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ABSTRACT

The Differences of perceived importance of service quality
affecting hospital selection: Comparative study between

health care providers and non—health care providers

Jungah Kim
Advisor : Prof. Seongho Kang, Ph.D.
Department of Business Administration

Graduate School of Chosun University

This study developed the quality of service of Parasuraman et al. (1983) into
quality of medical service and categorized it into eight factors: location
typeliness, environmental typeliness, convenience typeliness, process reliability,
capacity reliability, medical action responsiveness, nonmedical act responsiveness
and empathy. Demonstrated analysis was performed after a survey on how
patient, caregivers as the non-health care providers level and doctors, nurse as
the health care providers level are affected in choosing a medical institution.

The questionnaire measured the Cronbach’s a coefficients to ensure internal
consistency, and for feasibility analysis the convergent validity and
de-discriminant validity were identified. As an analysis method, empirical
analysis was performed using SPSS25.0 and AMOS21.0.

As a result, the location of the hospital and the convenience of transportation
were assessed as the most important factors in location tangible nature, the
hospital’s cleanliness in environmental tangible nature, and the patient’s diet in
convenience tangible nature were found to be the most important factors.
Confidence in the examination process and results was found to be the most

important factor in the reliability of the capacity, and trust in the medical
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knowledge and treatment methods of the physician. It has been shown that
doctor’s prompt problem resolution is the most important factor in responding to
medical action, and reservation, reception, acceptance, and waiting time are the
most important factors. Finally, empathy has been identified as the most
important factor for doctors’ listening to patients.

As can be seen from the above results, the healthcare providers who provide
medical services in the hospital prioritized only the quality of service related to
original purpose the treatment of the diseases of the hospital. But, the most
important factors for respondents were capacity reliability(4.51), followed by
responsiveness (4.33) and empathy (4.20). Overall, trust in a medical
practitioner’s capabilities and rapid response and empathy for a medical patient
have been shown to be of high importance. Conversely, opportunistic typology
(3.98), positional typology (4.10), and environmental typology (4.14) showed
relatively low importance, while reliability of medical practice and procedure
(4.18) and non-medical response (4.16) were found to be moderate. The eight
factors shown above all showed high scores across the board, confirming that
the criteria presented were factors that led to the selection of medical
institutions.

Therefore, the quality of all hospital services should be adjusted upward. Such
efforts will prevent the concentration of medical consumers in the metropolitan
area of huge capital, cope with the changing paradigm of health, and effectively
approach health care consumers who expect human consideration due to nuclear

familization and aging.

Key words: Medical Service Quality, Locational Tangibility, Environmental

Tangibility, Credibility Trust, Procedural Trust, Medical Responsiveness,

Non—medical Responsiveness, Empathy
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5,000-6,0005+¢ w7k 19 16.7
6,000-7,0005+¢ W] 7k 8 7.0

7,0007F o] 42 36.8

R 114 100.0

£ 9> AT WS Rl ATEAGE 54

T N HAE
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30 23 20.2

A 400 13 114
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WS A== 28 24.6
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ereE ol 5 14
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7] ol 44.7

3,000%+ W vk 38 33.3
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THAAARS A% SA=TE NEs] A8 VEdTES R eE AN

9 NRFEEHES AASAT gddgd o] dFE vAE Fag AH~
FA 820E XA A, dEH FFA, HH K3, dAlEA, g
g, 589 94, PR SHA, AR FiEStal 7o AR EE
< F7kekth WA 384 ou57|de] =84 54 dig AAAER o
stal 91X4 £33, BAA A, HeAH FIHoE FAAAT XA +3
AL durlHe HIAEE oulets o E ‘W] ek wgo]l Heysiry,
‘FRpAA o] wWa Helsiey, ‘H3 wWelo] Jiztklok gk o A 7HH] o g S
A& tH(Parasurmana et al., 1988; Westbrook et al., 2014). 4% f34& &
g4 AAEEN dg A HAT AAAHEE orate= AowE WAL A
Agt FHZ 5 FAH o s, ‘ASS o FAHAES AT F de FHS /A
o sof, ‘WY W 2%-FE7F F& Ao oF gk, ‘Wl Wl 377 & wof

et al, 2014). WA FRAAEL 854 ol99 a7 o] ol§ HAYAY A
L& YHlete Ao® ‘WY o] & Al wdo] i ke Holof Sy, ‘Skxpt
Hoz7t 2H 8§48 7 e 5AFo] & Eof glojop gy, ‘SkxpA o]
SEaL wej 7 & wojop gy o A 7hA| FE o2 FA H A tH(Parasurmana et
al., 1988; Westhrook et al., 2014).
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Westbrook et al, 2014). T3t J&FAF = o7 do] Jafo] dist dS ov|sh
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A AN FE5H 5ol

((Parasurmana et al., 1988, Westbrook et al.,

Zu8 T o A 7HH dEow ZAsqr)

sHde 449 ordNE Agd &

o gugels AP BAge] ¥ JduBY SHYH nEH o

2014).

LS
A9 wogdgy sHdor PR A8PY SHAL A=

A AAG Felol Yok, WUBAE ASHA B
2

= A&sHA ZAE @l

S5ba Btk ‘o o 45k

71 ARl Bk Adrgo] & ol

ZH olFzy o U 7HH FEow =AHHuHParasurmana et al.,

Westbrook et al., 2014).
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detA s S f&ﬂr’, Ak FALe) iVl E # AA ST, S ANE SR}
o7& 2 AA, ANk Y-S x| ofr|E # AHs) 9 671A FEHo=
ZA 5 tH(Parasurmana et al., 1988; Westbrook et al., 2014). X3+ BE 3=
2= ‘(1) A3 Fa3skA &9 - 6) vWI$ Fos 2 A= Likert 58 L=
SASIA T <& 10> 2 A9 &8¥ SAHEAES V|Es)] 2 Aot
<E 10> A=
TANE N & & =4
welo] o %o} mEo] Hald
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o - (2) FAkAI o] Ko He st
LA } -man et
(3) "} o] 717pS o gkt
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M (1) ¥ede 323 Aoz 5 fFA=oF )
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FdAA 12 2es 29 FHAS AY F de BHEE
#94 | ®A2 et al.
2014).
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olg 3l e Hlel g sio
T4 o 4l =) itif ]'j;jH
o H'o 6 H'O

a5.3 83 19 23 11
.56 80 22 20 19
Q.52 80 21 19 15
455 76 15 24 24
q_o_4 74 14 23 22
ao57 67 .03 16 30
q3_1 15 83 14 .08
q_3_2 .09 81 16 13
3.3 25 73 11 14
4.1 19 25 .80 23
q-4_2 21 20 71 29
a4.4 41 39 61 40
q4.3 23 38 58 42
a4.6 25 15 07 82
q_4.5 17 21 04 .30
a4d7 19 24 01 78
q.4.8 20 12 05 .60
q_2.5 -.04 .08 -.01 23
2.8 22 17 .00 16
a2.7 34 23 12 .03
a26 36 27 .09 01
a2.4 05 04 -.00 08
q_1_10 20 18 14 .08
al9 26 10 A1 15
q_1.6 .08 13 16 -.01
ql.38 05 .09 10 24
q_1_12 .03 14 25 .00
q 113 .09 .08 19 18
114 08 08 21 .05
g 1_1 10 A7 24 .08
q_1_3 .09 -.02 20 -11
12 18 12 18 33
Figen Value 11.34 2.16 2.63 2.13
% 37.00 8.65 7.93 6.68

A% 37.00 45.65 53.59 60.27
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<E 14> F44 e AR(AE
A4 iR o e
i e ilte) I S "o T 670
a.5.3 .08 .00 -.02 11
a5 6 .09 .08 .05 05
a5 2 14 .09 13 17
a5b55b .02 .29 .08 16
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aqb7 .38 .32 .04 -.08
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q.3.2 15 12 .00 .10
q.3.3 12 .20 21 =17
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a45b 15 11 18 -.02
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19 .20 .74 18 A1
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114 .01 .20 76 17
q 1.1 05 21 .09 81
q 1.3 27 .06 35 59
1.2 .03 43 01 45
Eigen value 1.98 1.74 1.32 1.21
% 6.18 5.45 412 3.78
TA4% 66.46 71.91 76.04 79.82
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