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(Abstract)

The Effect of Characteristics of Hospital Choice, Security and Hospital
Service Quality Characteristics on Revisiting Intent

Junghong Park

The purpose of this study was to investigate the effect of characteristics of hospital choice and hospital service
quality on service value, customer satisfaction and hospital revisiting intent and a survey involving patients and
their caregivers who used the hospital before was conducted for empirical analysis. Thus, the theory and factors
concerning the characteristics of hospital choice, hospital service quality, service value, customer satisfaction and
hospital revisiting intent and relevant preceding research were explored after examining the preceding research,
the research model was developed accordingly. A total of 459 collected questionnaires were analyze after
carrying out the survey on a national scale. The findings of this study have significance since it identified the
motivation that affect the choice of hospital and provide information. Also, this study could be utilized as reference
data for hospitals to survive in the fierce competition, as it carried out factual survey on considerations when
making choice of hospital. Furthermore, due to the low expectation of patients and caregivers for hospital
administration, the study indicated that it' s linked to a significantly low chance of customer satisfaction and
provide the cause. This study was differentiated with other research on hospital choice since it selected security
as a factor of hospital choice, though it' s not discussed in the preceding research and moreover, conducted the
empirical analysis. And the results of empirical analysis revealed that customers felt that service value was
improved when the information security was strengthened. In other words, the strengthening of hospital information
security could be hospital choice motivation, which means this study provided practical implication.

Key words : characteristics of hospital choice, hospital service quality, service value, customer satisfaction,
Revisiting intention
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(summary of variables for hypothesis setting and questionnaire construction)
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(Hospital selection characteristics exploratory factor analysis and reliability analysis summary)
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(Hospital service quality exploratory factor analysis and reliability analysis summary)
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(Parameters, Dependent Variables, and Reliability Analysis Summary)
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020
A1
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0.66
0.74
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0.77
0.67
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<H 6> 21X 99l BM 99K Summary of confirmatory factor analysis)
- o276 1 0.68
- o|2%I4 1.209 0.087 13.897 ok 0.746
ol=Xl — o|=2%I3 1.201 0.085 14,076 o 0.757 0.908 0.546
— o2z 0.968 0.076 12.81 ek 0.678
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=> siMg 1 0.665
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e => LS 1.124 0.094 11.916 e 0.662 b Bz
=> A1 1.194 0.093 12.847 ok 0.728
— Hed7 1 0.709
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<E 7> 42 BAM Q2KPath analysis summary)
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