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ABSTRACT

The Influence of Customer Satisfaction and Trust in
Hospital on Loyalty in Some Inpatients of Private and

Public Hospitals

Yang Mi Kyun

Advisor : Assit. Prof. Kang Myung-Geun MD, Ph.D.
Department of Public Health

Graduate School of Health Science

Chosun University

This study was conducted to identify the influence of customer satisfaction
and trust in hospital of inpatients on their loyalty towards hospital. Study
subjects were 300 inpatients utilized a private hospital(150) and a public
hospital(150) in a city, from whom the data was collected using structured
questionnaire. As a result of hierarchical multiple regression analysis set
dependent variable as customer loyalty, the major findings and their implications
as follows;

Overall customer satisfaction(3=0.071, p=.000) and trust in hospital(3=0.078, p=.000)
were the factors improving significantly customer loyalty toward hospital
retrospectively. Regarding sub-dimensions of customer satisfaction, the higher
score of satisfaction with ‘outcome’(3=0.183, p=0.000), ‘skill and professionality’($
=0.134, p=0.081), respect and service(=-0.084, p=0.072) were, the higher customer
loyalty was. Regarding sub-dimensions of trust in hospital, trust in technology

and professionality(B=0.183, p=0.000) and credibility(3=0.063, p=0.072) increased signif-



icantly customer loyalty towards hospital they have utilized. Besides above
factors, customer’s loyalty towards public hospital was significantly higher than
that towards private hospital(3=0.397, p=0.028).

In conclusion, our finding suggested that the strategy to manage customer
loyalty should mnot target the tangibles such as procedure or physical
environment of hospital but outcome and trust in professionality which

customers perceived.

Key Words : customer loyalty, customer satisfaction, trust in hospital, public hospital,

private hospital, inpatients
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