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3
facs

3) #3874

gAr|~e] 4 =4 IdEOF {2 Parasuraman(1985)9 o|d Hx 2Ee| 571A A
ol FAE FEolvt AL AAE2007)e] ATolA 7L Ubi-Servqualoll A A e)E 712
FRIFE 2 Au 20 S F3AQ 88 o] EAEHA Fete 7MY st /34 &

A gas A= stAThA <R, 2010).

2 A7A e d4BoMe] B2 A, W5/

7 ojgAulze] BAe) B 28 HF Biow FAse] ALHAT

il
o
1
r o
rigt
ol
o
i
=
1%
o
frtl
40

4) 97 o8AH|A o] WUEE



o sAu|2ofA g A R tigh FYE A g glov =
gk J 25 1983\ Ware and Synder’} 9] EA4H|2~ FHiEo] IANEZEE S35 S8 d55
= gty AoFoEM REE EE wEn JthAYH F, 2006, 2@

1999).

ﬁd
o
1o
k=
)
)
P
-

rlj

Bt S =0 tigk A 2li= Woodside 5(1989)%} Singh(1990)0ll wh2 74z} a7t o] S AIH|
g BE & Aulzd g £ g AEE BYEE HES sAHls 2 FHE 9
b Azl s ANds 2 Qe =S ST SANEE, F 94 BAH| 2 o] &=
T FEUTFEA Y BN 2~E Brlehs ARE AFEE T AthelAl=, 2010).

o] AFoME 94 JEAHIAE Wi e BB Wiv FHARJI Adoz Fosta
NSRS 3] % TEHAFE ARSI

[>

(

F

il

i

S} %



A g

1. 9752

of ATl s FAY BERe] UlF AW ATEL Fuse] AFREL A
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V. 9323

1 ZAARLS WA SoFEAF L AuA 54

ZAFEE FAE 74 Aol tiF Wl osAuls F Uid BEHFs <E 3>
ArsG e, BTt 7P w2 FEL 18] AdEFeInolne TP e e

= AR E B =HTHHE T 5.61).

L PHHE  FFHEA ok Hazk
ARIE H= 561 1.38 7 1
e - 6.17 0.92 7 3
4 A A4 6.00 1.08 7 1
47 284 37 6.02 1.02 7 1
47 84t 6.05 1.02 7 1

* 174 ARLAS I%A ot ~ 7ol a8

EATEAS] dRbY B4 <3 4> o] A ZAMNAAL 308% T RS AAATE 57.1%
2 94 29% 50 ¥oka AEARoA = 71EAT} 97.1%2 FIEQ] AR 29% R Bt A
B2 70t ool 52.6%% 71 Wkl Theol 60th ©1 26.0%, SOTTIRE 21.4%<=0]3om E
g S FE0] 331%E M WA, F3Q ARE 302%, 2EQ B4 244%, AEO1Y

ol A= 12.3%°)Atk

o] JE AHFE 763%R1, e AFEol 237% T 7 € YL 1009 el AhE

63.3%, 100-2005HQ1 7HE 25.6%, € F%d¢] 2005He] H& 7R 11.0%2 UERsTh
AFAHLE FEFT0] 65.6%, FeA AFshe Aol 344% A3 AR AHI2 o8]

e 3ol o] A 484%, o871t 23dmmiel AFEE 24.4%, 120 Al



17.2%, 1'dolst o] &A= 10.1% <] ATt

AA g o] IE8AES WHILESY, Y= ) 88.0%7F /M wton, i o] &A=
49%, 718t 1.1%%E T2 WHE ol8ste A7t gon, 4498 o8& & YA FFol
SlE Abol 805%, 94T C] AUe AFES 195%% d49s o]& ¥ dd 4

2 YEpsth

5] 0 o
e W32 7

(N=308)
guky EA4 T5 HEEA L)) W E-5-(%)
4 H oz} 176 57.1
beots 132 429
4 £ uE 9 29
71& 299 97.1
1= 50th olsk 66 214
60Tl 80 26.0
70th °o]/ 162 526
g 9 55} 93 30.2
2= 75 244
o 102 33.1
aE ol 38 123
24 Ak 235 76.3
Aok 73 23.7
7 254 1007+ w] gk 195 63.3
1002007+ w]Tk 79 25.6
2005HY o]/ 34 11.0
AFAY A 106 34.4
R 202 65.6
AH] 2208713k 1a wgk 31 10.1
123 "% 53 172
2-3d ok 75 24.4
3d ol 149 484
o] &R 85 Bk 271 88.0
o) 73} 15 49
71} 22 7.1
Aol g & JdAFE Aok 248 80.5
Atk 60 19.5




g B4 WE 97 SEAHs FA5E dE B

g
o

Gubd EAdo] mE JARIE Bxol tigh 94 gl FH FFES < 5>9 2Tk F
ARCE {7t zto]E HQ AL Yoldlx= s0tholstrt B 5537, 70thol/dol 5214,
60t ol3h= 5.02 o= S0t ol3hyt A El=e] i YA EAMu A FAFES T
A B7lske 202 U THp=0.049).

stEo M= TE Algo] 58607 7P o uEolAS 5444, 2EL 5387, F
o] A9 5153808 o8 %Al FE014Y stEo] FAFE gl 2 WS Hof 3
ol 2 A Bl=o gk dAgsA R FA FF UM BAAR Fo40] Ae

AoZ Yelgth 9498 Mulx o] &AM 12dvT o]8x7t 5994, 130T 5,684,
3 o)A 5474, 2-33 07 5.05% <=0 Thp<0.001).

AA g o]& NgHEL Wi oA} 7MY £& WS BHoH 6617, 71E 6.1

Wt 5365012 2(p<0.001), AT ©]& F Y AFo| Y= Aol 5594, ddd ol 3

T AEE sHoR 94908 o8 ¥ e A¥ol fle A7 EU4THp=0.002).



F 5 A S0 mE oA JEE = tig s FE FF HIHA

(N=308)
gutd 54 T Mean+SD t/F P-value
= | oz} 5.53+1.22
At 5.41+1.40 0.781 0435
4 =z alfex 5.93+1.54
71& 5.46+1.29 Lo71 0285
U o 50th olst 5.53+6.10
60Tl 5.0245.65 3.020 0.049
70th o]/ 5.21+5.60
g g 58} 5.15+1.37
ZZ 5.38+1.02
z= 586:117 029 0.002
IE o) 5.44+1.68
24 Atk 5.57+1.27
H A
Aok 5.16£1.36 2403 0017
7 25 1007+ =gk 5.57+1.26
100-2005+ T 9k 5.3611.32 1.563 0211
2009H o] 5.20+1.45
AFA S A 5.22+127
4 5.61£1.30 2355 0011
A H]2~0] 8713k 19 =)k 5.68+1.25
124 muk 5.99+1.05
2.3 ulwt 5.05+1.60 6.084 < 0001
34 o] 5.47+1.15
ol ENBEIE piE 5.36+1.31
o) F-3} 6.61+0.70 10.672 < 0.001
71e} 6.17+0.75
Yol 8 & YA d At 5.59+1.28
ATk 5.02+1.28 3.068 0.002

6267, T8 596HOZ o7 =4 (p<0.001), 7}

2P, P-value= T+ w3t B2 independent t-test, Al o ©]/ Hln

s B 5E BRE <E 69 2

A, F=F 6561, =0

A9 6467,



AFAAL FTA G0l 6.58HOE FYAH AFART 6.17HCE BTy 30 H(p<0.001).,
AAgE ol & F A AP dF9E o] F AddAFo] fle Aol 64230 E dF9
T ol8 T g9 Aol e AREED 584F Kb T E9koH(p<0.001) ©]EXEIEC] I

Balol A4 olgxu2x Ed g HrF E3thp=0.029).

I 6. YHHA B4 mE s 3o gk o AMHlx FH F HUHA

(N=308)
dabs EA TE Mean+SD t/F P-value
4 4 o]z} 6.29+0.92
At 6.33+0.77 0441 0.660
a £ alfex 6.6310.44
71& 6.30+0.87 1174 0.241
U o 50th olsk 6.33+0.86
60th 6.35+0.87 0.231 0.794
70th o]/ 6.28+0.86
g 9 =8t 5.96+1.07
= 6.26+0.73
== ) 10.377 <0.001
IE ol 6.60+0.69
Ao = 6.27+0.90
bl H A
Sri= 6.44+0.69 1485 0.139
7 2 1007+ w] gk 6.46+0.70
100-2005+ T]wk 6.14+0.97 9.539 <0.001
2009+ o] 5.87+1.17
AFAY A 6.58+0.51
4 oF 6.17+0.96 4.058 <0.001
A H]2:0]8-717¢ 19 =)k 6.14+1.14
124 owk 6.23+1.03
2-31d wigk 6.3240.81 0.781 0.505
3 o) 6.37+0.74
o| g F I U= 6.26+0.87
3] F-3} 6.72+0.48 3.566 0.029
71} 6.61+0.80
Yol 8 & YA d Aok 6.42+0.72
ot 5.84+1.18 4.870 <0.001

SD : Standard deviation(EFHZ}), P-valuee= T+ Xt BlXE independent ttest, Al T ©]/¢
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Z0] 624%0] 7P Ew9koH, uFo)do] 6218, =Fo| 5887, F3} 5704
2 Fo® E93 7 €492 1005k HREY] ZHE 6153, € 4%dol 100-2009H P RE

o 7§ 5.82%4, 2009FA o) 2 543782 =0 THp<0.001).

ol 8 E FHE2 7|gt AEHAF] 673 , HF-A7} 6,604, UI= 5903 0] LM (p<0.001).,

A o] g F o] gt A$ 6.14H o2 YA o]g F A Aol A= A
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F 7. dubA B4 mE An] A4l tigk o BAnlz FA $E BIHA

(N=308)

dabs EA TE Mean*SD t/F P-value

4 4 o] 2} 5.95+0.97
0.663 0.508

At 6.03+0.90

4 =z alfex 5.97+0.91
‘ 0.042 0.966

71& 5.99+0.95

U o 50ty o]} 6.12+0.94
60t 6.09+0.91 2.125 0.121

70t) ©]X 5.88+0.95

g 9 538t 5.70+1.11

2= 5.88+0.85
- 6.523 <0.001

== 6.24+0.80

IE ol 6.21+0.83

PR otk 5.98+0.99
o F ” 0417 0.677

Sri= 5.95+0.79

7 2 1005+ =]k 6.15+0.83
100-2005+ w9k 5.82+0.99 10.837 <0.001

2005+ o] 5.43+1.17

F2d AR 5.96+0.73
AFAS = 375 0.708

& 6.00£1.04

A H]2:0]8-717¢ 13 wm)gt 6.06+1.20

124 o9k 6.22+0.96
2.071 0.104

2-3id wigk 6.03+0.92

3 o) 5.87+0.88

ol ENBEIE pib 5.90+0.94
a5z 6.73+0.47 11.226 <0.001

71} 6.60+0.71

dA0) ¢ 3 A 3 6.14+0.84
Acle ¥ HAA A 6.200 <0001

Atk 5.35+1.08

SD : Standard deviation(EFHA}), P-values F T3t Y2l independent t-test, Al T ©]% HlnL
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49 973 W=l 87

HOZ £o07 EH(p<0.001), 7FF EUL 1007Hd vwel 739 62474, 100-2007HY w|vhe

o] 8X 8 F&Eo R WFo|8A 6914, 7E 6594, WA FEA 5.98H 02 wH}

A=
ol 84 7F ESkoH(pe0001), AR o1& F U AP ke AR 526wt dA

% o]g F U8 flok= Aol 6273 02 = }TH(p<0.001).



E 8. Yukd EAo wE 47 IsH A4 gk eMulA T2 5 Hr1H
(N=308)

dutd 4 T Mean+SD t/F P-value

A ] oz} 6.02+1.00
A} 6.14+0.85 -1095 0274

a £ alfex 6.33+0.61
71& 6.06+0.95 0852 0.395

1= 50th o3k 6.24+0.98
60t 6.16+0.83 2703 0.069

70t) °]/ 5.96+0.96

s 9 3t 5.74+1.16

ZZ 6.00+0.84
z= 6.30-0.80 8258 <0.001

IE ol 6.4140.55

A9 = 6.03+1.00

bl H A

Sri= 6.19+0.70 -1209 0.228

7 24 1007+ m] gk 6.24+0.80
100-2005+ w9k 5.89+1.04 11.401 <0.001

2005+ o] 551+1.16

AFA Y A 6.16£0.48
L 6.02+1.10 1169 0.243

A H]2~0]8-717k 1d =9k 6.15+1.20

1213 owk 6.11+1.12
2-31d wigk 6.16+0.97 0.631 0.595

3d o] 6.00+0.79

o] & X EIE W 5.98+0.94
3] Kz} 6.91+0.27 11.201 <0.001

71€} 6.59+0.75

Yol 8 & JYAF Aok 6.27+0.76
ot 526+1.16 8237 <0.001

SD : Standard deviation(FEFH

t dURNENS FAG A

o]

b, P-value= F o7t Hlale

independent t-test, Al T ©]%

1A



Th IRk 5947, 2009 o] €Y 54579 o] ATh(p<0.001).
olgX 8 FEo ¥R WA 6804, 7B 6087, W 6014 o8 Ry} sp
=4O (P<0.001), AR °]§ F U AHL Avh= AhE 5533, 94498 o8 F ¢

AAF 0] Ut Algo] 6228 02 E=9kTtHp<0.001).



A 52 ti7 BAH 2 T FF H7HA

(N=308)

Jutdq 4 = Mean+SD t/F P-value

A ] o 2} 6.06+1.00
g 6.1940.83 0535 0.593

4 £ nE 6.26+0.81
71& 6.08+0.94 0275 0.566

9 50t ofst 6.13+1.04
60th 6.17£0.86 0.808 0.447

70t ©]’% 6.02+0.92

s 9 s 5.83+1.12

x=E 6.060.71
%% 6.32+0.77 4.670 0.003

AEF o] 6.12+1.05

2 9 g 6.07+1.00
B é;} 530070 0.419 0.675

7+ 254 1009+ =5k 6.250.76
100-2005+- =] gk 5.94+1.03 12.998 <0.001

2005+ o] 545123

= =

HAFAE ;‘i‘i PSP 0.923 0357

39 6.05£1.05

8] 0] 8717 19 w9k 6.151.09

1-2d wigk 6.17+1.01
231w 6.131.00 0.556 0.645

3d o] 6.01+0.83

o] &R T BlEs 6.01+0.94
u] -3 6.80+0.43 7.0235 <0.001

71ek 6.08+0.93
dAolg & J47B¥ EM 6.22+0.83 531 <0.001

AT 5.53+1.12

SD : Standard deviation(EFHA}), P-values F T3t Y2l independent t-test, Al T ©]% HlnL
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10. €RHE EAo W2 94 ogAu|x E-) Uigh o] 7T xjo] Hln
(N=308)
gt EA T& Mean+SD t/F P-value
4 4 o} 2} 5.78+1.02
@Ak 5.88+0.92 0886 0.376
a £ ajfcs 6.22+0.65
71& 5.81+0.98 1.234 0218
U o 500 o]s} 5.77+1.02
60TH 5.79+0.94 0.305 0.738
70t o]/ 5.87+0.98
s 9 s 557+1.07
ZE 5.70+0.99
z= 6.08+0.88 3633 <0.001
I ol 6.0310.76
o ot} 5.72+1.00
bl H A
gt 6174081 -3.499 <0.001
7 2 1009+ w]gk 6.00+0.88
100-2005H ]9k 5.62+0.98 10.672 <0.001
2005+ o] 5.29+1.20
AFA S ASS 6.31+0.58
o oF 5.57+1.05 6673 <0.001
A H]2:0]8-717¢ 1d =9k 5.70+1.04
124 gk 5.78+1.03
2-34d wnk 5.88+0.93 0.306 0821
34 o] 5.84+0.97
o| g Fg I s 5.79+0.99
3] Kz} 6.41+0.80 3.027 0.050
71e} 5.90+0.80
Yol 8 & YA d At 5.96+0.85
9lct 5204127 4877 <0.001
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: Standard deviation(ZEFH2), P-value= F X+ Y2+ independent t-test, Al T ©]/ Bl
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4. 9445 o] f WFES I3 EAH|E FAS FAEY

AAAA <F 115004 YARZE H=

AR 52 87 (r=0.660),

o)

ds

=4

7873(1=0.596),

2]

- r=0.674), A1 A

S

=0.351).

BH7F AR

o] 47 oRo|§UFE} by e By

o

B

(N=308)

ST

|

L .XL

1
~

B

B
A 9=

0.585%* 0.496** 0.494+** 0.351%**

0.527**

1.000

0.787** 0.682%* 0.674%**

0.718**

1.000

ol
)

Gl

0.735%* 0.596**

0.826**

1.000

n1 284

0.660%**

0.804+**

1.000

0.624**

1.000
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il cu
o

1.000

o8 BEE

#4p<0.01
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1. Q7e)% o] VEEH FIFL vAE WEE

s}o] 317184

(N=308)
"o B SE B Standardized T
k! 0.071 0.081 0.36 0.877
A% -0.256 0.221 0.044 -1.156
Lol 0.075 0.058 0.062 1.301
4 0.073 0.046 0.077 1.590
2 -0.115 0.104 -0.050 -1.107
7+ 45 -0.032 0.067 -0.023 -0.482
AFAA -0.570 0.100 -0.278 -5.708% %
A 2=0]-8 7|3E -0.071 0.043 -0.074 -1.656
o] g 55 0.010 0.129 0.003 0.077
dA0) g & AAA4E -0.054 0.106 -0.022 -0.507
AR B &=+ 0.006 0.037 0.008 0.153
A5 A= 0.253 0.080 0222 3.174%%
4 AR 0.138 0.076 0.133 1.812
44 54 A 0.150 0.095 0.144 1.586
44 s Aapx 0.221 0.069 0.210 3.219%*
&5
R2 0.599
F 29.055
Sig F 0.000
* AT TRAAE1AS 28R Prb~ 7u9- 28T, *#p<0.01, ***p<0.001

B : b5 ARA S B IAAT FA

SE B : 349 3AATe] 2FA}

Standardized : EF3}¥ 3| AAF

T : 3AASE 03 FroletAl e HAske « BAF

Hla) A G-, oA, AE: 71E-, vlE-, Sl R, 2E-6 39, wE-1, %) oL o,
AFA: B, BB0, NSRS a1, 730, 7]El0, Folg F JUAF: ok, sirko
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= ABSTRACTS =

A Study on the Vitalizing-Plan with the Survey
Satisfaction Measurement of Telehealth Service Quality

- Focusing on Physical Communication & Tangibility -

Lim Seongkuk
Graduate School of
Public Health

Yonsei University
(Directed by Professor Park Sohee, Ph.D.)

Objectives: The purpose of this study was to investigate the primary factors associated with the
quality of telehealth service and patient satisfaction for the telehealth service through conducting a
survey on patient satisfaction for the telehealth service with respect to communication (the attitude of
physicians and the hospitableness of nurses) and tangibility (the adequacy of medical equipment, and

the consulting room environment and procedure of the telehealth service) within medical law.

Methods: We have collected the data of total 308 members who have already experienced the
telehealth service (202 members registered in the healthcare post in Yeongyang-gun, Gyeongsangbuk
province, and 106 members registered in the healthcare post in Gangwon province) by using the
proposed  self-administered questionnaire survey. We performed intensive analysis to validate the
reliability of survey questions and exploited correlation analysis to analyze causal relationships
between general characteristics of humans and other independent variables. Moreover, we performed
multiple linear regression analysis to find important factors influencing the level of patient

satisfaction of the quality of the telehealth service.



Results: Demograhic factors including gender and education were significantly associated with the
quality of the telehealth service with respect to communication (the attitude of physicians and the
hospitableness of nurses), tangibility (the adequacy of medical equipment, and the system and

procedure of the telehealth service), and the patient satisfaction of the quality of that service.

In addition, through the correlation analysis between the patient satisfaction and the service quality
of the telehealth service, we showed that the patient satisfaction had positive relationship with the
attitude of physicians, the hospitableness of nurses, the adequacy of medical equipment, and the
system and procedure of the telehealth service. In view of the communication quality, the
hospitableness of nurses has the most significant relationship with the satisfaction of quality of the

telehealth service. Such relationship was also shown in a multiple linear regression analysis while

controlling for potential confounding factors.

Via multiple regression analysis where we assumed the patient satisfaction as a dependent variable

and the other affecting factors as independent variables, we demonstrated that this independent

variables had statistically significant effects on the patient satisfaction.

Conclusions : Although institutional policies for medical fees and issue of prescriptions as well
as safety and economic impacts should be preceded by the practical application of the results of this
study, because both the attitude of patients and the regional model are considered the main factors
of the telehealth service, thorough consideration for these results will contribute to vitalizing several

kinds of the telehealth services as well as launching those services in the future.

Keywords : Telehealth service quality, Patient satisfaction, physical Communication, tangibility
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