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{Abstract>

The Effect of the Medical Service Quality and
Emotion on Perceived Value

- Focused on Moderating Effect of Regulatory Focus Theory-

*®

Sang Cheol Seol”, Jong Hwan Park™T. Tae Yong Jang™

Professor, Dept. of Business Administration, Dong—A University
Ph.D, A research fellowship, Business Research Center, Dong—A Universfty”*

Prior research in medical service field have mainly focused on service
quality, satisfaction, and choice attributes of hospital. However, a little
research has been done on "Which service quality attributes are more

preferred by customer motivation(customer regulatory focus)".

This study examines how regulatory focus affects the structural impact
relationships of service quality and emotion(quiescence) on perceived value in
medical service context. Especially, this research draws the moderating effects

of regulatory focus between medical service quality, emotion, and perceived

* Fudxl: 20119 89 24, =LA} 2011 9€ 159 AAEEYAF 20119 9€ 19¢
T WAIAA} - Bt Foltgty AGEAATA SHATY, Al 010-2577-5569
E—mail : jh5569@naver.com
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value.
The Results were summarized as follows:

The relative impacts of medical service quality on customer emotion are
different depending upon the regulatory focus. Hospital reputation is shown to
be more important factors in prevention—oriented customer, while physical

environment is the case in  promotion—oriented customer.

The relative impacts of medical service quality and emotion on perceived
value are different depending upon the regulatory focus. Hospital reputation,
convenience, and accessibility are shown to be more important factors in
promotion—oriented customer, while physical environment is more important in
prevention—oriented customer. Also, emotion has a positive influence on
perceived value in prevention—oriented customer, whereas the effect of

emotion 1s not significant in promotion—oriented customer.

Key Words . regulatory focus, medical service quality, emotion, perceived value
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AP HI-3 OZAMHIAC] B2H AN o|RAH[XI] 2N H(+) FFS
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ol Zio|ct.

AR - H1-4 QEMH|AS HE|Y2 oZAH|XIl 2P| H(+)9 Pakg n|&
Zi0|C}
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2.2 gAML FA QA XZkE 71x] 7He] #A| M

Zeithaml (1988) & AnH|AHE0] Q1A= AlE2 A} 71x] 9k #AE dotaiA 9]
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ANEFTE I Ay AnjREo] QA ER= AlEY AL JFHo 9GS na A=
o) goJrtell JaFe v AOE e

AT 2 : OJBMH|A EEQQIS O|ZAH|XIO| X|ZH=l JIX|of 2EAOl HES
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2.3 EAH|A FA 803 7Y 742 FA A oA =
Higgins et al.(1997)2 ¥A|+d 23S Tl AoltAlz=d3 7l &
of we} A= gl Apol7b vkl S I AP A4

A A Z7ke BAA A ZhA) = A (FAA A et BAA Ao =7
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(+)2 F&o| J=&= LY LHXIO| Hs SexH LHALY 2
Zo|ct.

AT HA-4 9|ZMH|AQ| HE[MO| o ZAH|KIS| X|ZHE JHX|of O|X|= F(+)2
9 dT= HYEH AH[XOf| Hloi FEEH LHAZYH 2 0|
C}.

AT HA-5 S|EMH|IAL] F2HO0| S ZAH[KIS| X|ZHE JHX|of O|X|= F(+)2
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O|Lt.

2.5 A3 Aztd 7HH] 2 8A 7HA
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022w el sk Qe SR
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olF aHAE o HEAE &
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) ARE SR AT A 2L AES FANA BEH P A P}
£ a2 gARE goR ARt FHEES s
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HEAE BA el A3 14 98719 F Uz as gyeR $ 400
o AEAZ sl 34545 FSAG of FAN SRl B A8
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SPSS ver.14.0%} Lisrel 8.5 SA#71x] 22735 o] &3sto] #4330,
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1. 229 eI+t A 54

HE Uxrt 28.3%0]4L, A} 71.7%% 349 Hlgo] 2 Zow
S o] &et= AHL 30u7F SRt ARk 91 47.8%E 2145k
i, 1 theo® 20ui9k 40th7t ZH 20.5%8) 17.7% % ZA E Qleh SRt f:;Leq
WEE UE T1.1%, 1E0ls}t 23.6%, tiEhd Alsh o]l 5.3%%5 kAt St
HAEYE 1009 Ekd mwk 3.7%, 100—200%H w]wk 434.5%, 200—300%F
7+ 16.8%, 300—500%H 1wk 38.8, 5009+ 9 o|A% 6.8%% b

r{o m{o

2.1 A4 9 g4 4

(1) A=78 +4

B oAFdE AAEE, duxd A
Cronbach's AlphaZlg=oll 98t A4 4 5

s AskrZle 2708 HAEE AASGIH HE AR AsS AAE A
Cronbach's Alphagto] A+ HAEE 7ol 0.811004 Ha: oxd Adx
o] wWado] 09472 YehY, A1FAo] 387]50] 0.70 o] o =z Nunally7 A Al sk

AFY BrVlEE d3ske AoE ERIHJAT997) . AR A5 JiEE 549
H7Eo] gk Cronbach's Alpha#lFE o] &3t A4 4] éﬂrt <GEI>9F A

<H 1 MNEM EM

-4 ZHe= ¢ Cronbach's Alpha
o o NEPS ErA 3 . El SHAL
ng 3:—|—7F— =4 = A ?‘:"% X‘—-II-” (jclx-l S|
824 4 4 3 3 0.853 0.848 0.843
mHels 4 4 3 3 0.865 0.825 0.856
Scl& A 5 5 3 3 0.831 0.819 0.872
ozX HY 9 7 5 5 0.922 0,947 0.911
24H 4 4 3 3 0.811 0.826 0.836
X2 DA 5 5 4 4 0.921 0.934 0,905
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oo} AFEo] B
olakz e} T

70
Wk TAAL AR Hi%@»&ﬂ gk 2 A A
=]
o

<E 2 QI YH,O| BN QOIFEA( - A ES)

EXB (0ol 28 oF HEAE) oYY ¢ HH H24 | 22d AA
AN X0l BE(HA) 0.77 0.18 -0.049 0.167
45t M2012(HAM3) 0.775 0.086 0.021 0.313
HO S MEIA(HA4) 0.847 0.063 -0,041 0.26
USASH O|g MHIA(HA5) 0.807 0.214 0.06 0.207
e SY(YN7) 0.865 0.097 -0.015 0.152
Xz ok 0| (HA8) 0.835 0.162 0,01 0.219
QPO MEst Hel(EAH9) 0.871 0,081 0,028 0.18
oF HIA Ol (B2l1) 0.183 0.817 -0.118 0.071
HE YSAIE 0l2(H2I2) 0.151 0.801 -0.068 0,088
WNEIIPNE=ESpUIREEIE)) 0,087 0,848 -0.116 0,035
B2 OIAIZHECI4) 0.134 0.878 -0,008 0.01
0lgsh) E2 fAX(H21) 0,039 0,141 0.87 0.035
M2 AAOZ YU2(H22) 0,034 -0.097 0.88 0.036
He WEH(E2I) 0,036 -0.126 0.843 -0.034
Mt Hel(&24) -0,042 0.055 0.827 -0.063
Helst =IAA(AIET) 0.316 0,065 0.044 0,762
Belst BOAIA(AlA2) 0.305 0.042 -0.038 0.803
X4 AHIER(AIL3) 0.370 0.115 0,056 0.712

orolAl gt 5.34 3.00 2.97 2.10
T o 29.74 16.05 16.52 11.63

2.2 9% 2qEH

Gerbing and Anderson(1988)¢] 2%tA] AW 02 212 QQlwA]
om FAAFIL =2 ANH FAE At Hd, A G
A4 +9, A1 39 8435, BATE AASIY HERA
t—value= #HA 14.498% w%- =A b} JFESA
LFERSE T
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=XB4 (00l 23 oF HEAZ) INPAE=RWI N 2P|
XMASH XSH|(IFXI) 0.88 0.172
UEES o2 HHIA(JIRI2) 0.903 0.262
JHXI e EZHI(JHXI3) 0.864 0.289
AWM 9= o2 MHIA(JIXI4) 0.777 0.368
DFEACHAAT) 0.229 0,754
SII2CHAA?) 0.301 0,796
HOMACHZE] 0.161 0,777
OFAIZ|QUCHZE4) 0.289 0.81
ofolA gt 3.19 2.78
2 4 39.89 34.75

AEAd3 B 2 A AARE, quxd, kR AddE B E HE 54

Hao] st SARYS Ao SAdY & AT dAEE] st A3es Chi-

square =298.750 (d.f.=167, p=0.000) CMIN/df=1.79, CFI=0.970 RMR=0.072,

RMSEA=0.048 GFI=0.919, AGFI=0.888, NFI=0.940, NNFI=0.963%°.% Y¥Elstt}. &
Az Hek2 Chi—square=248.47(d.f.=167, p=0.00011) CMIN/df=1.49, SMR=0.099,
CF1=0.955 GFI=0.865, AGFI=0.814, RMSEA=0.057, NFI=0.898, NNFI=0.9440]1,
i xd A2 Chi—square=322.50 (d.f.=167, p=0.000) CMIN/df=1.93, RMR=
0.083, RMSEA=0.074 GFI= 0.847, AGFI=0.790,

<G 4>F o] gt WHEIA Y 54 HEE Anderson and Gerbing (1988)0°] A
oFsE HfHAEE 7k (average variance extrated @ AVE) Q] Al§to] o] /@S 7+
AT #EY 2 HE S ERlsklth Be B EAEie] Aol A

CH 4> 7719 7te] d3tA s o BaEMFEa (2 91 MM ER)
A _ s - 22| | oz = g
e B2 DT @28 HM §M|§ !gg S,
8324 5.327 | 1.089 0.656*
me|ls 3.777 1 1.501 i -0.175 0.578
=c|& A& 147531170 i 0.191 -0.05 0.673
OS2 & HAH 5466 0967 i 0.283 -0.02 663 0.673
JHX 5.083 i 1.118 i 0.290 0.142 .592 .626 0.667
3 4975 1.051 i 0,205 | 0.131 .536 638 557 0.612
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3. g 7HE e A8 NEEY

3.1 ATFEF AF
Bt 7S AAs) A FRRES Sato] B3 Ayt wEo] HEAG
J_E‘r ARATE FAsE FxRYe A7l Chi—square=373.503 (d.f.=171,
p=0.000), CMIN/df=2.12, RMR=0.046, RMSEA=0.061, GFI=0.900, AGFI=
0.865, NFI=0.924, NNFI=0.945, CFI=0.955% Jeh} dutzel Ad7|5=s =
Av Ak glo] ARl FxEE A s & FEUt Sl ZAo® YEith &
A= <9 1>9F 2k
7ol gt AAANE AuEE, gsAu|A FH8<00] I (REegh el A
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Uhfl FrollM e vAA G AoE Yeht 7M1 FEAoE AEE I

3]

-

A8 1) d72E AS5Z3HE A+ A EE)

*p < 0.1 #=xp <0.01
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a2 Fdagle] Az ZHAel S84l dFe vA Aol M 2%
Mgk A¥, 7Pd2-13 2-29 o857 84 (t=6.54, p<0.01), 72 1-39] =84 A
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