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ABSTRACT

The Effect of Hospital Service Quality on Customer Satisfaction and

Loyalty : Focusing on the Investigation of Emotional Mechanisms

Yun-Jeong Lee
Advisor : Prof. Jongchul Park Ph.D.
Department of Business Administration

Graduate School of Chosun University

This study examined the effect of service-quality perception on customer satisfaction and
customer loyalty for hospital users. Unlike previous studies, this study examined a new
emotional process mechanism in the relationship between service quality, customer
satisfaction, and customer loyalty. In previous studies, the effect of perceived service
quality on consumer response variables such as customer satisfaction, customer trust, and
customer loyalty was presented. However, in this study, a research model was
constructed focusing on emotional variables such as emotional trust and emotional
reciprocity.

As a result of the analysis, it was found that process quality and physical environment
quality had a positive effect on emotional trust. However, the outcome quality did not
have a statistically significant effect on emotional trust. And as a result of analyzing the
causal relationship between the three dimensions of service quality and emotional
reciprocity, it was found that process quality and outcome quality had a positive effect
on emotional reciprocity. In addition, it was found that the quality of the physical
environment also had a positive effect on emotional reciprocity. In addition, emotional
trust was found to have a positive effect on customer satisfaction, and emotional
reciprocity was also found to have a positive effect on customer satisfaction. In
addition, customer satisfaction was also found to have a positive effect on customer

loyalty.

Key words: Service Quality, Process Quality, Outcome Quality, Physical Environment Quality,
Emotional Trust, Emotional Reciprocity, Customer Satisfaction, Customer Loyalty
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2

A= ERRE
Ao 4k A AFegzol wAl g woHA Aol Aol @
0 2 A% Zlgel i =) ngw G WAL Ao FHA 9]
w0l thChan and Li, 2010). meba] 3§l Al kol o] s 24
2 g} oA @ B Al T id] A AL A WYl N VEE ]

o
doll 38A] FFES P ZoE AFE + rh

E£3], Palmatier et al.2009)2] Aol ostd, TAvAE WHtolA &&=l
74 AL Uil oig Mgt EJEE =ole Ao dEA on, oy
g EYEE THYEZA S vA= ASE eyt =3 McKnight et
al.2002)el oJstd, AFe AaHAFEC] HEE At o 83 dAAY9E
< AFste AeE dEA Uvh 18a 3 A £¢2(2003) SE A
2 Wgto A AH| 2~ FHo] Tl AR FA A dFS PTE AMES Al
AstRtt ool whet M Al 2o i3k A A AlF et T8 Al Z

=5 gol FHAU IS 1A QO YA

H7: 33 A 1S Ed e 93 v Aot

H8: 44 33 2AUNEZ= AHY &S vF Aol
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A 47

dTHH B ATEY

Ald 228A 9 AR 4

SA AR 97HS 71

204 o) e tiEdew A

& AHAZ3)r

PR =
F olAReH, F 300 o] HEFAL %Oilo}"dﬂ} Al gy J¥ Al
A AZ SHEA U AUAEE HED 5, 2A44d S8A UEe AT 28655
HZ Aol ALEHATHEAL 11478<39.9%> vs. AR} 17278<60.1%>). A#H 2] 73+
-2 200 SHEA o]l e m(2311), YRkQle] Z-¢- 259 o] ATHE Rkl H &) A
- HER FRste -HdE A TEsHA €5). sEAe] 87
THaES 1005 9 olakrh 23W(8%), 1008k ¥ o] ~ 2008k ¢ wwho] 34w
(11.9%), 2005+ 4 ©]7&~300%t o wwko] 7473(25.9%), 3009+ < ©]&~400%t
n|gko] 7978 (27.6%), 4009 91 ©]~500%F ¥ m]Fre] 37%(12.9%), 5007 o]
o] 398(3.6%) o2 YEEth SEAEC] 9T ol I o8 VS v
3 2
CE 1> A ¥ o8 72
= HAE | fE HHE | FHAHAME

Id wek 92(3) 32.2(%) 32.4(%) 32.4(%)

Id eo]g-3d mwk 100(78) 35.0(%) 35.2(%) 67.6(%)

3d o]-5d ml 39() 13.6(%) 13.7(%) 81.3(%)

59 o] ~7d mul 29(3) 10.1(%) 10.2(%) 91.5(%)

79 01310 m Rk 15(%3) 5.2(%) 5.3(%) 96.8(%)

108 o) 9() 3.1(%) 3.2(%) 100.0(%)

284(3) 99.3(%) 100.0(%)
Az=w A 2%) (%)
A 286(3) 100.0(%)
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5=
A, ARl 223 Ad-diAE A Al 7R Wi, S ANz A EFA
(Brady and Cronin Jr., 2001; Driver and Johnston, 2001), ZA¥}%&(Rust and
Oliver, 1994), 18]lx E87 273 FABitner, 199202 =AYttt FHFH9
A5 e 2 9 oAl tig IEAR A= F HAEA, F A A ol
e WFew AFosta, I £ HIRCE 7H YAE A= ZAHSITH

TARCR A/ ™A oontE AR A 9/ofAlel dis) R

= S A=)

5 89 9 714 HAAPoE AHYsta, U S A" O R 7H YAHE HERZ
SA3AT. FAHOE ‘Yo S&FE FFTAATE AE,  C ARdHH 2
Aol e A=, AR AAZA I A, CQAFAE ] e &2
Aog gHEBATE AL, & SASAT =, Anlx FH9 oA |
7 EEH A FAY AF Aulzart dEEHe AW dHow s,
Wl digk Al 7l Ad #HHAY F E97] Sl dis] 4 £33 vie
o7 74 YAE Hz=z =

Ao, FAMeR AvERe AHY A=
&

FHA AulE gt e AR A HiATE AAR AR '

=
de A= Aol i3 =3 7E A== skt T3 44
o] A% B Mu=E olgstiA =7 AeE mhe A, Bl tiE avt
= A%, Bdol 58 AF AFstes dgel dd =4 A=E 7H HAE A
sy

2 =A 3 HMorales, 2005).
I

S
o IAVEEY A PU Aulzd fF AuA WE JE2 BT

_19_

Collection @ chosun



Anderson et al.(1994)0] AAIgF =4 S H Axdgo HEst9 F+A3
oz ‘W Aulzd tiE AWMAoz wEsE Ax  wWde Au2st

2o AL, WY Mulx olgd HE wE AR 2 7Y AE HE=
=459 IAZAEY A HYL Ao o] g AU, B AUE
oA ZHE AAA ] s 27) £ 7H YAE A2 ZA3Y hZeitham! et
al., 1996).
CE 2> W5y 245y
1. 0% Yo A o)A N3 oo nEtia Azeo
HAEAD 2. 00899 Y/t Ny o 4 ok Azbath
3. 00H o] A/ XA AEAS zhe1 Qvky Azhei)
4, 008 YL Yo &3HE 9 X8)E FEANAZFTY L H2e)
5. 00¥ 9 Wiy} AAs G Az
ANEA .
6. 00 Yo Aadejo] Aty A7ZHs).
7. 00 Y EoAHQ A el ZztH o g wes =T
8. 00 e AuEzte] AAs T o4 Ytky Azbeick
9. 00H YL HAl Hu=2 zt=3 gtz AzHeit
-
#EL 00U Aol w7t HAsTta Azt
11. 00 Y& 29)7|(el; =1, ok, & S} FAsca A7Zech
12. 00 YL A= Ao st Y= ek=ghs writ
7+ =
el 13. 00 YL A= Ao taty v HekshA wzt
- 14. 008 9% Adste Zol ddt] b 15234 =2t
15. U= 00 el A= rhee =210
7+ =
54 16. Y= OO el arbgs =2tk
<
° 7 oa% ooWslos e FuL wity 7t
18. 00 Yol Auxol s AWz o7 wEgic)
I
19. 00 Q2] Aulx o] go] w3}
nET
20. OO¥ 2] Mulx7} E9ke)
A 2L UE 00 Ye &Aooz wEd o),
2T 22 U 00 YS g2 ARSA 218 Aol
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Sv

A3 AHE 2 P B4

A ATAEIA AAF 97 7}%?&% AE87)ol oA, B
g ol U@ A4 B

& AABAT % AZ8) -%}

o

X
r

=%
=

£

o g =4 F&d tigh FANE S0l LA S Ry Jd=AE T

st7] {8l 7HE g /\}%EL_ A8ulE LuHcronbach’s alpha = a) 32 H1sA
7+

ok A AARE T W, & AAEA, AREd, $EFA, A A A,

B8 w8, TAVEE, I'_—h‘
=A==
-1

A8k, Flds =

BE WEe] AAGT 108 WA

_%1_
MFEo] 71EXY 708 de Z20® Jeht Agde Rt

CE 3D AvE F4 SAME A 244 &8 23 (FFHS)

Cronbach’s alpha Cronbach’s alpha
S R .789 Zd s R AR 912
2554 .849 AAA 84 .894
R F .900 LR = .826
INFHE 900
T, 77 ol gk S8 JNde] BRAS ASsr] fleke] g41F 89EA
(exploratory factor analysis)g 433ttt BA7 QJAEAMS T3 7zt AFEE o
A A g G, 2 ol the AW s A st FARCE '
A QRIEAE % &, 7 Aol tig S8 E3e 8% AAR] grol 5ol
GHRE=AE G, Sul 54 &3] A9 e Wl tigh 7o =rh @
< Zo 2 waste AAsteE A APstAtk 2y AN S FF BT 8
QL AR Frol 5ol YEpy AkAIgE &3 glo] 7Y WEE TR

TFAF R EHHS MUl FZ] A 7HA] 2ol tigk S g A
AEA I & A9 o) 28, 18 EYA EEE ) 2 F 1) 22 ﬂ%

0% L
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o2 KMOKaiser-Meyer-Olkin)2} Bartlett 34 S AZE HAES 2,
KMO=0.738, Bartlett’'se] 784 A4 BA 2> 2686.36(55), f2olw=2 p<.001, |
AL 74.681%% UENGTHGE 4 H=2).

CE A4S Av: FA SAMEA g 343 8AE8Y 23 (Fd)

29l
1 2 3

A FA1 206 .046 818
A EFH2 148 154 .853
A FA3 186 .093 .684
AREA]L -.105 831 293
AFA2 342 792 -.097
ANEA3 -.096 827 282
AEA .364 .796 -.070
A FA1 871 187 134
S FA2 819 310 .068
S F43 .803 -.065 357
S F A4 841 -.029 249
olo] A gk 4.386 2.206 1.623
EAH%) 39.871 20.055 14.754
2 2 2H%) 39.871 59.926 74.681

AEEA. AN Kaiser 4787} 9l Wew

9 o
KMO(Kaiser-Meyer-Olkin)2} Bartlett 784 75 A&2 AE3Z ZAx, KMO=0.875,
Bartlett’'se] &4 HA BA e 2340.91(5), FolaEe pd00]l, HA dHge
83.574% % EFSHTHSE 5> =),
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CE 5> uAEF B F&A50] U VAR QARH AT (HIAUS)

229l
1 2 3 4
A1 799 202 235 295
A2 757 279 317 314
HAA 3 853 291 254 136
&A1 119 811 182 .307
S8 A2 252 873 163 206
5343 391 788 208 142
HEE] 291 134 748 218
BEE2 201 155 856 116
=3 166 195 807 140
F4E] 334 269 230 825
FHE2 236 306 206 .853
ool Al gk 6.238 1.269 899 788
w=1H%) 56.707 11.534 8.170 7.163
T2 24H%) 56.707 68.241 76.411 83.574
F2 00 FAEEA. 3089 Kaiser 471317t A el 9=

o7 Ao A, TN Wl AT, AAFE, 4FE, 1Ea A s,
ARA A, RS E, IS ko] W He, 2EEA) 8a AaeA £
As AAsHATE 1 AR Heg M 2F9HD= o 2tk A EFEM=4.98,
SD=1.07), ZA3F2AM=4.76, SD=1.00), T&&FZM=4.85, SD=1.20), 18|11 782 4lF]
(M=4.77, SD=1.13), 784 i’?ﬂ]“(M=5.16' SD=1.07), IA=E=M=4.37, SD=1.04), 1A%
d=M=4.90, SD=1.30). ¥==8 A Alsee] 7, gEFE AaFA e 79 r=.257,
YT SHFE] A =389, HFAT A=) B9 r=656, AHFEH F
A7 zeldel A r=493, IAHFEH} 1ANSES] e r=521, AAFEY A4S
o 737 r=643, AdEAy BAdFEHe] e r=284, Ay A A
r=216, A3F4A3 784 T4 AF r=446, AHFAEI aAANEE0] A9 r=162,
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Asppdst wABYRe) A% rodll, BAFAR 2P AS r-428, BAFAR
ARA zedel - r=416, BEFEA IAVFE] A4 =243, FFA A
Ao A% r-402, HH A WA B A r-619, 29 Azt
Z2o] 79 =591, 2PAA Aol nAFHEE] A9 1645, WA e I
SO A% AT, BAA FAND wASYRY A r-610, WANSH 1A%

T r=406°= YEPTE

2 ol

7
u

K

&
X

3=
il

d

—
a-

oX,

Lo

CE 6> AT E T 4dHA FH(P matriv)

£% 34 As 4 444 244 14 1A
T S
Hz F2 F2 EFF LAY I UEE FAE

#3A

4.98 1.07 1.00
=4
23}

4.76 1.06  .257** 1.00
=4
34

4.85 1.20  .389** .284** 1.00
=4
A

4.77 1.13  .656™* .216** .428** 1.00
Al E]
Ak

5.16 1.07  .493** .446** 416** .619** 1.00
3 A
L
N 4.37 1.04  521** 162** .243** 591** 472** 1.00
1:!_7-:_]_
I
} 4.90 1.30  .648** 411** .402** .645** .610** 506** 1.00
FAE
Z: K01
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A 7HEAAF
Ad d77HE HF

A AN el 7HdE ] fste] TEdlTE T dedl £4e A
o A, T D~ THE DellA AARE Az Fo] Al 7] A3t AR 73]
JAIAE B4 2x, FFFA(F=612, pKO0DF FHFZ(£=190, p<o0De] -5
2782 A FAAR] TS vAE R Yehth Ty ARFAe 7 E AlE
o 382Q FF= MAA = A= UERRTH 4 =010, p<00D. w&bA  *gFA o]
A2 Aol Ao dFe v Aotk 2k UM DI (SAEFHC] 28 E Al
of A9 FFS v otk gk IHE DS FARSE AAHAoY, ‘AFAEFZ
| ZF A=l AWe] e mE Aoty = TH & 714EdIn. T 27t
12449 o= obt= Aol 7% A H| 2ol tie AHAR] FE, S5 Y
HAARE #3489 Jgdom A7) el Bdls 9 Hol§ 23yt dxd,

b S-S SFATIA S3E s Ad0] SARITE

d

o

N

.

A\
o

2
[e]
1

i)
ol

CE 75 7M1 ~ 7HE3 953 AEY ASEH

=9 &%
X R R AF THE R AF | FHg 2R
1 6837 467 461 83587
a_dqZ3 O3, FAFL, AFL, IFEL
EREAT
=3 AEE | An= | B A F FAITE |
39 =9 | 17L743 3 57.248 81936 20007
. 23 196.330 281 699
- 368.073 284
a. TEHT: GRS
b. 5k O3, BB=d, 2HE4, IHE4
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B
oF HE=3F A= H=3f N> t SOEE |
B H=OX =
(&%) 754 302 2.497 013
1 UH=2 612 051 576 12.017 -000
AN ZA 010 049 009 202 840
SIAZA 190 046 201 4151 ~000
a. 5d%: 2305

4 Zte] IFBAE 247 A, AEFA(6 =342, p00DH AHFA( 4 =302, p<.00D)
o] BF A zaAe sAAY dFe MAe A= Ueiyith Tela SEFAE
A sl 38ARA S PIX= Ao® UERGTH =177, p<00D. wkA] ‘3t
@%’éol A8 Ze Aol AW FEFS wE Aoty g UM H9} “AFFH0]
A2 e gdol AW e mE Aoty = THE 5, IEla EFEe] 1A

T dell Bl e rE Aoy e T 602 AR AXEHUH. 7AH

A FAAE =t 2o
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CE 8> 7H4 ~ 7HE6 953 AEY ASZEAH
T Q%
oF R R A= ZEI R A= | =349 B=oX
1 6227 387 380 84449
a Ol=a (B%), 8350, 202, J5=3
EUEAT
o8 =8 | Nee | 8= A F SoEE
3171 =& | 124.906 3 41635 | 58.381 7000°
1 B 198.259 278 713
i 323.165 281
2. 550 5018
b. I=at: (B%), 8320, U=, J5=2
- 26 -




B
oF HE=3F A= H=3f N> t SOEE |
B H=OX =
(&%) 1.162 307 3.789 ~000
1 UH=2 342 052 342 6.620 -000
AN ZA 302 050 302 6.095 -000
SIAZA 77 046 199 3.826 ~000
a. B&HZ 5014

T3 O D~ T DolA] A XS

AA AR AE, A 28t

AN, uANEEe) YT 71| JIFIAE Tt 3l HEAS AAISHA
o}t 1 Ad 7 Z ARE aAET FAZQ FES mXE o2 YeRton(p
=442, p<.00D), 743 T TANST FAZQA e vH= Aoz Yepttt
(5=167, p<.0D.
< ¥ 9> 77 ~ 7148 53 AEA AFEH
OF QoF
=k R R A= ZE9 R A= | =849 E=2X
1 .6062 368 .363 82861
a. =gl (A%), 5014, 234
SAE A2
=k A= e NS | B2 A= F SoEE
31 o2& | 111.784 2 55.802 81.404 000°
1 o 102.048 280 687
| 304.032 282
a. B8 DIEC
b. Oi=el: (A=), sa1d, 2R
A2
=k BIE=3f A~ T3 A+ T SolEE
B T=0X HIEF
(82) 1.389 254 5.461 "000
1 2N Al 2| 442 055 484 8.006 000
e 167 059 172 2.850 005
a B&da: OEC
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mebd @A A DAREEY] AW 9% mA gl s Gh D
A THe] IAREZS] Fe] FFL v Roltk gk M e FAHL
2 AAHLY. 2e3 AV DAFYE FHA FFL M Ao U
U, IAREET) TS A@e 9L W Rolehs G O FALCE X
Age FAstgict
<CE 10> 7HH9 BegARY AZ3d
= oF
K] R R M= =d8&= R HZ FHUY EE2X
1 .506° .2b6 253 1.12557
a. =g (4=), BIxE
SEA"
[=E-] H=g ARE EEI F RO|EE
3 23 122.666 1 122.666 96.824 .000°
1 xt 357.267 282 1.267
| 479.933 283
a. S58S 4
b 1=k (&%), Ik
S
o Hi2=3 A+ 2&E3 A t ROIEE
B HEQX} Hil EF
(A4) 2.152 .288 7.480 000
1 o
s .630 .064 .506 9.840 .000
a. S5 SHC
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CE 1> HF 7MEBE 24

7+ =R A | | o -
1 H}4F4 - A AF 2 A
2 ANEF4 - A AF 717}
3 L | - A AF 2 A
4 4 F4 - ARA 584 2| A
5 AREH - ARA 584 2 A
6 AHEA - ARA 584 2 A
7 R4 Ay - NS 2 A
8 A4 38 - aAnE 2 A
9 IR - IAFAE 2 A
_ 99 -
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A6 A&

AEd 723 89F 3 AJAR

B aTe Bl 8RS thom W Aulzel o FAAe] 2ANEES)
DAFAES Ve BAE nIAPOR, V1% AT e ofF BANA B T
A2 MAUSES 1ZSIATE 7€ AFolAe Al F-o] uAvls, 1A=, 1A%

HE 5 ofg AnlA g HXE AnkE AASEOL, B ATl 2 A
219} 22 TEMoleks A Mgl 2e Fol AgA S BEoE AN

! Qﬂ_?ow ANG A% okl tet 2
M, 9709 7 AEE) Slske] THESlARA T A AT 1
@ﬂ S E BAEA A A Aol FH
o Zep AvRERe A A FHA Jake u] WA b Ao UEhgth 1
27 Aul Edo) Hl 71 2913 2 mw
A7) AREAe] A 247 salgel FAHY S ¥IAE Aow Jepgrh T8l
aREAE 244 E*B‘ﬂmﬂ 442 9L vAE Aow Uepith =9, 14 =
LAAAH 22, 247 s TANEE, TANEEe) TAZAE 7| i

A A% A, BRH AFE DANESe] FYH FEL MAE o= epgon,

)
-0

Ao mAle BAE LA E} a3y 71 A7t *1 2 FAY IARSE ZHe
AN el oI 14 A= QIAH Uﬂﬂbl" TFSEE, B ATellAE A
vl FAI} aANSE 7ol dAlolA Bl thet 784 AElehs A
AT T2]al 7)€ AgellM AASHA] a2 784 E’Bﬂl“ HrE Tkt 44
HAUZ thet o]/l F2EAE AHESITE HollA o] 87 AARE At
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a8 & A MY AFAEA 7 O AR S ASd: A, BY Adlz
7dEAol S e Ao sk Ta% e

Rt Aotk Aol & = o] AT T A A F AlEe 2
Al S Al A= yeigt A, 23F2e] F=4

Ie Ay v, Bd AFAES] A sl HdArzed et dEle Ao s
JAANZIE o] Fasitt MY Anj2rt &ate] S5 IR dd9e SFAATE 7
A= el tisl Akt Aakshs vhee A4Sl "ok ol#ek A REe] A
UEEet IATAHER o]ofjx]7] wiiel, B BAAEL B Anlzol tidk A
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sge A7 ¢ Qs =% Bas) oo

il
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o
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[=59 =&]
Au)gh, 0]713(2004), “2o] A0 20 T ko] Sk A
7, 11(2), 67-90.

ZAm2H2019), “33

GAP mode

oy
o
>

o

u

BN

‘

2192010), &)8B A
29(6), 120.
A A,

492007), “o)BAR|AZA, wAUE A
Z2H]E8A T, 102), 109-130.
“aAAT T AR ale] B AT wAZEX, nARE, A

Add, 2/83((2002),
AR AT, 17(2), 25-55.

FHE, dieke] wiE ="
ARF02012), “Mu]|2ZA, Mul 2712, 94, ZAue aAuE
of 722 WA BNz A MRl 2=BA 2HE

@78}, 29(2), 105-125.

A, AE3(2012), “Au|=FZo] XzZtd AMH|2 7FA], TS
Ak O BAHIAE FAOE ” AAWLATF, 26(3)

YR Ee] PlHE
111-134.
s Fdo] 1A W

A9 A010), F A1 2
% A7, UgHstm 4B Ieed A
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AE<

A4, ol&<}(2020),

“pitE o BAH 2~ A L B
95(4), 217-227.

AZE5, o)y

3](2004), “AAE o]gAH| 2 FHo] FANE gl S&FFo A
= %7 wHA"RHHAT, 9D, 1-19.
=, A, AX2013), “FANSFEo IS VA dsAvz FH8
A FaY dd - AR T Fol”
331-339.

HAd A I, 110,

whA) 4H2002), “H9

AAZA7} ¢lAElE BEAHI A A WEE, AH] 271X,

H Aol oAtel QA B4, WUdAYGEI =R, 7(4), 123-151

AR, A83sH2002), “oE571Hel WAAI AMu2FdE e FAC
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