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Effect of Sympathy Module and Trust on Medicad Service Qua

ty,

Trust and Happiness
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There are a lot of effort to improve medical service quality and medical trust in Korean Medicine. However, in
spite of importance of personalized medicine, there are still few research about it. Thus, the purpose of this study is
to grope ways to improve medical service quality and medical trust by sympathy module group and personalized trust.
People over 19 were participated in investigation. We divided respondents into 4 groups depending on sympathy
module group and 2 groups depending on speed of trust. Questionnaire was consisted of questions about sympathy
module group, speed of trust, medical service quality, medical trust, satisfaction and happiness. This questionnaires
were conducted through personal interviews. Total 220 members responded to the survey and the results of the
analysis were as follows. Rational type had the highest proportion. At Medical service quality scale, Prevention focus
group had most highest figure on Confidence. Promotion focus group and Rational Group had most highest figure on
Sympathy. At Medical trust scale, Medical team had the highest proportion at all group. Prevention focus group put
more emphasis on sense of sanitation, At Satisfaction and Happiness scale, Satisfaction and Happiness was most

affected by Trust in Sincerity and Ability. This study can be very useful for composing kit of treatment

of

personalized medicine. But this study has also some limits such as respondent selection, disease selection etc. So,

more detailed and comprehensive survey is needed.

keywords : sympathy module group, speed of trust, medical service quality, medical trust, satisfaction, happiness
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Table 1. The Composition Rate of The Study Group by Gender and
Age

Sex
Group Male Female Total
N % N % N %

20s and younger 14 6.36 44 20.00 58 26.36
30s 18 818 20 9.09 38 17.27
40s 34 1545 35 1591 69 31.36
50s 19 8.64 21 9.55 40 18.18
60s and over 6 273 9 4.09 15 6.83
Total 91 4136 129 5864 220 100.00
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Aot EE U PEXL 2| AL HRE FL a = Table 504 &I £ QI%o|, FZAEE TN aAHA
0.715053, ®&At&9] 79 a = 0.801047°]AUtHTable 2). E20) diste] FY o] SARCR {uldt Afo]E Hol:= o
2 U

Table 2. Reliablity of Sympathy Module Scale, Speed of Trust Scale,
Service Quality Scale, Medical Trust Scale, Satisfaction and Happiness
Scale - Internal Consistency(Cronbach's Alpha)

Scale Raw Data Standard Data

Sympathy Module Scale 0.750147 0.759219
Speed of Trust Scale 0.922190 0.923017
Service Quality Scale 0.962135 0.963098
Medical Trust Scale 0.924610 0933531

Satisfaction and Happiness Scale 0.715053 0.801047

Table 4. Mean and Standard Deviation of Materiality, Reliability,
Reactivity, Confidence, Sympathy, Service Quality by Sympathy
Module Group and Speed of Trust

Speed of Trust
Sympathy Module Group High Low
Mean SD Mean SD  Mean SD

Total

) 3PRED Y NELFE BE
SYAt 5 PYER AT 3 535(24.09%)019 7 1 5 7
Hazol we WTS 43(20.00%), | AHrzo] ¥e A

Table 3. The Composition Rate of The Study Group by Sympathy
Module Group and Speed of Trust
Speed of Trust

Sympathy Module Group High Low Total
N(%) N(%) N(%)
Promotion Focus 44(20.00) 9(4.09) 53(24.09)
Prevention Focus 19(8.63) 12(5.45) 31(14.09)
Rational Type 19(8.63) 24(10.90) 43(19.54)
Emotional Type 33(15.00) 60(27.27) 93(42.27)
Total 115(52.27) 105(47.72) 220(100.00)
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m
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=3.89, BZ&WX}=0.58)1t FZH(HH=3.75, EEHX}=0.79)2
q A

Materiality ~ 3.83 067 349 053 377 0.66

Reliability 405 069 364 069 398 070

Promotion Reactivity 394 072 347 078 3.86 0.75
Focus Confidence 412 066 389 058 408 0.65
Sympathy 413 070 375 079 4.06 072

Service Quality 401 061 365 059 395 0.62

Materiality 379 071 335 074 362 074

Reliability 401 061 355 045 383 0.59

Prevention Reactivity 397 070 348 067 378 0.72
Focus Confidence 424 049 383 076 4.08 0.63
Sympathy 413 062 354 064 390 0.68

Service Quality 4.03 0.56 355 058 384 0.60

Materiality 357 075 326 057 340 066
Reliability ~ 397 058 345 069 368 068
Reactivity ~ 400 062 332 077 362 078
Confidence 411 056 366 064 385 064
Sympathy 416 065 333 067 370 078

Service Quality 396 054 340 061 365 064

Rational Type

Materiality ~ 370 061 316 073 335 0.73
Reliability 397 064 343 071 362 0.73
Reactivity 390 067 333 077 353 0.78
Confidence 406 060 356 075 374 0.74
Sympathy 407 065 344 078 366 0.79
Service Quality 3.94 055 338 066 358 0.68

Emotional Type

Materiality 374 067 323 068 350 0.72
Reliability 401 064 347 067 375 0.70
Reactivity 395 068 336 076 3.66 0.77
Confidence 412 060 364 072 389 0.70
Sympathy 412 066 345 074 380 0.77
Service Quality 399 0.57 343 063 372 0.66

Total

SD : Standard Deviation
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Table 5. Analysis of Variance Result of Materiality, Reliability,
Reactivity, Confidence, Sympathy, Service Quality by Sympathy
Module Group

Source DF SS MS F value
Materiality
Group 7 16.3626789 2.3375256 5.02%**
Error 212 98.6371393 0.4652695
Total 219 1149998182
Reliability
Group 7 16.6329516 2.3761359 5.38%**
Error 212 93.6768666 0.4418720
Total 219 110.3098182
Reactivity
Group 7 19.5180664 2.7882952 5.23%x*
Error 212 112.9464223 0.5327661
Total 219 132.4644886
Confidence
Group 7 14.3903152 2.0557593 4.65%**
Error 212 93.7415030 0.4421769
Total 219 10831318182
Sympathy
Group 7 25.2977073 3.6139582 7.20%**
Error 212 106.4022927 0.5018976
Total 219 131.7000000
Service Quality
Group 7 17.84722999  2.54960428 6.84%**
Error 212 79.00373864  0.37265914
Total 219 96.85096864

** p < 001, DF : Degree of Freedom, SS : Sum of Square, MS : Mean Square
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AgurEco] oigt 2 Zute] gL 4289 %, FAXNCE X
= A2 37.15 %¥THR2=42.89, Adj R2=.37.15%).

Table 6. Mean and Standard Deviation of Doctor in Charge, Medical
Team, Complaint Factors, Trust Factors, Hospital Facilities, Images of
Hospital, Sense of Sanitation, Service Quality by Sympathy Module
Group and Speed of Trust

Speed of Trust
Sympathy Module Group High Low
Mean SD Mean SD Mean SD
Doctor in Charge 4.08 057 383 070 405 059
Medical Team 412 062 383 074 407 064
Complaint Factors 233 1.04 253 097 236 102
Promotion Trust Factors 392 067 365 077 387 069
Focus Hospital Facilities 3.72 077 337 105 366 082
Images of Hospital 392 076 289 091 374 087
Sense of Sanitation 4.00 074 335 109 389 083
Service Quality 401 061 3,65 059 395 062
Doctor in Charge 410 040 3.69 082 394 062
Medical Team 414 050 365 078 395 065
Complaint Factors 234 092 249 089 240 090
Prevention Trust Factors 383 066 327 050 361 065
Focus Hospital Facilities 3.81 066 317 100 356 085
Images of Hospital 379 046 319 064 356 060
Sense of Sanitation 4.12 0.60 350 070 388 070
Service Quality 403 056 355 058 384 060

Total

Doctor in Charge 4.17 040 367 065 389 060

Medical Team 121 042 363 075 389 068

Complaint Factors 184 092 225 062 207 078

Rational Trust Factors 389 060 328 058 355 066
Type Hospital Facilites 347 081 315 063 329 072
Images of Hospital 377 069 326 073 349 075

Sense of Sanitation 4.00 0.70 347 059 370 068

Service Quality 396 054 340 061 365 064

Doctor in Charge 3.94 054 348 0367 364 066

Medical Team 404 063 352 070 370 071

Complaint Factors 225 086 239 078 234 081

Emotional Trust Factors 377 055 326 071 344 070
Type Hospital Facilities 3.51 076 3.07 085 323 084
Images of Hospital 370 059 328 076 346 073

Sense of Sanitation 3.94 0.64 352 068 367 069

Service Quality 394 055 338 066 358 068

Doctor in Charge 4.06 051 358 069 383 065
Medical Team 411 057 359 072 38 069
Complaint Factors 223 096 238 077 230 087
Trust Factors 386 062 330 067 359 070
Hospital Facilites 3.63 076 313 083 339 083
Images of Hospital 381 066 323 075 353 076
Sense of Sanitation 4.01 0.68 349 069 376 073
Service Quality ~ 3.99 057 343 063 372 066

Total

SD : Standard Deviation
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Table 7. Analysis of Variance Result of Doctor in Charge, Medical
Team, Complaint Factors, Trust Factors, Hospital Facilities, Images of
Hospital, Sense of Sanitation, Service Quality by Sympathy Module

A F2 2 JENEdEE PR S AAPRAL
ERt o n(F=14.29, p<.0001), ASAUZF o] Tfjsh
o] e 58.95 %, $AN02 xR AYAL 5482 %

L
)

Group
Source DF SS MS F value (R2=42.89, Adj R2=.37.15%).
Doctor in Charge
Group 7 1492032224 213151746 582 _ 4 , 4 4
Error 12 7765911962 0.36631660 Tablg 0. Regresspn Analysis Result of Medical Service Quality and
Total 219 92.57974186 Medical Trust of Life of Success '
Medical Team Label DF Pg;mg::r Stag;ﬁ;r;iged Sté?s)‘:rd Tolerance t vaule
GErr‘:c‘)‘f 212 ;gggggggg Sig‘s‘zgg >55M Promotion Focus 1 008618 007904 006748 074120 128
' ' Prevention Focus 1 -0.08500 -007414 007048 075171 -121
Total 219 107.2438131 Rational Type 1 010902 010161 006923 068205 157
Complaint Factors Emotional Type 1 003837 003644 006298 079329 0561
i’;‘:;‘f 212 1235222237 8;3232;; 102 Trust in Sincerity 1 027582 024192 009457 041277 292+
' ' Trust in Intention 1  0.09235 0.07423 0.10528 0.39654 0.88
Total 219 lififgé(i‘t‘grs Trust in Abilty 1 038292 037057 008333 043661 460"
Trust in Result 1 -0.09707  -008511 009839 038150 -0.77
Group / 187703900 26814843 633 Doctor in Charge 1 004953 004457 012076 024047 041
ir; gig 180958::0934;% 04236318 Medical Team 1 002320 -0.02247 010922 025381 -0.21
Hiospial Faciiics Complaint Factors 1 005463 006648 005102 073642 107
o 7 16.6682069 3811724 370 Trust Factors 1 -0.00710 -0.00692 0.10247 0.28480 -0.07
Errof 1 e 0Ea3305 : Hospital Faciliies 1 -0.00910  -0.0153 007668 036074 -0.12
o e aosisis Images of Hospital 1 009923 010475 009030 031256 110
- - Sense of Sanitation 1  0.20240 0.20567 0.10832 0.23438  1.87
Images of Hospital Materialty 1 -006469 -006488 009102 034076 -071
i’;‘:;‘f ziz 12(37'2181222087736 268590728:6618 >74 Reliablity 1 -006652 -006534 013619 015869 -0.49
: ' Reactivity 1 003257 003505 011736 017795 028
Total 219 127.3994949 Confidence 1 -025380 -024682 013503 016468 -188
Sense of Sanitation Sympathy 1 004626 004965 010605 021919 044
Group 7 152001791 21714542 448" — :
p < .01 p < .001 DF : Degree of Freedom
Error 212 1028618150  0.4851927
Total 219 117.0619949
Service Quality Table 10. Regression Analysis Result of Medical Service Quality and
Group 7 1074022779 153431826 7.28+% Medical Trust of Happiness
S e B obel D PAemeter Standardied Sendad e
***p < .001, DF : Degree of Freedom, SS : Sum of Square, MS : Mean Square Promotion Focus 1 002406 002228 005696 074120 042
Prevention Focus 1 -0.12068 -010630 005948 075171 -203*
Rational Type 1 011240 010579 005843 068205 192
Table 8. Regression Analysis Result of Medical Service Quahty and Emotional Type 1 009593 0.09201 0.05316 0.79329 180
Medical Trust of Life Satisfaction Trust in Sincerity 1 034909 030917 007982 041277 437+
Label DF Psggmizr Stizgzgt'zed Stfg?r%?rd Tolerance t vaule Trust in Intention 1 010779 008749 008887 039654 121
A Trust in Ability 1 034463 033677 007034 043661 490
Promotion Focus 1 016083 014678 00818 074120 236 Trustin Reslt 1 004321 00386 008305 038150 052
Prevention Focus 1 -004%63 ~ -004308  0.07119 075171 ~-0.70 Doctor in Charge 1 004938 004487 010194 024047 048
Rational Type 1 008515 007897 006994 068205 122 Medical Team 1 -003977 -0.03889 009219 025381 -0.43
Emotional Type 1 -005479  -0.05179 006363 0.79329  -086 Complaint Factors 1 001495 001837 004307 073642 035
TT::SS; i': I?:::t:g 1 gggig? 8‘(2;;2; 8(1)322‘7‘ 8‘3";23 26736 Trust Factors 1 0035872 003515 008649 028480 041
e ' ' : : Hospital Facilties 1 005136 006000 006473 036074 079
Trust in Abiity 1037473 036084 008419 043661 445 Images of Hospital 1 -0.01318  -001405 007622 031256 -0.17
Dzrcl;tr 'ir; ie;::te 1 géggzg :8'(1)13‘6‘2 gggggi 823(1)4513 éig Sense of Sanitation 1 024498 025137 009143 023438 268
. 9 ' ' : : : Materiality 1 -019251 -019495 007683 034076 -251%**
Medical Team 1 -006240 -006014 ~ 011034 025361 -057 Reliablty | 010493 010407  0114% 0158695 0Ol
o Facors T e oai TR Reactivity 1 -010030 -010901 009%06 017795 -101
) ' ' ' ' ' Confidence 1 -016998 -016692 011398 016468 -149
Hospital Faciies 1 009646 011105 007748 036074 125 Sympathy | 004518 0048% 008952 021919 050
Images of Hospital 1 009939 010439 009123 03125 1.09 o 05" < T 5 < 0L DF Degres of Freedom
Sense of Sanitation 1 002862 002894 010944 023438 026
Materialit 1 -019311 -019271 00919 034076 -2.10*
Reliablityy 1 015030 014690 013759 015869 109 4) 20 A oaAulx FA % 8L SHZA A2t
Reactivity 1 -004301 -004606 011857 017795 -036 2300] o3k Ojx]= QoL MAIAF LAz AzQ
Confidence 1 -007278 -007043 013642 016468 -053 ol BIAIAM  TAbA sto =L aolo "
Sympathy 1 008434 009006 010714 021919 079 d. 5y, el 98 s RJ__E L_}E}f“‘q_(Table 1.
ozAux B4 U dzizEdEe 2P 34T AAYHAL

*p <.05* p < .01 ** p < 001 DF : Degree of Freedom
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tHR2=42.89, Adj R2=.37.15%).

Table 11. Regression Analysis Result of Medical Service Quality and
Medical Trust of Unhappiness

Parameter Standardized Standard

Label DF Estimate Estimate Error Tolerance t vaule
Promotion Focus 1  -0.11546 -0.10269  0.07698 0.74120 -1.50
Prevention Focus 1  0.10294 0.08707 0.08038 075171  1.28

Rational Type 1 -0.06441 -0.05821  0.07897 0.68205 -0.82
Emotional Type 1  0.03978 0.03664  0.07185 0.79329  0.55
Trust in Sincerity 1  -0.24816 -0.21105  0.10787 041277 -2.30***
Trust in Intention 1  0.08742 0.06813 0.12009 039654 0.73
Trust in Ability 1 -0.20502 -0.19239  0.09506 0.43661 -2.16***
Trust in Result 1  -0.20735 -0.17630  0.11224 0.38150 -1.85
Doctor in Charge 1  -0.25564 -0.22306 013775 0.24047 -1.86

Medical Team 1 -0.03476 -0.03264  0.12458 0.25381  -0.28
Complaint Factors 1  0.06092 007189  0.05820 0.73642  1.05

Trust Factors 1 0.24654 0.23297 0.11688 0.28480 2.11***
Hospital Facilities 1  0.14986 0.16812 0.08747 036074 171

Images of Hospital 1  0.09794 010024 010300 0.31256  0.95
Sense of Sanitation 1  -0.17129 -0.16878 012356 0.23438 -1.39
Materiality 1 0.10686 0.10391 0.10383 034076  1.03
Reliablity 1 -0.23915 -0.22777  0.15535 0.15869 -1.54
Reactivity 1 021696 022644  0.13387 017795 162
Confidence 1 034521 0.32552 0.15403 0.16468 2.24***
Sympathy 1 -0.25261 -0.26289  0.12097 0.21919 -2.09***
*** p < 001 DF : Degree of Freedom
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Appendix 1. Sympathy Module Scale
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Appendix 2. Speed of Trust Scale
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Appendix 3. Medical Service Quality Scale

Appendix 4. Medical Trust Scale
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Appendix 5. Satisfaction and Happiness Scale
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