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<Abstract>

This study aims to analyze the effect of quality of health care on perceived value, patient satisfaction
and revisit intention. Especially, it was focused on outdoor environment, admission procedure, hospital
image, service quality of physicians that patients perceived.

For inpatients, hospital image and service quality of medical technicians have an effect on perceived
value. Service quality of physicians has an effect on the patient satisfaction. For outpatients, hospital
image and service quality of physicians and medical technicians have an effect on perceived value.
Outdoor environment, hospital image, service quality of physicians and medical technicians, and
perceived value have an effect on patient satisfaction. Perceived value and patient satisfaction have an
effect on revisit intention.

They should evaluate customer satisfaction on their services and analyze various factors that affect

on it to improve specialty hospitals.
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<Table 1> The results of the feasibility and reliability of measurement items

factors Contents facltor Eigenvalue Vananee  cronbach's—a
loadings ratio
Outdoor x1 In the area near where | live 0.821
environment 4> Oyerall, it is convenient to bring back, 0.826 1.024  73.698 0.688
S 1 x3. It's well-equipped facilities conveniently around, 0.673
Admission x4. Reception, admission and discharge process is simple. 0.783
procedure x5. It is easy to use medical procedures. 0.792
x6. The waiting time is appropriate treatment 0.747 6.122 38.26 0.817
3
2 x7. Imaging time is appropriate. 0.708
Hospital x8. The latest medical equipment and innovative services are 0.670
image provided. - , 0.863  1.296 67.298  0.822
T x9. It have an excellent reputation in the region. 0.795
3 x10. Gives patients a friendly impression. '
physicians x11. Respect and responsiveness makes etiquette. 0.882
T x12. Skills in the field seems to care. 0.824 1.468 59.193 0.873
4 x13. Symptoms, diagnosis, treatment process etc. fully explain. 0.806
me dicalyg proficient in business. 0.824
technicians 415 Explain of tests before and after gives well enough. 0.883 1.881 50.106 0.901
§5 x16 The complain and the problem solves quickly. 0.849
y1. It Seems to be a good therapeutic effect then 0.750
Perceived | have money invested(money, time, effort)
value y2 Than other hospitals, the hospital's costs 0.868 1039 60,628 0.875
(money, time, effort) is appropriate. ' ) :
S y3 It seem to be offer excellent value more than 0.843
| have money invested(money, time, effort).
Patient y4 Satisfied with the diagnosis and treatment. 0.807
satisfaction  y5 Overall satisfaction for non-medical services 0.854 5.227  58.078 0.864
n o y6. Expected satisfaction and satisfaction after hospital visit 0.779
Revisit y7. In the future will be continue to have access. 0.743
intention y8. Expenditures are less expensive than the other 0.86 78,585 0.834
will be continue to have access. 0.831 ’ ’ '
3 y9 Actively encourage other people to use the hospital. 0.753
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<Table 2> General characteristics

Persons (%)

Variable Class Inpatients Outpatients
sex female 34(44.7) 42(45.2)
male 42(55.3) 51(54.8)
< 39 8(10.5) 6(6.5)
A 40~49 23(30.3) 26(28.0)
% 50~59 27(35.5) 44(47.3)
(years) > 60 18(23.7) 17(18.3)
meanzs.d. 52.46+11.58 52.414£8.60
Professionals 3(3.9) 2(2.2)
Directorate Secretary 15(19.7) 13(14.0)
Function service jobs 11(14.5) 17(18.3)
Work Self-employed 14(18.4) 13(14.0)
Housewife 24(31.6) 36(38.7)
Workless 6(7.9) 12(12.9)
University Students. Others 3(3.9) 0(0.0)
Education < Middle school 22(28.9) 29(30.8)
evel High school graduation 43(56.6) 50(53.8)
>College more 11(14.5) 14(15.4)
< 1 million 11(14.5) 10(10.8)
:gﬁfﬁ';oi'gcome 1 million~1.99 milion 29(38.2) 33(35.5)
(won) 2 million~2.99 million 24(31.6) 28(30.1)
> 3 million 12(15 8) 22(23.7)
<10 14(18.9) 18(19.6)
Time 11~30 32(41.9) 62(66.3)
. 31~60 23(29.7) 12(13.0)
(minutes) > 61 7(9.5) (1.
mean:s.d. 34.86225.42 24.96118.57
Total 76(100.0) 93(100.0)
<Table 3> Treatment-related characteristics
Persons (%)
Variable Class Inpatients Qutpatients
) First visit 37(48.7) 7(7.7)
Medical care revisit 39(51.3) 86(92.3)
Less than 3 709.2)
Length of 4~15 28(36.8)
hospital stay 16~30 13(17.1)
(days) More than 31 28(36.8)
meanzs.d. 44.221+62.93
My decision 26(34 7) 44(47.3)
Visit the motivated ~ The encouragement of family and around 33(42.7) 44(47.3)
Introduction to other medical institutions 17(22.7) 5(5.4)
The physical environment 10(13.2) 8(8.6)
Medical facilities and equipment 14(18.4) 11(11.8)
Factors in Selecting Medical Services 11(14.5) 8(8.6)
a future hospital Physician skills 32(42.1) 51(54.8)
Hospital brand-scale 6(7.9) 7(7.5)
Medical Expenses and Other 3(3.9) 8(8.6)
Total 76(100.0) 93(100.0)
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<Figure 2> The path of structural model of specialized hospital inpatients
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<Table 4> Model validation results of specialized hospital inpatients

Path Path coefficients ~ Standard Error  t-value p-value
Qutdoor environment 0.251 0.108 2.320 0.020
Admission procedure Perceived 0.316 0.159 1.992 0.056
Hospital image - value 0.050 0.165 0.305 0.761
Service quality of physicians 0.113 0.126 0.892 0.372
Service quality of medical technicians 0.243 0.154 1.582 0.114
Qutdoor environment 0.002 0.092 0.021 0.983
Admission procedure 0.063 0.133 0.474 0.636
Hospital image - Patient 0.337 0.141 2.393 0.017
Service quality of physicians satisfaction 0.180 0.105 1.712 0.087
Service quality of medical technicians 0.177 0.133 1.334 0.182
Perceived value 0.026 0.123 0.212 0.832
Qutdoor environment 0.053 0.128 0.417 0.676
Admission procedure -0.249 0.186 -1.336 0.182
Hospital image Revisit 0.183 0.217 0.843 0.399
Service quality of physicians - intention -0.111 0.156 -0.715 0.475
Service quality of medical technicians 0.100 0.179 0.562 0.574
Perceived value 0.662 0.187 3.539 0.000
Patient satisfaction 0.127 0.256 0.495 0.621
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<Figure 3> The path of structural model of specialized hospital outpatients

<Table 5> Model validation results of specialized hospital outpatients

Path

Path coefficients  Standard Error t-value p-value
Qutdoor environment -0.181 0.093 -1.951 0.051
Admission procedure Perceived 0.125 0.108 1.162 0.245
Hospital image value 0.599 0.096 6.218 0.000
Service quality of physicians 0.103 0.165 0.623 0.533
Service quality of medical technicians 0.320 0.106 3.022 0.003
Qutdoor environment 0.055 0.094 0.584 0.559
Admission procedure 0.317 0.114 2.770 0.006
Hospital image Patient 0.266 0.116 2.287 0.022
Service quality of physicians satisfaction 0.314 0.171 1.840 0.066
Service quality of medical technicians -0.071 0.119 -0.595 0.552
Perceived value 0.128 0.105 1.219 0.223
Qutdoor environment -0.011 0.109 -0.103 0.918
Admission procedure -0.206 0.135 -1.524 0.127
Hospital image Revisit 0.093 0.137 0.676 0.499
Service quality of physicians intention -0.461 0.209 -2.206 0.027
Service quality of medical technicians 0.723 0.149 4.857 0.000
Perceived value 0.159 0.119 1.332 0.183
Patient satisfaction 0.797 0.129 6.187 0.000
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