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The Effect of Doctors’” Communication Style in Clinic and
Outpatient Gender on the Nature of Medical Customers’
Word-of-Mouth

Seong-Deok Park

Department of Business -Administraion, Graduate
School of Business

Pukyong National University

Abstract

The purpose of . this “study is to analyze the influence of the
communication. styles-of doctors working in clinics. The moderating
role of outpatient. gender _is also 'examined. "In: this study, doctors’
communication styles-in clinic are classified as 4 types: ‘Trust type’,
‘Control type’, ‘Co-operation type’, ‘Professional type’. The Trust type
means communication between doctor and outpatient focuses on trust
and amenity. Control type means doctors’ relationships with
outpatients are less personal, and more businesslike in manner. The
Co-operation type is related to the Kkindness and co-operation of
doctors to outpatients. The Professional type represents doctors’
medical knowledge and skill in communication. The results of the
study were as follows: First, only the Trust type of doctors’
communication styles resulted in positive word-of-mouth from

outpatients. Second, gender was found to have a moderating effect

_iV_



on outpatients’ positive word-of-mouth for just two types of style;
Co-operation and Professional. This study suggests that doctors’
communication styles and outpatients’ gender make an impact on

outpatients’ word-of-mouth both theoretically and managerially.

Keyword: Clinic, Communication Style, Gender
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H2-2: Ake) FAE ARFYAGA <Ede] 34 74 &5
nAe FS AR mek ZAoj7t AS Aol

H2-3: 9ALe] A& AxHAA LB de] T4 4 &5
nAe FS AR wa ZAol7k S Aol

H2-4: 9Ate) AFF AxYAA LErde] 33 74 &5
nAe FL AEd H2 A7k A& AoH.

<" 2> 278 TEAd ool mE 87he] skl el WiE AT
Egoltt. oAbe] Ay Aeld 2etd =z o] S A
A GES UE Aoy Ao wEtA = Apol7t e Aot
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A3F 4+ HH H 4 259

A1d A R BEY B4

T8 AR AN A TP B ALY RE A Fag
REH] Qo B wEolwH o domz AFAsY Aeld Fu

20061 A Azl ot FAbgAA]l 1270 A T FAR
AT NS olhe o] &% o] &A = 35028 em FAF A A
AL o o o] &A= =folM 191(14.6%)°1aL, 1 thEo] a2
(25,0437, 10.2%), Absh7-(24,6287, 10.0%), &7-(21,438%, 8.7%), s+
(19,2517, 7.8%), H7-(18,294%, 7.4%), AA (158511, 6.4%)=°l At ©]
= 99 o8 F 8 AGT T s FAA A Fd aFA oy o
HAeret e Bert w2 AT AW vugd 2EgESE o

AFe] AAMAFZ(KNN 7722, 2009), H+9] 93 wAFZ(5 A 25, 2005)
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B FA= 779 (33.5%), A= 15098 (66.5%) 02 A4 SAvF P 3
Aol ms of 2w Wkrh A& ofF= 7]&o] 1737 (75.2%), WlEo] 577
(24.8%)°l At A= 30t 739 (B1.7%)7F 7 Beka 1 vk 40t 68
8(29.6%), 50t 359 (15.2%), 20th 317 (13.5%), 60t 978 (3.9%), 70tH 9
H(3.9%), 10t 3% (1.3%), 80t 278(0.9%) S & Z=AL= AT

B WY 7 I ~6704d o] 57H(248%)0.& ta BEoka, 6714
~1d o] 529 (22:6%), 1'd ~3xo] 38M(16.5%), 5 °oldel 327 (13.9%), 1
A\ Rko] [2798(11.7%6) 3'd ~5id o] 247 (104%) o= A H o Ut
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<E 3-2> 93 29E8H F A

23
FAas | 244 39 23 ¥ en
He
A= - st A2
A A olob] @ & gl Norton
e Aol tet | me2 248 Fu A3 (1979)
Aryspepa| T AR TSRS AEF e el | T A9500)
m Sl aad "e | 44 g 21801 (2002)
el tia ol E & JAE=F A A8 1174 (2009)
3] v g}
Vb o st A9A A T oo
gy | EAA A == e 4 P~ (1979)
S ¢} — 0/\% ‘—rx(ﬂ}\ :.Lx(?_g“_ o
apunea| T IR A R A1l | Ben-Sira
Azolar 25| = TH (1980)
oAz TR H ol A13 | A 4=(2002)
oxt= Al A RS = A22
HE A4,
Qe gy | SARE 28 ZAle gt olfE Dwyer et
. < . d A28 | 41.1987)
A5 e ApA| 8] Al Er :
Lan Y L - e Clearly et
AFUA A BAS 17, | Yrle A AAGEHE AAH A
; A24 | al.(1988)
H] HEFof | Wl Erf
A F4(2002)
T Ll ggafade Rageser| o
7] st
Q2. 017 YAk o o Rl Fho] Q) A28
. =z FA74 ot Swan et
1 quﬂow oA Gx, | QA AR ATsH Tt Aog | al(1985)
1= o
N Slode), E9 ‘j}—e—q — . A 42(2002)
oA E‘ A= %13 ‘7\'_: o Rz
_?r;q —] ]’ '6_H E]'J— g"] A37
@t
FAAGAA 7 Fle e |
&l AR oo & A St Zeithaml et
FeATIA Wk T W al.1996)
=4 T FHd, A% 23238 7olt} Adl Reicheld
(2006)
LH7]' E]'L]'E‘ tg'?:].g] Zo]—@c,ﬂ EH6H UEL A42 _%]%_5_[].(2010)
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45 A<S387]l fl@l Cronbach’'s a AlFE Ab&ste] A=AdS S48

Nunnally(1978)8 212 o 41 Fofo A= Cronbach’s a ko]l 604, 7]

Z AT ZokllAE 8 &8 AT Eokll A= 9ol olofof drtar sl
o, dutd o=z q Alg7h 7 odold A Age] FHEHE= Ao & 5 3

g s,
oAte]l AEE ARUA A 2B WEESe] A= EE Cronbach’s a

=85, d=d AwuAeld ~ud W

T8 AFrUAAd ~gd AT

FUAlA 28 W5 Al
=

A 2] =+ Cronbach’s =832 85 7ol og AlFgAlo] Qe Aoz Fal

el
2
E
rlr
oY
=
S
o
{ab]
O
Ij‘
w
Q
OO
e
oft
2
ofh
)

ﬁ

= Cronbach's a=.82, 54 o tjst

)

94 242 9

2F3+Z (average variance extracted) S 5= X 33foF 311 (Bagozzi

ok

skAl Al 2] %= (composite reliability) 7S .60] L

H

==
HE

|

35t

Hm

and Yi, 1998), E5 o] FA S HeEE HASEHIAAS Zetta & + 3
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<E 3-3> AHAYH H9AY 24

o
EZ a9 A
ws # B :
=4 7 T | A3 242 A% i Cronbach’s a
T
A2 3.62 .85 7 8k
A3 3.58 .88 RVES
Ay .90 .70 .87
A6 3.53 .88 Ve
Ab 3.56 .88 NE
A10 2.61 1.14 83wk
A All 2.41 1.14 T2k o .52 .82
Al13 2.58 1.16 7Sk
A22 3.49 91 B0
A23 3.51 .95 BT #%
Ay .90 .70 .89
A24 3.47 1.00 TS
A25 3.43 1.04 Ve
A28 3.36 1.02 B3k
A= A29 3.49 94 RNE 88 71 .85
A37 3.51 .83 76
A42 3.20 1.00 85
R il A41 3.46 1.01 B8k .85 .67 .83
A40 3.47 .87 63k

X219=257.257, RMR=.05, GFI=.89, AGFI=.84, NFI=.90, IFI=94, CFI=94, TLI=.92,
RMSEA=.077

#*%p<.001
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ZF ZA WMo 74 Jld (construct) 9l AFUA A 2ELLd o] U] 71A]
73, oA A e #AEdAEE EAs7] 98, dHAs AAsko
EEY doj& Ao AVEHT2F5)E vlugt 23 construct
7 dAdEElg Aol A el tHFornell and Larcker, 1981; Spreng,

MacKenzie and Olshavsky, 1996).

<E 3-4> #4 BHIAH 4

B ii Wy BAY | 9EY | =3 ;?ﬁ_
K 3.57 h .70
543 2,53 98 | —.ddxx| 52
ALY 38 .85 b7+ | =.39%% .70
A=¥ 3.45 .82 Blex | —B0#x | 65+ i
FATA | 1338 .83 Adx | = Bdwk | A3wx | ATx 67
#*%p<.01

A 42 MRS 2

oA JMEes ASekrl Ysl 99AAd 3] 774 (hierarchical
regression)S FaASFATE B AFoAE= Ay EAS 98] SPSS 12.0
FAZZONS AMESAY. BA W E A,

’

b

Eoj3, Qo] 7)Y
o AFLHAT. WA GEFAN AL S8 Wl AA AFUANE 28

d WEE YA 3H(mean-centering) 3t tH(Edwards and Lambert,



2007). BAWFE ALEE A FATHH Bl AR AEToR ‘Welo
SV E EAAY BF FAHCE fostA &= FoRE YER
Fueld e (B=17, p>.05)< 4TS 7|

AR ol 7Hd 1-12 71ZE A AY AFUAA ~EL(B=-.10,
p>.05)% TAA FHo FFE mA A kel A 1-2%= 71 ZEH AT AR
g AFUANA ~EA(B=14, p>.05)%E TAZ FHA FFS vHA &
oug JHEd1-3% 71ZE AT A1Ed AxyAleld ~etd(B=.24, p<.0l)
gho] BAA folE stellA FAA FHel A dFS nAE AL
2 YyehA 7hAd 1-45-AAE A

A Wge] Eade] Ui BAA B9 FAF Al s 9
Aol g8y ARYACIA SEFE(B=50pp<0)S FA A A
FFE M FAdel dAug FAA FALS © "ol FHsE o=
UEbgth wEbA HA 2218 A A EQUE oJAte] BAE AfFUAlA
B (B=-.01, p>.05)2 FAE Al Har dEo] mE olE x|
ol 7k 2-2% ZIA4ETh AR AFY Al ~EA(B=-.36, p<.05)
& A fFo Faisold Add we FFS mAE o= e
2-3& AAHATE oxge] FARTE AL Ai H AF YA e
gl TojAeim FAA TS o BWel FdstE Aoz vehth 2
g AwrdAeld 2L (B=.06, p>.05) &
Ao mE zolE HolA] kol 7HA 2-4= 7174 E ATh

MEse] A dAE BE 010149 $AE wel dEFaddlE B4

§

_42_



<E 35> FAH TA 4% WAL A4S

AAH (ALY A%

194 A | 3&4
=Yus
B |SE| B | VIF| B |SE| B |VIF| B | SE| B VIF
S 01 | .01l .10 | 149 | 00 | 01| .04 |163| .00 | .01| .04 | 1.65
AT | -08 | 15| .04 | 144 | 11| 13| -.06 | 1.51 | -.10 | .13| -.05 | 1.51
o] 7|7t 02 | 04 04 | 1.03|-03| .03 -07 | 1.14 | -.04 | 03| -07 | 1.17
449
17 | 09| 15 | 240 | -.02 | .12| -.02 | 3.45
2
=A4E
-10 | .06 | -12 ["1.49 | =.10.| .07 -.11 | 2.38
e
e
J 14 | 08| w4 | 226 | 28 | 11| .28+ | 3.67
N
240508 | 24+ | 2.14 | 23 | 11| .23+ | 3.83
Eay )]
3 08| 11| .05 | 1.11| .08 | 10| .04 | 1.12
828 el
A5 =5 507 19| 25% | 2.91
L
=49 2~
FAE =B -01 | 12| -01 | 1.92
L
AEP e
. -36 | .17| -.20% | 2.89
REEPS=B
. 06 | 17| .03 | 2.62
RA(FAHER?) .02(.01) .29(.26) 31(.28)
F 1.42 11.01%x 8.25%x
Rewl 5} 2 02 27 .03
Pl sl 1.42 16.465%x 2.95#

<Hwlag> AE0gA, 0:914), ZEAN1E, 0:718), o] &713H1:1d vek, 0:1d o] )

#p<.1, *p<.05, *xp<0l, B: H|ZF3

A, S

E: 2F&23h B
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A4 248 2 =9

A1d A7 A

WAl e el dely Amse oabel fxjel vF AAFU Aol
Ao ~ejde] weh AAES o e Al AR T @
Fol olWd AL WAL AT dolrgTh ofy MM WE 4%

#4 1 AfUA M) o EA o] F
iet o B ue Ao oiF By B ol AR WEE, Y
A9 ARE S GFE VA £ Ad2NE BPsy, TUAAE o5 I

AE Muls FA@ B, SB8AE R &4, A4 el 718 5)9

2 -E

N

It

iy H‘I

o
L
ol
A
gi
HU
1o,
>
©
e

Holth(HF=, o]F3g, 2004, BE+ &, 2006 +F= &, 2008 =HI,
2009; A& 5, 2010).

oA Selttel oabe] ARAC R B AFE obAE 27
A ® ope AR BF Aolsd e BE AAATE AR
el B Apeld ALow el oate ARUAel e YA A
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