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Abstract Recently the demand for hospital care increased competition and a variety of new and expansion is a
real situation that faced with a situation. These factors, in reality, the importance of the physical environment of
the hospital soon for the hospital's survival and development, as well as the native functionality of the hospital
to gain the core a competitive edge is being evaluated as a core competence.

therefore this study aims to examine the effect of the physical environment of medical institutions on visits in
patients satisfaction, worth of mouth and revisit intention. Some useful strategic materials derived from this
study could be considerably useful to the managers of medical institutions. The results of this study are
summarized as follows.

First, the key elements which can decide the quality of the physical environment of medical institutions are
accessibility, cleanness and convenience.

Second, the perceived physical environment makes a positive influence on visits in patients satisfaction.

Third, the more satisfaction the customers can perceive, the higher rises the worth of mouth.

Fourth, the more satisfaction the customers can perceive, the higher rises the revisit intention.
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[Table 1] Demographic Characteristics of the sample
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[Table 2] Factor & Reliability Analysis of physical
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n 36 o3 [ 733 2471 | 105] 849
A5 &Mg 337 ] .96 | 635
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FAZIRA |33 | 92 | 720
a%0: Held
FA7|HE] | 3.78 | 93 | .793
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[Table 3] Factor & Reliability Analysis of Satisfaction,
Worth of Mouth, Revisit Intention
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[Fig. 2] Results of Research Model
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[Table 4] Identified Factors Analysis of Measurement Model Analysis
A9} 37| EEAHA} [543 FEIHE F43
AN
H go] golg 1.000 0.765
Hel Uy 9E oy} & Fo] gle 0.982 0.040 24.445 0.770
Hel f& ol AXx|Eo] Qe 1.054 0.061 17.302 0.823
B AEE YRujR = F4lo] fold 1.157 0.069 16.649 0.887
o =2 d
Helo] AAH R 9] 1.000 0.762
Welo] Hryl FHs) 1.179 0.078 15.149 0.817
Helo] YHzo] o3} 1.257 0.078 16.088 0.861
Wl AlAE] gt Aol A 1.138 0.074 15372 0.828
HEA
B YR AAder A% 1.000 0.762
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Ho
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FA(7ha7re Yo Halg 0.990 0.054 18.331 0.855
A
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-4
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o2 YR A 24 sHck 1.307 0.098 0.717

fit index: X*=244.289, df=224(1.091), p=0.168, GFI=0.944, AGFI=0.919, NFI=0.966, CFI=0.763, RMSEA=0.017 RMR=0.024
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[Table 5] Statistic Results of the Hypothesis

i

AR =
7} AR o = t
= i Ar | ox | ¥
HA2d
faled 0214 | 0044 | 4849
a1 A] fj 2 A] -
?iﬁ Hﬂ; 0196 | 0044 | 4.492
7]‘/(_]1 el —uE
S| .
T [ FAA
%_ _E}é‘i 0.120 | 0.045 | 2.666
Hold
Sax 0.643 | 0075 | 8.620
1AGE—
7142 23 0.805 | 0.073 | 11.049
AANZE—
7143 A o 0.753 | 0.072 | 10435
*P<0.10, **P<0.05
5. 42
2 A= HEE sk R0l Yy E94
249l A, w4, A, Helgol digt nase
W AY o) Bl ol it 7, 22w ApgE
olwef thsf ojuwst FFS uX=A] gotEl, Aol
ABtE| D Q= Fteo] HAdIAAEY =214 Eaql
7N
2

AR A A2, WiEA, A2, ¢

o wgich. WU ol goks TAGS

o o
ff1
N
A

=)

i

ok,

o 1

M o

y
o % o H

=T

—

I

lo o

ox o o

[e

o

e

il

o
g
i

3
o a4 AT, WUSK: B e 1
913 PRI ) A1F 2AS ATk

fru
T
L)
3L

o
i hu
B A
o o 1x
fu B oo £

s=

4651

Hir S %0 %0
g 1
o o et
§3
o=
Z s

o
2 T
A
et
4
30
o
=
]

i)
=
=
&
rd
AN
&

)
)
o N
i)
).

J
N
oF
Ao
lo
K1
rr
mg*
=
Ir
pu
i
iu
s
=

T

o
o

ok

s

1o

o #

i)

iy
f
re
-
lo
>
>,
2
o
i
&
f

Y,

o

i
¥
= h
o ok

[e]

-7
k]
&
=
I
i
-
2]
=
O
fn

olgt Aoz Uehith
Faglom ggEo]
SRRV ERES

o 2
>, of
flo ot
v T
N
4 o ’
B
=)
2
4
Jo

o N

ok 2
=
i
1o
of
o

e,
flo 4
e
flo

ol
(e
Lo
134
o
=
X

I

<
o3
bl
o
I
nx

oy
o
o 1o of
lo 1
oEi
o 2
g
o¥ &
o2 o
1
oo of
ozc‘io
o o

4>
32
=
w
off e
S

i)
Lo
2
)

B

fru

w2 o

o
e

ot Hl o o 2 1o B OB M
oot’m ok
Fehy
0{5'

1

.Er&
o =L
o X
r
S

ox
o
fu
x
ol
O
o
ja)
ja)
R
e
e
N
rlr

=2
x
o

RuAy
o
4
oo
o |
f
st
>
0
tlo
pou)
o
o

L o

L o
ol
o
r’l
1o
%
o
Kl
=
2
il
2,
N
o
T
of
ol
o

2 o

°

S

X

ofw

ox

kil

™)
) ) ¥
o 1o
o H X oM i o T ok

4 e
32
o

o ok o M N [ gr M Jo N O o g

.
)
(2
U
ok
o
r
)
x
O
=
N
>
B
r
et

oo frooxt
>
o
2
i)
[l
2
-0,
o
>
[

CORI)
fo
o
i
fd

=
ok
0
ilgoﬁ,
Erjg
I-HE
o! ]{LHIHEU
FIVFPAJ
et
>Joil'
gilo te
o, —
o °§Eu
oL l'f.,l_',
R
R
O
lo o
L o1g =2
T
2
ol

e o
re
-
1o
&
o ©
ko flo 0
S
=
X
i
o Uo{« -
o
o 2
ok %
[
flo ot
]
o
=

4
1o
H1
=2
2
=
N
.
o O,
o o
A, ol
> e
I e
NoX
i
:“JQ
0 of o
%Jl’N
i
SHE
2 0T
o o
32 2

o
ok
e
o
)
ox [
o
b o
S

‘
flo
>
>
o
o

7159k Mok ARABAES) A 33 Weshs 3
Age] ARE 913 Y71AKE Pel, elw ol g7k,
AFHE FE ALSEA Yot FF ATolAlE FHEo]
g Gt gk

References

[1] Baker, J., "The role of the environment in marketing



garakely| skl A 4137 A|10E, 2012

service: the consumer perspective," in The service
Challenge: Integrating for Competitive Advantage,
Czepeil, J. A., Congram, C. A. and Shanahan, J. eds.
Chicago: American Marketing Association, pp. 79-84,
1988

Bitner, "Servicescapes

—
[\S)
—

The Impact of Physical
Surrounding on Customers and Employees", Journal of
Marketing, 56(April), pp. 57-71, 1992

Pruyn Ad and Ale Smidts, "Effects of Waiting on the

Satisfaction with the Service: Beyond Objective Time

—
w
—

Journal of Research in
Marketing, Oct(15), pp. 321-334, 1994

Kim, Chung-Hee, “The Influence of Store Environment

Measures", International

—
~
=

on Quality Perception and Consumer Satisfaction”,
Journal of Korean Marketing Management Association,
Vol.7, No.2, pp. 59-85, 2002

[5] Lee, S. H et al. "General Hospital Customer Satisfaction
Survey Analysis", The Korean Society of Quality
Assurance in Health care, Vol.5, No.l. pp.42-57, 1998.

[6] NO, J. O. "An Empirical Study on the Effect of Medical
Service Value on the Medical Customer Satisfaction",
Dept of Business Administration Graduate School
Kyungsung University, 2002.

[7] Kim, J. H & Lee, Y. H, "Perceived quality of health
services impact on patient satisfaction and subsequent
behavior", Journal of Korean Marketing Management.
Vol.9, No.1, pp.1-29, 2004

[8] Kang, B. S. et al, "Study on the Effects of Service
Quality on Customer Satisfaction and Service
Performance on the Small and Medium Hospital",
Journal of the Korean Association of Small Business
Studies, Vol.27, No.1, 2005.

[9] Jang, W. J. "A Study on the Effects of Perceived
Medical

Relationship Quality and Service Loyalty", Dept. of

Service and Switching Barrier on the
Business Administration Graduate School of Chosun
University, 2007.

[10] Kim, M. R & Lee, K. T. "Factors That Affect
Consumer Satisfaction with Medical Services", Journal
of Consumer Research, Vol.15, No.3, pp.111-131, 2004.

[11] Jang, K. J. "Effect of Customer Value and Customer
Satisfaction of Medical Service Quality on Customer's
Intention of Medical Service Reuse", Dept. of Business
Administration The School
University, 2005.

[12] Richins, M. L., "An Analysis of Consumer Interaction

Graduate of Jeonju

Styles in the Marketplace", Journal of Consumer
Research, Vol.10, No.3, pp.73-82, 1983.

4652

[13] Bayus, B and S. Gupta, "An Empirical Analysis of
Consumer Durable Replacement Intention", International
Journal of Research Marketing, Vol.9, No.l, 257-267,
1992.

[14] Chung, J. H. & Kim, Y. C. “An Analysis of WOM
Effects on the Consumer Product Choice by Using a
Hierarchical Bayesian Robit Model”, Journal of Korean
Marketing Association, Vol.19, No3, pp. 1-20, 2003

[15] Yoon, S. W. & Kim, S. B. “The Effects of Physical
Environment, Perceived Justice and Perceived
Waiting-Time on Repurchase Intension”, Journal of
Scholars of Marketing Science, Vol.12, No.1, pp. 1-20,
2003

[16] A. G. Woodside, L. F. Lisa, and T. D. Robert,
"Linking Service Quality, Customer Satisfaction and

Journal of Health Care

Marketing, Vol.9, No.4, pp.383-392, 1989.

Behavioral Intention",

4 Zl M|Jin-Sae Kim) BB
20019 2¢ : shdoiEw thEkY
st (49stHrb
2005 29 : shdtfElw thEkd

At (s

20099 99 ~ @A) : E
B §ERAsk AYms
2008 39 ~ @A) : A
o ojzrodstat AL





<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /All
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveEPSInfo true
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputCondition ()
  /PDFXRegistryName (http://www.color.org)
  /PDFXTrapped /Unknown

  /Description <<
    /FRA <>
    /ENU (Use these settings to create PDF documents with higher image resolution for improved printing quality. The PDF documents can be opened with Acrobat and Reader 5.0 and later.)
    /JPN <FEFF3053306e8a2d5b9a306f30019ad889e350cf5ea6753b50cf3092542b308000200050004400460020658766f830924f5c62103059308b3068304d306b4f7f75283057307e30593002537052376642306e753b8cea3092670059279650306b4fdd306430533068304c3067304d307e305930023053306e8a2d5b9a30674f5c62103057305f00200050004400460020658766f8306f0020004100630072006f0062006100740020304a30883073002000520065006100640065007200200035002e003000204ee5964d30678868793a3067304d307e30593002>
    /DEU <>
    /PTB <>
    /DAN <>
    /NLD <>
    /ESP <>
    /SUO <>
    /ITA <>
    /NOR <>
    /SVE <>
    /KOR <FEFFd5a5c0c1b41c0020c778c1c40020d488c9c8c7440020c5bbae300020c704d5740020ace0d574c0c1b3c4c7580020c774bbf8c9c0b97c0020c0acc6a9d558c5ec00200050004400460020bb38c11cb97c0020b9ccb4e4b824ba740020c7740020c124c815c7440020c0acc6a9d558c2edc2dcc624002e0020c7740020c124c815c7440020c0acc6a9d558c5ec0020b9ccb4e000200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /CHS <FEFF4f7f75288fd94e9b8bbe7f6e521b5efa76840020005000440046002065876863ff0c5c065305542b66f49ad8768456fe50cf52068fa87387ff0c4ee563d09ad8625353708d2891cf30028be5002000500044004600206587686353ef4ee54f7f752800200020004100630072006f00620061007400204e0e002000520065006100640065007200200035002e00300020548c66f49ad87248672c62535f003002>
    /CHT <FEFF4f7f752890194e9b8a2d5b9a5efa7acb76840020005000440046002065874ef65305542b8f039ad876845f7150cf89e367905ea6ff0c4fbf65bc63d066075217537054c18cea3002005000440046002065874ef653ef4ee54f7f75280020004100630072006f0062006100740020548c002000520065006100640065007200200035002e0030002053ca66f465b07248672c4f86958b555f3002>
  >>
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


