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ol AQTFZE 7|&9 AFAAEDY vaH BA
AA, A dA 899 gAY Aze FARToY 8
o o|gAul2e] F4 Frld B FRAN Y FL
# 8oz vehbe Aolti(AAd, Hulka, Zyzansky,
Cassel®} Thompson,1970; Smith, Broom¥} Davis,1986;
Ware %,1990; M788,1993). ¥ WA 2219 ¥4/
9 #3& ®wE JdFge uwIn dv HSA
(accessability)s] T¥HE adEo|th H2AolgE 7
3 gxel B omAAY JYHE Fds Aoz
20l A 0 2 M (Penchansky® Thomas,1981), o 7]

ozul g, 949 A ¥4, A8 4% 28 drIAg,
He3e Az § M 2AAL o & Y H &
3 g, H43 J48A Fo] EUET A ¥A 2
A9 #ZE dAR d& AFENME vl e
f9loith, A ZtBAS] fF3 HEd AR FYE
o ) dA 899 AEAFL o dFEC] #AY
fEd of¢ FAH BALE HWIHn e adeln
(Smith, Broom3} Davis,1986). E3 o] 84 &3
F¢Ec] A dA AUoE B ¥3FE M AF
% v Uk olgk FAHAM, oy ATEL JAY 7%
A Y% gAddA FUE FERD AR,
Donabedian,1988; Smith, Broom3 Davis,1986; &3
£1991). o] F @A #YA44 A Fay
Baigtel SAAEYS Y, & 479 2HE 4
A A9 £ vk £ $A4RE ¥ g AFE
o Algs FUATE W$ F_Y 2Q02 XAFH
3 31tk (Roghman, Hengst® Zastowny,1979).

a2 9 4 HYe 4] J4s HAAgY £
&40 B AERA, AE4E AU JaAMEE
4 A7ENAN F2 A8de AdEoltHdAd, Hays,
Larson, Nelson® Batalden,1991). SE3% 7& ¢3¢
AFE ARUFo|U Uy o] FY EF¥ES 3
e 29& o]FAY ohid Hd Ao &ate A
£ gy ¥ dFdANEe Agugo g3 A ‘2R
7t g gobd MoM ALY 4 ol gYAnE
Aol

AHoZ & o, ¥ A7 FA2 ¥y Adge
a8 EE&AE @d 4784, Y Y A7
Warest F589 d7(19900= '3dEg Y44 AR(F
2 BEAe B EYEEZ TAY), e vz
A3 PAo @4 AAY gAdd A @
T ERE), 'YEAA(FE gitd B EYE), A
2004, EHelT AgelEe 6719 29& $H
old 8AT7EE ¥ AT Ayl e FAR Aoz

ol
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LR 112

agy, o] AR Fujgg AL AA, 872
7t ABAFALE A E3Ge) AGH YA
Ad, $UE, I §) Loe g2 daAu2iA
o ofd] da(eA, BEAL FURA Flojut AT
2PARIEAY, HdA, Aahe we} FEHD AT
' At BA, 2d1(Ae] AB)F 8ALHRAF)
of &3 FaEel AV FAFE THAR UAne A
ojt}, 10l Ag oAte] Mulio] BF HolE A

& U, JUBAEL AR BRATAZA W
¥ BAE A ALE AQUnE A& AAET

T OE Fuzd AL Az AT A¥Y 7154
e #Y EPEel daMnize E4¥d ¥E
Z8% 4g& nAA F¥ge Fojd 4Ud, YA
AE/AR FEG Ao BY YL 22t ®
o EMM AAHYR, TEAS FH/FAY £E
Ao # FHER0)E ALY £3{: GE EY
of W& Rage M @y, £¢ Y JdEd

®2 Eoty AFE, FEUAS E9Y FY-3E YEAS

BY-Ax AJuA4

=% 8jate] HY/dHA 7Y FRME dY LIE) A} A}
HE BF EFHEx  As b I}
31 3.74 1.05 .75 .34 .41 .60 .24 .37 .22
30 3.35 1.09 .67 .32 .38 44 .30 .31 .25
29 3.94 .83 .1 .41 .43 .50 .31 .40 .26
27 3.96 .89 .70 .38 .42 .49 .30 .34 .24
25 371 .98 .7 .34 .53 . 60 .32 .38 .30
18 3.81 1.02 .56 .47 .51 .54 .40 .35 .29
43 4.26 .79 .28 .62 .22 .20 .17 .31 .33
35 407 .96 .36 .67 .33 .25 .23 .32 .43
36 401 .99 .44 .66 .38 .31 .29 .32 .34
41 400 .92 .42 .65 41 27 .28 .34 46
42 3.8 .93 .18 .46 22 15 .35 22 32
37 3.54 1,20 .40 .55 36 33 .34 38 35
23 3.8 1.05 .51 .38 79 48 .42 35 28
22 3.7  1.07 .39 .33 72 45 .43 39 28
24 3,53 1.05 .48 .33 72 50 .44 42 29
21 3.73 1.01 .52 .35 72 49 .40 34 30
20 3,77 1.03 4 .41 55 35 .3 38 34
10 3.58 1.19 .57 25 46 68 .30 33 16
16 3.62 1.05 .59 27 45 64 .26 28 14
11 3.83 1.07 .53 32 45 66 .35 33 20
14 3.40 1,17 .53 28 43 58 .40 35 17
1 3.54 1.18 .29 19 29 39 .41 27 13
2 3.39 1.21 .28 31 34 33 .67 38 20
5 3.56 1.29 .21 20 29 21 .50 24 22
3 3.46 1.15 .31 31 44 46 .59 45 22
7 3.76 .89 .48 38 48 48 .49 42 30
46 3.49 1.16 .30 36 35 23 .46 52 26
47 3.63 1.17 .46 32 39 45 .30 43 21
50 3.39 1.10 .28 33 33 28 .33 43 20
39 3.35 1.08 .29 44 32 20 .27 22 54
40 3.72 .98 .29 45 32 18 .26 30 54
BN Alge
Cronbach a .87 .83 .87 .80 .76 .65 .70
44 6 6 5 5 4 3 2

F zt $43 2 Yol & AR AR I BUE MY Unix] By 3UE 1 dsiA=
g HFE Ao HAEY EYUES Eig X :



AAbssAd B EHEYR)L o= 2AdE 0]
29 $AFE RolA ¥t

497 £9es 84

BE2E 74 898 s #4332 AF3, 3
243 2 RH¥xyrd FAATE ALY ot
7 §9& A4t E4% IAHo HER AASHY,
7 2o &8t EYEY W BAFE 2 HHA=z
9 A5z 49k A dARE A HA de I §Y
WE EYgFER FEHEAolth o wAdAM & HA
de 7 93 7 A3z @] J#AcE A
P Aolth YA F7H AL HY A= g TAE
e 2gEd Azge AATE Jdedn ded n
Az BE7% ARGES 47 #H¥ze] ¥ T B
g SHEFER JeliE Aojx, o] £X§ #e d
o dE Augs vugesd z By #EHEH3E
& B7h & & o

B 29 dA3E MY, ¢YEFE ATEL 3994
T ¥y & AL ¢ F Utk B3, A9 AE
(241), Y93 YARA(R2), B3(83), JUAF
(824 #3 2¢89 ABArI/ F9429% F¥1E
Aosd B 50& dold 2 ¢80 43 ¥y
ZEg BAFD 3 E¥ olg F AHJES &3
THEL 37 ¥ F ¢S A dE Y8
Hld FANEoel Aol BF Eold FHEY WY
3R $& Aoz Jegth gy JEAFLAN
£3e FYEEY 101611,14D Jate Agaes
E A28 g 4¥E 2 Aoz veiN, 3% ¢
TN o ddde] ¥5 & & £AY Y84 3
¢ ¢ & U ols B¥ 73 475 sl 2
o8] JH(8415), HA(R6), 4AHAJANS #F Y
B 9 FYEY TY-J}E JAFol vuy it

#Azh adde E¢EY FH/AUNTER Yoted
F Ag ez yg

o dite ¥ dATdM BAHE EYEC AMHL
Z Y FY/EEEHTIEE 23D oA, 4% Y
¢ TAYLEA o Ude HZEYe € F A&
AAbgte Aol

497 AR EY &

E 417} oln] wARol, duMus FAAR 3=
g AAgEE AL oldh aFATE, £& 479 A
AHEE W7 8 2 A7 ArgeR dHN=E
o BA& EHddn

AHE. B 294 Z A3z J=g ¥4, 9
Ate] A g, AR, TE, UATE ZF & de
UWHIAEE 711 Ao JeRy, 43 44 70
& ¥E e veyn a2y 54 62 ta ¥
et A 4 Jx§ e 9 £ A F
e AE nEEE a8 B AL ohyAw, deHY
3 A4, H4344 5o M= 3FY ERREH &
Aol ¥oY Aog pdd

TH/ANETES EARYE ¥3E. ARAAE
FAYHERE 99 dAg Aux, kg F, Ul
3 A, §43 Aol 3@ NE:E B EYEH,
Be Az, AgAA @ @z Hol, FRAE,
7Y 7AYE §& BE £YE, adn Awxd 7
Fx§ B I9E IR o] ¥EE BEE Y
% EAEYES 94 FAY AN dsAsE
8 B B4 $HHQ g ATY Bope 3
B F& Ay H5d njXE d% FHME W
AAAE & Aoz vyt B 3& ol AP Ao
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®3 24 ¢EEe FARYES WE

2EY AREGHAR)
YaEe YeEY k=1
38 Y k=1
JuA Ads #lk-1
Alate] Flk=1)

A58 Nk=2, SHNE)
Yol wisl dohd ¥271 gt
Yl Y= Fo] gL =&o] HAderl

2ol g} $MLT(k=3, 4UNE)
tha] daisiol Yrhd 2 FHof A=A
7}&oh} AxllA 2 WH& Wbt
343 A=

wWelof oyt At & E(k=1, 5PN )
B4

. k&=

o,

38d BEEE 27 4 AHAZES UE P
o2 34% ez ¥ %
A%, 459 4¥/MMSTEd B Fug A3

qck B geEAHIE

g & s& Aot

gergog CS/DU PSQE Lujze A7 Ard
3, FA(word of mouth), ¥EY A4 A A=
(loyalty) 84 53 2& ¥4 9% F94cl 494 7
x| % (Bearden®t Teel,1983; Boulding, Kalra, Staelin¥
Zeithaml1993), AHAle] @& gEMu|xd G Hrhe
a Mulze AolgYFolut Blel A FHYF F
o 4%g nxE Aoz Jebdch(Pascoe1983), et
A, Aolgol} FHAE, AR T YLEAES
AZe durMua AFY AHE BAHe AezH
3474 24279 HIEZE FFEHAN A¥ FaE
A4 & At

olg TAEL ¥4 BAAAE ¢ FLY WF
golt}, 98 Mul2 o4& B8 AR FI¥ =&&
A3, oo 2 ddE A ol E{AY Fed FFHE
gxjorg2 b3 HAQIE ‘2R o7 WEeld, wet
A, daxu2e BAXZe &N gl oY WFEH
H2 #AY v, 23 3AETE A48 HoAA
1 2% B4 EARE g9E& #A Xe A
o2 ¥ #utd gA €k B 4= FAAZLY HYME

E4. %—ézlzl'-@l HYAMTEgH VHE, FAAFEY FUAFT

FI F2 F3 F4 F5 F6 F7 SI S2 S3 sS4 C1 C2 (3
1.}.44 (.87)
q /BB 48 (.83)
.57 .44 (.87)
ﬁ.z\l:g .67 .35 .56 (.80)
40 .38 .49 .46 (.76)
FG: ﬁ .45 .43 .46 .42 .48 (.65)
F7: & A .33 .51 .36 .21 .30 .29 (.70)
51 °Au} E .53 .35 .37 .43 .22 .40 .21
.27 .64 .32 .21 .27 .23 .34 .24
LT'%.‘E ‘39 .37 .73 .41 .37 .32 .35 .33 .37
A} 5 .26 .42 .30 .16 .23 .18 .73 .15 .35 .43
CL AR .29 .21 .24 .22 .15 .23 .19 .44 .18 .27 .19 (.74)
czzo%-/ 345 54 .46 .43 .53 .38 .38 .33 .46 .32 .37 .33 .38 (.84)
.51 .48 .44 .40 .36 .38 .43 .54 .46 .41 .33 .58

F RE 4¥8ASE p<0l 520 K2iojgt chzhds ( )QM +AE AEY AHEIYYA

=AY,



€3 FAUFEY YRAFE YT Ao

#3458 o FRASLE AT 2AA@2ATH 4
MeA H3 fHAAY HES FRAT)Z FUEE
29 Auge vehia ok EQ o] £AE AZY
d e AANEe AN v WAGA ¥ue U
¢ ¢ 4 At 2Y Axgd AR AEDY 48
2ol sk dod, ol AxEol Mz FEHL TE
A g 348z Adn ¥ & Yo AAA
o’ e HAYEFo WEH HE HE FUE §
et glvke A& uidd.

= ®ojA 7] ¥ Bgez AW ¥EE UE

BER AxHEe Aon HAAES FHL EHE
ABE #AEgo H2A M2 GE Fd& A%
T glev, ¥ 2¢oE 24P FEY WEESE FH
VHEREE Holn & Bohiz A% BEHNE
Wolgd T¥ HFEE 2E ALE UBUA, & 47
oA AHg¥ FHEC FF FPIdY Au2EAE
P7hsy) A% o ARY A=EYE FAY A, ¢
#4844 24 & At AE LAFAG. 9, g4
o A, U AR, T, ARATE AYE U
A A4 Aeole ol AAAEEY AHET 80
olzx %am ¥ E 404 B F e AHY HE

E5. 2% HUER 4 FANSE 4EE 9AH 3AEY 2

ede e

3 R HE}

Ag ¥ 24 2Ape] Xe

.08 .29

zjo] g/3 N x %Jﬁl 4
ek

.26
.30
.34
.35

Ay & ﬁgﬂﬁﬂ%’é

1
ARAHZ

.26
.34
.37

Z. wEeRlE 23 YA £24Y.

=9} SHAEEY AL Y, JARSZEE GQE o
? AAAEROE JAY AR(S)%G @l M =
AR 2 AdeEEE F9/A873(74)3, X

EE BE(I)S, AANRERE HAHBIG AR A
ol ¥t A& ¢ & A oY I =¥, {44
EEY $YP/MYEIEE AAEE ALRA 4 &4
Hrgo| vad M2 d& 3d¢ 4% ke A
& 9u ¥

§8, TAVE EIYEF 4UEY, HFHYEEL A
2EHY Aolf/FHYE, ARH WEEY BF {9
ug B dolm Utk o HAMEEY EABHE

1,
A&

FHNEEA u8 ZATYERY FBALE FHolH
He AP £9& AdHe ¥ Bage Ak Aes
BT, B¢ FASYAE AMo] ¥aY Aoz ¥
o,

49719 R4 2uA ¥

B 5t FA%/e A4E 4ANSFE 33 ¥4 9
& N12¥4E @ ©AA(stepwise) FUAAEHASL
F R Aol ol FAN Eoirle ¥FE HH
Ao foE #AF B2 Hsn ol§ dA %=

s
L
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AL BAER AT WA, AaAsfol B 24
& v, gAg N7 advel vy dHEE RE
202 YET, o) AWHE 8%E W$ we Aog
Uehgt. Aolg/aNeze] BHAE SAe Az
M4 Be AEEE 2E Aoz Uy HU/MA
274, AuATE 27 2HE F71He SAH A
g 2= Ao yayt 2% AWY vId:
/48 870 73 & 49de sAH, das
AuATE EXRY 4PEe 2+ Aoz yuyoy
gAY Jae SR A¥dg 2A e Aoz
dehge Mol ol a7 Had J48 e 5
gte) BEEo) QAL Bt BHY 4%E v B
Foe A& Gulshe AL ohinh auTE gAe A
271 B4 BA0lY FEAT, Bz v A
oz ¥ 99& nutE A& 9nse Aoz o
o %},

AME ANY, J2AN2 FANZL HYRAEL
Aol B E, 2%, FHH FHAES Be YEAY
2483 Fouy JBE 2 AT U of
£ 28 AYel ¥ Wbt LU0 g9 03
F e A¢ WA HelFE Aotk To #eA%
45 FANE A9 A2o FuAT TE AL
W o @ 48e 2E Re2 UEUA, deBay
4 ¥ 95A%4el gNddol AT Auaz
A4 3% 999E Rege AL AAE R

FrzE e od 95 AP U JgIe
2o Had ¢ A9d DEEdE 44/ 87
3 e 23 adle] pEu YuATHLG o 388
dgg B Aotk drle AFE BFE 98A
dx EAW #ARPOE WH I Yok, YRAT
§ 29, A%d BZDo| oY J%e A9 AEy
25, AuAF Sl w8 e Aol dvHon. oju
Aol gsl FREGE A4 AZHE S A= A
e o dih EE BAAYA AY £ e Aol

g, & A7 taolld HHEe A7x AddME 7}
2 34 ALY dFE FPHPLolv], o Mg ¥
8 Alde $7Ho] Xgof FHHYE v}, o]F G Yol
#gd Y F Utk oE 48 FUAA HAHY, o
d 2y 8484 Ay Ao ¥ ojuAq }
¥ dgE AN dRH oz PSQA A¥ dFE A
B ALE Jeyd £x At AU, Gronroos(1982)
B Aulzd qig FAALL Mul2AFAY O o
oAe] AHH 4gE TE vl o AFAY ofn
AE 29471 HRHQd FYE FH 534 He B
3 Adla A #E 71ed EA(LH A7 T B
e7h3t 7153 FA(2HA7 A%A E=rhAZd 9
8 ZRE0n FFAY 22y old FFd dsiME
otz AZd ¥ 8l

E 08 #r2¢ A& FdAZe AahHd g
#ae Aqg AY 49sA Xn e Held. ¥
HHeE NBAA: duAus 2ud 7P H943q
FHH € ¢ AR WA gz FAAZs
¢ AHY BEE 4E Aoz 43¢ £ U 4A
2 o) dde FAAZLS Adge AnAHAZLH
47 5olde A#g #E A2 vt Ware §
(190)9] Z#ste 3733 thE Aoldh. E@ NEEH
ARE Ay FE2gE d2 & JWE ¥olA ¥
Tt old e BAEY AN BEx J 4
B7ht Asadd qF gride gE 7ges oF
AAE Rol otdrt de A44E& #A ¥ ad ¥
A2AE dY 249 @Agc] ¥4 drAux o
9 A7) Ay AzAAs 2FA & BE] A
T A2 AR g Avke A HAY dHol
Brbsdit 34 A79 229 FA2 o2

THEH AAEE A8 £4



A4AS NsEA B d7% g2 $HZAPECAA
 AEANE feM & 2948 29X 98 AT
of ofd MAAA o7t U& & U AP, 4F
d7e 4B fA% AR F4EAEC] ¥ EoHe
2 #ge Aoz ¢8A UAtHRubinl9N). 28H,
olg 4F#7] HAME £REAE oW Ho2E H
23X 7L Pojop Pk B AFAME o™ AH7
Ae &4 4ok a2y d4Ae a4z dd A7
EA4 BEAAA g o7t dEE ¢ F AR o
Ad, H$79 MAEA Jols Hdd e A7t 9
oM, A w4 F y$yaol vHEIG v
gkl wgo] tha & Aol AT 2’540, df=],
p<05), aBY AHERE HSARAT4e] HAEF
TH434)H4 WE Tk g 7E dAY, BAHLE £9
ngA e sttt AR AF AGE TAYG T 9
3 Adez ure dA4yest udsded AF A
o REgE $A% d3x fuig Holzh YU

$9A g o], AEAL 4YHo2 YUYW
g2 Aol 7EHEE Pou, BEF HedE B
A% JEHE HEE {9k 2 olfE JaMHa
of @ 92 AT EL R #x Ao @A
A28 YAse ¥4e A7 ¢ Adsn gAY, &
g ek v Ae RAuiA oj&u e Y4Ea ofs
27| qie|th. 4, HHgFe 4 g4t 4
H59, 1 g4¢ F¥ ZE AU F Y30 B3 E
AdE &y, $vele #48e 49 d4HE
oju} A7l YaHoz @Fae] FHelE FIEA Ho
At &, b 44 B39, HaAE Mg BER
7t B4 del #olAM #EE HA god Ad=H: B4
of st waEtd YEr|de SBAH2d di¥ Hrie
471 ¥ & UE AFE AR, @AETE 9.8
B3 A7 giauad o AHY Fol © Bold B
A7 gtse Rel o U 447 Udg 4 dux
Bt

AN ARF REA $HE ul&E %A §9
& ¥7h gt oet FxPed HEA Jeoz U
¥ol ARt sANdES FAITES B8 A
o] 43¢ ¥ A% F YU P& oW WLANE F
dujg o7t gt Aoz veid. od AAE 9
Ueteh e EEW AgddE 47 ohif HEZ
g guAu2d dy F397 e e Aol 7
FaEEe AE AARD, ge, F Jedde e
497129 Hol7t YA EIAFTH(2H7U)e] B
w(1569) u# A A9 U7l AFE B
FA7L AEA §RsE gl o gHe A& 2o
F& Zdold,

U8 3 =2

B dFdME 47y 849 damus A9
7te] AUES AR gtk EY o] FAAAM o &
A4E Qe Y ANAEY BYE FHYCR
Ao U FAETAEE A48 £& A7 EMZ2
4z Jd ¥ 472 ¢ FAAZ FHAE dxEE
o NE = BEH2E FElI, J=EY FEUEE
3 Polgdw At EF FHATYG FE A
WrEde 4Bk 2F BAHE fofuj¥ Bohvz
E3 FANTEC] AYFY 8AY Aoj#/FHYxES
Aghd whEke WG 3%l e Aoz ey
A B ATGH ALEY ERES 9F AdEeER 4
e ze FAARE FAse UHER BHIE A=
7t 84 AeE LAFAY '

HEel dF IR & B d¥zB Y F3AF
% F4& 95 daHM Bohld $HzAE BN A7
3t B #FHME Sr1Hos ¢ K49 A4
2& F AT A7 A3 vdebd FA%sL Ad4 S
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zM02 AN AEAZAN u3¥ F& AHELL,
Aa5AARd NAEH A7 AREE = A

AsA%Y nFAd. & 47 94 #Y AAY 9
AN 2R 269 BHAAM HriEy] HE AEE
FAE7] A A7 d¥olg gaAuAED YA
28 FAY 9, $EE ¥F MR $AE A §
4 9ot sus SERVQUALS # WAozA, ¥y
7t s BAQE AEAHA HkdE Wi ol g
2435 AxE FAsE Helth 4Ad, SERVQUAL
& £Y4, A, B84, AEA, IRl 5704
A4¢ 238 $Hoz FAHY Ut oY, K84
& Mular|gy Agoht dw, AFEE Fol ¥t
qAto] gk AHA, WA, A543 FFHE BF
quA7149 o8 F8e9 QAE RAFE dui
YEo| 1 diio]l ©r. Headley(1989) Ut AMuix
ol A BYW SERVQUALS Aol aAMu|2g
ASAE M2 FAEHA Jdedte A& RAFUT
old WA e /gy F2Wolg & & U

Z TE BN ¢A AJE farid Ny g7
N2 & Hyoltt, o] V&Y EREL Y&V
wel wAAA, Aol A, A} 2EAL 3998 F
3 2 i FEH Utk o WHez A4
HEEL aAY L AF7RY FE¥ Hrhd gl
7Vttt Aol A, 44, Hays, Larson, Nelson
3} Batalden(1991)& ¥} H7HE $4 WY EdE
Z43e ATE AGHEY, o HEE AR/ YR
e Auagddg Y, d4d A8, HEAF, TIAL
oAl 71et BxA 4, B4, s4, v4X 8 974 49
& FiE RHAEEE FAEH Uth ofF WHe
494 Hadols # 4+ Atk ¥ dFANL g A
93 dods 994 Fage AN Hed uiay
HA2olBa +& FE U

Add Hoyge Aux F44 ¢ 284 A

A4g ol ARAY Y olgy dPdE e
Se84% Aula A2 AAE FASE AR 9%
= gde] @ Agele ool U oo M
W, oy HIWe FEW 293 Wit 432 B
23 Balel o AA ol8E & Ad: USAAN F
Aol ik 2, BYEC F REo #E FAH
A9 WEE BE AoloH $HAE A TRHY
A9e 44 gow, £y olde E¥Eel wue
Aol G4 £ Atk |

o@d Aol § HaWAL o8& Ytge ¢
44 Ao wesoel g, 4d, SERVQUALE %
£ EY9 Fol7} FEY (HuARcl)HAZ Hof
A3, ol ol#¥ Headley(1989)8] A$+= ZE E%
A oA, rEA 59 daE FAHE JesA ¥a
29 Aua AR BE $o2 RARLEN $F
A2 #4F FANQ GAunE o3 gae rEs
= YtE HER $ESHT 4o £9409De ofd
AYH F2YE ol BFVAE oA}, 254, ¥4 $&
Zolz #& E¥E BAAAL, 2 dH gNLE, 3
Y NBH "N, A4, SoleE 5AY AdE
walo gALET GRHE BF oAd BY BY
golx, da4d 4%: FYES Wee 9AY 1%
o BE Holold A4e PP AdHe HYou
AANZE 99 4R i vt Aoz 2
(W7140908 ARAHE ojd B4 FokE 4 A
=5

AAZ BAEE SRMN2E HAY W, 494 3
e &Y HlE 2F AgdE Aoz udd #
A79 Ay Warest FERE(1990)8] H3 Bopyz)
P dzE d7EY ARANE 4 AYH A4
of gA0) Yehte Ag ¥ & U old WAL B
AMTE deo] e oW &4e AysA @) o
gol el Y £ Y. 2 £ Be Asde §
R Aula 2u] FYo An 1o ma} gaANA
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Hotd) @Y Ao 7 & vebd AL + Utk
4, & dF9A dehd dgq g AdE§L 2
o] ZF 4A o8 ¥ ¥ & e ddEeld, A
39 Adojgin ¥ ¢ Ut AuATH 2 AYE
el @A & B WY Aula olgozEy FE
8 WY & dE Adelh

AUd), Ayt Hej& Foldfq {848 AFER 3l
£ SERVQUALE 21 tiidol He Mujart &9, A&
FHEAL, Mg, ZEAF, FEAS Zo] vuA ¢
B aule) vinst gobd LuA g AYo we oy
golt, a8y, gEMuAs Foe BE WE FEIE
7] o8¢ d4d & U wEA gaAuzd g
$2AEs A4z 7zl & YAHA ¥
& Ak, & Eo, tigel di¥ YguFTE A7
Osgood, Suci$h Tannenbaum(19657)& =43 ¥ 9
oA wedElE dYLE e Atde FRE
AdF2E RolAY, A dAoE P& A A
3 AAH P& Y4 X¥dE A& EA4FY
=3

o} FAHM, B d7AAH A7 & 'degn
E Ao ofHAE AR AL 2uq e
Bl WHd vRE2UA qIFd 9H9 MH2g 4Y
& 7540l o B8 AoE ¥SZ YRt B dF
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ABSTRACT

Medical service quality and its relationship to consumer behavior:

Based on the perception of inpatients in a general hospital setting

Wan-Suk Gim
Dept. of Psychology, Ajou University

An aim of the study was to develop a standardized questionnaire to measure the quality of
medical services based on the patients perception. As a first step, the study attempted to find
out the dimensions of inpatients perceptions of medical services and their relationship to
consumer behavior. Randomly sampled 600 subjects from 1300 patients, who had been
hospitalized in a General Hospital of the Suwon city, were asked to fill out a mailing
questionnaire which includes 51 key items regarding to the quality of the medical services. The
269 questionnaires were returned and analyzed.

Using the frequency of ‘DK. responses of each item as a criterion, the 33 items were
selected as common and relevant items. With a common factor analysis(principle axis factoring)
by Kaiser criterion, 7 factors were revealed which were easy to interpret. The 7 factors
included easily identifiable aspects of the in-patients experience: Medical care, Hospital/ward
Environment, Nursing, Information, Admissions, Discharge, and Food. Using a multi-trait scaling
analysis(correlation matrix of dimension scale and item correlations), the author examined the
validity of the items underlying the factors. It was found that most of the items would have
acceptably high convergent and discriminant validity and could be used in the future study.

To explore the relationships of the dimensions of quality perceptions and other theoretically
related variables, the dimension scores were correlated with overall satisfaction score, overall
health outcome score, and behavioral intention(to return visit/recommend) score. The present
results suggested that Hospital/ward environment, Medical care, Nursing, and Information might
be the major factors which could affect post-consumption behaviors of the patients.

The factor structure of the present study was discussed and compared with the results of
the researches that studied the inpatients perceptions of medical service. The author discussed
the relationships between the quality perceptions and the post-consumption behaviors. Also the

author suggested some considerations for future study and discussed the limitations of the
present study.





