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ABSTRACT

A study on physical examination service
quality, satisfaction, value, and reuse

intention according to paying subjects

Ho Joong Kim
Dept. of Hospital Management
Graduate School of Public Health

Yonsei University

(Directed by Professor Woo Hyun Cho, M.D, Ph D)

This study verified effects of physical examination service
quality that is recognized by physical examined clients according
to entire and paying subjects on client satisfaction, service value,
and reuse intention through structural equation modeling. Study
subjects were physical examined clients at three hospitals in
DaeJeon, and conducted self-administered survey. Survey contents
were consisted with categories evaluating recognized physical
examination service quality, client satisfaction, service value, and

reuse intention. All categories were measured with 5 score scale.
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Total of 330 surveys were distributed and 301 surveys were final
analysis subjects. Survey firstly conducted Cronbach’s a coefficient
and confirmatory factor analysis in order to verify reliability and
validity of questionnaire. Then, covariance structure analysis was
implemented to verify relations between theoretic variables.

As a result of analysis, satisfaction of physical examination
clients was verified to mediate physical examination service quality
and reuse intention as a leading variable according to entire and
paying subjects. In addition, newly added service value was a
leading variable of client satisfaction and reuse intention, and
mediated physical examination service quality, client satisfaction,
and reuse intention. As a result of analyzing effects of recognized
physical examination service quality, client satisfaction, and service
value on reuse intention, physical examination service quality had
the biggest impact on reuse intention, then service value and client
satisfaction were next.

Moreover, awareness of service value, which is an overall
evaluation by clients and judged by concept of paying for service
and experienced utility during service, was higher at below the
level of statistical significance when company paid for clients than
self-paid clients.

In order to increase reutilization of physical examination clients,
high quality physical examination service should be provided. By
providing high quality physical examination service, client
satisfaction, service value, and reuse intention could be increased.

Furthermore, the study suggests to continuously consider a
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strategy that improves high quality physical examination service
and provides recognized benefits.

Significance of this study is that it investigated effects of
acknowledged physical examination service quality on client
satisfaction, service value, and reuse intention. Especially, existing
studies only analyzed correlations between physical examination
service quality and client satisfaction, physical examination service
quality and reuse intention, and client satisfaction and reuse
intention. Whereas, this study synthetically verified relations of
physical examination service quality, client satisfaction, service
value, reuse intention.

Future studies should consider hospital characteristics and client
characteristics that have direct impact on physical examination
service quality, service value, and client satisfaction. Also, a study
including more physical examination clients needed to be
conducted since this study included subjects at 3 hospitals in

DaeJeon.

Keyword : paying subject, physical examination service quality,

customer satisfaction, service quality, reuse intention
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