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Abstract
PurposeThe purpose of this study was to examine the effect of patient perception of the switching cost and negative word of mouth on revisit intention of patients in out-patient departments (OPDs) of general hospitals.

MethodsThe participants were 306 patients in general hospital, selected through convenience sampling. Data were collected using a structured questionnaire and analyzed using descriptive statistics, Spearman correlation coefficient, and logistic regression with SPSS Win.

ResultsRelational switching cost was positively correlated with revisit intention (r=.58, p=<.001), but not financial switching cost or procedural switching cost. Negative word of mouth was negatively correlated with revisit intention (r=-.22, p=<.001). The significant predictors influencing revisit intention in patients was relational switching cost.

ConclusionThe findings of this study suggest that hospital and nursing managers should seek to bolster perceptions of switching costs and negative word of mouth, which subsequently increases revisit intentions in small hospitals located in the country as well as urban large hospitals.
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  General characteristics of participants (N=306)
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  Mean and standard deviation of variables (N=306)

*Revisiting intention : converted into dichotomy variable
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  Spearman correlation between switching cost, negative word of mouth and revisiting intention (N=306)

X1=switching costs; X2=relational social switching cost; X3=financial switching cost;
X4=procedural switching cost; X5=negative word of mouth; X6=revisiting intention
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  Factors affecting revisiting intention (N=306)

ref : reference variable
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Characteristics Category n(%)
Gender Male 144{47 1)
Female 162(52.9)
Agelyr) <20 15( 49)
Mean+8D; 20-39 177(57.8)
360+11.7 > 40 107(35.0)
Missing 7(23)
Marital status Unmarried 116(37.9)
Married 178(58.2)
Others 7(23)
Missing 5(16)
Education level High'school 77(25.2)
University or college 201(65.7)
Master 9 29)
Missing 19( 62)
Clinical Pediatric 25(8.2)
departments Medicine 103(33.7)
Surgery 34(11,1)
Ophthalmology 68(22.2)
ENT 24(7.8)
Neurology 14( 46)
Others 38(12.4)
Hospitalzation Yes 127(415)
No 179(58.5)
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Variables B SE Wald ExplB)  95% C. | )
Gender (rf, female] 014 028 024 86 049152 624
Age 001 001 038 101 097-105 53
Marriage unmaried (ref, others) 065 103 040 051 006-394 526
Mariage married (ref, others) 041 095 018 086 010- 430 666
Department medicine (ref, others) 003 03t 001 097 052-178 923
Department surgery (tef, others) 009 047 003 109 043280 845
Education level high school (ref, master) 094 102 084 257 0341927 387
Education level unversity (ref, master) 130 099 170 386 0522577 191
Hospitalzation (ef, no) 030 028 112 078 042-129 289
Relational social switching cost 098 016 3686 268 195368 (001
Financial switching cost 001 013 001 101 078131 908
Procedural switching cost 006 013 023 098 071-122 629
Negative word of mouth 013 010 170 087 070-107 192
Constant. -393 182







OEBPS/image/ReficonKoreaMed.gif
KOREAMED





OEBPS/image/icon-orcid.jpg





OEBPS/images/ArticleImage/0163JKANA/jkana-17-5-i002-l.jpg
Variables Mean(SD)  Min _ Max

Switching costs 392093 118 682
Relational social switching cost 4.12(123) 100 7,00
Financial switching cost 40(132) 100 700
Procedural switching cost 4120122 100 7,00
Negative word of mouth 33140) 100 700
Revisiting intention 456(114) 100 7.00
Variables Categoy N %
Revisting intention* No 132 431
Yes 174 569






OEBPS/images/ArticleImage/0163JKANA/jkana-17-5-i003-l.jpg
X1 X2 X3 X4 X5 X6
) ) ) © ) )
1. Switching costs -
54
2, Relational social switching cost (¢001)
a5 24
el 0 Cwom o B
3 8 3
B 4, Procedural 5Wﬂl’7\’\900€\ . (00 (001) (¢0o) 5 - -
o o % ®
2 e oot (4 (o2 (58 (s%)
2 58 13 06 -2
6. Revisting ntontion (001 (<001 (018 (245) ((001)






OEBPS/image/icon_corresp.gif





