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ABSTRACT

A Study on the Effects of Perceived Medical Service and
Switching Barrier on the Relationship Quality

and Service Loyalty

Chang, Won-]Jae
Advisor: Prof. Whang, Inchang, Ph. D.
Department of Business Administration

Graduate School of Chosun University

Recently, the focus of marketing research has changed from transaction marketing
to relationship marketing, so exchange between a company and a customer
emphasize the long-term orientation. Such a trend is also true in medical service
industry because of the increasing competition, globalization of medical service
industry and increasing expectation of service by the customer. So this research
focuses on relationship marketing of the medical service industry.

The core concepts of relationship marketing research are the relationship quality
and service loyalty. The research model of this research include two main themes.

One is that the medical service quality(technical quality, personal quality, physical



quality, and order quality) has an effect on the service loyalty(attitudinal loyalty,
behavioral loyalty) through the relationship quality(satisfaction, trust). The other is
that moderating effects of switching barriers(switching cost, attractiveness of
alternatives) between satisfaction and behavioral loyalty, and between trust and

behavioral loyalty.

Empirical research was conducted for that purposes and the findings are as
follows.
- Technical quality, personal quality, physical quality, and order quality have effects

on satisfaction,

Personal quality has an effect on the trust,
- Satisfaction has an effect on trust, behavioral loyalty, and attitudinal loyalty

through trust,

Trust has an effect on the behavioral loyalty and attitudinal loyalty,

Attractiveness of alternatives has a moderating effects between satisfaction and
behavioral loyalty, but it doesn’t between trust and behavioral loyalty. This means
that, if unsatisfied customers find available new hospital, they do not use that
hospital again, But the customers who have trust, they are going to use that
hospital again because trust means credence and credibility formed in a longtime
bases.

The contributions of the research are that this is the first relationship approach
in the medical service marketing, and strategic alternatives are proposed for the
long-term relationships between hospital and customer. But it also have limitations
in sampling and measurement. And more fruitful results are expected, if types of

the hospital and the customer characteristics are considered in the future research.

_6_
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=2t (empathy) IH A HSsts HES dfdeb 24l

A2 9: Parasuraman A., V. A. Zeithaml, and L. L. Berry(1988), "SERVQUAL: A Multiple Item

Scale for Measuring Consumer Perceptions of Service Quality," Jjournal of Retailing, 64(1),
12-37.
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11.2%, 227} 1042%, H3v)Lo] 1353%, ity mE=7F 133%, B4 A =7}
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3 0.032 0.873 -0.082 0.051 -0.073 0.016
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THEUO) | 64105 74.548 28.094 41.430 14.563 52.832
Cronbach's a|  .796 718 754 749 812 773
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