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The Effect of Physical Environments in the Comprehensive Health
Examination Center on Medical Service Value, Satisfaction and
Switching Barrier

YongTae Kim*, BongSik Chae**, BokJu Hwang***
ABSTRACT

This study presents strategic implications for enhancing the competitiveness of the comprehensive
health examination center through the study of its impact on the switching barrier with medical service
value and medical service satisfaction as parameters. In order to achieve the purpose of this study, a
total of 324 questionnaires were analyzed for customers who received health examinations at the
general examination center. Covariance structure analysis was performed to test hypotheses and causal
relationships.

The results showed that the physical environment had a significant effect on the medical service
value and medical service satisfaction. The value of medical service also had a significant effect on
medical service satisfaction. The value of medical service was found to affect the transition barrier, but
the satisfaction of medical service did not affect the transition barrier. The implications of this study
are that physical environment has a significant effect on medical service value and medical service
satisfaction. Therefore, modern medical equipment should be equipped with the latest medical equipment
to minimize accurate examination and misdiagnosis through modernization of medical examination center.
In addition, since the value of medical service has a significant effect on the switching barrier, it is
necessary to establish a plan to enhance the value of medical service. We need to promote sustainable
customer retention and creation of new customers through differentiated screening items and cost
advantages over competitors. In addition to check-up services, efforts should be made to enhance the
value of services such as strengthening medical communication and medical complex cultural spaces, and
at the same time, establish an organizational culture of customer-first examination centers through the
placement of excellent personnel and continuous education.

Keywords: Comprehensive Health Examination Center, Physical Environment, Medical Service

Value, Medical Service Satisfaction, Switching Barrier
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