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ABSTRACT

A Study on Methods to Revitalize Medical Tourism
Service Quality in Gwangju/Jeonnam Area
— Focused on GAP model

Mi Ra, Kim

Advisor : Prof. Yoon Young, Hwang Ph.D.
Department of Business Administration
Graduate School of Chosun University

The purpose of this study is to evaluate the present condition of
medical tourism in Gwangju and Jeonnam area and to revise the future
direction of medical tourism. The analysis of the cause of the service
quality problem through the perception and role of the practitioner of the
medical tourism department that provides the medical service and the
medical tourism agency manager and the inconsistency between the
expectation of the customer and the provision of the service occur in the
delivery process of the service We aim to find ways to increase the
satisfaction of medical tourists and increase the reutilization rate by
deriving system design factors to match customer expectations and

experience.
The purpose of this study is to investigate the effect of medical tourism
on the activation of medical tourism through empirical research through

service quality and to investigate how the perception of medical tourists of

medical tour operators and employees affects activation of medical

_Vi_
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tourism service quality.

In this study, the service quality of medical tourism was regarded as
the difference between expectation and performance. Therefore, in future
research, it is necessary to study and compare the quality of medical

tourism service by various approaches.

It can be assumed that Korea is a country that is well suited to meet
the desire of beauty due to the proliferation of Korean Wave and has
excellent physical accessibility. It will surely expand the market. Based on

these potentials and competitiveness, | would like to study the competitive.

Key words : Service Quality, Medical Tourism, GAP Model
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2 22 MHlA BENE 2E AR 2 g2 FRUACH
Rust and Oliver(1994)Jt HMIetst “AMHIA AZ'2 Gronroos(1984)2 ZWtE
A2 Hag ), MUlA M2 HEERZ 2SS0 HUA 3H2 22 MUlA
£ Xoted 5240l B2AHE N2 AMUIA Lo viFol2tl & = QU
Ct. (Bitner 1990, 1992; Brady and Cronin 2001; Spangenberg, Crowley, and
Henderson 1996) Brady and Cronin(2001)& Rust and Oliver(1994)2] 322l
23t Dabholkar, Thorpe, and Rentz(1996)2 AHIA Z2& H XIS
LEAA W22 FALE NHIA FE fIHFAE
2

paal
o
o
]
0

TR

0
m
=)
A
]

2 SotA

=)
o

I
0
ro

IT

a=

S0 A=
il

&N E

©
09
I
=
—

B0 Yy

o 0z
nio
nio >
@ O
JA
|0
I-HJ

x
E
[Htl

FO
e
| 0

o o
£§
o
N
N
o
ron
0¥
it
s}
mio
> K

I.

v
ro
x
o
>
0x
x
o

LS MOGHACH el

2t A2 ASUHEEZE (interaction quality)’, ‘Z S 2 (outcome quality)” ‘2

el 2AEZ (physical environment quality) & &otL, ASEHS S8t 3xHA
LEE zx=2 LSotAUL

8 Chase and Stewart(1994)= 3X& 2=z 3T BSARES HLMe=

O, 2 2o RHS Task(PR+8), Treatment(CH<)', Tangibles(R & &)’ 2

2 0l Ml JHXl XF £8F Rust and Oliver(1994) 2 Brady and Cronin(2001)2
A Ol XD HO HEekle HEez2 2 4 ALk ‘What must be done’S

°o|0l8l= Task, ‘Emotional and social content of the encounter’E 2l0|5t=

Treatment, ‘Physical surroundings and facilitating goods’= Tangibles= 2| 0|
StCH Stewart(2003)= A RE HIEHOZ 3T ANFE0| ASHE SOZM 2

_26_

Collection @ chosun



KF

Ju
ot

<+

11
OF

Uk
i

o
[w]

KIr
Rr

T

o

ol
=l
Hio

<
x

0l
o

180

SEvice
Ervaionimant
Tangibles

Deliwery

Treatimesnd

|20l

Service

Product
Tash

off =l

=
[

|

(I

NOES
<dE 8> Al

(w3

S

Oled
ICHOI= M, et& 0t 2003; Hsieh and Hiang 2004).

OIS, et&ot (2011)

d

Aumt & Oliver 2 JTIR 2N
X

| Chase & Stewari® ITs §F |

|mlm:nﬂﬂt|

= =
=

|

= UCHL

St
=2

=)

jVE
o

Collection @ chosun



H3ZE Sg&Z NHIASE

1. Ad52d NHIASE JHE

2ot SIS MHlAR Eel S AMHlA=E USHHE0IH dE2stE S401 AN 2
SNHIASEO St JHS0l THGHAH Fo=of 20 2dE, 2E33(2002)2
SIEMHIA SEE 'HLS Sdolds Lee 85 L= =0 =8ttt &
SR === =0ldde 8 S22 UotH H2E WL L8 Tanner
& Anatony (2006)0i 2ot Q2 NHlA= LY ME SEL UHE SS& E4
O A0I EIJF O AN &E2It=0 28 MHIAZ JAIECL dJF LIEFLE
A e .

dZ20la S AHIAE HHolole PARO £ CotAH  MAIEA
Ct.(Donabedian, 1988; Lytle & Mokaw, 1992; Georgette et al., 1997). 124
O

Ao FH0lete EdC=N ¥H Az AMHIA 2R FLA0l S

PzZB 2| SERVQUAL 2= Lot A2 AMEIA SES EIGIA

SERVQUAL 289l 5Ji2 XMAS HIE2=2 Sz MHlA SE S EII6H)| <8t
At THGHA ORI BCE  Donabedian(1988)2 22 MIEXAtel S 9= 0|
XS BEHELZ 2200 2= MHIASEN et E2AE WL A= HS A2
LR AZSKNHIASEE AZMSAE 2ASHHQ J=sME s3', A0
of YHUNAM= "X RIFLE JILHO et BEHE= Hez gEg 9z Ml
Off cHet BtXtel “2'0let FHOGHALE Donabedian(1988)2 dMEE JHE =2
F=ECE =g = Us A0l LEO o=ct HootH &5, a4, HEBd, =8
A, M4, 8834 7IINE S22 R4AE HMAIGHH 22401 & 20t
SHYS OoIULH =0 M E JE0A 20 22 O0l0A B0 Sotz
= A= A= NHIAE MScts 2102t of AT

Bopp(1990)2 22X =20t oS AHIXS LEHC2 FEoHH A= MHIAS
22 ZFOoIALL. AZHMEIt 2FC=z g MUIABEZ2 i d2F011 DI

Collection @ chosun



A

o= Ml

W g RO D W RHEDE AR IT - A3 5 o
mmﬁ wﬁ__ 02 X gy m < wr SO o K I X Ko HED oM_ = Ul
= I %0 N £l _ 0 z
51 |WE|H_H|.,_._N.H_MW_AE.HDA.__._M6_AO _._w,._.ﬁ._um.co_o HW_
= Jom o gy oA W i 2 £
oM S Ve L WRE g Ry BRSO g M
Umm szmA_mlu_ﬂNo._Xm._manAj}ﬂm Elu_no.A mW wm.__
Thoom WL g e m O w o Uo 5 =
= 7 =onmd T gwma<dTWy g saln aQ
Wo LT8R _ D C oL WOR oo MO 5 KW
zr A Kir = o] ™ = i0J Lo 53 Hio
O Ko o K = - o R ol Wz~ oo »
o N o — =R S M = ol 0B -~ = U] o <l
20 — K o AU o ] X s = O = = KU 10 <} o =
B A g™ w5 pSldaaPws c 2
= 5 HAISOH_WOJW_L o) muUﬂolm_.._.AoA_o.EE "m:A
_ o - o — X 1 mm%“o_e o8 X K W a3 B o e S
S o X 2o O o W2 o 5 X gy N - o
[ 3 5 R MO gy Mo o5 & oo = o K= ko8
b B T e L T L R Y + c
Wy Y -2 A D W oaw W =
=0 S XNy gy E 5 O = O 3l
Do < 0§ = A R X A ©
H__oo S o 10 S axamm_ﬁ. i K0 KH <] __ ol ~— o) .
o o &2 ® R H w2 Wy s O
wa > g ®e oW gpm S D gMITZ W s
g ¥ FWcecxF T W KX T 3 =4
o S%oﬂ@ﬂxﬁw._:_._xeanaro S 2 m 0 ol
o o EM__LE._o__d__oxe?go?m|m_&@%% X = o
= W .o e g R =0 B oo - — o
SRR - ST RIS B Jd 3o
= LT $ - = o ol 1l < ol | = _ R ot
o) mn, mv 100 m Wol m,._LM = P nr B O - o8| nO S o 5 = =
~ A 2 oar s s Moo g o W oy R g S
ok al IR . .m_u.— 1o o = ) M R O o = ] o) < o] ©-
RS g ®EIWy Mmoo smg B R g om «
moz A B AR s ROz KSR O A o W5
_ Bl s B2 Wy Wn oo B o A ® ot <l A <
=% ZJgggEgqrompslTpesa Mo oW
ol WS 2 Em® W s o3 R oA ° < 3
mw ~ O H M <l 8 Kr U ow RV RO U & < Kl A o ol ol

A

JltiE Al

F

[l

S

=t of= A0

H HS
— 29 —

o

Ol

[} =2
TS@E

1

E

gezss

A

Aol

Collection @ chosun



0l Ml

S

A

Aol
p)

“EX
o

JHOIt

o

1L
[=]

1=l

X

X

F

o
[l

e

Parasuraman et al.2 AH|
XHO Ol

O ALOI<

Rr

00

et Al

ol

&l
<J

<l

F

Aol

Aete JIZ2Hez

Olet ofRALCH.

B
9]

o
DR

ol

o|l=
MO

o |RAEO0I

ISPN

BNE

(]

=

b
[==]

}

tACE.

[¢]

o
—

2|

7=

| 10JHAl X

o

=

=
- ANl

el

oJ
mﬁ

O

PSSP
=20

- AHIA WS
- MHIACS] AlD
- MBIAS Aot 3

- A

-

ni0

0l

<0

Kl
oI
of

ol
=X
n

~

=
o1
<]
= M
X ~
W 7ol
&0
=

RO

ol

Kk
=

B

oJ
Rl
il

10

. __jl_DH 0.” EH

=
2-6>

A

IT
e

<

2-6>1t 20| Atl

X0
b0
Ok

@

(tangibillity)
(responsiveness)

(reliability)

X0

wor

Al
(assurance)

(knowing the customer)

N

=

o1

<0

ol 0

5 X

> oJ

<3l 5
hi .AO

ol M 0

00 ol

o O
. oJ

ol RI &M
= Ok
o =
=

0 £

R 3

oJ %

- MEIASH AHIA HIZE0
— 30 —

H=LAOIE

Collection @ chosun



M DKL BFE
— MEIAO CHEt 2 JtsaD M=o 8
=0 o _ -
(access) HSIOIE, CHIIAIZE, 99 Al2FHel B2
MHIA Mzl Bels Ao ok
o C MHIA 230 Zost Jl£D KA
(comoe?e ) A2 BE E A Jls
petence P
ol DM FE olwo NEED NEE
(Cour;asy) Y= Qo AUSE, At ASW B8
2 S-S0 CHst Bi
EX: Parasuraman et al.(1985)

J2U MAIE RES AS 2ol EEEs =0l A0 st
22 MOl A0 JIE HTE BAS0 MR 2N 2D M2
Qs 5IMK T 2204 B=oR WRAFAC

<H 2-7> PZBO AMHIAZZR 22 (5x}¥)

=4

(tangibility) S2N A, FH, Mo B2 AY, AYALAE T2
ezl oF£s NHIAZ 22 4 9D HE5H 23

(reliability) o
sS4

(reponsiveness) MEOHA D85 S0 A58 MHIASE HSot

SpE

(assurance) Aol XAD OlE, Je2l M2t [jazds
z24

(ormpathy] DHOH HBEHE HEH i Al

£ X: Parasuraman et al.

Collection @ chosun

,(1988)

_31_



<+
ioll
%0
K

O=F

(P)2t MHIA JICHH(E)S XH0IBH(Q)

P — E) SERVQUALSl 54

a}\.
& SERVQUALS

A
Al

(¢]
il

ES

SERVQUALZ Al

1988

1 2204 &=2(7E

X

S0 RUACH
Oteiiet ZCh

|
(S

S
[y

_I

te

[¢]

sg=oz 3

I 2208 &=

X

SERVQUALS

sl
&

4-5H

|

AKX
o

2|

=

o

P

X
= H=HOICH

(s

S

Al 2]
2 AMAE2=Z HEHFOICH

gt
=
==

—/

2-8> =& SERVQUALZ
2L O

IT
e

<

ol

(Q

OICH

Ct.

P2 | ANt AlEE2=2 M

S & A (Tangibles)
P4 | AAFSl A HI
A2l A (Reliability)

A0 Fd

o
KA
L=

—

) .

=) )

A= =)

;.%_ DA
- B[o] ol -
= = Mo W)
o = o
oY I = oY
ol AI_@_____ o
i 2O e
Ar oW\

o|X|z
8l B R gy ™ <™
e} E|A|_A [l
o <03 w2
4r |00 X |4 | D |<F
or H,ﬂplmﬁHN___

E p—
0l oS iou|=| oy
Ul bR 1 A A
= NIRRT
ol N | 1ol | pp | iof | g5 | 1ol
10y I | g | 19|y | oA
Ed b | = %x EM Ed
o = || | i
= AR IR
< < < < <

OF | < TJI0F| < |OF| < |OF| <
o NNt O M~~~ 0|0 | O
w | a Ol W ajlw|a|w|a

BtE A (Responsiveness)

= 29X

P

PN;

Mo

i

0

oI

HAI

11O
or
%0

o

_32_

Collection @ chosun



(Empathy)
[AFDF D250 X

kA

oll o|_=_
1w . ot
O ) ) o
D|. o 0K ) - nK
IS) A = ™ =) ol
& ki e} KH = _ &
ar ol 0l0 ™ ) =
) ol H = ol - S
K | 0 <5 IR
- | = ol x wor 0%
_|_rO = = _Ih_ E_._.I_._
all | i n = = M 5 <
B o i 0 -
= <] =) e o|_ o
5D o = A 7| = %ﬂ
wr | < R R0 B = = =
_s = oJ = =
k0 | 35 m Ou_ — |V
K __o\_ e o_._ - ) :.__ _
AR Tl i
@ <] 100 B < 5 0 ol 3T |
< oy Mo foy| T oM Aot S =530
Jy |00 = o | K O g iz |z =|2
o7 | R R ﬁ KT ol | zr = Ao A
A0y <) | Alysio s ™
R o | Do | W0 0|15 | S || X | ol ol ol
= |0 ok | Ar| Ok | or = i o
<y A | E R R SR
ALY . zU | i Kis|™
el ] S |22 | S ol ol ol
oLy | T | opy | T | ™16 T gy | | TR0l = g
o o 10y 10y <0 @ o S | o o oy @
M mﬁ K R o | R S pdl ] pdl g
| = |0l 10J 11 io) Ol > o) o) o) ol
ARSI A A a s
O |~ [aVEaN] ™ < < 0| v o [
a |l wla| W i W wla W W

-3

)

)

Y

ol ) e
: w s =2
) ~ Y =
= . n
= o o .
) k-
ol A B =
Oy _ .
j i
o A RM 5 | of
<0 o) | = =
Gl [0 = OF | 4y | RO |0
= = = K| ur __%
= | 2 O |y | T
o) I g o | o) | Ar W
= Doy o e M
= R _ o4
B U of | X ol
A S | o | OF | oo | RO
B N | RM M| R
ol NEIERNLEE
Ul ioJ | U U | of | Ul |~
= Bl = =z o= |H
o] S| ™| 57 ) ol
10y =r 10y 10y z 10y o
bl A | R Ry | R g
) o) o) W | =1
& eapaEpaE il
ok < |OF| < |OF|<|OF|<
[ee) DO O | — | — | NN
— — | AN AN || AN
w a|lu|lajlua|jlw|a

_33_

: Parasuraman et al.(1991)

H

IS

Collection @ chosun



x
o=
>
AL
(=)
10
e
4
uin
ro
x
o=
>
S
e
10
Jm
0x

XL OO B AMHIAZES A=

Moo=z SERVQUAL Ble= =2 A&E2& (credence quality)2 It& == At
AN MEst Ado2 olAg D UL ofXIBH REO| 2H A AN st 4l
ol SA210F =2 A& AAOIGH XIEEZ = =HE2Z2= M, SERVQUALE2
2 MHIA X2 D02 A0S X0l SV, Aoz Hatg = U
SXle 22T 536 Hglhls &EOICH M, AMUlA 80 20Fdl et i
? SFEOIAHLE ofF ©Eg £ Jqebz 1] PAAXIES Parasuraman et
al.(1988)01 MAISt 5JtXl Xtk CHEA LEILIDIS SHRACH. AR, SERVQUAL
Of XS 5IIA QOUPEZ Y5 2T X A=Ch

Babakus and Boller, Cronin and Taylor, Brown et al., Buttle 2 H3&=

SERVQUALSl el2X0 toiel2= Ml 1, 5ol =ld, grsd, 324
2tol S=EN SAIL BtEAHo A2AMH0l e =2 X222 AR HE UL 0
gt SME2 MHEIASES |REH ) REA QOO JAFE R
F26t=0l ©x=5 HM3ctD UL Wakefield and Boldgett(1999)= MHIAZH
HEE dzly, sy, B8y, 24822 FE0tH |RELDN MHIASEO0 &
BIXte 280 S0 0IXl= = 2

2t 2
dsts HARIMOEH Reimer and Kuehn2
o

p=)
o PEY X2 2H Mk

S|ZMHIA Z0IE 2#HEY Bopp(1990)2 & AJt 2IXdt=s g MHIAZ
A2 SERVQUALESZOIM HMAlIGte "S0-JI0, o 22X s Soti =53
g = UALH, 248, dE2d, 4829 3t HELz 2dE0 AT F=Fot
UL HFEH(2010)2 ASAHHIAZSEES 2= J|29 AN @AM(A¥H), 9=
NHIA M0l gt 282 FZ(d2id), 28 MblAc Zsd FZ(2#44d),
EXH0Il CHe Al BtE HE(SEd), X0l et el 2y = (324)
S22 TP UCID T 0= X£51H2(1996) A= MHIASE I
Ol SIAL 2tSAH A, dz&d, Xt S 5 HA22 2D JUTtD A

Collection @ chosun



pal
A1

, MHEIA, OIEEXL, ¥

OH, L2 28 MEBIAZE FEXHES 2E4E

2 U 201, Ald & &, #Z, AHlA JF3H 2 242 MHets 79HKZ 0
RS0l HEE 2 J|2 0I82A0 OIXle &S ZAG6HALE. Frochot
and Hughes& R&EZ3s 2ZXNE UHALZ HHIAZEES SHOIULE 0 AP
Ol M= Parasuraman et al.2l SERVQUAL 220 2&2X s== FIIEEZM
HISTOQUAL 2E=2 JHESIRACE. HISTOQUALS BtS4H(responsiveness), =&

(consumables), =Z4&

A (tangibility), S2IAFAZ(communication), 2AHIA
(empathy)Ql XRoO=2 AN O UH=E2 US

H

2-9>1+ 2.

<H 2-9> HISTOQUALS &&=

S =0f SAxd
Gronroos
MEIA | )2 BER J|S® B3
(1984) o= ==r—1
Parasuraman et Al | gy ume, BAM, D2, 22, REA
(1988)
BODD ° _
OTAHHIA | HAE MM, A2
(1990) = =
i Zoi2io] MEA, ANE/EA e WA,
& A 5(1994) 2ZAHIA | S - -
22)/229 M2lA /\-IHIJ\OI 9%
I3, 00IF 1 oo fin oA 2taAn RE M, Hes, =i
(1996)
012 2(1997) FEFAOA | "2, Hel, 290, 0%, UK, AR, BA
frochot and | mm A | w2, REA, ANLE, AHIA, B2
Hughes (2000)
AbI A A T 42 =0
_— AT A2 MHIA, O2EI, E8 U 22
B MHIA | Il AE Y HH|, HZ, HHA HEAH
(2002) ot A
H=
= B MHIA | QM MRA, BHAN STM, DAA
(2010)
o/ =2 (2011) IMNUA | DEREO M, BREA
Moon et al. 5 _ _
BMHHA | DEN Q4 SEHE Q4
(2011) v o
=X: Frochot, I., H. Hughes(2002).
_ 35 _

Collection @ chosun



Moon et al.(2001)2 AXZ= QfHl 2ot O|HIE 2B == (HMae=Z
HAIANA MHIAZES REE QA(HIFLIAOA, &4l A2, S, £3)2 &
2 (cognitive image),

Hl(equipment), 2c2I& &tA(ambience), CIXtC!, O1A 0|0| Xl
2t ™01 0| Xl(affective image), s=Z& 0l0lXl(active image)2 |REX QAZ 2
SolULH. 2AS(1994)= FHZ2H MHBIAZS =HIT LN 28 HI0A

NUIASRS Zeieiol AEA, AL/BA LB M4, B2l/2gel a2y,

MHIAS &84 S 4JtAl SIRAXE S22 PHCHRUCEH 01=&(1997)8 S8 Al
AZES 191 222 FFoIW O 22 &3, Hel, 29001, O, 94X, 2H
A, HAl S2 7 MRS MAlot UCH d=di(2011)s 2ZMHIASES =
g, usS, SA, A8e 2B It etdd, B & 2 XNZZ Y,

HI4& GAP modelE 0|28t AHIASZE 22|

r
ol
>
0FD
e
xs
80
rir
2
i
Jz
0
02!
=)

‘NMHIA SE 2HES oS 24A6t=

Collection @ chosun



Ct.

=<
[

ol

0l

E=ES PN

l:JI-Ol_

o

pS|
A

S|

(=3
=2
i

B Pk

=2
=

PN
=

I
=

=
-

}

C

0l
Ul
<0
18

o
Rl
gl
=

b=
n

B

0l
IH
g

0K

100
o

A

HOL
H o)

2

JItHet AHl
| JICH XHMIE
Ol OI=0IH 12

ikl

| —

o

H

£

[«

, Ot =22 MBIA WS
2

Ot

H

ni

& 40lctd otH

—

[—

tJ1 HZ20ICH

GAP 1

[ DI CH

2H O
H AHEE=

ni

tOd

=

=

tE =01J] 915

X

3

S
S

ENYN S

oH

ni

i0J
]
&M
I+

JU

g

A

=
S,

0l

7
=

. 0l

=, U

(=]

o, A
OEXelAIAE, AHIOI

=
LI 0]

0l
Ul
[
Rr

zl

Ju

)

-

20

by
o’

ol
A

™~

ol
Rl
oJ

£ g

0l
Tl

1]

H

3

100
<0

I

I.

g

D

pund

o

Ju

il

(o)a]

I[e)
KIr
KD

Ul
oF)

i
oF
11O
H

0l

o’

Xl
Heb

0l

Jlgel ol

b

[

S

o2 D2MOol JICHOI CH

HH OFAI

[

H

I

2
A
=

HIH =2

Al
NHIA ZH 2%

—

[—

INBUHAME MEIA 3=0
GAP 2

A= HXA =0

| JICHO dl

ol
N

H

DN ) )

R0

KJ

ol
i0J
i

ol
K0
w
Kb
m

=
RS
ol

[l
Ju

o)

1o

—_

0}
KK
4

=
1o

ol
=

=c/H0lct

o ol

o

MEIA ZH EES Ot

HEet

_37_

Ol MHIAE M=5tD 2AMAS0 HAS

=

Collection @ chosun



()
(L

0l M=Z

PN
s

2=
tCk.

ARHE S9

=}
=

INE

o

2|

7=

pSPSPN|
) H o /o,

JHXID

EREDN;

=
=]

H

L0ICk.
ze )

H

2
[=]

F

S
[weld

MEIA0

Ju

e)

Lt & AMHI

Aol

OICtH.

of &M=z M3

=}
=

2|

PN
s

~
(=]

™~

o)

H
KO
bl
K

OFJ

i0J

o=

110

0K

=
1o

o
o

ay

(u]

ol
oll
ar

oll

=
1o

160

<+

O
Rr
RO
KD

oL

ol

t 0l

[l

S

Olcd

tCE.

[l

Cty) otHetl) SHl

HOIZES JtH2A

ol

el
=)

F

D2A80lets B=Jt MHlA A

)

=
1o

ol
ioll
ar

b=
n

B

Ok

F

2
[

| ESYNE=PN;

0280

. NMHIASEE

==
=]

i0J

i

C

880

M D200 MSE=

Al
=

of E4CB22

==
=]

ol
oo
RM
1of
<0

ol
R
~J
ol

110
o4
Kt0

OF

MOt OH

H Dl

QIFH
0

4, JIEt ARUAOIE SE S

el
=]

OH Xl

tCH.

[l

S

Holatl =cli MHIA MS AHIATS A
£ 20|

2

=

SIPNENS
X+0l

SLAoIE 2t2

[—

GAP 4

& It J1E2=2 A

Hol MHIAS

A =&0I

T
i0J

4

Ty

ol

ol

HSLA

MelA OB

E‘I-

==
=]

O

o

N E=130)

_uu_
0

OF

&0
i0J
oK
i

gl

Rr

S otAL =8X HRLUAOAE

eiB2 Al

~
Klo
&r

EY
Rr
ol

ol

A=

A

= UL

| 2& A=RLAAOI

_38_

2, BHS, 2013).

Collection @ chosun



[, 2010)0I04, &L

ZHIHOI0IG

F

o
[l

AN €

ELI
X010l CH

H3& ¢4
01 Al

| JICH 2t

2H O

o
22 1

H1E o 22X

Al A

2 Dl

0l
s

s}
RO
KIr

11
~
Ju
7}

E‘I-

P ]
o = T

Hol JITHOI Ol=

N

2|0l

A2t AHI A

=
=)

2UA

Cll
JHXI 2

—

b MHIASE MUIA J

5
Okt

1L
[=]

o

=2
=

pN|
=

CHTurley, 1990).
I AHlA 2

F

et
0

UALB =2 MHIA

ol
0

ol
Rl
<0
KF

~
5

-

<0

ul
ot

ol

70
gl
4

ol
ulo

iy
(s

=U A

2003).

1Ho
ol

&)

=
ar
H

i0J
50

i0J
oF

)
X0
ol
0
1)
II=

ol

~
10
KO
X0

I.

A

=]

iy
X0

M XE
=]

0f

tEl A

AHE 2

N

AE Ol A

&)

760

0l

gl

0

=R

t

A

ol
Rr

4

HAI

H

ZOICt

-

gl

&)
(H0

60

S
OlR=2 Al

=+

B 18)
— O M

L & AMBlIME 2282

| A S
A —

0

IH

=
T

201

0

0

==
=]

11

KIr

Ho
<l

Olcd st

, 2015).

A
-/

f
8
KO

I.

HCH(

&+ 2l SERVQUALSl 5JtHX

)

110
o4
Al

fill

10

J
1)
nJ
RD

9)
0

M0

o

010

Ko

Gap model

H?

JU

Ofl_XtOI2t U

8ol JI0H MBI

2

P OlE 2t

> HA+EAN

_39_

ol

P ARERI2
Collection @ chosun



H2ZE 322%™

o3 22 AS0IU S&o SEFE 20t L0 AIAED 2t E oI Z2E2H|
L &S 2AHE 28 = U= E2 =HO0IH S0 e 2 = =480l
CHZ A==, 2008). Ol0f 2 A= HHARO 0|ER HHZW A7 ZUE EMU
Z Oteliet 201 <d8 10>2 ¢4 28 =0tk

84y
Hzl4
g
Wil
B4

Questionnale

Depth

Infrrwiew

_40_

(*ICollection @ chosun



S &4 (Responsiveness),

A2 4 (Reliability),

S8 M (Tangibles),

2|

Parasuraman, Zeithaml, and Berry(1988)2 Al

HI3& Jida &3

o
—

<+ RO o Ko & = W X A &
i D R oo fam g T e
N R = o - = N D s 5O
o ol WSy s o SHgdm' 3
RUI -~ = o = - A= R g &
OM L C._._ OM [ — nJ -
i T o 7 % O K o = _ |_ArH_ ) A0
B . N = R B 2 N |
< . IS) N Kt b Rl
- ) o = = 0 o S 20 a1 = Ho
S =4 s O x =4 o A om oo ok
H — @.M =] _l/_ _ wm _lu_ _ _Ao .
o rw 5 T 57 O TR
oS <] E E R <] S W n ™ ol D
W s W = oF A = el L x
W = 5T Wz D - = s 8 RH
= 0 g X - 3 w D og oy o ol
ol o g = = = = X ) S
< O Ko © ©ol = O S o = ar o
& om s ~ N ~ &5 o o o A )
M gr r~ _ 4 i
or oy Mg w oy s .o ™G
o) oY 0 o om = X0 11 of O _ & o R
oo gy ) | B REOHODZ ™ v TR E IS
Ol Mw Q' __Mo O o & O = X | < r X mm W . Ao
=Y s o | © o 5o O W) o m © oY £
Z = L 0 ujo 2 o) <l
= 0/ r K <J r < o ROl A
© O_D —_ n D_._.= g n - D .__|_
S Wy HOR d oo 2 ™ & | R - o RZ L
5 o W |5 zhn’ @z oW S
L _ W HO | S 0 Wogr | S S 8 o I =
wd =z <A B < 2 v =m0
=t RLE e RI R N <l X s ™ o
fo B T | @ no o T | R T -
ol ] 1] o0 X | z < = [
- Wom A5 o 3 il oo
D _ r_uz m_ oT o W’ # | O oy W<k = w0 s
e 3 o 0 ol N/ S/ oo R WD
S ot o | T aomomo%_m L @og__dmmmol.ﬁ__a
2 o Bl . OF v o of S wow Ll <Y
< o3 ok 1 ol ru I N o0 R A0 < T S

_41_

Collection @ chosun



0l

3) o=

SE42 Il AblAgt X010 /]S 240ICH

245t

X

o|2BBMO

Hi-3

)
5
[0

]I

010

oH

o

A (promptness)E 2 X0l 1

2 ZFOl(attentiveness)2t Al

&

}

X

ez, 0l

t= Al2t2=2 D20l A

e}

U0 THII

Cl

=
[a—

Moz = ot

ild

i0J
gl

| 2-E 0l A
otE Xl

ol
N

H

ol
RO
=

Ju

=
1o

e
]

d Ols= WROIA

HOF SrCt.
Xel

0 T

25

ol

NE

=
[

NHIAE HZotHU

JI=0l

it

C

=2 A0

=2
ju—

D20

}

[=]=]
[

1

(]
sgds =0

Ct2J| [H=0ICH.

Lt 1

0l
0H
Rr

RO
KD

J
S

)
0[0

o)
4dr
<J

ol
0H
Rr

ol
T
IS
Pl
KD
ulJ
™

Ju

)

g

Rt CHE

N

_

ioJ

£ oo

o

4) A&

SE42 Il AblAgt X010 /]S 240ICH

2t

X

o|2BBMO

Hi-4

o

%0

0l

0l
HH

O2800H X

0l

Ol Xt&

o=t

81 S (trust) 2t & 4l(confidence)

Ct.

9]

ur

Ulo

ol

!

DA MEIASE HES

o
ju—

_42_

Collection @ chosun



A
S

28t 42 JIU MEIAL XH0IOF AS A OICH.

X

Hi-s 2

O

f

2H7)

S 20letth. 1

(caring)

AFII
= 0O

OlHl MIZ2ots 2&!(attention)t &

=
=

ot 1

=
1o

o3
<+
ioll

010

-

Kr

0l
RO

KO

0l
s

J
I7e}

Ki

ol
[l

H4E ZA &7

il

o0

oK

-

20

ol

p=o
n

)
gl
n

ol

i0J

ol

0
gl
n

ol

Kk
0

ol

gl

4 224

X

=& SERVQUALZ

PzB(1988)2

Aol

0l
00
0H

i0J
Bl
&l
i0J
Jo

RO
KIr

Kl
Ho

<l

T

0
gl
i

ol

o
RO
KIr

H

Rl
RO

0ir

00

0
gl
i

ol

Kk
0

0l
R0
Y
ol

N

-

)
gl
n

ol

0l
8%

9]

it
RO
<+

.

i0J
o

0l
Al

0

o
0k
i

i0J

i0J

ol

i0J
1[4
00

ol
[

=
=

A+, ZCIUIOIA

| Al D
=T

o

gl

|Ix

ol

o
Ulo

, M3

00
35
0K

t&ol &

<
JJ

SEEON;

©MH

8%
o)

I

il

0H
i

0l

-

<0

ol

b=
n

)
gl
n

OF

CILOIEOIH 2
ojg e 5

i

A=
ClUIoIe 2

o
T

<

ol
_.,m

1l
ol
00

=
1o

ol
Ulo

ild

1}
ol

C
=

d 22
/éIo

i

A E=E

UI'E,‘

S 2 X ((self administered questionnaire survey method) &

OIAI M
==

At2121

8%
1}
60

A2

_43_

Collection @ chosun



ioll

-

U

GAP model2 WS tt

off, Meet

2otsS MAlIGH| 2

pS|
a

T

n

ol

Ju
ot

E
9)
760
K

11O
ol
ol

A

oz

ZF=XS0A

&l

At 2l Xk,

80

R0

12

832

9)

OIEHE (in—depth interview)S AA

= X4l AN oz

o

o

el
=]

0l

etk 843

A= OO

PIHE WEOUAM

dotA2H

i)z 2

o

L,

A
=

(o5 =]
=T

I.

C
o

=
1o

ol

E
83

19

ol
RO

o

s
=
Rr
Oir

ol

&)

9)

aitel ejAas gt

=
TT

A
=z=
=

o0

PN
[y

4

Z X

& 0

e 900

IR=WIPN

20188 78 12 2H 102

A=

2. 42X 24

9l

Mz HE=E MHlA

o JIth MHIA ==1F &

M
s[mie|®)

0

il
[

W, 2=

o1

il

I

Mol

I PzB2l SERVQUALS

o

o
T

=
=

tOI

=

gl

i0J

ol

<0
Ko

—_

ol
il
RO
<+

ol

100
1]d

i0J
&
&M

Kl
Ho
<

T
0
1)
II=

ol

0l
o0
0H

0K
i

o

0}
K4

i
E

A0

M0

0

o

0
1]8]

0
00
7]
i0
1]
Lo
0

<
0
1]
s

0
750
OF
Ko

00
ild

~
(=]

0 Likert 78 H&E(7

=)

= AMESot

00
ild

O ARt

St

%

=
>

EFQLOIAI
SERVQUAL ZE°| AMHIA SE=2 Do It MblA%t X

7 X0lQ Gap0l X242

2HO Odel OFX

o2

p=pni gl

=l

L

2
=

ol
ioll

g AHA &

£ e

pN|
=

- 44 -

Collection @ chosun



E
s}
160
K

11O
ol
ol

SlS 2 &AL

Ol=2 Z=XA0A

Olcdst

=L

oft

E=AS PN

(0]
fuity

)

>

ol
o0
30

=l
Hi
<
x

0
gl

f(Depth—interview)

= GAP ZE°o W=l

x
IH

Ki

HI0Ie ZY(data cording)2l IHEES HH SPSS

V.24, Contents Analysis S HIH3| X

HHel

==
=]

T2

0

00

=
0

<

ol
H
KM

K0

OH, =

A

}

I A2 E2XM (reliability analysis)dt R QI24 S(factor analysis)

¢}

(frequency analysis)t JI=SHE A2

un

X

b

C
=

Ol

B 22012 =4 38 0l&e

XH

i0J

9]

ol
r
jild

A

_

A

e)

ol

1o

Al

il
=8
010

ol
1l

-

10

Ju
s}

Al

1o

H

OI Ol CH

=

Ol
~J

F

oF
i OICHABI A2 XI2E MBI

il
=8

JU
ot

B
Uk

ol
)
T

<l

0

N2 £
o= S

_45_

Collection @ chosun



RS

%0
uir
R
for

Ho

ol

-

K0

-

010
O

4=1>01 HIAl

IT
Kb 202H(35.1%), OIXt 37H(64.9%)=2 &2

= <

-

o
o

ol

S
a

ol

uy

il
H
iof

Ju
jild

=80 bl

HIE 0l

<

ild
0

ol
Rl
i

(28.8%), 20-29AMI 18X (34.6%), 30-39AMI 132 (25.0%), 40-49Al 6 (11.5%)=

12(2.0%) OICt. &

=
[a—

(6.0%), JIEt

uy

30

g
Kk

(10.0%),

uy

5D

ol

53(10.0%), JHQIA

(28.1%), ==0I| 7

uy

162

b

<J
K

&)
<J
ol

f

0l 29€(50.9%),

IH

Rr

ild

| 2 (4.7%)

3|
| 3H(5.3%)2

=]

| 5H(11.6%), 4
198(1.8%), 5

=]

=]

(23.3%), 3

| 10¥
| 5 (8.8%), 4

2
2

(55.8%), 2

o

o
| 4%(7.0%), 3

| 24
3

=]

1

(77.2%), 2

=2

H(12.3%),

o

o

=}

e

00

2

[N

_46_

Collection @ chosun



<H 4-1> QREHSH 21
2= vl < H & (%)
o o A 20 35.1
(S| 37 64.9
10-19Al 15 28.8
o124 20-29Al 18 34.6
30-39Al 13 25.0
40-49 Al 6 11.5
== 5 8.8
=25 22 37 64.9
24 Al O 15 26.3
I 26 52.0
222 5 10.0
o CIPNE 10 20.0
o JHQIAFY 5 10.0
= 3 6.0
JIEt 1 2.0
13l 24 55.8
23] 10 23.3
souros A 33 5 11.6
43| 2 4.7
53 1 2.3
63 1 2.3
13l 44 77.2
23] 4 7.0
ZAxL23 S 33 5 8.8
43| 1 1.8
53 3 5.3
AL 29 50.9
AP/ =P 16 28.1
AR sHetxI 2 1 1.8
S 7 12.3
JIEt 4 7.0
F) AREHHEAY BITO g1 HE 49 X0l= 2=t

Collection @ chosun

_47_



&0 Xt

' (in—depth interview)

83
)
70
K]
ol
00

o

Rr
KU

19)

Ok

ol
Ll
iy

fall

ol
Rl
or

&)
il

HOl U0 Kl

JU

Rr

ilo]

010

I
]S

—_

ol

tCH

[l

S

HIAl

=
=

A

I.

S|

pS|
A

tACE.

[¢]

Radnitzky(1970)= i &

oll &, 2004).
H&0l AIARGH= HEJF 2CHD HIAl

(s

%

S

0

(

ilo]

=
1o

Ul
IH

OlcHOl Al JHE HQI £

ol
—

=
T

| 0] 2t

(e)

1=el o

X

CEM A

L

[=]
o

0lI0FJ1E

=

=

2|0l

otLt 0l&te]

ol

S
ol
Rr
jild

A
=

S
=

St
=1

2

=)

I.

H &t

O
oAt el S

=2
=

b

[mm)

O X+ 9@l

I

o

PN

FAIE

4-2>0
EZ0E (in—depth interview)

IT
i

A
(=]

HAAXIE <

o

}

e}

o
F

S S S s o =]
ST )
- Sl S S >
m =00 =] 2 »w |=
< < =35 |=<
U Ly g T
._|.:|._ T o
o mm T W
hl& | 8| T
pq pq . N pq
K0 K0
nEg @ wo @ U
< 2| © o W
= I+ i i
o RO RO
e =~ = = u
Ik = =3I =
<J rr i
o o o o .
of | ol a1 a1 ﬁ_ or
B B 50 50 .
S} 3 & & &
3 3 o) e
— al ™ <

_48_

Collection @ chosun



2l Al OF

ci AIOH,
CIS

Rl
00

CIS

Rl
0

Rl
0O

CIS

3-5¢

3-5¢

0

RO

o
10!

.

KO

wa

ol
wl

U
ol

Kk
0

INEER=

JIE

34

Lt

oA 2
<
Ko 00 =
oA 2
<
Ko 00 —
)
LA~
o o
0 i ol
ol ®M
ar
% m
=
ol Op
Ko 30
[aV]
<t
30
©

x
IH

K
B

oK

ol

H2&E A9

o
T
0
gl
4

ol

Kk
0

il
Rr
fir

ol

10
ild
0

0
gl
i

ol

Kk
0

ol
ur

ol
Rl

0J
gl

ol
o

83
15
0

o
3
I

g2 220 O

)
gl
n

0

Kk
0

1o

o
o
0l

0K
i

Cil,
=N

—
[—

-

760

fir
(o

WF
El

o]
1o
ol
H
100

Ju

)

Ulo

J
9)
<0

-

10
ol

o0

OlOI & Al)

ol

Z20t

ol

0l

u!
44.4%,

=5y

ol
—

2K Ot
GIOI™ Al 61.9% 2

0
ol

Ulo

n
(HO

K]

=<

ol

H A

(=]

(sl

69.2%, O4

o
—

=]

o 9

PN
[y

=3

Hel 2l

0l

40.0%,

<+
&)

n

0

fir

KJ
A

0

[}

==
1o

UIFSPN

Xl

(u]
=<

oz X

n

0
K-
0

18
Rl

=i

| QIR O

I=Ne]
= =

HIOI X

=
=

, SNS, Facebook, Instagram, =20

Ll

_49_

Collection @ chosun



o

o & R’ ,r
oo ¥ g W R RS R AR DA
g & _oogp G0 Ao ~ i ~ X0 |||
ol = = | () F 0 1 0O S = ol T o © = I
= = w3 W 5" k%o S o 3 T o 2l o7 o
oL wj amﬁ.uu%ﬁwd_aol.wmo&m/wz_Emo% W A ol
= . O = - . AT [
m%:lﬂ ™ L¢ﬁ5r1umo@ol.%wzaol.al432, or m .
= 2 o o DN _mi D 5o SN = B0 o W L s F
9T K of 7o X0 = = m OF o S ™ U S KU W . © ol <+ R
- of A ;___g_hxli_goz_go.%4 o= B o
— = = 7o =z < B0 ol S & D 5 o U OF Lo
T ™ a7 0 o oy W o g =M w2 S " 3 g o
EEERE bxao_eq_%o&:@ﬁ%ol.ao_zm___e g O
g — . = T _ = -
S 1 ® o ; v~ N KLz =& K o .ol RE o wd — M ™
w S ow 2oty B R SR o ol ¥ ¢+ B 5 5 Ko S o O
oK = = = oF X P 20 <k 1l w0 = J D = X0 | i
A < g M v RS S o S kR o 5 aro
W =< AN = oK ©c N = J m ~ R0 ol B0 5 N — ol
5 © Rf W g o— S X — = Q0 33 50 7o zy 0
) S Moo u Z =S W g © O MRy K
T+ o o0 ol SRR _ O 0 g «© ol =y -
meao:I& o mﬁx___mmg#o__uﬁo.g_o__a W TR
RS = 0l s ﬂ%m% EHATOT|O|_6EO%8@9 L
_Aﬁ%_r&o____%r.__ramt W B o~y o= . W -
= © o = ujo 9oz _ OF o1 o 3 2 o il W oz 3 <00 R b
S T T 33 L B R W o < 0 = BlI T om 5 oH B -
.8 = ™R TR T~ S Fo g Yoo oW =%
S o W M C R (] L XORCo g 2 oo wat s - o
5 O 0 B = = — o Z o & N~ ~ A =0
omNI_Ero@Eu&EOTIO%&H/o,amol_%gﬁJwa.
Er_z__go_EMglo_xg,m% I NS e I =
~ O moﬂﬂumﬂagM%%%:I_dem,G.x_ro_& oo Mo
maoTH___e&&@:IQQ&EoI,omQamuMﬂur_n oy s ¥R
e B4 ol = w9 U0 . oo R o o o= ol &
Eol.xOML__glol.pmwmol.w s oz gy =K ~ook L
= e ® m__m = 0 o M A o 0 53 Fr KO 3 T By W op RO o)
W = = NEO_Ero_o VY o o W E = = o O <F
o :._o Al - ~ E_‘ _.:“_ ___ _.:“_ N AT T < _._.I ™ 0] K W,u — OE_
A A e R S 1w ® = b 0% D
7 mxIAo%Ixao.ol.og_go.é;mEIIwMI,xaEE,
S = = ol ___ = X 0w A og O P oa o 2 W 5 = o
woXm= S ., o KK - KU @l%Hmo___o.lm.u__
W o w3 ok — Kk S e -~ = ou — L9 o S 0 KO M
= © o =M om0 o o KO Ok of & K R S oy oo oy ook U
s = D 0o & S A B 2 T 5 o
= O W Mo mooy ¥ mp KO W ool o f @ = o O
M0 ol o &N R m,.w 000 o «© S 8 5 o om ujo ko g o
Ao Ko RroOf mﬁrhrﬂa_e L o
ooy <l IR S Lo
SRR

- 50 -

Collection @ chosun



i0J
0
&0

19}
ild
0

0
Rr
Oir

KJ

ol
<M

n

ol

1o

40

ol
KJ
n

ol

i0J

OF

ol
i

i0J

J
<+
8

it

un
5]

)
KJ
|l

ol

fir

i0J

UK

Bl

Rl

1
o

]I
<

T
ny

ol

0l
kil

ol
KJ
n

ol

fir

]I
<

T
4

ol

i0J

OF

ol
K-
0

1o

Ho
ol
Ll
KJ

10

Rl
0O

19)
il

ur

Kk
0
=)
H

oI

100

AAIOLS 22 JtA 33.3%, &
Z Xl 20.0%, 824 25.0%, Xl

!
©
il
&

ol
0
1)
II=

ol

-
=

o2&l 29.4.%, =8t A= 30.0%,

&8 2350l It

Of AJf 25.0%, HE2AZSHE 40.0% 2 HIEZ LIERCH

010
Kr

0l

ol
o

m

-

KO

Ju
1]
Fr
T
ol
0
£l

AL, Z= AT W A=

Jl 220tHE0l OIF0 XL UL

=

io-

i0J
%0
T

fir
s

lo-

o0

U
g

xr
I
[=4
E

B
Rr
i

R0
oK
0

-

0
El

ol

4-3>

<H

w 5|5 %58 %
ol® 8|8 8|2 |°
S
< 0w oo < (e8] (@)
n
)
TSR
5 358 a|°
A
00
)
w 5|5 8|83
5 5|83 | 8|S
rr
Kio
E._OOO Vo] (@)
o)
ORI P [ st g
T R I A =
Sl Ylaller @ 2 0
0 |2o = N =
m™ o
%E
R
o oH
o7 70

_51_

Collection @ chosun



ol 2 | w2 3wl w2 | x| w wow R S oW @
AR [ T
5 o o | o |glvwlwv| o | o |o [N = T 5 S
< »| & » NN T o 5 3 2 2 2
(@] o O
= [} T © o .
=< q| o © |—|—]™| « o |o = - X0 s 2
) < 3 A0 © 25 8

® )0 o T 9 5 @
S = - w © <
o K X0 X0 O mur_._

R R | R R R R R | R R 2 W 2 W 3~

o ~ o |O|o|~| © 0 |~ o =< ok > ¢

o | = o |9|w|o| o N~ | © & ol or X 5 3

v | © ~ | |~|©| © W | © ar - __N @ O m

o 2 X0 MY @

™ - Ty |o] @ ~ |l K0 0D Y g

0 of 0l o R x 2
H mﬁ._ - NN OD o

0 0 0 o | \0 | ~O 0 0 0 - = ol R

& 585885 8 b s T TN g DD

6| 6 | o |g|lc|o| o | a |3 oT -5 ® ~ <

- ~ - ° o & 0 A Q3 o

KIo m O 4 WO s 5o

—_ - o |n|jo|—| o - - = e

0 Mo%__mm_:__@@m,h
W IS 0 O ¢ W
= _ wa JWH%E%)M&
W |z M KU L = ] IR0 SRR CR
ol D i __|oT W, W0 ol RO 2 = &M o 2 -
I 0 B A0 | gy z RO <k vl = W ol XK T - W o <
= OF of| /U |’ | =) I ok & <+ h — T ¥ = W - 8
Al egrd o] N S 7w
< Bl X . 2 <Y e
= = W B w S
Mt S O = : . X o
N W ool U Al o & S
SIS 3 8% d = Koo 00—
i & Rl TR R0 .
o] X ™ W wo ® 37 o 8 0
= 50 0K [0 N 9

92922 UtEHGCH

(P) Cronbach’a &2
— 52 —

Cronbach’'a g2 .

Collection @ chosun



x
It

H

™

<J
K
HiD
<l
g
E
B

o]

4-5>

<H

S
H © M~ © ™ ©
s N~ @ N~ o))
nA|_ m . . . .
O
o | Il & Il ol Il o or | |
q | 0 ~ O | [ ~ - o N S P o R
_ R oF Kb | 3= oF _ X0 o7 (M| M e I
S|k | =K (B |3 S|HiE 2 9 Sl B
- J = N <l B IR s |0 |8z w
. 0 110. ol | o ) -
[} o Ul 3 | H o i = = <F ] K0 o A|_ o <+ 50 .
L Ul oJ X _ - il = ]
ST | = U n| <[ KO D O K O
o = &) o3 | W |5 1] n =] el IR == ioll | < o)
O_ = . W_. — = =|lDd| = 1o | Xk = PRI o
™| g | RT = Ol kr = ol == | < 80| = K|lD| = 80
K | 7 X MES o W =t mlsr [R|o1|X| oz
A a KE | 50| - Bl = |G oT | X | iof TN
— K| = < =< - Al = — et H_ _|u_ — | m_.._ :._“_ N
o — O. = _ =T
S o lm| g | NN R E R S S Cler| =
LJ -~ I e Y o i~ = | = IO (o]
R - N TR T I VR - T T R B =) L S|z 2
Eﬂ_ - _.An_ - 1o. D oD ~J | ol o= = .__l_ - -
%0 o T 2K R < _ L2 2| ol ~ | ol %o
L Rl s S L IR i % e T - N (B3 b i
= 12 55T s (w32 L |EREEe i |RwrE
D L o 7 e BV e L R ] = T L
_éAxax_ el I o__xo__xzo_oﬁo_wwwé_aol_%ol,_uoo.o
O for|ol i |00 . — |~ T© . =< — (ol |0l |oT @ Kb| — —
ww|®r|w o | YT Uy w R P p e | W (ool <
50 %0 | B0 o | B0 o3 oL | oF | of ) od 53|30 2 [ B0 zu|Ho|po| B0 OF od U] OH TS|of | oM | oF &
50 | B0 | B0 0 e Kk B0 =)|B0 o, B0 (80| B0 gt
o) | w) (i) M@ Ao lo|o {0 AW oom|w le|e|we Lo o E{ojolo .
SHSF{<F OF[<F K[ 0 [0 |0 O4| 0 KE|<F 4 |<F B |<F|<F[< @ |0 omjo ©|o|0|0 @
OF [OF|OF OO|OF AK| O | O[O0 O0|O RNK|OF of [OF TS5|OF|OF|OF |0 40 |00 0 =
= SRS 03 AU SOy
o B B0 WL T b
<K oW — O_n b < W _
= ok & a <4 <o

_53_

Collection @ chosun



jos} o — (o)) N~
0] o ™ ™ D
N > N 2 N
. = Bl lz gl vls ol vz |z
| S N | S o)) e} D o 0 D o S
° = 0 |° =S w | 3 |2 |w M |z |2 =
- il W w2 s * s B |z | |5 |T @
M A ! <F <V <V _-
et 0l i = <t = 0
= m__a wo | RS | m__a o m__a = 5| s = m__a
i = =5 O T T - T R E S R S g
< o e = G - o D o ol o ol o ol d]
0 R RS m | DosR jm|R L W | R Lk
- . - — . = . < N e < N .
s - - . 0| o < s . . -
Yo | 2 i I I i B - T = L - =S N L P
K Io O R e o L O N Sl Y o | |
KH = g KH | of i i T N T Y
Lo o= j._ IDI N O_ . = mﬂ_ () o Eu_ j._ - j._ o0 ﬂ mM_ i) mM_ o ﬂ j._
o . 5 SRy Rl Mol| L™ .= o < .
s ° < U =l R I i S U T e = |T W=
= ol o ol Rl =2 w|a o ol SR = = | o
o 5 2= |golva|T | Txg®E oy (med®e 2 ey
ol of = o ~ o) Rl 3| oM = o) 7 B = or
o ™ rr W RO g | & 20 MO gr WUy SslRr [of oo MR 55|32 o o | R
W _ 2 B R e T v ! S R = T = e
ol ol o ol - o1 Dl |3 W W S| O W W S |2 B D]
o o X %u%m%ﬁ% %M_%H%G%Q%M_%H%a%g%
B0 R B 5 ANE A E R B = | B0 i el mn s|w w0 o™ o B0
B = W " o) 0 =0 R|O0 g |@ B | @ S0 B0 0 %0 3w
<F &0 A FoT| 0 @| 0 AT|O RIS |FD[0R|[0S|0 ™[0 m0]|<F
o & OF KIr O k|0 &|0 Kr{0 ol |[OF wJ|OF RO|OF 4 |OF 4|0 w| O RO|O0O M| 0 N4|ok
n w0 w = w = X0
) S ) [ J & I & mm
0l0 /E\ 0l0 Wlu ol /E\ ol Wlu

_54_

Collection @ chosun



.929

M 5] of .|®™ |mM T o -
ol i LR DIs ol - s
Rl ol TR = o | W
1o o I T R T R N =N
ok ou Ao = ok of TS
U NN — ol 5o | U
= B - O L] = o U ™ W <
e o | == o o RI o
= Kb | - = | &M _ o 3 |0 =
ER I A 5 | R w|s g
0 < OF|< M| - = x| B i
] o T R o< | = = || e
a1 N oo o [ | @ o DR,
_ — - N ol ~J o__._._ o
= = R0 ol | Bk oﬂ. DI o
R S R I R =
ool w2 |TeMd ey d @
R R N - I LA Y BT g =
%a @ | W S WJE o M ol %a o ™ orur | ol gy M
=80 & | B0 5 | go| B0 oH = oH o | o b oH | 50

Rl | B OB RU| B X [F0| W
om| ) Ki| w0 oW | @@ | o omfo K| o % ]olo W
w0 = o B e S R R I S I
AJJOF < | OF W |[OF|OF 4|0 |0 <| 0O R |[0|0 O

& 0 &

® A0 oo

] e

_55_

Collection @ chosun



Al
E)
<0
=]

oL

n0

1o
!

48 A2H=9 I

7}
L
jild

9]

00

o

o O
o TT

|

lg2td MHIAZE JIe

4-6>1t ZCt
6.33,

=gy
SE S

IT
i

= Otehe <
6.57, &2H 6.64,

=

24

©OH

P

Ol

A
(=}

9]

0

<H 4-6>1

gl

==

MHIASE DI

e}

H== 30l 0.40I

H

—>

gl

-

£ 280Xt o

=)
&£ LIEFSCH

A

JU
ot

gl
<0

F

2
[

| 20l

(e)

el
=]

t

il
[

o=

Moz ALE

eg=

=
[a—

(r=.444),

gl

(r:.592),

.397),

(r

=
=3

(r=.832),

0

2

<

0
70
OF

H

ol

<+

gl
<0

_

~NJ

X0
<J

-

ol
X0

2le

<

(r=.940),

I A

0

t

il
[

I.

A
(=]

o

EEXHSD)

H

.54
.53
g7

.53

6.57
6.64
6.33

6.59

H

o)

57

H(r=.830)2 |2 && 0.01 =F0AM H(+)

b

.885),

(r

<
i)l

X0
b0
Ok

@

™

<J

X0

<J
o

JITH(E)

_56_

Collection @ chosun



1.00
.830"

" p< .05, TTP< .01

1.00
.907"
.890"

p < 0.1

*

1.00
.940°
.885"
874

_57_

.832"
793"
779
704"

© o | Wv|m|lo|m S
O |~ |00 | O |M~| O x f
. . . NET
~ S| “Dl <t
o)
S
= v =
i - 3
31§ 892 s R P R
©|©o|o|wo|o|o <0 © || — <0
ol ™ el < ol ™
Rl - v Rl
U : U
ol ol
od o
2 ~ | mD Mm
N~ ™ O || O | » o
0 _ al S|l® A _ al
Kl — P{l
Hio Hio
<| <
o o
=3 z
gz zzjg|a W NENE M
30| 30| 0| 0| %0 X0 °! IR AR °! 3
R0 B0 | W | 1| | A A — | 2@ N Y= & - -
MO | Ok | <J | 00 | mwr | Ao &4 &
& &
Vv Vv
g niin{iniiniin @
= AR | X0
Yy k| B0 W@ | a0 <A i | 0
o Ok | <) | oo | @ | Fo Ok
“ld| o< w =

Collection @ chosun



H5& SHRIE HS

0

A
S

218t RE4d=2 JI MElAL X0 AUS A OICH.

X

2H0

0

=21
=

o

H1-1

il
=8
010

ilo]
oF

110
Klo
A0

tOIE

=
<

b JICHAHI

g4

ilo]

gl

JI0H 2t

T-test 21t

un

00 2z tHsH

E0| p=

|

=
=

6801 =24

0

gl
N

ol

ol

U
()

il

elaol Xto

H JICHSt

CHo

110

=)
Bl
g
IH

HJ
H

s

| JI0hel

=<
t=}

RO
A0
LY

H
0lo

— o [aN] ([} (] O o
ele v O~ <
m —~ — i
oo o
o] 80 ol
ok ~—~ ok
77
)
ol o|w| v KH ©
N S |© © 5 ©
[a\] — A|_|
= )
El
<0
. 3
g =
8B &SI B™ ] 5
= . . . - | o o | w© |2
o) I © ¥
m | © | © |1 =
00 | =0
H = | M olo
5
[e 0] o N~ (@)}
N|le o~ o
20 | 0 .
13 B | 70 h
HO 0k | OF
0 a Ok
(W)
— N | — —
L 0l 0l
L R B & =

_58_

Collection @ chosun



_59_

)
: : A+ T . 0o
o 8y %00RIROB0 0 R g
a1 &0 : W @ R0 RO RO 20 uro
o = g E o ol o ® W w0 o = B
< = = w oz A0 — fH K bl %0 0
D KO — KO — o B i,
\4 = = a1 I . | 1l
g = OF KO of W= o @ bl iIE
S | Bl 2w B o == B M
SEAEE A o) ol < ol
-+ — D
v £ 0w R H A0
* = 5 w - 58] or - W ﬁ“__
— = ! 3 . = io]
® | B g Ry = B S 2 5
A S 70 w K ) o _
R0 | KH oW - B BT 5 = k7R
SRR il =< H = 5 a = M w
5 Ki ol R W Kl =z o
I 3 < B R MR G o T g mE
9 - Q KE O _ 0 .xw_ o of <N & Ok o mﬂ RICKD X 0
ol o = T s Y Wmoaa s & |30 M = &, D
e . a 70 | O o X o = B0 oY Ko |/
o M g ppEHm= Poamwg 5 = W ol A S
0 O lxmmdo g s <sg W oMl mx
e I Mg =mwywad | =& |©- - o0
. T R T L e
%0 - o o ot WS By @ o omA  w oy
100 0 v g KRS MR = ™o x = o
0k w0 o W m . of R0 g K %) o L = | e
a ob OF 00 T . =t
woa moolor TN aoT® Lala ol Zial A R S ol S
MEEW%@ mronr 0 = |nr oo & w0 M nr oo
Mol ol = & KK Kodlof ol LIjol 5ol ® WOT of T
_ Lo o ROy T Co M ]
% — N ™ <
= o o o o
e8] e8] [as] e8]
S S S S

Collection @ chosun



KO E
of It 58 = 5 o
i Ll. o o= Sscaos S MA
< = mm_ATm_x%o.ogw
7 o L = [ T N o
Kl % o <Uool mv Woa 2= <
[T oF = < Ol ~ <
of o I:_%%@&mo.@@
W ot D#wﬂgrwﬂpﬂocg
. o B m._r._ I WM W o = K Ok
o oT D Klo RK o = 2 F Mz
I H & oK = mDCTAomJ:I_ "o =
= - =< 0 N~ ol
ol i0J M Of = _ ., B Al w o w ym
A & g o7 A2 = =
Kk . < 2 = o) o0 3 xa,.,ow
0 o = gz ol S = . o= F . Q g ol
R K o 5 B 2 T ]
- 0 g < OF A D |H+uao__+a,g
i) oF = R o x oT O N X0y 00 S w
oF D ! _ ~ wWoa a5t >
Kl _am SIS <1 I = A< o O N =
=TI T N = = 2| ol T oo OO m e =
oz W z oM = m%mwnaoaoﬁwg
50 o v K = ™
%%EE%@JD_I S rw_:I@A_%L_@E__Ho
- 0 <] Kl w o Al ) 10 = . =
n m 3 s O = vl = of W D N T 5
H 3K DL Ko o o 2 Hi n X 2 Ir =
L_umol,UL_”; 3 < o) ﬂ.rOAMAuo:LWTW
T A @%og%amﬁz@
EM__:EMITA___DN_& I = _,.:_n_una_,tthl =
W, o = + z = S atruAfl
- < ol ! =] = — o ioJ 1 i 0 W I 0]

o 4 w2 a s =) pﬁol,oA_ol,mlﬂuA_;XT
S hERa Al A A D, W L
wﬂm_mfm_mo__omm_n_u_x uo| A < K ow T o4 W ool o Wy
M0 A N4 Toa m_J. - 0 of | A s M % M A R O = = o
! | < [ _ mL.IJOmDmAr_;._EoM

! < 1t Al o ™ 3 o =
| ol | © Mo OF MW P
L m_t_;._o.mumMP_EH,;
~N T _.:“_ ..ol..v o mm._ =< AT _H.JI |_ <0 ol
o . o H NS wD g™
« . ™o o R !
TR e R Doy W
0 X W il o = U
=< o8

- 60 -

Collection @ chosun



_61_

o< | |w|a ™| 0 o x S W o o
Sl e 0 ® < m ~ |y = _ .
M= iy woEr| S & T — Ko
o & o oT &0 : oW KO
ol o0 ol oE = o — |- W B
oF Ok < KO S5 <
2 o |4 wo R
m CIF o LW RORO @0
@ | < N~ O3 | O [aN] =
Bl - | S|IB|®H KH R o= - il
&l e | H | s
N \% [} == _.._o
+— 2o — ~ =
= | 8 = 0 I
X <+ B < woo_ o
RO wlol-lolo|W = ~ | RO| KH ) o =Y
A A Rl el el R | m| M © Ao
1K — | — | — = 2
W m ) 83| I B ﬂ o ™
= M| o o W|l= I 9 o 15 <l
oo | olo | o H ol . 3 Mo  ®ww©
0 5 00 5 @ £ ﬁ Bl N - W
= a <o = U
81288 3 O N R R
; 0| T o - A SN
17 W | R % X0 T L
0 | w2 — W < Kk W IR
& a J 5 w2 =
5 < < &Y 0 £ X
w v SRS
Kb & & ®
M X0 < o
ole|r|ele o o o L
o Lo o 0l 0l0 0l0 —
W B D88 & & 5 -
8

Collection @ chosun



o o0 o il il
B0 — @ < o
oMo K 7 KO
KU~ a0 B OF. i
o e i
. . RO R
w KO RO w0 < KO o KO
ok WoE M R MR R oK
o R N Mo R HI & 5
L w_____ o X UM R RO =
= B s S n = 8]
T o owm., - S ars o HHT
= Zw® = 0 BB T = & iy
3 2 = W | ey o= = | =TRAR g A K
ol = 3 Y ol | K O K| Ll - |2
il o A S
RO <F o | = K T o M =
T S R =g R -
M S aR 3 ¥ wepod wasa®s o 0K
o e F or| w3z ® <o
=02 U 20 s = = &l
W —_° Rogau g Sm ®p oo
o D__A_ﬂol_ o B omad g™ MOE w5
M= ® oMo oL T A
z = B0 HO = = ol o~ or oo ic | m
A 5 = 0 e 0 RCW W g W
U= R = R Uo| o1 8 T yr 3 RMRI S| or WO
Al u 6 ~ Nk wl R g HAOI. - B ar m
W ol A H OF R B | A~ ~ = |2 2 g2 =
TR AR Mw~ A 0895 KX
i0J o .| o) @)oo 1 7 10 ol = O
L T N T S S [
M PR R WS RID| R M BE M QIR T MR
| I | | Lo PR TS0 m o o
[aV] ™ <
(@) (@} (@}
s8] s8] s8]
S S S

3) JIth-

SEH2 Il AblAet X010 /]S 240ICH

2t

X

0

Hi-z 2

il
=8
010

i0J

X0IE ZSotJl #

ot JItABIA

A

=
S

i0J

gl

JI0H 2t

un

.3801 11

HOIl A

=
Al
K0
A0

gl

=8
010

010

0

gl
n

ol

i)

U
()

_62_

Collection @ chosun



Aol=

H O JICH2E e1A19

0l

Ol CH

SCHAM
o H o
Ol Xl
— =/

2|

)

o
o

pN|
=
=

FMEIA S

el
=]

t

-2.38,p=.02)

H SHE2=2 220

0l

|=

o

E12-P12(t

0.10=2
I 0l T

= _
—
I-/\-|O|

S —

C
=

X0l

b
[==]
i

" p< .05, TTP< .01

p < 0.1

*

_63_

™| 0| A N~ o N~
w2 el M| wl S E ol
— 1o
o i o] 80
ok ~~ OF
N = o
) ) ©
Al 82 & K &8 - !
¥ e +
E.._ - | W
) Al
=8 <0 o o)
0l0 I S
- 0 0 ks 0 _wm
- K e = K
i) = SRR RN ) 5 |mo| M
= 0| W 9| W
~ MKy M| o o W = A =
a1 00 | 1 0j0 | HO =5 010 i E
0lo o | o
— O™
& T X0 | X0 > 70 |
T rH oD | 01 0 o 0
~ 0 00 | 0[0 40 a1 0D
i1
4 W e 0 o oo 000
Vv = W
AN 00 00 00
o oW - - -

Collection @ chosun



4-14> Gap model & depth interview Z 1t
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4-16> Gap model & depth interview Z 1t
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4-18> Gap model & depth interview Z 1t
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<82 = > 42X-Al0tN

¥ Llenblo AaHHOrO onpoca ABNAETCA UCCneaoBaHWe xapakTepa ycnyr meauvu
MHCKOr0 TypusMa B . KBaHAXY W NPOBMHUMKU YOHHEaM, a Takie CBA3aHHOWM
C HUMU AeATeNbHOCTW. NpocuM Bac AaTb UCKPEHHWEe OTBETbI.

1. YkaxuTe Bawe rpaxaaHcTBo.
D CWA @ Kutat @ MoHronma @ CHT & BbetHam  ® Adpyroe ( )

2. YkaxeTne Baw non. @ Myxckon @ HeHCKUM
3. YkaxuTe roa Bawero poxaeHUA:
4. YkaxmTe Bawy npodeccuto.

@ CrypeHT @ roc. owxaw @ OpucHbIM paBoTHK @ YacTHbI MpeanouHNVATENb
® NomoxosanH(—ka) ® depmep / Pbibak @ Apyroe ( )

6. Kakol no cuéty Baw 3TOT BM3UT B . KeaHaxy? ( pas)

7. OTKyAa Bbl y3HANM O BO3MOXHOCTMU NOYUEHMA MEAMUMHCKUX YCNyr B . KeBaHmwiky?
D CavbA, y3bA, ko @ WHrepHer BB, rasetsl @ Bpau 3a pyeaxoMm / 6aibsLa
® Typ dvpma mnm aredTcTeo  ® Apyroe ( )

8. Bbibep1Te Camyro OCHOBHYHD MPUUMHY, NO KOTOPOW Bbl BbIEPANM MMEHHO KBaHmiy.
(BO3MONXHO HECKONbKO OTBETOB)
@D leHa (@ Mepeaosoe MeaMLMHCKOE o6opyaoBaHe  (3) BbicOKOKNaccHbIM Mea, NepcoHan
@ JocTonpumeuaTenbHocTM & [10CTYNHOCTb ® PekomMeHAaUMA 3HAKOMbIX
@ PexkoMeHnauua Bpaua B Ballei cTpaHe [pyroe ( )

9. 1nA NONYUEHUA KaKUX MEAMUMHCKUX YCnyr Bbl npuexanu B KsaHaxy?
DKoa - Mactvka @ QvarHoctika B BepeveHHOCTL W pombl - @ BocTouHaA Meauma
® Onepaumsa ( ) ® Apyroe( )
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10. Kak Bbl aymaeTe, KakoBa 6yaeT pasymHasa LeHa 3a,0kasbiBaeMble Bam B
HacToAwee BpeMA,MeaAnUMHCKKME ycnyrn B KBaHAaxy?

(8 )

11. B kakoA 601bHAE Bbl MOoxQiv NedeHe B Cavbii nocneiHiAA pas?

12. KakoBbl MoemwyLLECTBA M HEAOCTATKU 60NbHLL, YCIyrami KOTOPOM Bbl MONb30BaiCh B Cavbii
nocneaHW paz?

MpeyecTea:

HnocTatku:

13. Kakor Ha Baw B3rnaa Ao0NxHa 6biTb NpeBocxoaHan 60nbHMUA?
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¥ CnepayoulMe BONPOCbI OTHOCATCA K TeMe NPEBOCXOAHOM 60MbHULDbI, NPEAOCTABAAKOWENR Yenyr
M MEAMUMHCKOro Typuama. [loxanyincra, oTBETbTE Ha BONPOCH, HAPUCOBAB KPYKOUEK, yKasas
TeM CaMblM HAcCKONbkO Bbl cOrnacHbl MAW He COornacHbl C yTBEPKAEHUEM.

He cornaceH cornaceH
1. BnpeBOCXOAHOW BONbHULE UMEETCS MepefoBoe 0bopyLOBaHM 13ty 5T
e.

2. CTpykTypa M obcTaHOBKA MPEBOCXOAHON OOAbHWUUbLI BBITASANT | 1 5 2 4 © ¢
Xopo%_wp P 1—2—3—4—5—6—7

3. Opexxaa M BHEWHU BWA paboOTHUKOB (Bpauu, Med. nepcoHan | 1.
M APYr1Me) NPeBOCXOAHON OObHULIbI aKKypaTHbIM M CKPOMHBIN.

4éolglpeaoo<qa,|-|aﬂ Bo/bH/Lp obngzaeT YIoBHON amvocbepoit 1 OBOpyAcBAHAEM, | 1. 5 3 4 &

HEOOXQAyVbM /1A JieueH A,

5. lNpesocxoaHast 60bHMLA 06A3aTENbHO BOBPEMS! BLINO/HAET ML | 1
HCKVie YOIy,

6
6
6

6. BnpeBocxoZHON GOMbHULIE C YBaXKEHWEM pa3peLlaroTcs, BO3H T S W N S
6
6
6

MKwe y nay neHTta, I'IpO6erMbI.

7. Ha ycnyrn npeBocxoAHON 60/bHNLEI MOXHO MONOXWTLCA W | 1o 3 4 5
J0BepsTh.

8. MpeBocxoaHas 60/bHNLA NPEAOCTABAAET MEANLMHCKUE YCAYT | {5 3 4 5
M B CPOK.

9. MeanumHckMn nepcoHan (Bpauw, MeacecTpa) MPeBOCXOAHOW
H6OMbHULBI pa 3bACHAET BCE B JAeTansx - COCTosHWe bonesny, | 1----2--—-3---4---5---
nnaH fieyeHns, Mepbl Np eA0CTOPOXHOCTH.

10. PabOTHWKM MpPEBOCXOAHON OONbHWULbI YBEAOMASAIOT MaLyeHT
a O TOM, KOr Ja M Kak Mpou3BecTM BpOHb, AgMarHocTuky u nede | 1-—--2-—-—--3-—-4-—-5-—-—6-—-7
Hue.

11. PaboTHMKM (Bpauu, Men. MepCoHan, W Apyrue) NpPeBOCXOLHO 12
N 60/bHULbI OKa3blBAtOT YCAYrM MaUMEHTY HE3aMeANMTeNbHO.

12. PaboTHMKM (Bpauun, Mef. MepcoHan, U Apyrue) NpeBOCXOLHO

M BoNbHULBI BCerga oTBedyatoT A0H6POBO/ILHO  Ha Bonpockl U 3a | 1-—-2----3---4—-—-5--—6--7
Npocbl MaLWeHTOB.

13. PaboTHMKM (Bpauun, Me. MepCcoHan, W Apyrue) npeBOCXOLHO

M BONbHULBI BLICTPO OTBEUArOT Ha 3anpockl NaupeHToB gaxe 6 | 1-—-2----3---4—-—-5--—6--7
yAyHYM OYeHb 3aHATbIMW.
14. PaboTHukM (Bpauun, MeAd. mepcoHas, u rMe) NPeBOCXOAHO | 1o 3 4 & ¢
M 60bHMLbI Bb|3pb|3aroT ,a,'a'osepﬁe y naume’?ﬁg. P l—2—3—4—5—6—7
15. BnpeBocxoAHoOM 60/bHMLE MPUCYTCTBYET aTMOChepa, Jaolad | 1o 3 4 © o 7
A YBEPEHHOC Tb B 6e30MacHOM AWarHoCTuke u NeYeHnn.
16. PaboTHuku (Bpaun, Mes. nepcoHan, W Apyrne) MpeBOCXOAHON
60bHNLLbI BOCMTaHHble " Joopoxenarenshble. | 1-—-2--—--3—4—-5-—-6—7
17. PaboTHMku (Bpaywn, Mei. MepcoHan, W Apyrue) npeBOCXOAHO

M 6osbHMLbI 06/1a4aloT  AOCTATOYHBIMM 3HAHWSIMU, HEOOXO | 1> 3 4 © ¢ 7

AUMbIMU AnA pasbACHEHUA COCTOAHMA MauuneHTa N Mep n
eyeHnA.

18. PaboTHMKM (Bpauu, Mes. MepCcoHan, W Apyrue) NpeBOCXOLHO T SR W N S
1 60/bHMLbI BHUMATE/bHbl K MaLMeHTy.

19. BnpeBOCXOAHOM 60/IbHMLE eCTb BO3MOXHOCTb WM3MEHATb BP | 15 3 4 &
emMs AN yA06CTBa MHOCTPAHHOrO MNauumeHTa.

6
6
20. PaboTHWKM (Bpauwn, Mes. MepcoHan, U ApYyrue) NpPeBOCXOAHO
M BONbHULBI MPOSBASKOT  0CObYr0 3ab0Ty Mo oTHoweHuto | 1----2---3-—---4---5---6--—-7
K MHOCTPaHHbLIM MaLMeHTaM.
6
6

21. MpeBocxoAHas 6obHULA 3a60TUTCA B MEPBYtO OYepeAb O B | 1o 3 4 5
biroge ANs MnauueHTa.

22. PaboOTHMKMN (Bpauun, MeA. NepCcoHas, W Apyrue) NpeBOCXOAHO
N BONbHMLBI UCCNeaytoT — NOTPebHOCTU MNauumeHTa, Ha OCHO | 1----2-—--3----4----5---
BE KOTOPbIX MPEAOCTaBASOT MEAWMLIMHCKMUE YCIYTH.
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¥ Cneayroule BONPOCbI OTHOCATCA K 60MbHULE ©© <, KOTOPYIO Bbl nocewanyd B nocneaHuin pas,

C _LEeNbro NOAYYEHUA YCAYI MEAMUMHCKOro Typu3ma. [oxanymcra, OTBETbTE HAa BONPOCH, HaPUCOB

aB KpyXouek, ykasaB TEM CaMbiM HAcCKONbKO Bbl cOrnacHbl UAW HE COrNacHbl C YTBEPHAEHUEM.

He corjiaceH cornaceH

1. B 6bonbHMLE O O O MMeeTca nepesoBoe 0bOPYAOBaHMeE. 1—2-—3-—-4—--5-—-6-—7

2. CtpykTtypa ¥ obctaHoBKa 6OJbHMLLI O O O BbLITASAWUT  XOpP 12 3 4.5 6.7
oLlo.

3. Ogexfaa v BHeWHU BUA PabOTHWKOB (Bpayu, MeA. MepcoHa | 1~ o 4 ¢
N W apyrve) 6obHULBI O O O akKypaTHbIA U CKPOMHBIN. b—2—3— bbb

4. bonbHMUa © O O obnasaet yaobHOM aTtMOCchepo M 060pP | 1~ 2 4 £
YAOBaHWEM, HEOBXOANMBIM AN IEYEHMS. b2 3567

5. BofbHML@ © © O 06s3aTeNbHO BOBPEMS BLIMOJHAET MEAUUMH | 1 o o 4, ¢
CKUe YCayru. I3 bbb

6. B 60/bHVILIE O O O C YBaXKEHMEM PaBPeLLBHOTCs, BOHUKLLME Y MaLUMeHT | 1~ o 4
a, Npobniembl. b23 b5 b7

7. Ha ycayrn 60AbHULEI O © O MOXHO MOJNOXMUTHCA U JOBEPAT | 1~ 2 4 &
b 1---2--3—4—5-—-6—7

8. BonbHMUa © O O MPeJOCTaBARET MEAVLMHCKNE YCNYM B C| {5 3 4 5 ¢ 7
POK.

9. MeanumHckni nepcoHan (Bpaun, Meacectpa) 60NbHULBI O O
O pa3bsCHAET BCE B AeTaisix - COCTOsHWE bonesHw, nnaH ne | 1---2-—-3—-4---5---6-—--7
yYeHuns, Mepbl  NPeAOCTOPOXHOCTY.

10. PaboTHUKM GONbHMLEI O O O YBEAOMAAIT NauueHTa O TO
M, KOrga W Kak npoussectv OpOHb, AMarHOCTUKY u neveH | 1—2--—3-—4—5—6-—7
ne.

11. PaboTHUKK (Bpauun, MeA. nepcoHan, 1 apyrne) 60AbHULLI O 1D 3 4.5 6.7
O O OKa3sblBatOT YCAyrn naumeHTy HelameaamnTenbHO.

12. PaboTHukM (Bpauwn, Mes. nepcoHan, v Apyrve) 60abHULLI O
O O BCerga C OXOTOW OTBeYartoT Ha BOMpockl w 3anpockl n | 1—2--3-—4—5—6--7
aLMEeHTOB.

13. PaboTHUKM (Bpaun, Mes. nepcoHan, u apyrue) 6o/bHULIbI O
O O ObICTPO OTBEYAtOT Ha 3anpochl NauneHToB faxe 6byay | 1---2---3-—-4—-5---6--7
UM OYeHb 3aHATbIMU.

14. PaboTHUKM (Bpauun, MeA. MepcoHan, WU Apyrne) GOAbHULBLI O | 1 o o 4 ¢
O O BbI3bIBAKOT AOBepWe y MauueHTa. b2 3567

15. B 60onbHULE O O O MpUCYTCTBYET aTtMocdepa, fawas YB | 1 o 4 ¢
€pEHHOCTb B 6e30naCH0|7|y,qmarHocw|Ke N NeyeHuw. b2r3 567

16. PaboTHUKM (Bpauun, MeA. MepcoHan, U Apyrne) GOAbHULBLI O | 1 o o 4 ¢
O O BOCMUTaHHbIE N AOBPOXENATENbHbIE. b2r3 b5 b7

17. PaboTHUKM (Bpaun, Mes. nepcoHan, u apyrue) 60/bHULII O
O O 06/1ajatoT AOCTAaTOUHbIMW 3HaHUSAMMK, Heobxoaumbimu | 1--—--2----3—-4----5---6----7
ANA Pa3bACHEHWA  COCTOSHWA NauWeHTa U Mep JeyeHus.

18. PaboTHUKM (Bpauun, MeA. MepcoHan, U Apyrne) BOAbHULBLI O | 1 o o 4 ¢
O O BHWMaTEJIbHbI K MaLMEHTY. b2r3 b5 b7

19. B 60/bHMLE © O O eCTb BO3MOXHOCTb W3MEHATb BPEMS AN | 1 5 3 4 © ¢ 7
A yAobCTBa MHOCTPAHHOIO MauMeHTa.

20. PaboTHWKM (Bpauun, Med. nepcoHan, u apyrve) 6oabHULBI O
O O MpPOoABAAKT 0CObYt 3abOTy MO OTHOLWEHWO K uHoCTp | 1----2----3--4—-5--—6--7
aHHbIM NaLMeHTam.

21. bonbHULa © O O 3abOTUTCS B MEPBYHO OYepesb O BbIFOAE AN | 1~ o 4 & .
A nauyeHTa. b23 b5 b7

22. PaboTHWKM (Bpauun, Med. nepcoHan, v apyrve) 60abHULBI O
O O WCCNeAytoT NOTPEeBHOCTM MauMeHTa, Ha ocHoBe koTtop | 1----2---3-—-4—-5--6--7
bIX MPefOCTaBAAT  MeAMUMHCKUE YCaYTu.
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% Creayrouie BONPOCh 0 MEAWUMHCKOM TypU3MeE B KBaHmiy ABMAKOTCA O6WWMM.

1. Hackonbko B LENOM Bbl YA0OBNETBOPEHbI YCIyraMi MeaUUMHCKOro TypuamMa B KeaHmiy?
(D OueHb HenosoneH (@ He posoneH @ Tak cebe @ AosoneH (B OueHb AOBOMEH

2. Hackonbko B UENOM Bbl yAOBNETBOPEHbLI MEAULMHCKMMK yonyramm B KeaHaxy?
(D OueHb HenosoneH (@ He posoneH @ Tak cebe @ AosoneH (B OueHb AOBOMEH

3. Hackonbko B LENOM Bbl yA0BNETBOPEHbI TYPUCTUUECKMMM YCayramu B KeaHmicy?
D OueHb HeposoneH (@ He posoneH @ Tak ce6e @ JosoneH (B OueHb A0BOMEH

4. EcTb My Bac #enaHWe nosTOPHO MOCETUTL KBaHmMKy B LENAX MEAUUMHCKOro Typuama?
M Booble HeT @ Her @ MHe pasHubl HeT @ EcTb (B OueHb 60nblLOe XenaHue

5. MopekoMeHAO0BaNM 6bl Bbl BOCNONL30BATLCA YCnyramMi MeaMUMHCKOro Typ
M3aMa B KBaHAXy CBOeM ceMbe, POACTBEHHUKAM U APY3bAM?
@ Boobue HeT @ Het @ MHe pasHuubl HeT @ Aa & O6azaTtensHo

6. UTo, Nno Bawemy MHEHWIO, HYXHO M3MEHMUTb/YCTPaHMTb/AONOAHUTL ANA TO
ro, UTO6bl NOBLICUTbL CTeNeHb YAOBNETBOPEHHOCTU KAueCTBOM MeAMUMHC
KOro TypuamMa naumeHTamm?

& Mbl 6naropapum Bac 3a Bawe aparoueHHoe Bpems!
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¥ Jloopxu acyynTyya Hb [Bamiy—YoHHaM 6YCUMH SMUMNTISHUIM aanan iyynunanbiH yi
NUMNra9TIN X0N600TON YAN ABL 6010H TYYHT3H X0N600TOMN 3aH YaHapyyabir TOAOPXO
ANoX 30pUNroop ereriCeH acyynTyyA FoM. YHSH 60AUT caHan aa opyynaxbir XyCbe.

1. OpxoM TaHbl MPraHWK xapbaanan Hb?
DAHY @ Xaran @ MoHron @ TYXH & BbetHam  ® Bycan ( )

2. TaHbl Xywnc?
@ SporTont @ OMarTam

3. TaHbl TepCeH OH cap efep

4. TaHbl M3Praxumn
@ OroyTaH @ TepiiH anbaH xaary Q) ObdmcbH adiTaH @ XyBUAH B13HEC 3pXEry
® MpuiiH 23ar™it - ® TapyanaHu/3arac arHyypunH/ManunH (@ Bycan ( )

5. BHCY-a xaAa A2Xb ypaa annuunic 6arraa Ba?

6. MBaHXY XOTOA X34 A9Xb yaaa annumnxi 6anraa Ba?

7. v Ta By XOTbH SMTEEHAA 89N HyabIr AVED d0a 3AvEED JAVMYYTBH YUy X 607100H 657
(1 XamaaTaH capnaH, Ham3 Hexed, XaMmT onHooC (@ WMHTepHST B TB, COHMH
@ MameanbH 3avH MO AT/ AVHI TN B Arnan HynunanbH KOMBHA 6070H JyUnarbH KOVTBHA
® Bycan ( )

8. JPXaM TaHbl XyBbA BaHiy XOTbH SMUMNMESHUM asnan iyynunanbir COHroX GONCOH Xamrii
H Uyxan WanmraaHbir TOAOTTOX efHe Yy? (XapWynTbir AaBTaH COHIoX 60N0OMMCTOM).
DYHe @ CyyMiH YEWiAH TOHOr TeXeeDeiDiC @) Uansapnar avy, MepraXmnTHYYA
@ Asanan xyynunanbiH razap G XypTosmMiTal 6aiinan ® TaHun TanbiH 3eBreMdiC
@ 6H1D TYBLHAA SVHATTSG YUITEaHAA Typwara ® eHep TYBULHAA SVMUAITEE YAUATTS0
@ Bycan ( )
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9. Soxam Ta AvVEP UATINMAH SVMUNTEEHAA YANUANT=6er aBaxbH Ty, [BaHiy XOTbIm 3006Xi MocaH 607
DARC - T00 caneH (2 207y MBHIH E0aHAA LAHDIATE0 @MUV BONOH TeparTT
@ Ynawram avmm=e B Xaranraa ( ) ® Bycan( )

10. MBaHXY XOTblH SMUMNIa3 YUNUUMNIO3HA Xamparaai 6yrm aMUMNras yunuu
Nr32HUM YHD Tenbep X34 6alX Hb TOXMPOMMTOM MaX y32X 6aihraa Ba?

(8 )

11. OpPX3M TaHbl XaMrMH CyynAa YMNUNyyncaH aMH3N3M Hb?

12. DoXaM TaHbl XaMiiH Cyyna YANUNYYy\CaH SVHONMTAAH AaByy Taryya 60N0H Cyn Tanyyabir
AypbaaHa yy?

Jasyy Tan:

Cyn Tan:

13. OpxaM TaHbl 604N00P WMWNASM SMHIN3M AMap 6arx écTol B3?
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¥ Jlo00pxM acyynTyyA Hb 3PX3M TaHbl Y331 60AN00p, SMUMAra3d aanan iyynunanbiH yHNUMATrIBHUA X3
MXCYYDWUIAr TOAODXOMNOX 30PUArOTOM acyynTyva OM(TaHbl XYBbA LWWAASC SMHIASC 9K AMap 6aix &c
ToM B37). JIOOPXWU ererAeCeH eryyN63PYYASA X3AMI X9p caHan HIrTai 6alraaraa TOAOPXOMAN TIMA

3rN3 Hyy.
YrYn Tvim

L Lvymr sMH/Br He Op-H YenrH TOHOT TEXSepaMKEep TOHOIORIOH 1--2--3-4--5--6--7

2 UWhypr svever i xapexay, Taatat 61w, 30voH Garryyranai 1--2--3-4-5--6--7

3.LUnAAST IMHINTUIAH XMAYABIH(IMY, CyBUAArY, axun 4 UA) XyBUA | 1 5 3 4 5 o 7

¢ 60/IOH razaaj Tepx Hb 3MX LITLUTIN.

4.lUnnasr 3MH3N3T Hb Y3N3raMUMAT3dHA, TOXMPCOH 6a Mryynamx © | 1 5 o 4 e~
OJIOH TaB TyxTal OpuYHbIr 6YpAYYAcaH. 1---2---3—A—-5-6—]

5.Unnasr 3MHaA3r Hb ypbAuuiaH TENeBAGMACEOH Lar Xyraudaanfaa | 1~ s 4 ¢
AMUMAr33 YUAYMAr33r Y3ﬁn,qar. 1--2--3--A---5-6-7

6. Wngar amHanar He YnunYYnsrumg  TyaramacaH acy ydang oYxwia n 1034 5 6.7
CITMIN33C3 XaHAAXK LLMIAABIPADK OrHe.

7. Linyer avemH s Y P Tai vk 6o 1---2---3---4---5---6---7

8. Wnagar sMHa/13r Hb amaicaH Lar xyrauaaHgaa amMy uard YAnY | 15 2 4 c ¢
narsar YaYYaHa. 1---2---3---4---5---6---7

9. Wnnasr sMHINTMAH 3MY,CyBUIArY Hb ©BUHWIA 6a naan, smumnr
33HUIN Tenesneres, aHxaapax 3YunY YabiH Tanaap Togopxon Tamn6 | 1---2---3---4---5---6---7
apnaHa.

10 Llisyer SvBTH SHAMH Ho YHIWIGH 33083 3B MUTS LU KATS AT | 1 5 o2 4 © o
D [V X208, VP JIaep YWMAT TataIBK aHa 1--2---3-—-4-—-5_6-7
11 LWnagsr sMH3AMNH @KAAUMA(MY, CyBANAMY, axunumH) He YanuWasr |« o o, ¢ -
ung, Lar Tyxag, Hb Yinuwaraar YaYaHs. 1---2---3---4---5---6---7

12, lWnagsr sMHIAMAH aXWUNYA(3MY, CyBWUNard, axui TaH) Hb Ypra
MK YanunYYnaruminH XYCanT GOMIOH acyyaTaHi cavH Aypaapaa xapwyn | 1---2---3---4---5---6---7
Ha.

13. Wwnngasr asMH3ATMAH aXuauma(damy, CyBuaard, axu ATaH) Hb M
aw nx33p 3asr¥n Yeass u YaaunY¥asr ummn xYcantang xypaad wyy | 1---2---3---4---5---6---7
pxan YNA4naHa.

14. Wnngsr sMH3AMTUAH aXUAUMA(3MY, CYBWUAArY, axu ATaH) Hb Yi 13-l 5T
aunYYasrumg, vTran HamzaBapbIr erHe.

15. lmnasr 3MH3/13r Hb atoyarYi, HaagapTtaid 3Mumarss GOOH OHOLLUM 13-l 5T
rOO LUMHXXWAMAM XWIAX OpYHbIF BYpAYYHS.

16. Lnngar sMHAMIAH axuaung(eMy, CyBuary, axwiT aH) Hb €c 3ap 13-l 5T
yMMTarraap 3e43r Havpcar xapwilgartan.

17. LWhnmar asMHB/ITAAH. @AMy, CyBIANY, aXkwiiaH) Hb eBUTHbI BrieniiH 6
anaan BoMoH AMUWIBHUA apra Dapwibl TawibapiaH ownyynax  YpeH | 1---2---3---4---5---6---7
NVBA/BIAM 333MLLICH.

18 Wnmer sMHIITAH XMAAGRMY, GBI, axwTTaH) Hb YanwiYYmramg 13-l 5T
aHxaapan Xasavbk XaHzyysHa.

19. Wwngsr aMH33r Hb ragaad YnnunYYasrummH TaB Tyxagd TOXupy 13-l 5T
YK TOXMPMTOW LiarvAH 30XMLYYNaNTbIr XUAX OONOMXKTOMN.

20. LLhngar sMHATAH aXnumMa(amy, cyBwiary, axmaH) He ragaaa YnnunYY | 1---2---3---4---5---6---7
JBrYMA3A, OHLIOM aHxaapan TaBuHa.

21. Wwnngar amMHa3r Hb  YanunYYasrumH awur Tycbir toyHel 1YpYY | 1---2---3---4---5---6---7
HJ, TaBMHa.

22, LLAYBr SMTWH SN, QBB KATAH) Hb MIVBIAH WBYE | 1~ 2 4 e
mbH TYBUWH awrak YYHa, 300mikaon svamr=s Yormrsar Y3 e, 1---2---3---4---5---6---7
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% JI00pXM Hb 3PXSM TaHbl XaMIMiiH Cyyna SMUMNras asnan iyynunanbiH YHnuMnraor asa

X_30pUNroop 30pbXC  SMUIYY/ICOH ©<< 3MHINTUMH Tarnaapxy acyynTyya koM. Jloop erer
[eCeH erYY163DYYASA XSAUA X3P caHan HArTaM 6araaraa TOAOPXOMMIK TOMASMNS Hyy.

6O/IOH rafigas, TepX Hb 3MX LI3MLTIN.

YrYn Tnim
1 000 VBN Ho QoVH YeH  TOHOT TEXegOaNVMHERD TOHOIOCH 1---2---3---4---5--6--7
2 000 IMIE Hb )XamBg),  Taarai 6L 30voH Carryyanma 1---2---3--4---5-—-6--7
3. 000 IMHIMNH aXNYABIH(MY, CyBUMAry, aXunum ) XyBUac | 1 5 3 4 c 6 7

4. 00O 3MHINAM Hb Y313 3MUMATIIHA TOXMPCOH Banry ynamx 6o
NOH  TaB TyXTal OpuyHbIr  6YpAYYAC3H.

1---2--3-4-—56--7

5. 000 3MHIMr Hb Wb,qqmnaH TeleBAerACeH Lar xyra UaaHiaa
amumnrss Yinumnraar Y3YYngar.

1---2--3—-4—56---7

6. 00 O 3MHII Hb YiunYYnaruma TyaramacaH acyydans umH
/133033 XaHAaX LUMAABIPADK  erjer.

(ecH Iy

1---2--3—-4—56---7

7. O 0 O 3MHIMMIH 3MUMATS YANUMAI33HA HaaBapTak UTTK 6on
HO.

1---2--3—-4-—56--7

8. 0 00 3MHI/Mr Hb aMancaH Lar xyradaaHaaa smMuwirs 3 Yanuwar
r  Y3YYaHo.

1---2--3-4-—56--7

9. 00O 3MHINMINH 3MY, CyBUAArY Hb 6BYHWIA Galdan, 3MUMAr3
HWA  Teneeneree, aHxaapax 3YunYYabiH Tana ap ToJopxou Tau
nbapraHa.

1---2--3—-4-—56--7

10. © OO 3MHINMTUAH  @KMAYMH Hb YpbAYMACAH 3axva Jra, Y3nar
SMUMAN33, LUMHXWAMS, 3MUWINS3  33pMUid I X3333, AMap apraap xu
VIXWIAr Tannbapaax erHe.

1---2--3—-4—56---7

11. © 0 O 3MHIMUNH aXUAUNA(MY, CyBMAArY, axuaumH) Hb YAy

aYnarumg uar Tyxana He Yinumaraar Y3YYaHa.

1---2--3—-4-—56--7

12. 00 O 3MHINTUAH aKMAUMA(IMY, CyBWUAAry, axwitaH) Hb Ypramx
YrnunYYnsruminH xYcant G6ONOH acyyaTaH 4 CalH Aypaapaa XapwyH
a

1---2--3—-4-56--7

13. 0 0 O 3MHINTUAH aXUAUMA(IMY, CyBWUAArY, aXwiTaH) Hb MaLl U
x33p  3aBr1 Yegds u Yiaun¥¥asrumitH xYC 3AT3HA XypAaH Lyypxan
YaunaHa.

1---2--3—-4-—56--7

14, © 0 O 3MHINMUAH aXMAUMA(IMY, CyBWAArY, axwataH) Hb Yaaun

YYnaruma vTran Hangapbir  erHe.

1---2--3—-4-56--7

15. © 0 0 3MHYBr Hb aroyArYiA, HaaBapTan MU BOIOH OHOLLIMIOO
LLVIFDKMITS3 XWIMX opuHbIr 6YpaYYacaH.

1---2--3—-4-—56--7

16. © 0 O 3MHINTUAH SXUIUNA(MY, CyBWIAry, axwiraH) Hb EC 3apun
MTaV, SeMJ3r Havpcar  XapwilaaTan.

1---2--3--4-—56---7

17. 00O IVHITWH DXWMHAL(BMY, QyBATIANY, aKATTaH) Hb eBUTHBOVENH Baiy,

XaapaJl Xa/IaMK XaHZyy/Ha.

an 6QNOH VHWIHAA apra Bapwibr TawBapiaH oamryyniax &YeH  veg | 1---2---3---4---5---6---7
JBIVIAT BMLUOH
18 000 MBEIMIH aXMAAEMY, GyBTarY, axwTrad) He Y MY/eramg, aH 1234 5 7

19, 000 wHYBr Hb radeas YUYY/BrH TaB Tyxas, TOVIYWIDK  TOXVMTON
LEH 30LYYTTTBI XVIAX BONOMMKION

1---2--3—-4-—56--7

20. © OO SMHB/ITWH DXWTUA(MY, QyBWIANY, aXWTTaH) Hb ragaag Yy
Y/mBrunass OHLFON aHxaapa XaHdyyHa.

1---2--3—-4-—56--7

21. 000 3MHIN Hb YWrunYYasrumiH awur Tycbir toyHbl TYPYYHZ,
TaBVHa.

1---2--3--4-—56---7

22. 00O SMHITUAH DXWIMMA(RMY, CyBWIary, axwimaH) He  YinunYaar
UAVH Waapg/arbiH TYBLLUMHE OMArod, YYHA, 30XVNDKTON amumirss Y
unraar - Y3WaHa.

1---2--3-4-—56--7
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% JI00pXM Hb BaHDiy XOTbH SMUWIFSO aanan dyNunarnbiH TanaapXv epeHXiA acyynTyya HM.

1. S0xaM Ta, MBaHMY XOTbH SMITE0 aran HYHEbH YAMATEEHL, €0eHXA Hb X3 X30 CITTaN XaH™
aywH 6araa B3?

D Maw mx caTran xaHranyyH 6yc (@ Catran xaHranyyH 6yc @ EpaiiH @ Catran xaHranyyH

® YHOX32p COTran xaHranyyH

2. OpXaM Ta, Bardiy XOTbH SMUMNTIBHUIA YANUMNMEBHA, epeHXiiinee X3AMA X3P COTIaN XaHra

NyyH 6aiiraa B3?

D Maw mx caTran xaHranyyH 6yc (@ Catran xaHranyyH 6yc @ EpaiiH @ Catran xaHranyyH

® YHOX32p COTran xaHranyyH

3 Soem Ta, Mty XOTbH aan XYW HBEbH YAUTEEH E0aHXNA e X X30 COTTIN XeHanyyH Eaiaa 837

D Maw mx caTran xaHranyyH 6yc (@ Catran xaHranyyH 6yc @ EpaiiH @ Catran xaHranyyH

® YHOX32p COTran xaHranyyH

4. JpxaM TaHbA MBariiy XOTbH SMUMNS3 aanan HyynunanbiH YUNUMIrsarasp AaxmMH ynuny
YNIXUMH TynA BaHxy XOTbIr 30PUX XYCON, XaHanara 6avraa roy?

@D OrT yryt @ Yryn @ EpamiiH @ TuiMm B YH3X23p TUNM

5. OpxaM Ta rap 6yn, xamaaTaH cajaH 60N0H Hal3 HexeAdee [ BaHXY XOTbIH
SMUMAra3 aanan xyynunansiH yMNuuMNraar caHan 60nrox yy?

@D OrT yryt @ Yryn @ EpaviitH @ TubMm B YH3X293p TUNM

6. OPXaM TaHbl caHanaap MBardiy XOTblH SMUMNTISHUIA aanan HyynunanbiH C3TIran XaHavdibIr
eHNePCrexmMH Tyna, AMap 3ylnyyA 3acaraaH, WHMHOUNIrASX ECTOM rax 6000% 6akiraa B3?

& SpxaM Ta uar 3aB raprai TyC CyaanraaHa xapuyncaHn ryHse TanapxbAl
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¥ UTERTHRNRERHETRERINOAFTERNE A

BEMENES TERB, RREXMTINMEMNBEREE.

TRAEE FERE

LIEBEERAESERHET RS,

1---2--3—4-5 67

2B ERRERRFILEMMR T _LFE IR,

1---2--3—4-5 67

3MEFERMIRR(ELE. P, BRR)ERANMEIRGIE,

1---2--3—4-5 67

AT EREEESAT BRI ENAE.

1---2--3—4-5 67

5. F5 E B e FE B (Al B <P 2 BB 57 IRSSHILIE .

1---2--3—4-5 67

6MEFERM EERENARR CRHBR,

1---2--3—4-5 67

7L E BRI ETT RS A LMERAMKSE.,

1---2--3—4-5 67

8L EFELIE B RIN IR AL ETT IR SS.

1---2--3—4-5 67

IMBERNEFAR(EE, PL)ERFIRS.
T TIFLRAY IR A,

BT, SEE=E

1---2--3—4-5 67

10LFE ERMBR RGBS, AARITILY. 8F7. WEMETT.

1---2--3—4-5 67

ILEFERMRR(EE. . RR)HNEFRENTRS.

1---2--3—4-5 67

RAEFERMNIRAREE. L. RA)EENEENZRKIUREE
HER,

1---2--3—4-5 67

BAFSERMNIRR(EE, L. RR)ERITHIR D SRR N
BENEK,

1---2--3—4-5 67

14T ERIERR(EE. L. BRR)ERHIBEEEE,

1---2--3—4-5 67

IS B EREE T REBET T 2R 28T B NINE,

1---2--3—4-5 67

16 MLFERIBAR(EE. L. BR)EEA LI,

1---2--3—4-5 67

17 AEBEERMEFAR(EE, FLHESEFORRABFLFR
BB AR,

1---2--3—4-5 67

I8 MFERMAR(EE. 1. RA)SRIBE.

1---2--3—4-5 67

0 FERRATLURESN EBENRR , REHIEHEE E),

1---2--3—4-5 67

0AFERMIAAEE. L. RA)SHHERERFIRE,

1---2--3—4-5 67

2QLILF ERRLEERBENTIR.

1---2--3—4-5 67

RMFERMIAR(EE. P, RAR)EEZ[ENEXR , #HFE
BEEKRNETRS.

1---2--3—4-5 67
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AT RRTEX &I AR iR 5509 B KV © © o RRRAIF .

BEMNRS FBE, KRG TIINANREEE.,

TERAE FEEE
l.o o o EfRE& R EST RS, 1---2---3---4---5---6---7
2.0 o o ERHYEMmAILEM MM I L BT AR, 1---2---3---4---5---6---7
3.oo0 o ERMVERR(E4. FL. ERR)ERFEIRImE. 1---2---3---4---5---6---7
4.0 0 o ERRAEES AT IR ENSE, 123l 567
5.0 o o ERRrEFE RS RIAESF X EFT IR FHILIE 1---2---3---4---5---6---7
6.0 o o ERRMBERENABMRCRHEBR, 1---2---3---4---5---6---7
7.0 0 o ERRHEST RS AT LUEBANKSE, 1234567
8.0 0 o ERRAELIE MR EETT RS, 1---2---3---4---5---6---7

900 o ERfMIEIFAR(EE. FL)MEFIRS. A
I T IR AY 154 B,

TR, SEEE

10.0 o o EF#VER A BAMEY, AEHITINL. BI7. WMEMEIT.

1---2--3—-4-—56--7

1lloo o EfRMVERN(EAE. L. BR)NBERHRS.

1---2--3—-4-56--7

12.0c o o EFRMERR(EAE. L. BRR)EZX BENERIIRA E DD

1---2--3—-4-56--7

Bz
13.0 0 oBRMWRAE S, it RAERLHNROLAINES |
ENTK,

l4. 0o o EfRMVER(E L. L. BAR)GERBRABEEER.

1---2--3—-456--7

15.0 0o o EfREE T BEB IR T2 X 8T A EHIME,

1---2--3—-4-—56--7

16.0 o o EfEWVER U (E 4. L. BRG)BEH LI SR,

1---2--3—-4-—56--7

17.0 o o EFRMEFAR(ELE. FL)REFH AR EEHPIRSH
BITAR,

1---2--3-4-—56--7

18.0c o ERMVERR (B4, #FE. MR)EREEE, 1---2---3---4---5---6---7
19.0 o o ERr el LURIESME BB MBI | ROEHIAEERTA, 1---2---3---4---5---6---7
20.0 o o ERRHVER A (B 4. AL, HR)SHIMEBEFIIRE. 1---2---3---4---5---6---7
21.0 o o ERRILEEZ BBENNR 1---2---3---4---5---6---7

2200 o BEfRMEAR(E4A. L. HRR)EE
EEKRNETRS.

BENEK, RUFE

1---2--3-4-—56--7
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@ FEERHE @ FEE O M @ HE GO FEHE
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@ FEERAHE @ FEE O —H @ HE GO FEHE
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% The following are questions on the activities and characteristics of medical tourism
services provided in the Gwangju/Jeollanam-do areas. Please provide your honest
opinion.

1. What is your nationality?
@ United States @ China @ Mongolia @ CIS (Russian Conmmormedth) & Vietnam @ Cther( )

2. What is your gender? M Male @ Female

3. What is your birth year?

4. What is your occupation?
@ Student @ Government official @ Office worker @ Self-employed

® Homemaker ® Agriculture/fisheries/livestock @ Other( )
5. How many times have you visited Korea? ( time(s))
6. How many times have you visited Gwangju? ( time(s))

7. How did you find/discover/hear about medical tourism in Gwangju?
(D Family, friends, acquaintances @ Internet @ TV, newspapers
@ Local medical personnel/hospitals ® Travel agency ® Other( )

8. What are your biggest reasons for deciding to have your medical tour at Gwangju?
(You can select multiple answers)
@ Price (@ State—of-the-art medical equipment
@ Highly trained medical personnel @ Tourist attraction & Accessibility
® Referred by acquaintances@ Experience of highly—developed medical services
Excellent quality of medical services @ Other( )

9. For what type(s) of medical services have you visited Gwangju?
(You can select multiple answers)
@ Dermatologic/plastic surgery @ Medical check-up
@ Pregnancy and/or childbirth @ Oriental medicine/treatment &) Operation( )
® Other( )

10. What do you think is the adeauate price for the medical services you are currently receiving in Gwangju?
( $)

- 111 -

Collection @ chosun



11. What is the name of the hospital you have used most recently?

12. What are the positive and negative aspects of the hospital you have used most recently?

Positive aspect:

Negative aspect:

13. What do you think a ‘outstanding hospital’ is?
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% Thefollowingarequestionsaboutyourmeasures/criteriaofoutstandinghospitals.

Pleasecirclethenumberthatbestreflectsthedegreetowhichyouagreewitheachstatement.

Nt adl  Defintdy agee
1. Outstanding hospitals have state-of-the-art medical equipment. | 1--—2--—3-— 4-—-5-—6-—-7
2. Outstanding hospitals haveaesthetically pleasing structures and
facilities. 123 A—5—6—7
3. Outstanding hospitals have medical staff (doctors, nurses, 13 b5 T
administrative personnel) who are  well-dressed and well-groomed.
4. Outstanding hospitals have a comfortable atmosphere and facilities | 1.5 3 4.5 6.7
that are adequate for providing medical  treatments.
5. Outstanding hospitals keep their word on providing medical | ; 5 -~ , ¢ -~
services at the promised hours. 12 A—5—6—7
6. QOutstanding hospitals do their best to solve problems that occur
to patients. 123 A—5—6—7
7. The medical services provided by outstanding hospitals are reliable
and trustworthy. 1--—2-—3— Ar—-Sbe]
8. OQutstanding hospitals provide medical services at the promised | 1 5~ 4 = -
hours. 1-—2 Ar—Sbe]
9. The medical staff (doctorsand nurses) of outstanding hospitals
explain the following in full detail: status of the disease, treatment | 1----2----3-— -4-—-5-—6---7
plan, and precautions.
10. The administrative personnel of outstandin? hospitals inform the
customers about the time and place of the following: reservations, | 1----2----3--- -4----5---6----7
diagnosis,examinations, and treatment.
11. The staff of outstanding hospitals (doctors, nurses, administrative I N 4.5 6.7
personnel) provide immediate services to the patients.
12. The staff of outstanding hospitals (doctors, nurses, administrative
personnel) always respond voluntarily to the requests or questions | 1----2----3--- -4----5---6----7
of patients.
13. The staff of outs’gandinc? hospitals (doctors, nurses, administrative
personnel) respond immediately to the requests of patients, even | 1----2----3--- -4----5---6----7
when they are extremely busy.
14. The staff of outstanding hospitals (doctors, nurses, administrative 13 b5 T
personnel) give the feeling of trustworthiness to the patients.
15. Outstanding hospitals have an environment that is fit for safe
treatment and examinations. 1--—2-—3— Ar—-Sbe]
16. The staff of outstanding hospitals (doctors, nurses, administrative | ; 5 ~ ., ¢ ~ .
personnel) are kind and polite. 12 A—5—6—7
17. The medical staff (doctors and nurses) of outstanding hospitals
have enough knowledge to explain the patient's  status or their | 1--—2--—3-— -4-—-5-—6—---7
treatment plans.
18. The staff of outstanding hospitals (doctors, nurses, administrative I N 4.5 6.7
personnel) pay enough attention to  the patients.
19. Outstanding hospitals have flexible timetables to meet the
needs of foreign patients. 123 A—5—6—7
20. The staff of outstanding hospitals (doctors, nurses, administrative I N 4.5 6.7
personnel) pay special attention to foreign patients.
21 Outstanding hospitals put he benefit of the patients as their
primary goal. 123 A—5—6—7
22. The staff of outstanding hospitals (doctors, nurses, administrative
personnel) provide proper medical services that meet the patients’ | 1----2---3-—- -4----5---6----7

needs.
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¥ The following questions are about the hospital, (O0O), that you have visited most
recently for medical tourism purposes. Please circle the number that best reflects the degree to which
you agree with each statement

Not at all  Definitely agree

1. (O00) hospital has state-of-the-art medical equipment. 1--2---3-—4--—--5-—--6---7
]g. ,i,(BOO) hospital has aesthetically pleasing structures and 13l 5T
acilities.

3. (O0O0) . hospital has medical staff (doctors, nurses
administrative personnel) who are well-dressed and | 1---2--—3-—4-—-5-—6--7
well-groomed.

4. (O0O0) hospital has a comfortable atmosphere and
{aal{tlest that = are adequate for providing medical | 1---2----3-—--4----5---6----7
reatments.

5. (O00) hospital keeps its word on providing medical

serv(ices a)lt theIo promise% hours. P J 123l b7
6. (O00) hospital does its best to solve problems that

occ1(Jrred )to pgtients. P L A e/
7. The medical services provided by (OOO) hospital are

reliable and trustworthy. P y ) P 123l b/
ﬁ. (O0O0) hospital provides medical services at the promised 13l 5T
ours.

9. The medical staff of (OOO) hospital (doctors and nurses)
explain the following in full detall: status of the disease, | 1---2--—-3-—-4-—-5-—6-—-7
treatment plan, and precautions.

10. The administrative staff of (OOQO) hospital inform the
customers about the time and place of the following: | 1----2---3----4-—-5----6----7
reservations, diagnosis, examinations, and treatment.

11. The staff of (OOO) hospital (doctors, nurses, administrative | 1__ 5 a2 4 £ ¢
personnel) provi(de im)medigte se(rvices to the patients. N S S

12. The staff of (OOO) hospital (doctors, nurses, administrative
personnel) always respond  voluntarily to the requests or | 1---2----3-—--4----5---6----7
questions of patients.

13. The staff of (O0Q) hQsPitaI (doctors, nurses, administrative
personnel) respond immediately to the requests of patients, even | 1----2----3-—-4-—-5-—6--7
when they are extremely busy.

14. The staff of (OOO) hospital (doctors, nurses, administrative
pe{sor]cr;el) give the feeling of trustworthiness to the | 1---2---3-—-4--—-5-—--6--7
patients.

15. (O00) hospital has an environment that is fit for safe
treatsnent )and eaaminations. 234561

16. The staff of (OOO) hospital (doctors, nurses, administrative | 1~ 2 4 o
personnel) are kin(d anc)i poli?e. ( o235 b7

17. The medical staff of (OOO) ,hosEitaI (doctors and nurses)
have enough knowledge to explain the patient’s status or their | 1---2---3-—-4-—-5-—6-—-7
treatment plans.

18. The staff of (OO0) hospital  (doctors, nurses, administrative | 1.5 2 4 ©
personnel) pay énoug)h attgntion t(o the  patients. A S S
19. (O0O0) hospital has flexible timetables to meet the needs of

forei(gn pa)ltientg B i
20. The staff of (OOQ) hospital  (doctors, nurses, administrative | 1 5 2 4 =~
personnel) pay épecia)l atte%tion tc(> foreign  patients. 123l o]
21. (O0O0) hospital puts the benefit of the patients as its T, S S S S,

primary goal.

22. The staff of (OOO) hospital  (doctors, nurses, administrative
personnel) provide proper medical services that meet the | 1---2----3-—-4----5--6----7
patients’ needs.
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3 The following are some general questions about medical tourism in Gwangju.

1. How satisfied are you, overall, about the medicaltourismservices of Gwangju?

M Not satisfied at all @ Somewhat dissatisfactory @ Neutral
@ Somewhat satisfactory ® Definitely satisfactory

2. How satisfied are you, overall, about the medicalservices of Gwangju?

M Not satisfied at all @ Somewhat dissatisfactory @ Neutral
@ Somewhat satisfactory & Definitely satisfactory

3. How satisfied are you, overall, about the tourismservices of Gwangju?

M Not satisfied at all @ Somewhat dissatisfactory @ Neutral
@ Somewhat satisfactory & Definitely satisfactory

4. Are you willing to revisit Gwangju for medical tourism purposes?

@ Not at all @ Not really @ Neutral @ Yes & Definitely

5. Would you recormend medical tours to Gnangiu to your family, relatives, or friends?

@ Not at all @ Not really @ Neutral @ Yes & Definitely

6. What are some aspects, in your opinion, that need to be improved to increase
the satisfaction levels for medical tourism in Gwangju?

& Thank you for your time and for answering !
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