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A Study on the Service Quality Factors Influencing on the
Satisfaction of the Military Service using the SERVQUAL

Han, Kyoung Mi

Department of Business Administration
Graduate School of Business Administration
Pukyong National University

Abstract

The purpose of the study is to evaluate the service quality of
military hospitals by using the expectation gap which is the difference
between expected quality of a service and perceived the one of the
service. Also it is another important purpose of the study to analyze
the effect of the service quality factors on the satisfaction through
SERVQUAL.

For this, 400 questionnaires were distributed on military hospitals
and 350 were returned(return rate is 88%). Among them, 340
questionnaires were input for analysis.

The analysis result shows that the officers demonstrate negative
expectation gap in the tangibility and accessibility factors and have
higher satisfaction in those factors. In case of soldiers, the result

suggests that they show positive expectation gap in all service quality

_iv_



factors and this mean that they have strong dissatisfaction on the
medical service quality of military hospitals. For normal soldiers, the
analysis shows that they positively evaluate the service quality of
military hospitals.

The analysis which is to test the effectiveness of service quality
factors on the satisfaction suggests that accessibility factor is the most
significant and empathy factor and tangibility factor follow after.
However, reliability, responsibility, and assurance factors have no

significant.
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= Al : FEs vAlE wyeld AddeldA AMu 2 FAE Al FEs
B2 3o AlFshs Aolekn Fgeta vk welq une &
TE& gohlle] ol& FTFAA Frre ovielAM mAI® 7)d (marketing

o, FEAS AHE F AdE AR f-dsHA
aARFolets Aoln, metAd F& F2e AEE AT HME 2

delel Aol o g st AL dotial olF AN AHFH =

=2
N

AL ool AZddhe FE9 FaAdd #¥d AJd, Gro
nroos(1983), PZB(Parasuraman, Zeithaml, & Berry, 1985, 1988)9]
Bl oo £t}

58] Gronroos(1983) M Aul 2 F3o] no] o8] ojdA =
ZFs] =3, F71AQ BeA 719E o] AAZE Mulzef ojEA FTS
nlE = gleEA Foll digh o B2 AlASET Qlrk o] A FelA AA A
Bl FE & 7o) MB|AE AFEr] ofdel sldlsi: Auliaeh dA)
2 AHAE AFHE WF o] =k Hulssje] s BHA 2
dcha wAstar vk wekd Aelz AFas vdE Ae)agk F
Zrel M| a7 AR 255 o] Fofof griar AlZkgirh ofw] Au] oo
ek el 7 Fay e 53 2 A% vl

wak ohueh ole] A, Abdolt FA Sl oal @arg v wheo)



2 AEAY vAY dFel 9¥dg vty &

0%
rot
in)
£
b
X
R
oL
e N
il
o
rlo

7le A (technical) 23 71%4
(functional) FAZ ¥52 £ =, Azte wils, 71440, 253
Alz2gl 58 Yehly FAe AeE Mula AExte] BE, s wo
ofvzl Aol 4 A

doiuh Muls Agadie] 21 Fol BF Egsof

Aot FFsic}
o} a2 ek (customer satisfaction) &3

ARbE(customer satisfaction) #7382 Bolton and Drew(1991),

Carman(1990), Churchill and Surprenant(1982) Z-o] F438l= B3 o

2 oABA F4E nAESTE #Asly olddte oot}

Bolton and Drew(1991)% 27wl & Zgkfo] sidolat Al
°f Zlhel Au] 2ol A Aleolo] BAAZEE dotE ¥z}
Ay Aolgtn FAskEd o] ol wEw Mpjso digk 7))
(expectations)®t A 29] HalFol g A ZHperceptions)e T2

H-Z 3 (disconfirmation)& %3l
BRAAR dgE AR die Aot} E3 o]EL AZH Aua

FEE Mol el AAHQ el digt mAe] HabR Helan

of Mztg Aulz FRE AARZRVE oA sdsh 2|2

Aol Aul 2o digt Yltl(expectation)¥ A ZHperception)?] W me=



Holl ejde] dag woli lvky & 4 gl

2) ez FAe] T

el Muls Edo e TEG A7we o wulghe} An| A7)

[ R =l S e

Rolth. el Aol 94 AulzBdel 27 % Wel AFE A

A oAEl gl o] 9 EYESE g Ayt 2ws Agsofg

HE

a3
<
i
)
i
Mz
ol
-
o

}

1=}
ot
B

0,
i
(i)

=

Mo

(Grénroos, 1983; Parasuraman, Zeitham!l, & Berry, 1985, 1988). &
3] PZB(1985) & AlHl2~ SAFAHALE 107HA(HF A2, A5, o

o, AAaE, A8, A, T, dyd, 2o, HaA) Ml

= 3T S ax(service quality dimensions)2 FAH LY ol Ve =

=2
olr
2k
2
(T
Ji
i
<
el
I o]
M
=

977 FES Attt o 3 o)y whEo

L
)
L
!
H
A
el
R
=z
I
il
2
ol
o
)
.
ufs
ju]
=
aio]
)
2,
H
o
ol
Q12
rie
1o
A

W 1990 (E -1 2 8% O-2 3%,
Carman(1990)% ¥leolol M Hdxda ey 23 A48

didem gk el PZB(1988)e] AFE Hede 7k dFo} et



v

doldk FAydesdE HEddh O F A dgag ALde

.

ek
=L

Tangibility(/+34),  Reliability(X18]4),  Safety(¢tA A, 1

Accessibility and affordability(2]4] 2 w]&)e] 5717 HIFz L83

k.
celm WAl @Ed Auls E3v4ess uw,

Andaleeb(2001)& 7Mex HYAEE oz 3 A7 Mul2 E2
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( eation o) ARl A ZpA] v, Aulx owf g Aol qu)ze) wlgzle] E
communlication
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AEE 78t e 2278 ADAHEIR] g (validity)e HEd

Aap el glolr HEdtrhar fehEu, SERVQUALH Tl 94 A
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N
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d T A A 7 o4 T
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o & L‘E}_*}% ¢ 2459 A7d, Muls T4 srbA 7
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"SERVQUAL"Z 0.

PZB2] "SERVQUAL" 358 ua F3FHaks], Hefel 107k A
M2 ED ool Sak BBos SAAA Asdsel gk,
Aadiarel 3R, Bolo] 43, G4 AP g el B Mu~
ER vl MBEAZ 44 2 A P?BO] 5717 g4 ERE
gotshzh o) go] Alstat 107k MEl2Ed g e
A eluA] e e R ven,
PzBet Hgylel digh Fo Hg 2 A - JaEd a4 s
of gk QA el TAME MEls 4% A hs dobakol
Fadof ok wrwd, AlglsRe] A7), AEA(EAA,

7lgist Fe e 2k

Carman(1990)
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Brensinger and Lambert
{1990
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o5 viere

TR AU "SERVQUAL" 2] Wipr), Fadae.

Babakus(1990)

UMY e FE2gE dadoz ] 7ZB°| "SERVQUAL"H &
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Lamhert and Lewis(1990}
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WE7] Sla) A SEAel da AE A 2o

Finn and Lamh(1891)

PZBY "SERVQUAL"E 7hA 1 o g %3394 4= of
£4¢ %380 da AntrAE %
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ol e Ry @ Tel Bad

o
3
i

Cronin and Tavlor(1992)

rzZBe) "SERVQUAL"#  Aa C X R }
"SERVPERF" #H & H| oA "SERVPERF'9 ¢+4% =
iR

AUl 2, Ll Agks Fojo) et AR 7k

Aw: 7loded. 9 w1(1994),

) el A ED 24 Aolel BE wAH A 1%
w6l A0%, dTERAAS] b 216004 A< S,
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<3 T-4> Avjx F49] v

A

SERVQUAL bach i
o172} Ta who] wish |(1988)% wrede| CTONACTS Ao}
IR alphas
AT e
PZB “lﬂ‘ ;Zg ;\21 l\i}-()—] v = 7
(1985, 1088) | #i7el 4t 22w 0.87-0.80 571
Carman FR %i} lo] | dFol et q3 075 Dol uhed
(1990) B rfk 10-1770 &% e 6-87H
Finn and Lamb , -
E w o] O Dy X - ‘.
(1991) -8 W3 gle 227 45 0.59-0.83 7N
T ARe

Babakus and | oga g oa| 55 gu 0.89-0.97 By os

Mangold (1992) N
3}

Headley and = o o0 o _ P

Miller (1993) | 7o WEF 8= 224 B8 0.5870.77 674
Bowers et al. _

” Py P2 My ok 9
(1993) ,,27H 60 1 =2 o ]Z] L=« ] 57H
Lytle and
; ” by B e ora 57
Mokwal (1992) A 574
Cronin and :
o A —() 8-
Taylor (1992) | | e 0.74-0.43 7
Brensinger and , oM Gl .
Lambert (1990)| 22N Y.64-0.88 51
Q' Connor et al. ) N
o D03 15 7
(1994) 227 & 0.79- 0@277% 57
McAlexander et ) ,
» 99 5) 51 q
AL(1994) o 2270 % 0.82-0.91 1070

Taylor and Ui ol A s

. . 2z = 74-0.9¢ !

Cronin(1994) 2R3 A 22 0.74-0.50 57N
Walbridge and o1 . . -

1 =7 5y =S g )

Delene(1993) 27k ¥ F7) i 227) &5 0.53-0.74 77K

Licata et al. A3t o A ——— o

(1995) o e 157 w4 0.43-0.73 127]
Clow et al. _ ] B} )
Fa o gl 2 5 72-0.8¢
(1995) 7 =+ 9 2271 % 0.72-0.89 774

Fusiliser and ] .

. v 227 & 2 99 7
Simpson{1995) 271 9 AL 0. H
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Muj2=gAe nAe] A7bd F4 AdozA fEol FA dwA
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& 71 BEY9a dg Y (disconfirmation of expectation paradigm)C.
= AdeE Av #Zo] Mula F42 ik AlY AE~F V)For g
Az Awplzske) Apolz A Aeojdnt wepA AR2FdE de gn
R REEAEE s el StRe]l EnlshAl = Kol

olell izt xd4e] ovlE& HusA sl7] Yal M Oliver(1980)
o FF& T Av2FL S5 AZE AuaF2e {4 Ad HE
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HEer A&7 Frideln HYHor Hriy: s 42 238
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B oAFo) = Lim and Tang(2000)2] AFo)A AR sk Aux T

Ad7Ha4+E AEste] o HY JEAMu2o EHS A9 =,
Tangibility(:# 8 4), Reliability(215]2d), Responsiveness(¥H$-41),

Assurance(}®.F), Empathy(ZFAold),  ZI8lal  Accessibility  and
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<H IV-2> olaMula £2AFA a4y Hg:Ha)
e A e ao | o |
= ] Y7
o)gz|7] 2 01% 3.90 | 3.98 | -0.08
21877l R 2 el & f=) of§ 4.34 4,45 | -0.11
Tangibility | H4 2 FHIAGHERY )& 43 o5 4.37 4,34 0.03
(#-874) HaEke] g oy 4.18 4.29 | -0.11
A, HE 2 g Y AdR 4.20 4.26 | -0.06
oz o 4.20 | 4.26 | -0.07
o5 de) fjme) A 7 g oA 4,96 4,99 | -0.03
olgifu]zo] Ay B &4 o] 1513 | 500 | 0.08
ojsiAju| o] HHA off L | 475 | 491 | -0.16
Relability | e]821E52] Al of b 4.57 4.4 -0.17
(s | R 554 4% 4.74 4.87 | -0.13
o] gAju20] A7) Al FHF 4.55 4.72 | -0.17
7 o 478 | 4.89 | -0.10
T )z BEA o 3.82 | 4.12 | -0.30
Responsive | 2]8AB]29] o HAIZF 5 o] 4,50 4.76 | -0.26
ness olg el a7E oY L 4.34 | 4.63 | -0.29
(RF&4]) AR okFot o) 7H| oK 4.12 4,41 | -0.29
A 4.20 | 4.48 | -0.28
olglze] Htol B ofF - 4.55 | 4.65 | -0.10
AZAE9] dHA U oo o7 4.59 4,73 | -0.14
Assurance 913’51%:91 Xl*‘ E_LHI o] i 7 458 | 471 | -0.13
S olglEe] Aal gol uah )4 2ol o | 4.57 | 4.73 | -0.16
olalEe] AA ofF 4.59 4.73 | -0.14
ojg W&ol Aol gt U™ o 4.60 | 4.76 | -0.16
o3 o 458 | 472 | -0.14
olgEe] HAb g AAl] gk dvd ofy 4,67 4.77 | -0.10
g e T o 4.43 4.60 | -0.17
Empathy | 215059 @& ofalf 4 o4 4,28 4.48 | -0.20
(grAdola) | olarge] dES 4% o% | 459 | 469 | -0.10
olg A Eo] Afo] gt thi gl Mo oyt 4.48 466 | -0.18
______ B 1 4.0 4.64 | -0.15
A dA Fel kA o7 4.09 4.24 -0.15
Accessihility 4e % A8 % 1};] _“é orr 1.4 | 4.5 ~0.06
(H2lAD Z]‘“‘OM W o) 310 el o 454 | 485 | -0.11
A7l tid AT GolAd o% | 445 4.60 | -0.15
g2 {438 | 450 | -0.12
o SARE B e, AAHos gutel Wk o] BE 4.0
42 ol Qo] s @ omAn ze g oln A FHH
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TR AEA Hdes 71 37} ol
olg77] ¥ ] o i 3.67 | 4.67 | -1.00

2|gr)7] 9 Avj2] # fA] off 4.00 4.67 | ~0.67

Tangibility | B4 2 FH8AGENGE 5)& 42 A% 4.00 4,67 | -0.67
(534 | EAETRe] Yyg oY 3.67 4.67 | -1.00
HT, HE 9 gabee] A HoN 3.33 4.67 | -1.34

=y 3.73 | 4.67 | -0.04

olgzlo] fimeo] HAH 2 HE A7 450 | 4.67 | -0.17
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olgAu) e A4 o8 4,00 | 467 | -0.67
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g3 442 | 461 | -0.20
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Assurance | AEUES] 2|4 ] ody 4.33 | 5.00 | -0.67
AES) elgzlEe] Hx Sol st #2] drleTnl o | 4,33 5.00 | -0.67

[#] " =
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elaige] o] digh A A% 4,33 5,00 | -0.67
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olgzlEe] Al 2 Ao gt A o] 4.33 4.67 | -0.34

algHE2] By oy 4.00 4.00 0.00

Empathy | o|83l59) A8+ olslye o8 4.00 | 4.33 | -0.33
(FAo13h | oJEHEL] AEE 8 A% 4.00 4.33 | -0.33
2gAE9] AEo] g F 2l He oy 4.33 467 | -0.34

o g 4.13 | 4.40 | -0.27
M dat g 2haA of ) 400 | 4.67 | -0.67

Accossibility | 05 % AR WA Y o 4,00 | 500  -1.00
(A7) 4D i"a“?ﬂ‘jlﬁ Hed ol gee] fdeldd oy 4. 67 4.67 0.00
7174l digk Absk fol4d AR 4.00 | 4.67 | -0.67

=R 4.17 | 475 | -0.58
Fuge ¢@474E i 2 7HA Solg A4S 2dd 4+ 9l 3
Ao T elFmAIHAAN AlFE T o) g FE dig Pl7k A
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<E IV-4> o 8AMus 374 84 Fa(FA)

7|t
=Y

00 3.40 0,60

SCUUEE DEGE:

olg7|r] @ gue] F {-A4 ofF 70 4.20 0.50

Tangibility | #4d 2 FEAAEHYY 598 Fd o5 50 3.30 1.20
(F-840 AR Hyg o] 00 3.90 0.10
AP, HE 2 B AhAR 10 4.10 0.00

o .26 | 3.718 | 0.48

o|F 7o) olxo] HAA Bl Gt o8 30 5.00 0.30

olgMufzo] Az 9l A& off 40 510 0.30

ol g fu o] HHA o5 .80 5.40 | -0.60

Reliability | 2|8 d&2] <8ld <% .00 5.20 | -0.2C
(MY 1 s A o5 .70 4.60 0.10
ol gAju| 20} H7) AFo 5 .80 4.60 0.20

g .00 | 4.98 | 0.02

tlz] A 7ke} HAA o] 00 3.20 0.80

Responsive | o] &8 A0] o Hr7h &4 o5 60 4.80 | -0.20

s
(=}

ness AEAEL 7L oY 50 4.70 | -0.20
(uh34) | e ooy gnle] | of i 20 4,20 0.00
g .33 4.22 | 0.10

g AE2 re] HAg o7 3.80 0.60

elgpEe] UEg D o] off .40 4.60 | -0.20

Assurance g,lg_x‘:o] A% ?H] OEI% 40 3.90 0.50
() eladgel M Foll Wigh 24 vulvlayn| off 60 4.00 0.60
slarles] A o5 90 4,80 0.10

oG 7159 Ao gk 4y o 90 4.50 0.40

g4 60 | 4.27 | 0.33

o olgalEe] FAF 9 Aol gjak Al oy 90 | 3.89 | 1.01

o F 5] Tl o R 50 4,70 | -0.20

Empathy | ¢]87159] gha}-8 ojg| AL ot 50 4,30 0.20
(7Folgl) | 28 AEY ALE 8 oAF 50 4.40 0.10
olgzlee] Ado digh g g Ad oy 50 4.50 0.00

o 58 | 4.36 | 0.22

I e T s W B 90 | 3.20 | o0.70
Accessibilty |G R AL @i iy oy 40 [ 3.30 | 1.10
(g |ased B o] Atel ol A 30 | 3.70 | 0.60
7ol gt A Bol4] ol % 60 | 4.10 0.50

o 30 | 3.58 | 0.72
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<E IV-5> o] mAH 2 £APA a4 HF(AFE)

T B 5 A | e |
" i 3
olg717] % gl 01—‘% - 388 | 3.97 | -0.09

21277 2 o) # g o8 4,33 4,46 | -0.13

Tangibility | H4 2 FHIAAEAA 598 HA o 4.37 4.37 0.00
(34 %‘fé‘%‘?&‘?l yud of 5 4.2t 4.31 | -0.10
7T BE 9 sl JHos 4,23 4.25 | -0.02

b= 4.20 | 4.27 | -0.07

glgzle] e|ne| FHA = G of 4.97 5.00 | -0,03

oML AR o A& AR 5.1% 5.10 0.05

o] AU 2z0] A of§ 4.78 491 | -0.13

Reliability | ¢)&az250] 44 ok 4.56 4.73 -0.17
(A | tEade) Sl AR 4.75 4.87 | -0.12
o|g B2 2] A7} A-Fo] 5 4.55 4.73 | -0.18

o 4.79 | 4.89 | -0.10

oi7]A1zke] AEAd o5 3.81 413 | -0.32

Responsive | olgA{H]~2] JAA7F 248 o5 ] 450 4.77 -0, 27
ness EHEY 9758 A 4.34 461 | -0.27
(kA | 0ag o)ekge|y vz Fu) A% 4.13 4.41 | -0.28
T o 4.20 | 4.48 | —0.28
i g9 Hmo] Hdg % 4.55 | 4.69 | -0.14
o8 e HHd I ofe] o7 4,60 4.73 | -0.13

Assurance 91?1%!%9] ;f]i}'! Tl o) 4.58 4.72 -0.14
(142) olgise] Ax) Fol ik A4 WolEer) o | 4.57 | 474 | -0.17
olglzol A o 4.58 4.73 | -0.15

9|32 Eo] Aol gt HY of % 4.60 4,77 | -0.17

= s - £.58 | 4.73 | -0.15

2|85 0] Ak % Aol gl Ay o 4,68 4.80 | -0.12

o) E57Ee] ) o 443 4,60 | -0.17

Empathy | 9|853159] $x}44 o]sl|& 5 o] 4.28 4.48 | ~0.20
(Aol | 2]ZHEL] AT 28 oK 4.60 4.70 | -0.10
g EL & uzt g 2 Ay of R 4.48 4.66 | -0.18
A 4.49 | 4.65 | -0.15

A Aat Fo) 7READ oy 4.10 4.26 -0.16

Accessiiliy o 2 AZ A0 FUH oy ; 1L | L5 00
(HalA) i OM A ol Ao dol oy 4.5 | 4.67 | -0.11
- Aol gt *‘L* 8ol oK 4. 46 4.61 | -0.15
oz 439 | 452 | -0.13
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AT 23 AT (test-retest reliability), 53 F 714 &3 E

Tol ot HA A2 AP E(alternative-form reliability), FE&Ed =

Az 9] ABE(split-half reliability), WA ABAE(internal consistency

reliability)7} vk, 5 USHET 23 SHLAARE SAH o] olde
%)

29e vlojatn olsh UMY Bs ARe mols AJETI 4§

s}

s deder O Ago] Folstrin B = Sivh HEHe] Feels

# vl ABoR AR Wt sbsshd HARES wo U
= o) W AlElg ASo) ekt A wawch ya 9
AR Be Nde SAFA AN A Aol #EL ol gste I
g ZRETe B398 A7H YARAS Telstal UYL e
A Aoz AR Austs $B 2 Fohlle] SHETA #9147

A5E o]&th Cronbach's alpha@tol &3k A4 dA2 flolA A

Ak FAEe gla, AHEstkr] ke w ]la g AREH R v &

3) Cronhach’s alpha Al4%= #4935k AdS =4ty fe) del e &%
ol gk A5 AFE=E Adeh FEE 90}1410? SRR A Ao
=4 ?7@5:310] AR EE wol7] A Rl vhA A 2, 1999).
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ojabolel =

Tl A ARE S AF HrPE WA dadd gAyelth
C

AdutA o 7 Algdtete]l A $o+= Cronbach's alpha kel 0.5 - 0.6

AR AF|d Z A7 /v 20 £ dAT7elAdx:

L

Cronbach's alpha A& o]&3le tgdEoz ZH3AE ¥EEo digh

Helsof gk,

o

Fetiow, o dAits <& IV-6>el

R E
<E IV-6> 2% &3 A4 44
kR aomE | ey OO
alpha
SERTP )
30 30 0.967
7| & 2
o] g AlH] 2o g
30 30 0.967
4 7HE 4
7)o &L A 30 30 0.933
i) = 3 3 0.912

olgAMu 2 F4d

T B
dimensions) 7 7}z Abo|shA] AgE vz Ao A = hof A
S22 F8AM. AR, wbgAd, B3 AR
A}

T oHe o g

o] 67}7 QAT FE

ae)a HelAe
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<CE IV-7> A¥la FAaA] Anzap e Wk JAEY digk A

A A3
Analysis of Variance
source DF Sum of ‘Mean F value
Sguares Square
Model 6 70.86647 11.81108 09.992""”
Error 328 390.57499 1.19078
Total 334 461.44146

p<0.01 / R*=0.1536

fol EMANE WY gFaARdY w4 HBAEHEN F ol

9.922 Yrehy 1% FrelaaEold FA7 sl Hel B As 2 T
alrh,
<GEIV-8> i WaEe] e t-HA 29
Parameter Estimates
Variable Pfirqmeter Standard { value Stand'ardized Val’iaflCe
Estimate Error Estimate | Inflation
Intercept 4.03863 | 0.06222 | 64.91 0 0
34 | -0.24149 | 0.09352 | -2.58" | -0.16553 | 1.59224
NER 0.01722 | 0.10856 0.16 0.01159 | 2.06755
e (0.00663 | 0.09437 0.07 (.00560 | 2.46496
B& 0.17366 | 0.14141 1.23 0.12270 | 3.86824
Aol | -0.26419 | 0.11813 | -2.24" | -0.17681 242217
Hetd | -041778 | 0.11801 | -3.54™ | -0.26109 | 2.10778
"p<0.05. TTp<0.01
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