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Abstract

Purpose: This study intends to offer strategic implications that can be used in Korean medicine hospitals
through analysis of causal relationship among factors focusing on image improvement and trust building.
Methods: Differential model was introduced to test causal relationship. Questionnaire was developed, and
data was collected and analyzed with Structural Equation Modeling.

Results: Medical service has effects on image, trust, and CS. CS has an effect on trustworthiness, and trust-
worthiness has positive effect on loyalty intention and has negative effect on switching intention. Emotional
attachment has moderating functions between trust and loyalty intention and between trust and switching
intention.

Conclusion: This study offers practical implications to relevant managers, at the same time it has limitations

that omits relevant study of inducing factor for emotional attachment.
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Table 1. Operational Definition of Variables

Construct Items Previous Study
(DKindness of doctor, @Ability of doctor, @Doctor’s
Empathy for patient’s opinion, @Individual treatment of
Medical Staff| medical staff, (®&Explanation of nurse, ®Prompt
responsiveness of nurse, @Medical staff’s understanding
patient’s agony
(DKindness of Administration staff, @Ease of procedure,
) Administrati | @Prompt responsiveness of Administration staff, @Waiting
lgﬁeleal ons Service | time for prescription, (©Waiting time for receipt, ©Ease of Choi, Kwui-Sun(1999)
Qeljavllifj medical examination, @Ease of for receipt procedure Cho, Chul-Ho(2010)
L (DSufficient Parking lot, @Convenience facilities, @Green
Subsidiary . . . .
zone for patient, @Dining room, GBanking service, ®
Facilities . .
Convenience store, @Funeral service
(DNewest medical equipment, @Waiting site for outpatient,
Medical @)Cleanliness of Hospital, @Properness of examination
Facilities | room, ®Ease of patient's movement, ®Sign of guidance,
(DSanitary of rest room
Ii f hospital R 1 f Thospital
Image gziiitioz ofosriletiii’calcadee\?eultoatiz;lnto @Assigiityanc% Parasuraman et al.(1988)
& o pment, d Kim, Mi-Nyeo et al.(2009)
invitation
Trust DTrust of hospital @Trust of medical staff, @Trust of cure Jung, Ki-Han & Kim,
effectiveness, @Medical accident Mi-Nyeo(2008)
Pmotional Attachment (DAttachment for Korean medicine, @Committment for use | Cho. Yo_ng—Sang & Choi,
of Korean medicine, @Friendliness for Korean medicine Ji-Ho(2008)
Customer Satisfaction| MOverall customer satisfaction Oliver(1980)
Loyalty (DIntention of repeat use , @Word of mouth Zeithaml et al(1996)
Switching Intention | @Switching to other hospital Kim et al.(2006)
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Table 2. Demographic Characteristics of Data

[e]

40

Variables Characteristics Frequency %
Male 165 48.5
Gender Female 175 51.5
Total 340 100
High school and Lower 76 22.3
College student 62 18.2
Education Graduation of college 181 53.2
Graduated school student and Higher 21 6.3
Total 340 100
10's 9 2.6
20's 101 29.7
30's 88 25.9
Age 40's 83 24.4
50's and higher 59 17.4
Total 340 100
Lower than 2 million Won 16 4.7
2-4 million Won 108 31.8
Monthly Income 4-6 million Won 112 32.9
6 million Won and higher 104 30.6
Total 340 100
office worker 95 27.9
Private business 52 15.3
Expert 27 7.9
Occupation Housewife 80 23.5
Student 54 15.9
Others 32 9.5
Total 340 100
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4.2.1 BHF 89124

Table 3. Exploratory Factor Analysis and Reliability Analysis

Number of ini—|  rotation Factor loading | . ‘
Construct tial items (Variables) value Eigen value cronbach’s a
0.787
Subsidiary 4 0.770
Facilities 7 (©/D/6/D) 0.755 4119 0.776
0.715
3 0.831
Medical Medical Staff 7 (@/5/®) 0.809 2.038 0.808
Service 0.808
Quality o . 0.838
Administrations 3 ’
Service 7 (©/6/@) 0.814 1.404 0.810
0.787
. 0.797
Medical 3
Facilities 7 (G/D/D) 0.738 1.206 0682
0.724
0.859
0.835
Trust 4 4 0.831 2.621 0.820
0.703
0.933
Emotional Attachment 3 3 0.927 2.505 0.901
0.880
0.848
0.827
Image 4 4 0.672 2.182 0.664
0.571
0.940
Loyalty 2 2 0.942 1.766 0.864

2 A28 Al o7 B gl s AAsgiTh A At
Ero] A FHE 9§ A ERAS AAES AL cronbach

AR dolEish el HES 8] HALARAL Bgich. FelawA e 4
29 $8 £4% 2ayol A7He] 42D ¥ A7EA) 44 Ao F2 F7|tem parcelling) & AH§3Ho] 7}
TANGER FFA5 A AANFE FESNGD, o]F HPOR FYNYL AAsel B4 WAsgn

: AR 2, PA g, o)Al s o

“ 1=
(Little et al., 2002). 3% 7] O
A

Bg B AR
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Table 4. Result of Measurement Model Test

Construct item Factor loading Standgrd t D CR AVE
value Factor loading value
Subsidiary 1.000 0.428 - -
Facilities
Medical - -

) Administrations _
Serv{ce Service 1.843 0.645 6.653 0.000 0.824 0.545
Quality - —

Medical Staff 1.702 0.617 6.543 0.000
Medical Facilities 1.272 0.517 6.045 0.000
img2 1.315 0.891 6.516 0.000
Image imgl 1.087 0.707 6.674 0.000 0.778 0.561
img4 1.000 0.399 - -
trs3 1.000 0.826 - -
Trust trs2 0.924 0.726 13.925 0.000 0.889 0.732
trs4 0.794 0.612 11.375 0.000
) att3 1.000 0.805 - -
Emotional att2 1.192 0.915 20.010 | 0.000 | 0.948 | 0.858
Attachment
attl 1.128 0.893 19.445 0.000
lyt2 1.000 0.899 - -
Loyalty 0.936 0.879
lytl 0.832 0.853 20.047 0.000

X2=242.366, df=80, p=0.000, RMR=0.030, GFI=0.917, AGFI=0.876, NFI=0.909, IF1=0.937, CFI=0.937

ZF @A R FgEA ] HAAEHE 2ES7] 93 A3 F7E 98] GFI(=0.9), AGFI(=0.90), x2%, x2°1 o

3k pzk(=0.05), RMR(<0.05), NFI(=0.9)5% o] BAAT JFEE 2938 GFI, IFI, CFI, RMR So] A%

o] H-gta] 2 AN AR5 AFEIIA S AT AN E E(CR)SF B A EASEZFHAVE) Y] A&4
&

7 7122 0.73 058t Eob HEEL 3

1)

4.2.3 8 QAR ZH44 AF
2 AT By 238 Fo FARTI At A AIVIEA( A= 12, | FE | <4)
A= Table 59 2t

i
of

=517 Uk

Table 5. Normal Distribution Test of Major Latent Variables

Variables Mean SD Skewness(SE) Kurtosis(SE)
Medical Service Quality 3.552 0.429 0.408(0.132) 0.750(0.263)
Image 3.903 0.584 0.114(0.132) -0.595(0.263)

Trust 3.903 0.523 -0.325(0.132) 1.340(0.263)
Customer Satisfaction 3.880 0.565 -0.610(0.132) 1.595(0.263)
Switching Intention 3.465 0.798 0.429(0.132) 0.686(0.263)
Emotional Attachment 3.585 0.036 -0.160(0.132) 0.182(0.263)
Loyalty 3.737 0.035 -0.055(0.132) -0.097(0.263)

#n=340, **p<0.01
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gkl Ax Qo] AF5H 7 8R1E Atole] WaENGA 9 S5} 2217tk BA ek
3} AEE B3] Aol 2 9915 o] JRUAT RUGT. 489l NFRe SHLAE Foln HAAY
o FANES EAS Fol] 919 FHAEES ol &3 A= Table 63 Lo, LE FREAFEAS
o] AlF ghol AaATRY 5 o Fa 9lo] el Aol FF 1A 2217t dAMY o] M A
ek AR wolw glo] T FEhgAe] FAlo] FFAT
Table 6. Correlation Matrix among Factors
Medical . .
Construct Service Image CLIIS'[OI‘H.GI' Trust Loyalty SW1tch_1r1g Emotional Mean | SD
. satisfaction Intention |Attachment
Quality
Medical
Service 1[0.738] 3.552 | 0.429
Quality
Image 0.377+ | 1[0.748] 3.904 | 0.584
Customer |y soare | 03904 | 1[1.000] 3.880 | 0.565
satisfaction
Trust 0.551#* | 0.401%= 0.655%x 1[0.856] 3.903 | 0.523
Loyalty 0.633** | 0.363%x 0.640%x 0.664#+ |1[0.937] 3.737 | 0.640
Switehing | ) cygui | ~0.218w | 0517 | ~0.504%# [~0.638%#| 1[1.000] 2.465 | 0.798
Intention
Emotional "1 5o |0 4506 | 0.649%¢ | 0.696%¢ | 0.727% | -0528 | 1(0.926] |3.585 | 0.668
Attachment
##p<0.01, [ ] is root value of AVE

= Al gl RMuAEA, ofn|X|, RS, A, FAol = 3t MlES AAsklY. A4

=3
7 1074e] 7Hd F 77l THdel A E Sl A8 A= Table. 79 k.
ATEY LS F8 AMOS 18.02 ARl ki AAskgith dA T2 Agds A%
7} HFAFEo] *=241.836, di=69, p=0.000, RMR=0.031, GFI=0.907, AGFI=0.859, NFI=0.884, IFI=0.915,
CFI=0.9140.2 vebgeh. A5 AFuA47F SHHA] %3kl 9lou GFL RMR, IFL, CFI 5 thi-2e] 8 ¢
g 1o] Fri(Joreskog & Sérbom, 1993).

A7 NEL FHeha

%9,
2
i)
T
Wy
o
ftl
>
t
N
)
|
ol
=
Y
ot
o



272 J Korean Soc Qual Manag Vol. 41,No. 2: 261-276, June 2013

Table 7. Result of Hypothesis Test with SEM

H. Path Direction Std. Coefficient t-value |p-value | result
H1 Medical Service Quality — Image + 0.418 3.917 0.000 | Accept
H2 Medical Service Quality — CS + 0.644 6.030 0.000 | Accept
H3 Medical Service Quality — Trust + 0.650 5.117 0.000 | Accept
H4 Image — CS + 0.126 2.009 0.045 | Accept
H5 Image — Trust + 0.079 1.421 0.155 Reject
H6 CS — Trust + 0.300 3.919 0.000 | Accept
H7 Image — Loyalty + 0.064 1.236 0.217 Reject
H8 CS — Switching Intention - 0.075 0.949 0.343 Reject
H9 Trust — Loyalty + 0.866 13.861 0.000 | Accept
H10 Trust — Switching Intention - -0.755 -8.498 | 0.000 | Accept
ARAINE B el o RAn|AaFE ) ojux], aAS, NEZRe] HAANA BB AFH L oju]A],
AR Ao A(+)o] G A= Aom Yeiwith d3dFE2 412(0.650), aAE(0.644), o A)(0.418)
o o8 vEht ol A7t e S uANAEA L on A Huke AlE o} ke & wgtstA] JEE v
A= Ao Yehstt). ojujA|e}k Alg], aAwS, SA o 3he] HA A ojn| A= AR A(+)9] G nA|
AL 9Lok(0.126) A F ek S ool AR &= vIAA Koke Ao® yelkth aARtSs AE, [k
L] AR = AAESE A A(+)e] FIFe nAE Aoz YEkork(0.300) HdEke == AA 411
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Table 8. Result of Total Effect Analysis

Path Direct Effect | Indirect Effect(Mediating Variable) Total Effect
Medical Service Quality — CS 0.644%x* 0.05(Image) 0.697%
Medical Service Quality—Trust 0.650%* 0.242#*(Image/CS) 0.892:
Medical Service Quality—Loyalty - 0.800#* (Image/CS/Trust) 0.800#
Medical Service Quality—Switching Intention - -0.621*(Image/CS/Trust) -0.621*

Note) Std. Coefficient, *p<0.05, *#p<0.01
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Table 9. Result of Moderating Effect Analysis

Model 1 Model 2
Dependen| , . .| Std. | Std.
H. t variable Variable |Coeffici co- i 0 Coeffici co- . o AR2 | F p | Result
ent efficient ent efficient
Constant| 1.331 10.005| 0.000 | 1.124 2.282 | 0.023
H7. CS 0.325 | 0.351 | 7.377 | 0.000 | 0.379 | 0.410 | 2.876 | 0.004 )
TRS 0.000] 0.192 | 0.662 | Reject
a EA 0.367 | 0.469 | 9.858 | 0.000 | 0.429 | 0.548 | 2.920 | 0.004
CS+EA - - - - -0.016 | -0.127 | -0.438 | 0.662
Constant| 1.856 7.838 | 0.000 | 2.386 5.471 | 0.000
H7. TRS | 0.492 | 0.395 | 9.539 | 0.000 | 0.334 | 0.275 | 2.850 | 0.004
RYT 0.009 | 4.215 | 0.036 | Accept
b EA 0.097 | 0.128 | 2.781 | 0.005 |-0.081| -0.102 | -1.529 | 0.112
TRS*EA| - - - - 0.121 | 0.644 | 2.156 | 0.040
Constant| 0.642 3.340 | 0.001 | 2.019 2.574 | 0.000
H7. TRS |-0.322| -0.330 | -2.905| 0.000 |-0.303 | -0.359 | -2.931 | 0.007
S 0.025112.342| 0.004 | Accept
c EA |-0.250| -0.240 | -2.164 | 0.009 | 0.092 | 0.110 | 1.612 | 0.104
TRS*EA| - - - - -0.216| 0.194 | -2.888 | 0.008

Note)TRS: Trust, CS: Customer Satisfaction, LYT: Loyalty, SI: Switching Intention, EA: Emotional Attachment
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