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Abstract

The purpose of this study is to analyze effects of medical service quality on the customer
satisfaction and intention of revisit in cancer patients. To achieve purpose of the research, the
data was collected from 420 patients in university hospitals using a standardized questionnaires.
Using the structural equation modeling(SEM), this study examines the relationship among
medical service quality, customer satisfaction and intention of revisit. The results show that the
medical service quality factors such as medical expertise, administrative service have positive
effects on the customer satisfaction which positively relates to intention of revisit. Medical
expertise, convenience, administrative service of the medical service quality factors have
positive influence upon intention of revisit. Therefore, the results of this study show that the
medical service quality factors which are medical expertise, administrative service leading to
customer satisfaction are important factors to revisit hospitals.
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