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A Study on the Effects of Medical service facilities Location strategy
on the Customer’s Satisfaction : Focused on Mediation Effect of the
Location’s Marketability
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Abstract This study examines the importance of location and transportation in the operation of small- and medium-
sized hospitals in the rapidly changing clinical environment. Approximately 350 persons were surveyed for
approximately 40 days from July- August 2017, and responses were analyzed using SPSS and AMOS Statistical
Package for 335 parts excluding 8 parts of 343.The main research results were as follows: First, a hypothesis was
adopted that the attractiveness of building materials will positively affect customer satisfaction. Second, the hypothesis
that transport infrastructure has a significant impact on customer satisfaction was rejected. Third, the hypothesis that
the building appeal will positively affect the site was supported. Fourth, the hypothesis that transport infrastructure
will have a significant impact on location marketability was supported. Fifth, the hypothesis that location marketability
will significantly impact customer satisfaction was supported. Sixth, the hypothesis that the relationship between the
site and customer satisfaction with the relationship between the client and the client is explained is partly attributable
to the fact that there is a partial function. The assumption that the relationship between traffic infrastructure and
customer satisfaction was confirmed. The hypothesis that the relationship between traffic infrastructure and customer
satisfaction was supported. This research focuses on small- and medium-sized hospitals located in Seoul, which does
not include the recognition of patients ' awareness of the location and transportation of small- and medium- sized
hospitals. Moreover, this study has the limitation in analyzing patient satisfaction, rather than the objective data of
the financial management performance of the hospital. The results of this study could provide the basis for selecting
the future locations of health care facilities.

Keywords : Hospital location, Attractiveness of hospital building design, Customer’satisfaction, Medicalindividualizationl,
Hospital selection factor, Hospital choice factor, Management performance, Hospital selection factor
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Aol & Z=AEY T2 Table 2.9 2t} 3.2.4 IR
oo AARH42], FaL[31], 29 3][34],
3.2.3 UXA|EHA AL3[43]19] JYAANGY SHETE AHESE
B oAM= TEATAL], FAsH26], Aed41] Aol HgsiA AL FAs] A5
o JANAY SALETE AMESHE ATEH At oY uAVNFEe] 22K HFo F ZAHEY 5
A E359S 745t P TAaMY dAA 4.9 2k
FAe 244 Ao 2 A48 52 Table 3.7 )

Table 1. Operative definition of degree of building appeal & Measurement item

Operational definition

Measurement item

Advanced research

For small and medium sized hospitals
The degree of attractiveness of
customers as buildings

(D The visibility of the building is good.

2 There is a good use of the building.

The Elizabether facilities are good.

@ The maintenance of the building is good.

Cho Hyun Joo,
Choi Joong Suk[36]
Kim Suk Tae[9]
Lee Seung Yeon[19]

Table 2. Operative definition of traffic infrastructure & Measurement item

Operational definition

Measurement item

Advanced research

The degree of transportation
infrastructure suitable for the
location of small and
medium-sized hospital locations

) Public transportation is convenient.

o

(&)

>) Be adjacent to the main road

&)

The use of railway facilities is convenient.

@ 1t is convenient to use the expressway.

Lee Seung Yeon[32]
Choi Myung I1[38]
Jung Yoon[39]

Park Jong-Duk[33]

Table 3. Operative definition of location marketability & Measurement item

Operational definition

Measurement item

Advanced research

A Study on the Location and
Market Size of Suitable Facilities
for the Handicapped in Small and

Medium Sized Hospitals

)

@ There is a large number of people who have a large
number of houses.

(@ Have a large number of competitors

)
®

Be highly competitive

~

®

Be marketable

Korea Research Institute for
Human Settlements[8]

Yoo Jung Hwa [4]

Jung Yong 1l [41]

Table 4. Operative definition of

customer satisfaction level & Measurement item

Operational definition

Measurement item

Advanced research

(D Medical care professionals are reliable.

Small and medium sized hospital

(2 Modification of medical equipment is reliable

The satisfaction level of patients visiting

(@ The medical staff and workers are friendly.

@ 1 would like to recommend highly recommended to
my acquaintances.

KimSang-Han[42]
Gonggo-eun[31]
OhYoung Hee[34]
Ji Eun-hee[43]
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AFFE S Aurd, ofAo] 172H(51.3%),

Ado] 163H(478.7%) 0% W B H|S=3 £XE 1
oA dlole] 4ol Agtsicia dEch 1
2 40-49 A7} 939(27.8%) 0. & 7F Wkl 30-39417F
8274(24.5%), 50-59A417} 7574(22.4%), 20-29417} 61
(18.2%), 6041 o]4o] 239(6.9%), 194 °l&t= 14
(03%)2o2 Yepth 388 ARy, diEe] 2149
(63.9%) 0% 7V Wk, 1ZE 7139W(21.8%), FZ 259
(7.5%), ek oA} 229(6.6%), ZZ |3} 1(0.3%)
2 Ueith ARsEso]l 9% 30-50t7F 74.6%
24970 0|21, tjEo] 63.9%Z 21490l |21 9

AN
welsl wEed] tigk SAEA} nad el @

o]
AN

=

229 Adig B oz o SHh
AEEe] AAE AW EH, AFEE 0] 123%(36.7%)
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Table 5. General characteristics of the sample

Division category F(l;ilinsc)y Percent Cumulative percent
‘Woman 172 51.3 51.3
Gender Man 163 437 100.0
40-49 age 93 27.8 27.8
30-39 age 82 24.5 522
50-59 age 75 224 74.6
Age
20-29 age 61 18.2 92.8
60age over 23 6.9 99.7
19age under 1 3 100.0
College graduate 214 63.9 63.9
high School 73 21.8 85.7
Academic background middle School 25 7.5 93.1
graduate school 22 6.6 99.7
elementary school 1 3 100.0
office job 123 36.7 36.7
Sales service business 75 224 59.1
self-employment 53 15.8 74.9
Occupation Manufacturing engineering 27 8.1 83.0
housewife 24 7.2 90.1
the others 19 5.7 95.8
Professional practice 13 39 99.7
Student 1 3 100.0
200-300 million won 164 49.0 49.0
200 million won Less 104 31.0 80.0
Income level 300-400 million won 49 14.6 94.6
400-500 million won 10 3.0 97.6
500 million won over 8 2.4 100.0
Seoul Gangnam 144 43.0 43.0
. Seoul Gangbuk 130 38.8 81.8
Residence area .
Gyeonggi 56 16.7 98.5
Incheon 5 1.5 100.0
Orthopedic Surgery 188 56.1 56.1
Neuro surgery 65 19.4 75.5
Plastic Surgery 18 5.4 80.9
Dental 17 5.1 86.0
medial 15 4.5 90.4
. . oriental medicine 12 3.6 94.0
Medical subjects general hospital 10 3.0 97.0
skin clinic 3 9 97.9
obstetrics 2 .6 98.5
eye clinic 2 .6 99.1
Surgery 2 .6 99.7
Urology 1 3 100.0

Table 6. Technical statistics of variables

Division Mini Value Maxi value Average Standard deviation
Degree of building appeal 1.75 5.00 3.802 .661
Traffic infrastructure 1.25 5.00 3.393 137
Location marketability 1.50 5.00 3.787 739
Customer satisfaction level 1.75 5.00 3.948 519

538




B A AAA PR Heke] RARES] ulAE G

PRAAFE L wiAeTE SHeR

Table 7. Exploratory factor analysis & Reliability analysis result

. . Location Degree of building Customer Traffic
Observed variable Measurement item .. . . .
marketability appeal satisfaction level infrastructure
Competitive strength 0.863 0.141 0.115 0.164
Locati Ketabilit Rival company 0.853 0.153 0.158 0.132
ocation marketabiiity Residential facilities 0.740 0.086 0.244 0.130
Marketability 0.732 0.191 0.235 0.179
Usability 0.180 0.824 0.194 0.089
b £ buildi ' Visibility 0.122 0.819 0.254 0.034
T 11amg aj A
cgree Of butiding appe Convenience 0.123 0.753 0.176 0252
Cleanliness 0.142 0.736 0.156 0.191
Medical technology 0.050 0.178 0.787 0.082
. . Care service 0.191 0.156 0.750 0.040
Customer satisfaction level - -
Medical equipment 0.238 0.154 0.743 0.042
Recommended intention 0.234 0.264 0.629 0.095
express highway -0.019 0.024 0.123 0.809
Traffic infrastruct Railway facilities 0.221 0.160 -0.010 0.802
rathe infrastructure the main road 0.250 0.199 0.054 0.735
Public transport 0.394 0.314 0.118 0.526
Eigen Value 3.056 2.861 2473 2335
% of Variance 19.102 17.878 15.454 14.594
Cumulative % 19.102 36.980 52.434 67.027
Cronbach's a 0.874 0.850 0.781 0.773
4.2 MZ2|Mat et ZHAA™ 4,22 ERIMQOILM(Confirmatory Factor Analysis)
4,21 EMHIXQOIR M(Exploratory Factor Analysis) ot FANEHErE S AHE
o MR AN A 8 FAE gRlEAe ofof HTfg-Lwel o
Booto|M EPus 22 wyEsz gay 2 ER03 2URA(CFA)S AAEITE E914 29E
g AT o A L B B g A 7RIS Asta ARel A BaEE BAE o
e 2ok A 167 Bl el BAE eqale = R AWEn geAE dehihe deas ava
ek An), YANAAL AARE0.863), AARAH  © APIAA I o] 2H Q] Aiks Mg Ao n Y}
(0.853), AAAA(0.740), NA4(0.732) & 4%gtoz Bl A Ao Fe AoketA "k #elz 2w
ZZE93, AEvEEE 2840.824), 740819, & SRS AN 2k gQlRelds ST
AA(753), FA480.736) & 4vFor FEEAE AL B ARl AREE Bk 7 9] vl
DATEEE AR 7)2(0.787), AEAH20.750), 8 77870 BF3/(Construct Validity)& S4dh=tl &
AH)(0.743), FAE(0.629) 5 4FFoz FEHo A AREHI JTH2]
W, WEEals 1AL 2(0.809), HEAA(0.802), TN B3-S Table 8.3 7o) HAFEldA s} o
MER2(0.735), NENLE0.526) 5 4780z 747k 3% HEHBAES $d 45D & Aok JTEd2 A
591k TE Ak A5 dA ARE e )
225 ol ugpy EARS Adrd, x4 HelH, WEEEAES AR b A 3 ZelE
A€ 3.0563 19.102, AEviY == 28613} 17.878,  Efvl Zidelth
WAREL = 24733} 15454, WEQZel= 23359 A RANFEAVE)S B eoliatds AF
145942 747 Uebta A4 A9Ee 67.027%E Bo] ¥ @50l de BT aflwetde) Alwel §t 2
91t} Cronbach's aoll ]38+ A4 A3} QXA A AHEAEe] §He ' ke gholw, dAE E(CR)E EE
de 0874, ABVIEEE 0850, LSRR 0781, S QSR ol AwE EEshd a/lvehE e
WEQTE 077308 AFHse AFEE B 07 Awd aRRe] e vhe grolth ¥ v e
& AgEta Qo] waA =L 39S o 4 Q). e e L4 A= Table 9.9+ 2t
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AserdA A4An, AsMEs, wEd=Zel X 0907, AAVFE 0.6677 0.889% ZH7h vEh} BT
AP, TSR ES B aclREtge] 05 HAAVIES FEST
ool L, p<0.05 FEellA BF frelstsich 2 N e HAA 7 Table 1034 2o] 2k 74714
el JEEFEd AN e AEmEE 06867  ©] AVE Alwe] ZF AR EY & 0% vEht %
0.895, W&zl 0.5107 0.804, YAAIEA 0.712¢F eI F=HATh
Table 8. Framework recommendation for conflicting concepts
Validity Test method
Factor load / Significance 5~95(.7 over ) / 1.965 over
Concentrated validity Average dispersion (AVE) .5 over
Conceptual reliability(C.R.) .7 over
AVE .5 over
Discrimination validity i i >
AVE and Correlation coefficient comparison Corresponding var@ble AVE_ Square root
Correlation coefficient
Table 9. Centralized validity assay
Obse.rved Measurement item Non-standérdlzed SE CR. Factor .EITO[.‘ AVE C01?ce}.)t.ual
variable coefficient load dispersion reliability
Cleanliness 1 0.618 0.123
Convenience 1.134 0.112 10.102%** 0.663 0.111
Degree of 0.686 0.895
building appeal Usability 1.290 0.105 | 12.302%** 0.893 0.431
Visibility 1.230 0.101 12.196*** 0.873 0.426
express highway 1 0.567 0.373
subwa; 1.394 0.147 9.465%** 0.778 0.382
_ Traffic ’ 0.510 0.804
infrastructure main road 1.180 0.128 9.247*** 0.737 0412
Public transport 0.990 0.112 8.850%** 0.679 0.686
Growth potential 1 0.753 0.334
' C‘;‘;ep;;l;ve 1,246 0078 | 16073 | 0873 0207
Locathl”{ : 0.712 0.907
marketability Rival company 1.258 0.079 | 15.983* | 0.868 0.193
Residential 0.887 0070 | 12.645%%* | 0.69 0304
facilities
Recommended 1 0.663 0.154
intention
Customer Care service 0.977 0.096 10.191%** 0.700 0.198
satisfaction - - 0.667 0.889
measurement | Medical equipment 0.896 0.086 10.366*** 0.718 0.262
Medical
edica 0.698 0.070 | 9.914%% | 0.674 0.336
technology
Table 10. Discrimination assay results
Division Degreeof building appeal | Traffic infrastructure | Location marketability customer satisfaction
measurement
Degree of building appeal 0.828
Traffic infrastructure 0.423 0.714
Location marketability 0.405 0.457 0.844
Customer satisfaction measurement 0.496 0.275 0.475 0.816

540



RAHIAAE PARe] TATE nAE G 1 YA e FHoR

4.3 AMZHREAM(Correlation Analysis) 2 972 FMDE o83ty AFEH S 4T 5 ek $4A
oso| M3tz AN T WE 1 EABA e BAE SREAY
B AT g AR B4 Ashs Table 11, 1F AHFeRA AR ¢ $AS Aes €
3 2o ARMEs, wEelZe), QXA nAuE o US4E 22 ARnE gulshy] wiitel Aol
. s A= s s
= WSS 7 AR s B dslae] Wk o AT FAASTMDAA 7 2 3o #AE 24T
AL Qo Go8E 001 S BE Gojaty T B
ha bl . LN
th Ao AdR o 1o 220 Holil 9o 2 AToM= 87.00224 7H E FEAFE UE
Az rs} nAMERE 7be] W7} 04960 by AL S A=vIHES ARt FAge) S 2
B9 wEQEeel AREE 7he] @A 02757 S T3 ed)E A Table 12.9) o] A7 A
744 Lok, =g AASA pitd AGFIZLS 7|7HoR ddE
B oo AT ES AR 9eke] WA egn AW WA ARE Aee BF 7SS 58 9
Ho] ARES BT dTnge A 2, p /) WEel 2 ARG Aee desita gdd
2= 0]
%t GFIL, AGFI, NFL, IFL, TLI, CFI, RMSEA £¢] A& T sivk
W57} AFE FHAEA ool Ye) werad. v
GFI, AGFL, RMSEAS-S w39 Aukd A3 w2 e} 4.4 7+4HE
U= Ao gk#)5=o]8 NF, IFI, TLI, CFI, & 7] %222 =] N Aa7HdE A 916l fig 2.9 &
of et Aok e Hgrg L]—El—lﬂ‘“ ZRAGYA S0 ©] AMOS FAHNTIAE Sgato] TUAA Rd
AFE 257} 7)2R] o] Tha vgehs Ao 2% A5
B I <1 T RS T, o]
Table 11. Correlation analysis result
Division 1 2 3 4
Degree of building appeal 1
Traffic infrastructure 0.423%*** 1
Location marketability 0.405%** 0.457%** 1
Customer satisfaction measurement 0.496*** 0.275%** 0.475%** 1
#p < 001, *p<.0.05
Table 12. Results of a study of conformance test results
Measurement value
Index number Reference value Judgment
Compatibility index Correction index
CMIN > 05 339.711 240.963 Dismissal
d.f, p) P (98, p=.000) (97, p=.000)
RMR .05 less 0.047 0.047 Adoption
ﬁtﬁeb:s"li‘::jex GFI 9 more 0.886 0918 Adoption
AGFI .9 more 0.842 0.886 Dismissal
RMSEA .1less general 4.081655 good 0.086 0.067 Adoption
.05less continuousness
NFI .9 more 0.872 0.909 Adoption
Incremental IFI .9 more 0.905 0.944 Adoption
suitability
index TLI .9 more 0.883 0.930 Adoption
CFI .9 more 0.904 0.943 Adoption

541



FFAS & =B A19A A2, 2018

‘
e

Y
i __

NN

Fig. 2. Structural equation model analysis results
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Table 13. The Effects of glycerization and transportation infrastructure on the customer satisfaction level
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Table 14, Effects of site glading and transportation infrastructure on location market
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Effect of locational sales on customer satisfaction
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Table 16. Results of test results of semi-marketing effects of location market

Division Path Direct Indirect effect Gross Judgment ]m'he'ct effect Verification
effect effect significance
Degree of building appeal
i 0.290* 0.224 Partial . .
H6 Customer satisfaction 0.322 = 0.065 0.387 mediation 0.014 Adoption
measurement
Traffic infrastructure — *
H7 Customer satisfaction 0.038 0.505% 0.224 0.151 Corr}pl.eteme 0.004%** Adoption
=0.113 diation
measurement
*kp<.0.01, **p<.0.05
Table 17. Summary of hypothesis test results
Division Path Direction Path coefficient S.E. CR. p value Verification
HI Degree of building appeal>Customer + 0.309 0054 | 5711 ok Adoption
satisfaction measurement
H2 Traffic infrastructure + -0.049 0.049 | -099 0.319 Dismissal
—Customer satisfaction measurement
H3 Degree of building appeal~Location + 0.271 0.080 | 3386 ok Adoption
marketability
H4 Traffic infrastructure + 0.498 0087 | 5710 ok Adoption
—Location marketability
H5 Location marketability + 0.221 0.044 | 5.026 o Adoption
—Customer satisfaction measurement
Degree of building appeal —
Hé6 Location arketability — + Partial mediating effect oK Adoption
Customer satisfaction measurement
Traffic infrastructure — Location
H7 marketability — Customer satisfaction + Full mediated effect HhkE Adoption
measurement
*ikp <.0.01, **p<.0.05
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