 nx5e AgES 5 ¥4 Aol dwt ¥el vl
Al Zog aQlelEE o5E WEAY & Qe Awdol
1 2R JRAHAE T Bast gle Aow A4Hg
o oleld Azte 2EANls Ae TASE 29l Fold o
SRl 4002 WA G AdelE AuPESE Ao,
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o F& A% Aolet
2 A7, 9 Al JEE 1 & AYE F ot
S dmAble WEoz, od Ase J|E ATE

(Cheng, Yang, & Chiang, 2003; Cho, 2005; Jeong, 2004;
Jeong, 2009; Kersnik, 2003; Lee, 2007; Rho & Oh, 2008; Shin,
2004; Tung & Chang, 2009)3% UX|a}= ZAielct, T2} 2
Aol Y Aolg ool thgh omAuHL whEo] dEe
70.0%%, tte Adsd vE] Fgel =A ekt B Ao
€z tigh ouAH|A whEe AHe Lee(2007)9 AT
o= 52.7%, Rho9} Oh(2008)2] AFAlME 27.4%= UERS
o=2x dFmitt A tE AwEe] FES BHusigth 1
vrel e Aol el gsAMula = B3 ATFE
(Cheng, Yang, & Chiang, 2003; Cho, 2005; Jeong, 2004;
Jeong, 2009; Kersnik, 2003; Shin, 2004; Tung & Chang, 2009)
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