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The Study on the Effect of customer satisfaction with Health Care Service Quality

(focused on dental hospitals in the region of Pusan)

Sun-Hee Park

Major in Business Admunistration, Department of Business Administration,
Graduate School of Business Administration,

Pukyung National University

Abstract

Today, the rapid increase .of dental hospital - clinic- brought about severe
competition in the medical circle. Meanwhile, needs for medical service quality
of dental hospital and clinic are diversified due to the increase of income and
medical service knowledge people have. Accordingly, the market of dental
medical service is changed from a traditional supplier market to a consumer
market, and customers choose medical institutions based on various information
about convenient facility, kindness, and service quality.

This study examines. what' effects the ‘customer’s- judgement of service
quality by the awareness has on-customer-satisfaction through an empirical
analysis of expected customer maintenance variables.

The independent variable, service quality, is divided into five sub—factors
such as corporeality, confidence, reliability, sympathy, and reactivity. And,
service quality factors of SERVQUAL model were transformed to fit medical
service quality, and questionnaire composition and analysis were performed to
examine the correlation of them and customer satisfaction.

The analysis result shows that medical service quality has a positive effect
on customer satisfaction in the effect aspect of fundamental medical service

quality variables like corporeality, confidence, reliability, sympathy, and



reactivity on satisfaction when a customer uses dental hospitals - clinics. Also,
the effect of confidence factor out of service quality variables is the greatest
and is followed by sympathy. In conclusion, it is found that service quality
employed in this study influences customer satisfaction by the causality
analysis between service quality of dental hospital and customer satisfaction in

this study.
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FAMNE AREY | Q9] 2912 2913 2914 295
+341 0.043 0.213 0.117 0.767 0.144

94 | F342 0.123 0.204 0.164 0.860 0.127
+343 0.284 0.110 0.228 0.766 0.154

A Al 0.088 0.051 0.226 0.109 0.775

A | A2 0.314 0.206 0.116 0.214 0.769
21943 0.230 0.259 0.263 0.148 0.624

Sl 0.259 0.130 0.726 0.249 0.226

o | SEE2 0.280 0.241 0.772 0.134 0.135
R - sk 0.29 0.178 0.701 0.178 0.277
S5hAl4 0.410 0.240 0.530 0.247 0.283

TAA1 0.655 0.240 0.305 0.087 0.259

A2 0.677 0.352 0.269 ~0.043 0.168

37143 0.787 0.167 0.172 0.117 0.220

REUCI I SEOtY 0.711 0.276 0.231 0.107 0.146
F7H45 0.770 0.110 0.173 0.238 0.081

746 0.646 0.344 0.218 0.189 0.112

gAA3 0.351 0.573 0.191 0.203 0.280

a1 A4 0.150 0.735 0.163 0.207 0.213
R 45 0.278 0.721 0.225 0.139 0.049
1146 0:330 0.729 0.102 0.211 0.108

Tzt 4.049 2711 2570 2.440 2.190
BAH(%) 20.243 13.554 12.849 12.201 10.948
FA B AH9%) 20.243 33.797 46.646 58.847 69.795
Cronbach’ @ 0.828 0.897 0.827 0.831 0.758
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*x%: 0,001, ** p<0.01,  p<0.05
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=9 B EEst

o o 5 4] 7] == t-value p-value VIF
(= 0.042 0.000 1.000
R 0.042 0.256 6.136 0.000 1.000
A=A 0.042 0.322 7.715 0.000 1.000
54 0.042 0.242 5.793 0.000 1.000
CRaR 0.042 0.412 9.869 0.000 1.000
A4 0.042 0.503 12.047 0.000 1.000

=0.651 F-value=74.649 (p=.000)
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