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<Abstract>

Objectives: The purpose of this study was to examine the quality and reputation of medical services
in hospitals run by Gangwon-do 1,3, and 10 dentists, to investigate the mitigation effects of trust and
quality on patient satisfaction and loyalty. Methods: Of the 600 surveys collected, 578 were used.
Results: Although there were differences in dental services by type of institution, fame influenced
patient satisfaction in all three institutions, and patient satisfaction also affected loyalty in all three
institutions. The moderating effect of trust was shown to one dentist, and physician trust was shown to
have a moderating effect. Conclusions: The establishment of reputation trust and the practice of dental

medical services are important for attracting patients.
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Variables Categories Frequency %
ten—Dentists hospital 194 33.6
Type of three-Dentists hospital 188 325
organization ) .
one-Dentists hospital 196 33.9
Male 210 36.3
Gender Female 368 63.7
20-39years old 181 31.3
age 40-59years old 304 52.6
over 60 years old 93 16.1
Below high school 219 37.9
education University and above 359 62.1
Internet search 31 54
Newspaper / Magazine 2 3
Recommended for friends and others 357 61.8
Taking care of dental staff 68 1.8
Visit route Passing by looking at a sign 24 4.2
Dental blog 3 5
Word of mouth 43 7.4
Family introduction 50 8.7
Total 578 100.0
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<Table 2>Factor analysis and reliability analysis
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Standardized
variable factor Regression Cronbach's a
Weights
quality 13 <— assurance .822
quality 12 <— assurance .849 905
quality 11 <— assurance .840 ’
quality 10 < assurance .846
quality 14 <— empathy 758
quality 15 <— empathy .710
quality 16 <— empathy .832 .897
quality 17 <— empathy 877
quality 18 <— empathy .844
quality 9 <— responsiveness .822
qualit 7 <— responsiveness .825 .854
quality 6 <— responsiveness 796
quality 1 <— reliability .651
quality 2 <— reliability 734
quality 3 <— reliability .790 .868
quality 4 <— reliability 841
quality 5 <— reliability .804
quality 21 <— service tangibility .815
quality 20 <— service tangibility 574 .708
quality 19 <— service tangibility 735
reputation 3 <— reputation .816
reputation 2 <— reputation .808 .849
reputation 1 <— reputation .802
satisfaction 3 <— Patient satisfaction .954
satisfaction 2 <— Patient satisfaction .939 .948
satisfaction 1 <— Patient satisfaction .887
loyalty1 <— loyalty 790
loyalty2 <— loyalty .965
loyalty3 <— loyalty 918 903
loyalty4 <— loyalty .630
loyaltyb <— loyalty .925
loyalty6 <— loyalty 915
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<Table 3> Effect of Dental Service Quality and Reputation on Patient Satisfaction by Institution Type and Effect
of Patient Satisfaction on Loyalty by Organization Type

Variables B SE B p R? Durbin-Watson
(a constant) -1.002E-013 .048 1.000
reliability .024 .091 .024 .793
responsiveness .075 130 .075 .563
1 assurance -1 114 -1 .335 .557 2.144
empathy 139 .084 139 .099
tangibles .078 .076 .078 .305
reputation 615 .063 615 .000
(a constant) 133 .040 .001
reliability 402 .067 473 .000
responsiveness -.105 .080 -124 191
3 assurance .240 .078 .309 .002 .638 2.031
empathy .082 074 108 275
tangibles -.316 .068 -.387 .000
reputation 391 .059 424 .000
(a constant) 1.002E-013 .048 1.000
reliability .360 .085 .360 .000
responsiveness .062 .095 .062 514
assurance .256 103 .256 .013 .561 1.789
empathy -.105 .085 -.105 .218
tangibles -.049 .072 -.049 .500
reputation .309 .068 309 .000
RZ
Variables B SE B p F Durbin-Watson
p
(a constant) -.067 .050 79 .361
Dental  clinic  with 1 109.437 2.070
persons Dentist 524 .050 .601 .000 000##*
(a constant) -0r7 .063 221 .331
Dental  clinic  with 3 92.094 2.100
persons Dentists 677 .071 575 .000 000%**
(a constant) =029 058 612 476
Dental clinic with 10 174.369 1.867
persons Dentists 764 .058 .690 .000 _000%%*

*p<.05, **p<.01, ***p<.001
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<Table 4> Controlling Physician Confidence in the Effect of Patient Satisfaction on Loyalty by Organ Type and
Adjusting Hospital Confidence on the Effect of Patient Satisfaction on Loyalty by Organ Type

Significance '
) R-square hn Durbin-
Variables (Doctor trust) B SE B p d change Er%t;%tr):gtg Watson
(2 constant) -067 050 179
Patient Satisfaction 524 050 601 000 361 000
-.067 .046 142
(a constant)
Patient Satisfaction 372 .052 426 .000 .468 .000
1 Docor frust 34 052 371 .000 1.998
( tan) =142 .048 .004
a constan
Patient Satisfaction 360 050 413 .000 506 000
Doctor trust , .350 051 401 .000 ' '
Doctors trust regulation
160 .042 196 .000
(2 constant) -077 063 221
Patient Satisfaction 677 o7 575 000 331 .00
(a constant) .013 .054 817
Patient Satisfaction .335 .071 .285 .000 194 .000
3 Docor trust 531 081 528 000 2.304
( tant) .005 .062 .938
a constan
Patient Satisfaction 325 .082 .276 .000 000 796
Doctor trust , 533 062 530 .000 ' '
Doctors trust regulation
.022 .086 .015 7196
(2 constant) -029 058 612
Patient Satisfaction 764 058 690 000 476 000
-.029 .049 549
(a constant)
Patient Satisfaction .489 .058 442 .000 150 .000
10 Docor frust 510 058 460 .00 1.871
( ) -.070 .054 201
a constan
Patient Satisfaction 524 .062 473 .000 005 099
Doctor trust , 518 .058 467 .000 ' '
Doctors trust regulation
.076 .046 .081 .099
Variables (Hospital trust)
(a constant) -067  .050 179
Patient Satisfaction 524 050 601 000 361 :000
-.067 .045 137
(a constant)
Patient Satisfaction .368 .051 423 .000 120 .000
1 Hospital trust 339 051 389 .000 1.794
( - -.148 .048 .002
a constan
Patient Satisfaction .350 049 401 .000 040 000
Hospital trust 398 051 456 .000 ' '

Hospital trust regulation
178 .044 .209 .000

*p<.05, **p<.01, ***p<.001

—=102 —
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<Table 4> Controlling Physician Confidence in the Effect of Patient Satisfaction on Loyalty by Organ Type and
Adjusting Hospital Confidence on the Effect of Patient Satisfaction on Loyalty by Organ Type(continue)

Significance

. . R-square o Durbin—
Variables (Hospital trust) B SE B p d change Probability Watson
F Change
(a constant) o017 063 221
Patient Satisfaction ! 331 000
677 .07 575 .000
(a constant) .063 .046 172
Patient Satisfaction 143 .064 122 .025 334 .000
3 Hospital trust 739 054 735 .000 2.636
.082  .051 114
I(:’aat?;)r::StSaaq})sfaction 151 064128 020
Hospital trust 740 054 736 .740  .001 423
Hospital trust regulation —.04 049 -.03 -.04
0 5 0
(a constant) ~.02 058 612
Patient Satisfaction o AT6 000
764 .058 .690 .000
-.02
(a constant) 9 .046 527
0 E'zt;zﬂglstiﬂz[actlon 350 061 316 000 190 .000 .
636  .061 574 .000 ‘
-.05
(a constant) 4 052 298
Eigiﬂ;sﬁﬂiad'on 381 068 344 000 002 291
Hospital trust regulation 635 .061 573000
.038 .036 .052 291
*p<.05, **p<.01, ***p<.001
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