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Factors Influencing Chinese Customers’ Loyalty to Korean Medical
and Tourism Services

Yom, Young-Hee' - Kim, Myoung Ae” - Han, Jung Hee?

Red Cross College of Nursing, Chung-Ang University
Graduate School, Chung-Ang University

Purpose: The purpose of this study was to identify factors related to the loyalty of Chinese customers who use Korean
medical and tourism services. Methods: Participants were 158 Chinese who visited plastic surgery clinics in Korea.
Data were analyzed using descriptive statistics, One-way ANOVA, Scheffé test, Pearson Correlation and Hierachical
Multiple Regression. Results: Medical service quality, tourism service quality and medical and service satisfaction
were positively correlated with customer loyalty. Medical service quality and medical and tourism service satisfaction
had significant influence on customer loyalty. The explained variance for customer loyalty was 84.9%. Conclusion:
These results suggest the need to improve the tourism service and medical and tourism service satisfaction to retain
loyal customers.
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Table 1. General Characteristics of Participants (N=158)
o . n (%) or
Characteristics Categories M+SD
Gender Male 10 (6.3)
Female 148 (93.7)
Age (year) 39.7£8.7
20~29 24 (15.2)
30~39 58 (36.7)
40~49 51 (32.3)
50~59 25 (15.8)
Education < High school 42 (26.6)
University 105 (66.5)
Graduate school 11 (7.0)
Marriage Unmarried 35 (22.2)
Married 123 (77.8)
Religion Yes 13(8.2)
No 145 (91.8)
Current Housewife 25(15.8)
occupation Office job 70 (44.3)
Self-employed business 50 (31.6)
Unemployed 13 (8.2)
Monthly income  1,500~4,500 54 (34.2)
(USD) 4,501~6,000 30 (19.0)
6,001~7,500 50 (15.2)
>7,501 24 (15.2)
Travelling 501~2,000 37 (23.4)
expenses 2,001~5,000 37 (23.4)
(USD) >5,001 84 (53.2)
Purpose of visit Medical or tourism 62 (39.2)
service 96 (60.8)
Both
Medical tourism  Medical tourism agency 78 (49.3)
information Others 80 (50.7)
Medical service Family 13 (8.2)
companion Alone 21 (13.3)
Friend or coworker 50 (31.6)
Travel agency 74 (40.8)
Period of visit 415+629
(day) 1=5 5(3.2)
6~10 51 (32.3)
11~30 62 (39.2)
31~365 40 (25.3)
Frequency of 1.6*13
visit 0 20(12.7)
1 72 (45.6)
2 38 (24.1)
>3 28(17.7)
Medical service 0 45 (28.5)
(frequency of 1 91 (57.6)
visits) 2 16 (10.1)
>3 6(3.8)
09+0.8

i,

p<.003) AFE B4 A% 2el &

7 Fkel e izt AT =T

gdzte] oA A, FgAu| s A, oS igAu| A
T 9 SAELR] Al Table 29} 2o}, 74 23,
RE W7t S o] FHaAE vERIT S om0
2 Fo| F25E, P2 Ho] FLFE, sG]~
STt 2555 ATV =34t SR g Al
2 MEL (1= 90, p<.001), TFAu)~ &
(r=.55, p<.001) 2 O FAH|A H(r= 53, p<.001) £ 2
=7 Vbt
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oAl FAE ake Al 218 A4 S 1A
(hierarchical multiple regression) 2.2 #2138t A3}+= Table
49k At} A7 37 S 817 ol s]AR R o 7S A
A8 A5 ket ek, A, SEA AR S 91 2 £
(plon & AHE 23} FE4Hd0] EIHJT. A, 1Ak
=94 A5 ¢l8l Byl $t&(Durbin Watson) A& &
Qg A3} 21298 Q@ ARhe] A7 g g qiitt. Falg o
H] k&= EA|FFo] 20] 77 2171233 A o] gith(uncorre-
lated)aL Eot. A, SHATE 31 vd534143E Eelg
Az} A R]4=(Variance Inflation Factor, VIF)7} 1,028
~2.775 Alolo] 910} VIFgto] 1055} 2o Aub o 2 v
Qe ek, webd 2 AP AR 9

#7188 5 3HA,

FXA0]

3| FRA oA FARTE tdAte] kA BA4o we F
A= zto] AF oA frofgh xtolg Bl & g 4, o F 7
H], o533 AW, osAu|x FRA E}EAT FAH

F7F 39 Model 12 SA= Wol9] 3.1%(F=2.00, p=
.098)& A8t et S Froldt FFFE vAE v
Ak, oz AH)A FL ¥33) Model 2 FAE tﬂoliﬂ
35.5%2 AW PL(F=14.87 p<.001) o] EAH]2
=.57) Frolgt ks vt WA H2 A-g F3HE Model
32 FA= Wo H 39.7%(F=14.80, p<.001)Z A 3}3]e
™, oA H| 2 A(B=.30, p=.007)7% JJrﬂfH 1 Z(B=.33,
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Table 2. Correlation among Medical Service, Tourism Service, Service Satisfaction and Loyalty

(N=158)

Medical service Tourism service

Medical and

i i i tourism service Loyalty
Variables M=£SD quality quality Satisfaction
r(p) r (p) r(p) r (p)
Medical service quality 438+0.52 1
Tourism service quality 4.28%0.59 74 (<.001) 1
Medical and tourism 4241065 54 (<.001) 51 (<.001) 1
service satisfaction
Loyalty 425%0.65 .53 (<.001) .55 (<.001) .90 (<.001) 1
Table 3. Differences in Loyalty by General Characteristics (N=158)
. . tor F (p)
+
Characteristics Categories M=ESD Scheffé
Gender Male 4.06+0.84 0.93
Female 4.27%0.64 (.336)
Age (year) 20~29 421%0.62 0.57
30~39 4.30%0.59 (.635)
40~49 4.28+0.63
50~59 4.12%+0.86
Education < High school 4.33+0.68 0.44
< University 422%+0.65 (.640)
Graduate school 4.28+0.58
Marriage Unmarried 4.40%0.65 2.32
Married 421%0.65 (.129)
Religion Yes 4.02%£0.95 1.86
No 427+0.62 (.175)
Current occupation Housewife 4.38%0.59 3.06
Office job 4.10%0.70 (.030)
Self-employed business 4.43+0.62
Unemployed 4.14%0.49
Monthly income 1,500~4,500 USD" 450%0.73 4,90
4,501~6,000 USD" 4.23+0.50 (.003)
6,001~7,500 USD" 4.06+0.73 a>c
>7,501 USD* 410+0.73
Travelling expenses 501~2,000 USD" 4.62+0.52 9.25
2,001~5,000 USD® 4261056 (<.001)
>5,001 USD* 4.09%0.68 a>b.c
Purpose of visit Medical or tourism service 4.251+0.72 0.01
Both 4.26+0.61 (.908)
Medical tourism information Medical tourism agency 443+0.61 13.0
Others 4.07%£0.65 (.001)
Medical service companion Family* 4.23+0.59 491
Alone” 3.92£0.68 (.003)
Friend or Coworker® 4.12%+0.65 b<d
Travel agency” 4.44+0.61
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Table 4. Results of Hierarchical Regression on Loyalty

=3

Variable Model 1 Model 2 Model 3 Model 4

B t(p) B t(p) B t(p) B t(p)
Monthly income -16 -1.62(107) -08 -0.95(.341) -10 -0.13(173) -.00 -0.14 (.886)
Travelling expenses -11 -0.58(563) -.05 -0.72(.469) -02 -027(781) -03 -0.93(349)
Medical tourism information 22 -0.67(501) -12 -1.15(.249) -10 -098(.326) -01 -0.36(.714)
Medical service companion 18 -039(705) .07  0.73 (460) 05 052(603) .01 0.77 (440)
Medical service quality 57 7.89(<.001) 30 275(007) -.07 -1.32(186)
Tourism service quality 33 3.05(0.03) .19 3.53(.001)
Medical and tourism service satisfaction 84 19.01 (<.001)
F (p) 2.00 (.098) 14.87 (< .001) 14.80 (< .001) 102.45 (< .001)
R’ 06 38 42 85
Adjusted R® 03 35 39 84

Model 45 ZATE & 84 9%2 AWsh= 2o Jehgo
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