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29| L2 ZEX=0|Q0|= AZAT Sof A oS ¢leh 3ol 2= AH|
2 A2S 0|80 &l J3{E2 ZEX|=| 1Nt HZFLTS 2o 1249 MH[A Al
20182 FH2 MH|AS THots HERH MEHCoR [E A2 #EH & + Uk o
27|20 342 ZYX|=RE flot DATS MH|A AFLZ oHEY 4 Qg A4t 52
ol AP0 S 2l ==5t= 02 ot FRo Yoz M2 = Ut

ok DMS0| X|ZShE CH7|AZ0] FEks DiX|= B ¥E X=sty| 25 Yt
DAoL HBAT F2 LUMBAE RIBH MEIAE 018%ts 1 REOH S§2=2 H
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k2t Xpo[7h ATk

CHZ10ll Ciet +=87tsd2 MH|A 7|0 et &X|7ksdo] Feg O|X[H, MH|A
CHZ10ll ciet SH=0| MH|A HMIXHOA JAZ WM F-F 2780l o Bo| AYELCt
(Houston et al, 1998,Hui and Tse, 1996; Taylor, 1994; Fisk and Taylor, 1991). O|= A{H|
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— —
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et xto| 7} Qick

K|&g2 Ti7]2f Jelo] LAIHQl Alof gt ZntelX| 22 HlwX F7[HQl ALK
£ olofetet tf7|Jele] X|&gnt aEeh MAALSE B o7 2ele] X&d40| s2+5
D=2 25 HO| HCH= ZAiK(Weiner et al, 1982; Folkes et al 1987)2} CH7|9| X|&7d
O] Z7gEt32l StAHQl oot 28ty 250 Heks DIX|X| & A(Taylor, 199422
Azl ZnsS0| Ly Utk Jd2iLt 0|2{g Olf= AMH|A FHO0| fl= SSOAXE o
o2 YL, Ml ResES =g 2ol 49 7I”Qe X&d2 nAS0| AH|
A0 Cheh 285 NS 2= A= LIEKLL 0|8 A=

7k 3 RIZE CH7IAZtof S&S DX X580 ofet 2 HAYE SHo| o
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Abstract

A Study on the Service Waiting
- Focus on Medical Services -

Kim, Sang-Cheol*

The aims of this paper is to examine the key factor of customer satisfaction in
the medical service. Especially service waiting is a significant component of the
customer's overall satisfaction with the service process. For this purpose, this study
proposed 6 hypotheses as follow :

H1 : Waiting cost, affect on perceived service waiting, will be different between

patient customer group and health care group.

H2 : Controllability of the cause, affect on perceived service waiting, will be
different between patient customer group and health care group.

H3 : Controllability of the cause affect on perceived service waiting, will be
different between patient customer group and health care group.

H4 : Waiting environment, affect on perceived service waiting, will be different
between patient customer group and health care group.

H5 : Transaction importance, affect on perceived service waiting, will be different
between patient customer group and health care group.

H1 : Waiting cost, Controllability of the cause, Controllability of the cause,
Waiting environment, Transaction importance, customer satisfaction will
affect on service waiting significantly

This study find that 1) Waiting cost and Transaction importance are significant
variables to influence customer satisfaction between patient group and health care
group. 2) customer satisfaction is very important variables to minimize perceived
service waiting

Key words : service waiting, Waiting cost, Controllability of the cause, Waiting
environment, Transaction importance, Opportunity cost,

* Associate Professor, Yuhan University



