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(Abstract)

Effect of Quality of Telemedicine Services in Remote Areas of the
Military on Customer Loyalty: Mediation Effect of User Satisfaction
Dong—Hwan Kim*, Jin—Young Nam |
Armed Forces Medical Command*, Dept of Healthcare Management, Eulji Un/vers//y**

Objective: Telemedicine service is gaining importance in remote military areas. This study aimed to explore

the

mediating effect of user satisfaction on the association between military telemedicine service’s quality and

customer loyalty.

Methods: The research data comprised the results of a satisfaction survey on 1,116 military telemedicine
satisfaction surveys conducted from November 1 to November 31, 2021, T—tests and ANOVA were analyzed to
confirm the difference in satisfaction and loyalty according to the general characteristics of the study subjects.
User satisfaction, customer loyalty, and mediating effects were analyzed using multiple linear regression analysis.

Results: Among the study subjects, 458 were affiliated with the Army, 68 with the Navy, and 36 with the Air Force.
Among the quality of telemedicine service, tangibility, reliability, and empathy affected user satisfaction while
reliability and empathy affected customer loyalty. Since the standardized coefficient beta of empathy was 0.150

(P=0.018), it was confirmed that it significantly affected customer loyalty by mediating user satisfaction.

Conclusion: The telemedicine service’s quality affects users’ satisfaction and customer loyalty. Moreover, there was
the mediating effect of user satisfaction on the association between telemedicine service and customer loyalty.

Therefore, the reliability and reliability of the current telemedicine service can be improved through

the

replacement of outdated equipment and performance improvement, expansion of medicines in telemedicine
units, and improvement of medical services through periodic CS education to increase the customers’

satisfaction and loyalty.

Keywords: Customer loyalty, Medical service quality, Military health care system, Military medical Service,

Telemedicine Service, User satisfaction,
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Military
type

Area

Marital
Status

Education

Rank

SHS

PoUD

NololS
in the
past year

<E 1> AFLHAIRL] UHH

Army
Navy, Marine
Air Force
Gyeonggi
Gangwon
Chungcheong
Incheon
Married
Single
High school
College
University
=Graduate school
0aNO
Enlisted soldier
Under 30 yrs
3039 yrs
40—-49 yrs
Over 50 yrs
Very Poor
Poor
Normal
Good
Very Good
Yes
No
0
1
>2

Total

0aNO: Officer and Non—commissioned Officer
SHS: Subjective Health Status

PoUD: Presence of Underlying Disease

NoTolS: Number of Times of Telemedicine System

" p{0.05,

AAYRANA A 24 F

" p{0.01, ™ p{0.001

_1_7 FA] 4

458(81.5) 8.25+1.74
68(12.1) 9.59+0.83
36(6.4) 6.78+2.06
181(32.2) 8.49+1.82
277(49.3) 8.09+1.66
36(6.4) 6.78+2.06
68(12.1) 9.59+0.83
12)(2.1) 8.33+1.82
555(97.9) 8.32+1.77
505(89.9) 832+178
24(4.3) 8.75+1.29
29(5.2) 8.21+1.86
40.7) 6.75+2.98
468(83.3) 8.36+1.71
94(16.7) 8.11+207
544(96.8) 8.35+1.75
14(2.5) 7644253
3(0.5) 6.67+1.15
1(0.2) 6.00
5(0.9) 6.40+2.07
18(3.2) 6.11+2.16
103(18.3) 7544169
112(19.9) 8.16+1.63
324(57.7) 877+1.62
23(4.1) 7.48+188
539(95.9) 8.36+1.77
20(3.6) 8.05+1.19
381(67.8) 8.47+1.78
161(28.7) 8.00+1.79
562 8.32+1.78
#23F AlS wEkgk

2 25AlellA] 0.327(P<0.001) & YEREIL, 3TA o=

0.150(P=0.018)2.2 UFelL}A] 3ubAollA]

Ezg; A

WiERlo] Zhasis AL Slsiele), Et whase) ¢

OJMS HE3tE Sobel test A}, w749
p=0,002% §ofalA Uehgome

Au20) A F 5ol AAF

Kzzo
L 0|3, 1 A=} olguSE

Z 72X
o 9]5}_ /\z
= ¢ i ER

Aol
Y9z

|41

38

3496 (0,001
2566  (0.0017
003 0979
155 0200
113 0262
218  0.089
2162 (0.0017
233 002
424 0014
UFERLTH

A (General characteristics of study population)

8.57+1.46
9.17£1.06
711240
8.62+1.50
8.52+1.44
711240
9.17%1.06
8.33£1.37
8.556+1.56
8.57+1.51
8.83%1.40
8.21+184
6.25+3.09
8.59+1.48
8.32+1.84
8.58+1.51
7.42£2.50
7.33+2.31
8.00
7.40£3.29
7.27+184
7.82+155
8.15+1.48
9.00+1.35
8.52+1.47
8.55+1.56
8.65+1.31
8.64+1.56
8.33£1.56
8.55+1.56

22.56

15.20

—0.48

3.74

1.29

3.21

20.49

—-0.08

2.24

0.001™

0.001™

0.629

0011

0.198

0.022°

0.001™

0.934

0.107
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<H 2> YA g MH|A H1} o GTHEL T
(The association between telemedicine service quality and user satisfaction)

Unstandardized Standardized
Coefficients Coefficients ig. Tolerance
B Std. Error B
(constant) 1.371 1,265 1.08 0.2789

TA 0.078 0.026 0.143 2.96 0.032° 0.367 2725
RES -0.194 0.043 —0.235 —4.54 (0001™ 0.319 3.133
AS 0.138 0.074 0.120 1.86 0.063 0.205 4.881
RE 0.151 0.058 0.186 258 0.010 0.164 6.097
EM 0.292 0.052 0.370 5.62 <0001™ 0.197 5.077

Dependent variable : Satisfaction, F=36.84, p=0.000, R2=0.535, Adj R2=0.520

TA: Tangibles, RES: Responsivenes, AS: Assurance, RE: Reliability, EM: Empathy,

Adjusted for Military type, Area, Marital Status, Education, Rank, Age, Subjective health status, Presence of underlying disease, Number
of times of telemedicine system in the past year

1 p(0.05, 71 p¢0.01, ™1 p¢0.001

<H 3> dA2 g MH|A R} AMFZHE FHY
(The association between telemedicine service quality and customer loyalty)

Unstandardized Standardized
Coefficients Coefficients ig. Tolerance
B Std. Error B
(constant) 3.014 1.163 2.59 0.009

TA 0.039 0.024 0.081 1.59 0.113 0.367 2.725
RES —0.038 0.039 -0.052 -0.96 0.339 0.319 3.133
AS 0.093 0.068 0.092 1.36 0.174 0.205 4.881
RE 0.118 0.054 0.167 2.20 0.028" 0.164 6.097
EM 0.225 0.048 0.327 472 0001™ 0.197 5.077

Dependent variable : loyalty, F=30.39, p=0.000, R2=0.487, Adj R2=0.471

TA: Tangibles, RES: Responsivenes, AS: Assurance, RE: Reliability, EM: Empathy,
Adjusted for Military type, Area, Marital Status, Education, Rank, Age, Subjective health status, Presence of underlying disease, Number
of times of telemedicine system in the past year

Hhox |

1 p<0.05, 7 p<0.01, ™ p<0.001
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<H 4> MH|A Ho| 1M ZMTof O|X|& YTt o|8UEL Oi7HE 1 HF (The mediating effect of user satisfaction
on the assoaaﬂon between telemedicine service quaI|ty and customer loyalty)

Stage 1.
Service quality
—SA
t
TA 0.143 2.96 0.032" 0.081
RES -0.235 —4.54 <0001™ -0.052
AS 0.120 1.86 0.063 0.092
RE 0.186 258 0010 0.167
EM 0.370 5.62 <0001™ 0.327
SA
R2 0.535
Adj R2 0.520
F 36.84

Service quality Service quality + SA
— Lotalty — Lotalty
1.59 0.113 0.012 0.27 0.786
-0.96 0.339 0.060 1.21 0.226
1.36 0.174 0.035 0.57 0.567
2.20 0.028" 0.078 1.15 0.250
472 ¢0001™ 0.150 2.37 0018
0.477 11.86 <0001™
0.487 0.592
0.471 0.579
30.39 4389

TA: Tangibles, RES: Responsivenes, AS: Assurance, RE: Reliability, EM: Empathy, SA: Satisfaction
Adjusted for Military type, Area, Marital Status, Education, Rank, Age, Subjective health status, Presence of underlying disease, Number

of times of telemedicine system in the past year
" p€0.05, 71 p¢0.01, ™1 p{0.001
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