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(1) olzmAu| Lo F5 B ojux] g4

Parasuraman 5(1988)9] ¢4l ofstd, 7| olu|A= A|F¥ AulL &

Aol £& AMA BAE AT, 149 BHEE 53D
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o] BREomA L A7l Hl Egol 2 Zoltal AT eAY T
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7 H2-3: A2 mAu|27Ao] H(+)e] Fd= nxiH
7Hd H2-4: SIS jgAu|arzizle] A(He] &= miith
7Hd H2-50 342 dmAm|azizle] A(H)e] 9= vt

(3) WY o|u|x|e}t o= AMH| L 7]

Smith 5(1992)2 Uyt o
A L P = e S A I
714 olelof on|x] F& AH|AT}L HESh= 111%011% AH|AS] HOl 2 E=
o]-g-ghtt.

o]87] 5(1999)2 A7t 712+ = HY
ool o A|7F AujA9o) Zhx|o] FF= mlAE HaeE & 4 Sl oln|A|
A= S L Eats) Bl o P i ol 7t

B) BB WAL Ao b

%

n{hl
)
ol
o
T
i
N
N
>,
R
;O
>,
5“0

ok

K
5
=
R}
rlr
>,
=
>
10
—_
)
do
10
)
rO

4500102 ATAE B olulAL BATL AZE A9 T3
o M AP F Ao Uyt olo] £ AL theat e Aha
& AAstnt

7Hd H3: B84 onAE ojmAfu|Ae] ZhAlo] A(H)e] = mAth

(4) SlmAHIA 7HHe} TA BEE

Wodruf(1997)¢] AtollM= 17 742 AlSS AAstal, 7kx7F 174
Zo e kS mATT FAsIATH HPA(000), SBS & Ay
(2010)9] AT AH|29] 7Hx]= 1A UJ#EOH A1) &< mAE
Aoz tHyrth 993 & ©]22H2010), AAS(2012)2] AoA= HH]

o T
2 Al BehE T WERL kol o] RANYL. maby 2

IF o_& =
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et Ze spe st

rr

7Hd H4: SlgAH|A9] 7ix|= 1 wrEof A(+)e] gaFs njxith
(5) ¥ olnx|et 1 TrEH
Andreassen & Lindestad(1998)= 1ZHo] EA xu]Ao]| T3t x]Alo] A F

G A9 A9 olEAst 1A wEEe] W9 Gare mAtka Fgstart.

LAY (20072 WY oAl 1 whEo] Feofjt WA e Ae

AZoket. Ard 5000)9] Q7ML Bl F4 BEEe]
& 9%S nAE os BAHY teb B A7t daut g2 avt
42 s,

b Hs: W4 ollAe 1A BEEd] H(H) 9L ut

(6) QBmAHA 7}2]9] w7 ET}

2,

)

(o]

>,
Mo
>
=
[>
N
N
ﬁl’
lit
ol
oz,

Cronin 5(2000)2 AH|A FZof gt FAZ <14
AlZ71aL, AHE| 29 ZEx]of High SAA IAlL 4

A 4 Qo 9T 20142 91514 5(2019)2 o7 AJH]

v olg AH| A0 Zhz] o] REMINGINE HESHATh olo] & d+= o

e shae AAskar,

i)
>
=
Il
ki
lo,
o
o
lo
> hu
i

do o
o 9

71 He6: fgAfu|s FAL2 ogAH|20] JIAE WiZR St 1A TSk
o A9 ¥F= nxtt
7Hd He-1: 7342 drAu|2e] 7S uWiZlz st 17 pifrof A

(he] GaFe WAk,
M H6-2: wrgAe oaAulad g AR st 17 wEme]
(he] G Wk,
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b HE-3: A= d2AA AHNE WA ste] 17 wEme] 3
(+)9] 9T m,

7bd Ho-4: SAHE zAus AAE WAR ste] mA BERe] ()
o §gL v

7Hd He-5: BRAL C@Aus 7XE wiAR ste] 17 wEme] H(+)
/] Oﬂo]:—o— U] ]ﬁl'

(7) X olmx] ] w7 axt

Traynor(1983)2 7149 WAlo] AH|zpe] AE Au|Ao that A= 11
oluf Hx g4, =i AHA v, ARy i ok g4 9
o gk @AY 52007 5T 5(2009)2 Bl AlFche mA
HAEAS At ante] wED AT oEE YA, H

A BU4E A4 GEo] ZRIhL RS olo] B AFE ohe

(]

H -

—_

7Hd HT: Sz A2 = "= st 1A wEEo A

()9 G v,

HH
)
rlo
ok
1o,
o,
=)
A,

I

M HI-1: 5342 99 olulAE AR sto] 17 BEE] F(+)9
Fe njA,
b HT-2: WreAe e oluAE B stel 14 @I F(+)9
Fo mA,
M HT-3: AL 99 ouAE uAE ste] 1A BEE] ()9 o
F2 mjA,
M HT-4: B4 99 olulAE Az ste] 12 wEE] F(+)9] g
F2 o)A,
7 HT-5: 3a4e B olulAE oz stel 12 wEE] 3+

e e
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) 714\, 3, 42 B3| £ A77} Beoln|x|eh omAuA T o]=A

M2 EAR DA WL Apole] o] wlAY S BAlE o

7} H8: gAHAERL Woluxet RAHAANE Wste] 1A
O

4 He-1: §94e Mol Aet oz A7 tE wpste] 27 wEs

7bd H8-2: WFS AL eoluAet R Au2AAE thfstel 17 BEL

N
N
nx
T
?
w
e
il
ox,
Mo
ol
(o
o
=)
N,
o
lo,
i
>
)
[
N
N
inl
i

mi7fste] 1A e
7Hd H8-4: 2142 ®doln Aol S AH|A7IAE wizliste] A7

o 4+ &2 nxH.
7Hd H8-5: a2 "deln Aol S AH| TR E wivlste] A7 gk
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2 AFolA E8she Wl omAHla F2, AB|29] 714, e o

J

o
10
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ri
sl
ol

O—lE
_f_DI_
Do AEa Aol B 9 s ), g
Ul 2eA 4, A4, A
Aé 9 b
ly
o | A=A Aol gt Al A&SHAl AH|
o _
£ Algste = oA
oz | 8
2l
AlH] 3 o Parasurama
| F | ogaE s Ao sasts S,
Fal . 5(1988)
o]
O (oA g9Ee] AuAE AT F s
A | ARA A4 westy, gAst 5 o)
A | AHA AlEEE HAF
5 | A 9FE oldoty, JHIHoR EH
Ao g2 JdiE F55tEs SRSk &
g | ekEoan gake] 878 olsshs 59,
e | 2ASo] Wel] st Fyelm AwrEel | oA
olm]Z] g7t A= AAd 5 =94 3 a4War| 5(2007),
ofyzf, QoJAre] Hik, AJA, &H|AM] it | 744201
A A 0)
A7t QIAete SmAHAEAT 1 AH
Cronin
OmMH|A | A SAst= EH(EO/HE, AlZbel H]
) _ =(1997)
AR |8 e el9),
7 olgMu|AE Hhe T Byl og MH|AE | Oliver(199
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Sﬁh
i
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OE
oh
_‘_4
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:V%
.P”
5

A 48 SRR WY W AT B

DEREND

B QL HEY 2RXG) g Hg%, gR/TE ol g WAL Ao

dAstgom, B8
Al W S S A A1 A A9 ARTAS A8
ek 1% 5 330532 HEF_%}O% 3092 Agstgon of F BAAT 3
gL HQl 61 AU 32475 WFRA| Bt

[ 3-2] ABZAL] ¥ A

XA 2021 07€ 249 ~ 20214 08¢Y 15Y
nA HIEA o] &qd Hel dy
AR & 330
AR AP A A® He

HHeel omAula FH 42 SR, §veA, &
SHDL wiZEQl Auj2e] Zpx] Bl H 0]“]1], 1ear
Sl 1A = T glAE(likert scale) 58 HZ(1 vj-% 123

—:‘_l—
o ~ 5 e Jdthe S4sion. SHFEE AR (RE Do PRs)

rz

;9, 81.3 ON
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=2

7+ AMOS 20.0 &4

R A

z)o] B2 SPSS 20.0 7

=
e

o

v

<{F

el

(exploratory factor analysis; EFA)2 4=

235

g ol

oF
=

(cronbach's)

S

e

9 Q1B X (confirmatory

SR

Lz 1HofA

AMOS &4

. —
24 ol%

1

factor analysis; CFA)& 53t Ef
ZHAA g (SEM)

o

8

©
=

ol

astel

ol-g-ste] 7 w7

=
=

(Phantom variable)
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Al 4% AR 9 714 AH
A 1A BEO AFFATHE EA
2 AFe BRI AFFASHH 54 ofgfjet o] 2 AA|gith
[E 4-1] JAF+EATH EA
R HEs(g) | HEHEE %)
o A 189 58.3
o] 2f 135 41.7
20A4] w9k 13 4.0
20~29A4 174 53.7
e 30~394] 93 28.7
40~494] 28 8.6
50~594] 9 2.8
604 °l4 7 2.2
DE) 81 25.0
~ e 114 35.2
2] 3]
A= 2 A BAT 120 37.0
7€}k 9 2.8
TEHT 127 39.2
29l 4 57 17.6
HAAY 57 Xz o)A A 58 17.9
PERERED) 76 23.5
7€t 6 1.9
oY 7 2.2
AR 118 36.4
=z A A 40 12.3
SH 1A 125 38.6
EXE] 20 6.2
7] €} 14 4.3
Ao 25 7.7
- 2H~5H 224 69.1
Eﬂ_?— _Q_ S - - hd
oJ O]o T 5‘§H_N 10% 62 19.1
108 o4 11 3.4
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e 2 0.6
Az 7 2.2

B =319 235 72.5
AR o e 79 2.4

e BEE uAe} ol 247 58.3%9 41.7%E Lehg, dzd B
IE= 20~29M17F 57.3%E2 7V @erod, 30~39A17F 28.7%, 40~49A4|7F
8.6%, 204 w]gto] 4.0%, 50~59A|7F 2.8%, 604 ool 2.2%%] £M4&2 Y
ghutet

N,
it
2L
£
Ei
B
rr
r>~

AAA 37.0%, 2= 35.2%, ALY 25.0%, 71EF 2.8%
715 Ay wFHEIIE 39.2%, AP F=H|7F
Aol QloyAZt 17.9%, ZIQ1 F3o] 17.6%, 71E7t

of

2 Uehgy, 5
23.5%, A7Ate] ™
1.9%=2 #ra %t
gl Rx= o] 38.6%= 7P Wol UER, 3|Ato] 36.4%, &
gAz7} 12.3%, ZH7} 6.2%, 71E}7} 4.3%, H-olgo] 2.2%°] 402 e
wrh HYS o] &5H4 34 2Hi~5H0] 69.1%, 5HI~10W0] 19.1%, A&
7.7%, 1081 o]0l 3.4%, 7|et7} 0.6%= gttt vpAgtoz M=y

Tl 725%= 7 B, dE FEIY] 24.4%, H

o H

e

7} 2.2%, 71E7F 0.9% = reRc},
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components analysis)®] QQIFEHS ARGSII O™, Q1 A7
3+ flote] Huw I|ARA] HFWA(varimax)S HEH Q
Slafst FopollA @iyt F3Fe] AEr|ES Afgke] 1.

AA7F 0.4 o)folH Fofet Mz ZHEsiH, 0.57F 4o ofF Fast

(B 4-21= S9H40 gAld Qo8 Axfolt), Aygm T BALS
75.093%=2 Uehdth mEgA HA4A49] KMO= 0.877, Bartlett?] S-o|g&
p=0,0002, Q9BAL HHst Aog mmst 4 QUot. MAForg Al A
To] o2zt FTUSH 5719 f9lor FEEALH FEH Q902 AdA
ToF FsHA 3, 734, v, AFA, Fldez Yottt

[ 4-2] S¥so] 812447t

=245 _ a4l _

el T4 34 g4 REE 44
Q21 0.862 0.225 0.100 0.085 0.078
Q20 0.846 0.277 0.164 0.078 0.034
Q18 0.834 0.266 0.181 0.148 0.027
Q17 0.827 0.221 0.085 0.094 0.036
Q19 0.823 0.204 0.185 0.073 0.050
Q5 0.242 0.873 0.146 0.060 -0.024
Q4 0.198 0.853 0.163 0.053 -0.048
Q1 0.219 0.825 0.109 0.079 -0.021
Q2 0.248 0.817 0.119 0.079 -0.011
Q3 0.225 0.785 0.080 0.081 0.068
Q7 0.117 0.072 0.862 0.084 0.029
Q8 0.151 0.173 0.828 0.102 0.000
Q9 0.139 0.144 0.827 0.119 0.031
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Q6 0.160 0.131 0.762 0.087 0.123
Q13 0.068 0.061 -0.005 0.880 0.022
Q12 0.056 0.166 0.072 0.808 -0.024
Q10 0.080 0.036 0.170 0.805 -0.055
Ql1 0.160 0.019 0.142 0.784 0.067
Q15 0.035 -0.067 0.018 0.040 0.894
Q16 0.062 0.029 0.079 -0.003 0.851
Q14 0.052 0.009 0.051 -0.028 0.832
RTE A 7.087 2.585 2.380 1.997 1.720
DoEAY 18.586 18.354 14.025 13.364 10.764
%A 18.586 36.940 50.964 64.329 75.093
KMOZ% 0.877
Bartlettt 4424.252
e 210
#ogHE 0.000
[F 4-3]= W-S559 Q@A A0e] JAA ggliA Axto|o, A
HE T AR 78.383%= UEwTh BEEFAd AEAY KMO= 0.841
Bartlett®] f-olgtE p=0,0002, 842> HHg Aow wagr &4 Qlch
AAA oz A3 AFETY o] 1xet FUSH 3719 8low FEHS]
FE=H 2912 APATe} Tk nATS, mAH|ATER], Hdoln
A& Frgstaich
[ 4-3]= "WH-T5H59 QA4
] e T S .
TATFE BEREIE H Yofn]A]
Q31 0.886 0.224 0.182
Q29 0.868 0.187 0.132
Q30 0.821 0.148 0.197
Q28 0.821 0.144 0.095
Q27 0.107 0.886 0.113
Q26 0.223 0.858 0.164
Q25 0.254 0.833 0.121
Q24 0.157 0.155 0.875
Q23 0.156 0.093 0.866
Q22 0.152 0.132 0.832
87k 4.643 1.669 1.527
Yot 30.835 23.933 23.615
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% 7 30.835 | 54.768 | 78.383
KMO% 0.841
BartlettZt 1933.165

S 45
FolgE 0.000

2. AFE B 24

MFEL 2205 (cronbach's) U3t e HhgOoR WRS AL £
4 Ane 0e [® 4-49 2o

(£ 4-4]0=2 = 2425

ST S ZXFE 2 A= & (cronbach's a})
24 5 0.922
o @ A~ EIE] 4 0.870
o A ZA 4 0.853
=4 SAA] 3 0.829
I 7 A 5 0.934
SgelulA] 3 0.854
OJRAH| 2 7HA] 3 0.870
T A= 4 0.904

S50 @Y 29 Bl o5 & 7HEe AdEE HY]

o3 Tl ZpelA( = sl
AMOSE 53t ZR14 QRIEAS AAsHI

o] [F 4-5] W] digh S1A QRlEA e Byt SR

AmA A=E HolEwh 1 Ad o= 276075 df=179, p=0.000,

GFI=0.930, AGFI=0.909, CFI=0.978, RMR=0.029, RMSEA= 0.041,

NFI=0.939, IFI=0.978% uegth. Rds feisty] 5 dutdel g

c
=3
e
3
(@]
=)
@,
O
)
o
=
N
flo
M
o
:?L
(o]
<)
ol
ol
O
o
s
%
ol o
olN
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2149] 7]%&& GFI, CFL, NFL IFI= 0.9 o]A, AGFI= 0.90 ©o]4, RMRE=
0.05 ©o]s}, RMSEAX 0.1 oJst2 B Qith

meba] 2 A4 SRS At Aoz et
[ 4-5] elgwgo] oigh <1y aQl 24 At
T B O CR SMC p
795 (——— 79 0.915 - 0.838 -
794 (—— 79 0.865 22.940 | 0.748 | ***
33 (-—— 73 0.768 18.058 | 0.590 | ***
792 (——— 79 0.823 20.624 | 0.677 | ***
31 {——— 79 0.824 20.710 | 0.680 | ***
9r-$4 (—-- dt& 0.820 - 0.672 -
gr-g3 (——— Hkg 0.815 15.884 | 0.665 | ***
982 (——-- "¥h& 0.824 16.071 | 0.679 | ***
ksl (——- "¥h& 0.717 13.576 | 0.513 o ok ok
A4 (——- A 0.842 - 0.709 -
A3 (- 415 0.764 14397 | 0.584 | ***
A2 {——— A5 0.728 13.622 | 0.530 | ***
A1 {——- 45 0.748 14.064 | 0.560 | ***
SHAI3 (——— 0.762 - 0.580 -
812 (——- 34 0.880 12.930 | 0.774 | ***
AT (-—— &4l 0.720 12.309 | 0.518 | ***
45 {—— ¢ 0.861 - 0.742 -
T84 (——— TH 0.894 22.004 | 0.799 | ***
S43 (——— 3% 0.836 19.456 | 0.699 | ***
T42 (——— 3% 0.892 21918 | 0.796 | ***
=41 (—— T 0.817 18.714 | 0.668 | ***
2*= 276.075, df=179, p=0.000,

3 _ CMIN/DF=1.542 GFI=0.930,
Z23nd H4r

AGFI=0.909, CFI=0.978, RMR=0.029,

RMSEA= 0.041, NFI=0.939, IFI=0.978
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ool [F 4-6] WA Hgol gk gRIF e IR o] Hrt SR =
7 AYEE HojEth 11 Ay 2= 37.999, df=32, p=0.215, GFI=0.978,
AGFI=0.962, CFI=0.997, RMR=0.021, RMSEA= 0.024, NFI=0.981,
[F1=0.997=2 ettt 24 Af=str] 915 ARt Afde 249 7]E2
GFI, CFI, NFI, IFI*= 0.9 ©o]4, AGFI= 0.80 ©]4, RMRE 0.05 ©]s},
RMSEAL 0.1 o]st= K1 glt},

oA 2 Ae SARES 2T

[ 4-6] WA Wo] o3t Sz aolBa A

-
o
f
i
g
.
i

BEZ5HA
F= N CR SMC | P
T
Holu|z]3 (--- Bojn]Zz] 0.880 - 0774 | -
HYgoln|z]2 (--- wYoln|z] 0.814 15.722 | 0.662 | ***
Hgoln|z]] (--- ©¥Yoln|Z] 0.756 14.656 | 0.571 | ***
SR AH|AT}R]3 (——-
) 0.810 - 0.656 | -
O] G A H|AT}A]
SR AH|AT}R]2 (——-
i 0.871 16.355 | 0.759 | ***
O] Z A H| AT}R]
g AH| AT (——~
i 0.812 15.524 | 0.659 | ***
O] ZAJH| AT}R]
IAREL (—-— DATE 0.943 - 0.889 | -
TAGES (——— T 0.793 19.517 | 0.629 | ***
IAGE) (——— TAUE 0.856 22.814 | 0.733 | ***
TAGE] (——— PAUE 0.760 17.990 | 0.577 | ***
2?= 37.999, df=32, p=0.215,
CMIN/DF=1.187 GFI=0.978,
=5 d A AGFI=0.962, CFI=0.997,
RMR=0.021 RMSEA= 0.024,
NFI=0.981, IF1=0.997
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Z4nde BT ¥, o3 2ol gg4e Prisan
4 o

~T)e} o] Vrepget. ZAmele] ek

F(AVE)E olgstaitt. 11 Ax /g Ak BE HeEs 0.7 o) 7

HATONd A=e g ol8e MAF #HFA 712 JHd AF%rt 0.7 o]4o]

A A gEAol Ak sfARieh. mekA d AERE g 7IEe=® Sk

< o AF =HAES SgHEIT Y B 5 qioh i gdS A5

f15to] Fornell?} Larcker(1981)7F A|AIRE WH-& o]&stlt. 7Md & &

9] AAEAS 2 AT 184 ] AdEAS ghol 0.5680]tt. ©ol& Al
4

0
otH 0.3220]t}, K= W4 AVE @ F 7P W& $2E Hole go]
A A %

1949 0.590ltt. olelgt ATt BE FuALel A

1

AT ATASE 0.5680]1, EEQ 2= 0.0390]7] wjEo ALMFAL AHast
H 0.6462F 0.499] AXE gro] Yebgtt, B oxt FAHFTto|A ojush At
H B
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4 7iE 2 A
SERREEER
R %) S B EE
ST g | wed | AeA 324 | vzt | olu
A o=
g [0.841
gy | 0.368 10795
A= 0217 0271 o772
A4 | -0.018 | 0.113 | 0.028 [0.790
T4 (0568 | 0405 |0.270 | 0.115 [10:861
BER
0.543 | 0.360 | 0.291 |0.171 |0.523 |0.831
2747
o]
| 0.338 | 0.303 | 0.215 |0.102 | 0.369 | 0.376 |0.818
Z
TAGE | 0.444 | 0.455 | 0.348 |0.238 | 0.446 | 0491 |0.414 [0.842
a4l =]
0.923 | 0.873 |0.855 |0.832 | 0.935 |0.870 |0.858 | 0.907
T (CR)
EERY,
=z 0707 |0.632 |0.59 |0.624 | 0.741 |0.690 |0.669 | 0.710
AVE
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A3 A M HA Ay

3.1. A%t Bygo] =44

(19 4-3] At Bgo] F347

0,260

) A=AHA7R

0.072, .0

A
; 0462

{0,067

0.186™

Okl

e |
(o
oln3

9jojo}

ZA= B ESESIE AZAI4, *p<0.05, **p<0.01, ***p<0.001
e e Aoz A2R JHle FHeR BAHS.
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3.2 714 A% 2w

[(# 4-8] 74 A4 2%

A% e
| yS| P
A2 (714) 2 CR p3h oo
F342 g4 olmAe F(+)9
1 _ ) 0.193 | 2.245 | 0.025* | ==
FF= "
42 B ofn|]of] A (+)9
2 _ ) 0.197 | 2.116 | 0.034* | A=
FF= "
A= B olmR]o] A (+)9]
Hi| 3 . } 0.104 | 1.536 | 0.125 | 717
FF= "
A2 B olm Ao A (+)9]
4 _ ) 0.095 | 1.161 | 0.246 | 717
FF= "
A4 B olmAof AF(+)9]
5 _ ] 0.249 | 2.529 | 0.011* | A=
FF= "
TR JmAHAY THA| I
1 0.250 | 5.176 | *** | =
()] dFE mXh
sy R L= Ll Eavd o 15| I
2 0.072 | 1.407 | 0.160 | 717
(+)2] FF& mxlH
A=A SmAH|AzERe] A
H2 3 e s 0.084 | 2.238 | 0.025* | A
(+)°o] JF& m.
FAELE o AH|ATE]of A
4 0.115 | 2.544 | 0.011* | A=
(+)9] FF= mHH
SHAL SmAH| TR A
5 0.179 | 3.285 | 0.001** | =He=
(+)2] FF& mZl.
e olmA= omAu|ATEA 4
H3 i} 0.067 | 1.814 | 0.070 | 7|z
Ao IF=
O|gAH|ATIX = 117 REEo
H4 _ i 0.462 | 6.663 | *** | Ay
A9 dF= o
B olmAls 1A whEe] A
H>5 _ ] 0.186 | 4.440 | *** | x4
()9 FF= 3T
I 2?= 594.442, */df=1.446, p=0.000,
A By e
GF1=0.899, CFI=0.972, AGFI=0.878,

_36_




RMR=0.046, RMSEA= 0.037,

NFI=0.914, IF1=0.972

S}
o.

*p<0.05, **p<0.01, ***p<0.001°A 4 SAHCRE {9

wooa- il N il il il NE il N " il N N N N
B = ~ I~y = = ~ = ~ ~ = ~ ~ ~ ~
* * * * — *
] j v o o N 2 0 5 N8 o K 4 x &
21|58z /8|8g|3|8 5 |35|35/8]¢2
= © = o = =
[ee) N <t O O (@] — O 0 N V) wn o <t
0 o on N N o N N — — N o (@) () o
A S S S | o | S S S | 39 S S | S| S| S| 3
o (@) (] o o (@] o o o o o o (@) o
I~
N O o (@)} o o O c~ (@) o0 O O O o o
— o o ) 0 o o — — <t (e} o o (e}
< = = S | = | S = S | S S S | S| S| 3|3
ﬂ (e} (@) o (e} o (@] (e} o o (e} (e} (e} (@) o
O T S o S E N < < S < < W < S 1 R - N I
! _ _ _ _ ™ ™ ™ ™ ™ o o o o
'~ '~ = = N N N N N N N N N N
~ ~ ~ HAS EAS | _ | | _ o ol A R I
™ ™ ™ ™ A L L L L L S ] ML ] A ] R
<] <] <] <] <] N N e N N K PR PR 7| K
= ™ m o m = =3 =3 = =3 T "HE TFr T OB
- 3 3 3 3 L o0 o o o0 o o MHlo Hlo H| o
oM L 1 R 11 O R R N £ | N N [ R I
~ ol o ol ol ol HO (i | HO (i W Ee B | EO
L) _ _ _ _ LN _ | | _ A I IS I I B
o N ¢ T ¢ AT ol I | ] | | | | NN N
S e e N e T L R I e
B &Aoo TIW ORI TIRNE R\ Mridle Mrimd Mri<d NriNe Nrige mide m|mW m| <
o Him HZ HEr Al Hidk B B3 B B mid T@ TR T W
o < Ya) — [\ o <t Ya) — N o <
O ~ [ee)
T T T

_37_



A AT A 1A G

SHA-—H>EEo A Y=
5 0.008 | 0.006 0.131 712}
AMB|AZER] -—) 7 BhE

4

= 594.442, z*/df=1.446, p=0.000, GFI=0.899,
* CFI=0.972, AGFI=0.878, RMR=0.046, RMSEA=
0.037, NFI=0.914, IFI=0.972

Ak 2 7

2

*5<0.05, **p<0.01, ***p<0.001914 EAHCZ GOt

[(E 4-8]2 [I™ 4-3]9] Ak 2ol dieh +20744 B 42 A3
ol AIh B2 HubHoR £f st ARAAES HoFdoh A4
ogY a’= 594442, 2°/df=1.446, p=0.000, GFI=0.899, CFI=0.972,
AGFI=0.878, RMR=0.046, RMSEA= 0.037, NFI=0.914, IFI=0.972& U}e}
.

7 HI: ojgAus 282 B ofnAof] A(he] d3d= ndn.
7Hd HI-1: 942 84 olnAel A+ = vt As kol
°

0.193, C.R.=2.2452 Jeht} == g)
[e]
X 2

~
T BA
0.104, C.R.=1.5362 e} 71Z4E At 4147:‘4011 , AlEAEE Y
ofm|z]o {oJgt FFS U|A|A] Y= Ao LT
7Hd Hl-4: AL He olmA|of] H(+)9] JFS UVHE}. Ag= ghol
0.095, CR.=1.1612 Yet} 7|7t qlet. HAZATe] m2d, S414L2 3
ofm|z]of FoJgt JFS U|A|A] Y= Ao e
7hd HI-5: 37842 3 olnAo] Ao IF2 mxich. A4 3ol
2> #HY

0.249, CR=2.5292 veht Aeisiglet. A4 AT H2m, T4
ofmlAle] folFt JFL AL Ho=



7Hd H2: SmAu| s 42 e Au|aria]e] F(+)9] JFS nHoh

7Hd H2-1: §3782 SaeAu|A7tx]e] A (+)9] Oﬂfﬁ—% :
0.250, C.R.=5.176=2 uEht Qe= ey, HAdTe] ot=d, F34
AH|A7R2]0 FoJRt PRFE w|Al= Ao e

714 H2-2: ¥hgAe B AH|AT A AF(+)2] T2 ulHrt,
Al gkel 0.072, CR.=1.407=2 Yeht 7145 ich. A8 dxe] i, vk
8L SrARIAZIA ] Fogt S AA] = AoE UEHT

7Hd H2-3: A2 SmAu|aztx]o] H(+)o] g2 mXith A
0.084, C.R.=2.238=2 ueh} Hei=qiry. HAATe]| o=, =4
AH|20] 7Rzl fogh FFS mAE AeRE eyt

7Hd H2-4: A2 o Au|A0] ZHA]o] B+ FFS Ulfﬂi}. A
#el 0.115, C.R.=2.5442 e} fei=| ey, HAdae] o=2d, A4
Ol AH|AZFR] o] FOJgt P n|A= Ao e

7Hd H2-50 3782 SmAH|AZER| o] A (+)9] P mFith Al 3kl
0.179, C.R.=3.285=2 et Ae=qry. HA AT o] 2d, 3442 9=
AH| AR FoJRt PRFS w|Al= Ao e

J

flo 4

o 4

M H3: W9 olmlAE o AHATH] H(H)9] GeFe mAh A% ghol
0.067, CR=18142 e} 71ztslglet. AR ATe] w2, ¥ ou2ls
olmAul2TAe] fold @Fe wAA ke Ao e

71 H4: oz AMu|A7iAE 17 whEof A (+)°] I
o] 0.462, C.R.=6.6632 L}efL} el ict, 7“4734011
7Hxe 1 HEEo| §oJ3 P njxE= Aoz yeRg

= i
rﬂ,

o -
il

2

o

>

74 H5: 39 oju|Al= 1A

o %
0.186, C.R.=4.440= ueht A==, 4 47:‘401] =, B omAE
A o] Fofjt Y vAE ALR UEH.



3.3. Wolm|x|e} olmAu|ATbx] o] wiA 2pgef et 7 17

2w T aat

= A% gk p &
- D— > NN 0.157** 0.004
B —————- > uAHE 0.076* 0.05
Ay —————- RS 0.061* 0.024
Sl —————- > uAHE 0.074** 0.007
T, 9 R — S ZAnrE 0.137** 0.004

*p<0.05, **p<0.01, ***p<0.001014 EAHLRE |Fol3t.

A5 o wiiESsel it /594
A, ZHE mfZj s ol et f-9
. b4 e ¥4 (Phantom variable)2 ©]-&3%t 7@ 7

=S|
Lt il

HAaate] folde Frhdor st of (1Y 4-47 e AR
]
o

oS

_40_



ogk
o5

ra

Jo || =o || =0

ogt || oft
(&%

=~

22999

o || Ho

ogt || ogh
on

HO@®
HHH
olo || clo || olo
L] =] —_—

[
ojo
R

@ G
Okl
o
o

_4’]_

=

=t
= 3

b AR
%]

[
=

=
=
(]
R
)

H®®®

(]
R
re
A

e



=

g

A Y H4=(Phantom variable)e ©]-83%F 7 ZHH o] fo)A

A1} [E 4-10]9] =™

ol oM
o

ol He

7Hd Hé: fmAulAs 42 eAHATIAE wiZfR Sto] A TSk
A(+)9] deke wxich.

7Hd H6-1: §942 uAu|27tx]gE w72 sto 17 grEof n]x]
+ AR pgh2 0.004 LERY Fo3t Aoz UEbdTh

7Hd H6-2: 9H-3442 Qe AH|A7tAE wiZ2 oto] 117 grEof H]X]
£ EaETe pat2 0.265 e} §-2l5tA] 942 Ao 2 e

7Hd H6-3: A2 SaAu|A7tx]E w2 ot 17 grEEof H]]
£ HdaTte] pate 0.05 Yeh feolet Ao= vepstt

7Hd Ho6-4: 4442 Qe Au|A7tx]E w72 sfof 17 gREEof n]z]
E & pat2 0.019 et §ojgt Aoz vepsitt

7Hd H6-5: 3342 mARIATIAE vi/l2 ot 1 REEL
£ P adte] pakd 0.022 YerY folgt Aoz yrEry

Fl

=)
1

7Vd H7: Y=mAvs F22 34 omAE w72 sto] 1A grfkof A
(+)9] FFL mHch,

7 H7-1: £342 34 onAE m7i2 sto] 17 wrEke] u|A]
daate] pak2 0.083 Yeht §2J5

7Hd H7-2: §EgA2 #He olmAE ﬂH7H§ 0}04 SR “}55011 a2 =
2 Ee] pEt2 0.035 et fogt Aoz Ut

7?** H7-3: Al=4d2 B4 on|AE mj7f2 sto] 17 ghEie] u|x]=

Aae] pgh2 0.141 Vet §oot2] ¢f2 A& e

7}” H7-4: 4142 #He oln|A1E mji7f2 sto] 17 ghEie] wx]=

AT pRE2 0.263 UEhY fook] 92 Aoz Usith

7Hd H7-5: 3382 B4 ovAE WiAE ot 17 ghEe) w|x]=

AT pake 0.017 et §old Aow vepiet

rr

E
gz
O
E
O
f
<
oo
5T
4t

il

[x

_42_



H

[e}

I 4-10] 7

Beloln] 7)o} o] Au|ATbAS
pate 0.180 YeRt folstx]

olu]z| e} OB A H|ATIXE
p#Z 0.146 YeRt f-olatA]

Hololn| 7|9} o7 u| A7 S
pae 0.238 e} folshA|

Hgoln|R|eh @AM AR E
pate 0.343 YEhY folsHA]

B eloju] g} o] Au|A7}AS
@ 0.131 Ueht §ejsi7]

Yol 2|9} o|ZAH| AT E wjfste] 1A

whhete] 17 g

@ Aem e

ojAfste] 1A wk=

Ao ekt

[} Xe)
B

njAste] 17y ghE
o AoR e

B=CHD)

SE 7t

A -——> R A H| AT}R]-—~) 1]

0.038 | 0.004**

= (al-——>¢)
R B e S

0.032 0.265

(@)

= (a2--—)¢)
=== B A H|ATFR]——-)> 11 Y

rE a7 r_‘j-L i r_‘,j, Jo

0.024 | 0.05*

= (a3--->0)
A——=> ) B A H| AT} -—-> 11 7Y
= (ad——->¢)

AN I SN ool I oft

rE oy

0.026 | 0.019*

_43_



S EERE S E ek .
5o 5y 0.083 | 0.036 | 0.022
iH (a5--—)c
G@A-—gdolnA-— 1A
e ° 0.036 | 0.022 | 0.083
Z (b1--->d)
WA -y olu -1 &
) | T ° - 0.037 | 0.021 | 0.035*
Z (b2--->d)
H| | A=A gelaA-—yaA o
3 ° ° 0.019 | 0.016 | 0.141
7 Z (b3--->d)
- hela A4
4 0.018 | 0.018 | 0.263
Z (b4--->d)
T FLelA- 1A o .
500 5 0.046 | 0.022 | 0.017
F@A-——> iAol -~ S|z AT
1 | 274 -——> A ohE (b1 | 0.006 | 0.005 | 0.180
———de===>0)
D S LU EERE
2 | 27 --->1 A o= (b2 | 0.006 | 0.005 | 0.146
———>e———>¢)
B EEEESE RERE D EERE
. 3 | ATk -—-> A = (b3 | 0.003 | 0.003 | 0.238
———e===>0)
S~ hola A - S| AT
4 | 27 R -—->A ohE (b4 | 0.003 | 0.004 | 0.343
———>e——=>¢)
S L E N RS CERE
5 | 27k --—> A = (b5 | 0.008 | 0.006 | 0.131
———>e———>¢)
a?= 594.442, 2*/df=1.446, p=0.000, GFI=0.899,
Aot Yy APge CFI=0.972, AGFI=0.878, RMR=0.046, RMSEA= 0.037,
NFI=0.914, IFI=0.972

*p<0.05, **p<0.01, ***p<0.00104 TAHLRE |Fol3t.

_44_



.
™

A5

SiA A

[¢)

R

[¢

o] omA|7}t Eopxl

olu] A2} o] g AH] A7)
3

o 2=

. B3] Z]ehe] u]
=

&

He
ro
I =

T

)

Yolu|x| ¢} g AH|ATIAE 5

o177}

s o]

O

1

1—

ol
51

<)

Il

o

ohgt, oz

]_

iu )
i

O] = A H]

1

o2 yetyth I=2

A AHAE Al

]

A =
7

A

<

@4 4w

a

A

]

%

A FHem oRT|HA dRABIAE O

ol & 5 v I8y AF

RS
A Nz

2]

o)
oR

Ko

AL
;OO

=
=

17F 2 gk

2

olm]x], olgAJH|A7}

AL
__OO

Toa

1l

St

XA}

ol

_45_



v A ze Fdoln|A7t mAuaziAle] uAs dF2 FoIsHl A%
i

)

i
R
N
i)
O

HAze SeArls 32 4T 84 F 734, A4, 44

g AH|AZIAE wiZlE Sto] 17 mEEo] JFE wAH, ¥4,
o
=

o
o

o rle

>
AL HHon|AE wiZ|&E sto] 1A ghEe] g2 mXth 12y o=
Au|AFEo] Boln|x]e}t g AR|AZIRE A wWiZfE sto] 117 whEo
H2= FFE ASHA Uk

2 A9 FHA R AuEd, HEHY SJueAHAE AlFshe omr|d
5 1A FACE A" a4F A& F4& VNS Weolu|A] it
a4 ZZpskE AH|20] ZEAE A g siof & Ha AlAFS] T

St AAPE S 24 Luutiendung 5 (2016), Nguyenlehongvan 5(2020),

Nguyenhuuthang 5 (2018), NguyenTienThanh (2020)2] dLo|A= o]lm A
HARA o] £2&45 IAWEZL = Fopttal oA, Tangthiluu(2011)<]
Aol M= Bl 7F ARt FF TAZE Uil st o, Holn]
A7F SmAu|AgAT UAEE Afolof wizfgyte] o] tisfA= obA
FEeF Hol o]FofZ|x] ISkt oo & ATl Holn| A7t v/ et
E HSTo=N APATe o] gk AZ1eE AFstaith

T3t Lenguyendoankhoi(2016), Dothithanhtram(2017)2] Atof|A= AlH]
2747 TGRS 2AA ke Aoty stdoly MuAZAn 17
B Ajolo] AB|AZIAZ} 2 afasel dait o WEEA eskh
o 2 QROHL AU el A fETE AEgoRM HPdTol

ac)

ST R — sﬂfmvﬂvﬂwz @2 A

ole] zt= wiAaIE HISRCER, 1A w=Eg 245 f B ol



AL
__OO

s

SHA]

Al

o8

the ol
2 gl So] ol

ok
5

FoA)

7]

%S

o
L

ot A

o)

=
o

ol
BJ

1o
)

GRS

= ° HHer s

=
=

27k glon B wEE @7

= T
= =2

Pokn, 1 AnE s 2

At MEES] A HAE Qe Asle] AW WA

T WAz

A HEE

5

oF
%

ol
%

<F
w_a

*_o_

_47_



7
ald

2955-2984.

FAAAA AT, 22(6),
. (2009). SJmAE|A FHQRlo] AH|A Zhx]et 1A

T
)
"I

o

A9

o

o

f—

=
q__mo
go
|
i~

519-539.
Z:]I}E_)]Zl\‘ (2012) /\1]:]]_/: 'jﬁi—;‘i:'_], /\']H]_/i 7]—?]’

=3} Ajolg Qo] 2 A ojmAu|LoA AuH|A A9

29(2), 105-125.

AEls FA O] whet Aus F4,

EEESE

. (2010).

P
4%

. (2013). o]=AJH]|

ARls

3|2y, 26(9),

1-25.

Tor

L
ol

sl
A

__o_l

HpAFELS)

%
AL (2001). “QBAH| AT} Q] o7 AH| AT 0] %]

<|

2l (2008). “AjH]

ol AYe| ARt A2

kel
T

Hol (2012). “om7]d AEA W&

Tor

i
q__mo
go

)
'~

o
,_.__.oro

_48_



AALeE Q=8
ghfAt. (2002). HAY QAT QIAISHE SR A A TSR, AH[A
7F, B Aolg AR QIMEARA. T FEE A,
7(4), 123-151.
£2%. (2015). “=8ZAo] "QATFH SPSS/AMOS EARAH 2147] A
STHAL
A3, o]zt (2010). °lBAlH
A 7he] Q1A T7re a5t 2]y, 16(4), 497-506.
oAy, H2d, o]dF. (2007). HY W FAAE AuH|AZE HHY o]u|A]

‘3-! IATZ| ujxe 95F A7 ‘giIFHY FAoR’ TAuHAAY

>
n{t\

A, Al AR, DARE U A%

S5, SR, AL, (019 BHe] SZAHA Bl SRAHIAAA
DARZES] mAE GFo] B AFAT.  HIBADL,
32(6), 2491-2511.

2TE, WY, (2010). JRAUAEDo] Aul2ste TAWSS] 0=
Gl T AL TFGIKAY,, 18, 37-59.

SEDL, ASY 009). B FFEC] W2 emAux FAn ¥ o
ol TAMZ] AT, T3 BHH PR nAE 9F. M
Y7 Aa, 14(4), 25-51.

ol87] , U8, AT, DEF. (1999). AMAEA | FmolnlA] 1w
al k°3

]! }_oﬂ U];'(]J: Oﬂolz r

1

_I

=]
=

o,
of
o
re,
-
=

oo
S

243, YA, (2004). Bl 7S e T Hupitge] 1Ay
= Mg, ToAuEA95+35])2];, 6(2), 91.

423l (2011). "HY omAH|A FHo] uATE 9 OHEJEOH ) 2]=
gl AL, SFism B

el T el di P, At e
Hp Ao}

_49_



A4, (2014, ‘st L% Arls ED] B A7 1 S WE ANE
1

FHoR" st thetel AALekele

2. =229

Andreassen, T. W. & B. L. Lindestad. (1998). The Effect of
Corporate  Image in the Formation of Customer Loyalty,
Journal of Service Research, 1(1), 82-92.

Burmann, C., Schaefer, K., & Maloney, P. (2008). Industry image:
Its impact on the brand image of potential employees,
Journal of Brand Management, 16(3), 159-176.

Bearden, W. O., & J. E. Tel. (1983). Selected Determinants of
Consumer  Satisfaction and Complaint Reports, Journal of
Marketing Research, 20(February), 21-28.

Cronin, ].J., Bradq, MK, & Hult, GT.M. (2000). Asesing the
efects of quality, value, and customer satisfaction on
consumer behavioral intentions in service environments, Journal
of Retailng, 76(2), 193-218.

Cronin Jr., J. & Taylor. S. A. (1992). Measuring service quality: A
Rexamination and extension, Journal of Marketing. 56(3),
56-68.

Cronin Jr., J. & Taylor. S. A.(1994). SERVPERF Versus SERVQUAL:
Reconcilng peformance—based and perceptions minus
expectations measurement of service quality, Journal of
Marketing, 58(1), 125-131.

Doney P., Canon J. (1997). An examination of the nature of trust in
buyer—seler relationships, Journal of Marketing, 61(2),

35-51.
Fornell, C., & Larcker, D, F(1981). Evaluating structural equation

models with unobservable variables and measurement error.

_50_



Journal of Marketing Research, 18(February), 39-50.

Gronros, Christian.  (1984). A Service Quality Model and Its
Marketing ~ Implication,  European  Journal  of  Marketing,
18(4), 36-44.

Goding, S.K. (1995). Quality, sacrifice and value in hospital choice,
Journal of Health Care Marketing, 15(4), 24-3.

Gronros, E., Jonnson, M. S. (1999). The Different Roles of
Satisfaction, Trust, and Commitment in Customer
Relationship, Journal of marketing.

Hair Jr, J. F., Anderson, R. E., Tatham, R. L., & Black, W.
C. (1998). Multivariate Data Analysis, 5th ed., Prentice-Hall
International.

Hoyer, W.D., & Maclnnis, D.J. (2001), Consumer Behaviour. 2nd ed.,
Boston: Houghton Mifflin Company.

Lytle, R.S. & Mokva, M.P. (1992). Evaluating Health Care Quality:
the Moderating Role of Outcomes, Journal of Health Care
Marketing, 12(1), 4-14.

Luutiendung.  (2016).  Relationship ~ between  service quality —and
satisfaction of citizens for health examination and treatment
services: A case study in Ho Chi Minh city. Journal of
Science of Lac Hong University Vol. 5 (2016), 47-52.

NguyenHuuThang. (2018). “Patient satisfaction with the hospital
quality in Vietnam”. Journal of Public Health, Issue 45 June

2018. Master's thesis

Nguyenlehongvan. ~ (2020).  “Current  satisfaction  for  medical
examination services of Thanh Hoa centers for disease
control and prevention”. Master's thesis

NguyenTienThanh.  (2020). “Satisfaction of patients and family
members during medical examination and treatment at Hanoi

public hospital”. VietNam Journal of Corporate

_5’]_



Finance. Master's thesis
OECD/WHO (2020). Health at a Glance: Asia/Pacific 2020:

Measuring Progress Towards Universal Health Coverage, OECD.

Oliver R. (1980). A cognitive model of the antecedents and
consequences of satisfaction decisions, Journal of
Marketing Research, 17(Nov.), 460-469.

Oliver, R.L. (1999). Whence Consumer Loyalty, Journal of
Marketing, 63, 33-44,

Parasuraman, A., Zeithaml, V.A. & Bery, L. L. (1985). A Conceptual
Model of Service Quality and Its Implications for Future
Research, Journal of Marketing, 49(4), 41-50.

Parasuraman, A., Zeithaml, V.A. & Bery, L. L. (1988). SERVQUAL:
A Multiple Item Scale for Measuring Consumer Perceptions of
Service Quality, Journal of Retailng, 64(1), 12-40.

Phanthithuyduong.  (2016).  “factors affecting the satisfaction of

medical examiners in Gia Lai’. Master's thesis
Roberts, Peter W. & Dowling, Grahame R. (2002). Corporate

Reputation and  Sustained  Superior  Financial =~ Performance,
Strategic Management Journal, 23, 107-1093.

Rust, R., & Richard L. Oliver. (1994). Service Quality: Insights and
manageria limplications from the frontier, In Service Quality:
NewDirections in Theory and Practice, edited by R. Rust and
R. Oliver, 1-20. Thousands Oaks, CA ; Sage Publications,
Inc.

Smith, D. C, Andrew, J., and Blevins, T. R. (1992). The role of
competitive analysis in implementing a market orientation, Journal
of Services Marketing. 6(1), 23-36.

Smith, J.B. (1998). Buyer—seller relationships: Similarity,
relationship ~ management, and  quality, Psychology ~ and

Marketing, 15(1), 3-21.

_52_



Traynor, K. (1983). Acount advertising: Perceptions, atitudes and
behaviors, Journal of Advanced Research, 23(6), 35-40.

Tran Thi Mai Oanh, Nguyen Khanh Phuong & Khuong Anh Tuan
(2021).  Substantiality = and  Resilience in  the  Vietnamese
Health System.

Tangthiluu. (2011). “Research of patient satisfaction for DaNang General
Hospital”. Master's thesis
Wu, P.C-S., Yeh, G.Y-Y. & Hsiao, C-R. (2011). The effect of

store  image and service quality on brand image and
purchase intention for private label brands, Australasian
Marketing Journal, 19, 30— 39.

Wodruf, R.B. (1997). Customer Value ; The Next Source for
Competitive ~ Advantage, Journal of Academy of Marketing
Science, 25, 139-15.

World Health Organization. Global Health Expenditure Database
(GHED). Retrieved from https://apps.who.int/nha/database.

Zeithaml, V.A. (1988). Consumer Perceptions of price, quality and
value; A  means—end model and synthesis of evidence, ]

ournal of Marketing, 52(July), 2-22.

_53_



HEY B mir|s FHo] 12 jiZe] n2= g

—olgAEls 7H) 2 e oA o] M Ee FHoE-

ehg st U7

Ao @A HMEY W RANA Edo] WATE Gl et A
EAHATEA 9 e olulAe] HAGEE FHOR) B AX =R FAY
AUt MER @4 AL Fdo] TARZC] nAL GFE o}
sh7] gl8l ABEAE AN s ARF gt Uz §AH o
T BAogy AGRUL AP AT ARE =B A7 AL T
g 2 mgol F AYUh AT A WlFAA APOoE AT

N
(@)
N
—
)
B |
o mie

ehddistal drtdishel gt Aulae el
ATl K Al

)
l.n
=]
+r
>
2
fol

_54_



gt o™ sgE= 3ol (V)3

)
o
Mo
ne
rlI
)
Am
o
=
r <]
¢

@ 97 @ A%

1-2. #ste] AL ogA HAHY7?
D204 B9t @ 20~294] @ 30~39A]
@ 40~494] ® 50~59A41 ® 60A] °]At
1-3. Aste] M= P

® 99 @ 9 O WAL @ Ze
1-4. 75t HARE F71E FAYUA?

OQuEH @ Z¢ FH @ HmoAte] WA @A AgH| ©®7]E
1-5. Fste] 2HLe?

O %5 o9 © Y O AGYE @ st OFH ©7]E

1-6. AsH7I HYE o]85HAl Sl4=?

O A @ 29~59 @ 58~ 1091 @ 109 ol o7&

_55_



2. theo=

gatel B s&UL 2 £y

Aot olge WA

FH(2YHTA, A4,

)= )l

l_moﬁ..

FA7) B,

Aokt Ashe 2ol (V) BAISk]

e
a4 | ujs-
A= E%
a2 2] - g | ¥
2] o
et | T
[ o] Beel= #0414 ®
oo o o6
sht,
2. o] HAE A9 Bge
o | A ARl N R e
3. o] HYdE= H=w 7tEl=
B9 QelR(EA, AR, o
2qn g e maga | O 29|
27} HlE] e
1ol HYlE o5e A
Ol o | o6
Ql olmg] Z3olA itk
5. 0l BYoE ojadlo] F
’ “lolo| o | e
2t
3.020= Fot o]&qt el ghgAol tiste] AR-S sHAsULH 24 &3
Hy J5l7F Aok 2o (V) EA|SE] FA]7] vyt
T ERET
1= E%—
£ 2 g | g
) o}
=] MBS oF o =) o}
6.o] W ojud 2 AUL
27 EFoly BA WA Al O @ ® @ | ®
A%aH A 2o,

_56_



7.0 HYS HArtr|AZR
i @ ©) ® @ | G
&édﬂ
8.0 HY <=zl I Y
2zl @HARYFS F ol | O @ ® @ | G
.
9.0] ¥l o5zl 9 Y
Azigolrd Am AHE 2 4| O @ ® @ | G
&t
4ol Ast o] &3t B A thote] AES sy 24 &%
HE 57t A5k 3ol (V) EAISE] FA]7] v
af}-§- S EREE
I BE
£ 2 g |3
2] o|ch
oret oot o | o
10. o] o] AlFd JmAfH]
AFA |28 T2 $ ok ® ® © ®1 0
11. I gYeAe] g 7&ee
@ @ ® @
v A=ge FUo ©
12. o] HY ok&H AMuA ALY
_— @ @ ® @ | G
13. o] HYe AHSHEH 2HE o > ® ® | ®
O|FAMH|AE o]ygict
5. ohZoll= st o]-&et e A ot EE2 sHllsUH 74 &

_57_



-5
19 | e
_‘j_FH E_%
Ea= 7] 2 | 1%
X] oF O]E]» q E]»
or o
A4 |14 0 ¥4 ojBd 3 A2
A greet, ©l @] 0o 00
15. o] 4 =2 &2 A4
B} ABHS 2T ot |l @06 |00
16. of 39 ozd o gL
QA5 oo] war Ol 0 |®|06
6. thaoll= Fst ol-&7t Hee F@A N distd AES sHSUH 4 2
PR Askrt GAlste ol (V) FAste] FA7] vigych
u] o
- S 2 e
A= E%
Ca 2] g | 1%
A oF ol
o} ey ct }
o
17. o] ¥ 1A @3 @ Eut
of gt Ao FFH H=tE | @ | @ o | @ | 6
&
2744 |18 o 39 3] dig BAS
544 e il > ololele
19. o] B 1A A G
© |l @] | ®|06
<= Hesie
20. o] Y zd 9 A9 &
24 S olsfsta wiHs] = | @ ) o | o 6
.
21. o] ¥l At Y= A
ol o e @6
o thet AekstA] olshgch

_58_




7. Theoll Ist olg e W olulAe] st AES sAU 7 £
Pz Ast QA Eol (V) EAste] F47] vl

ofj-%
a4 | oh$-
A= E%
A= A] g | g
Z] olt}
o1 & =
oIt
W 9l o] [22. o B9 W@e ATAS
e ¢ ol | o |o| 6

8. theolls st o83 W] GRMHAAR thotel RS S5
of 72 BedE AsPt QAsks 3 (V) EAste] A7) e,

f-%-
I I | mR
i HE
ks Aoy | 78
A] o
o oo
o9z A e
| 25, U7k ol-g3t HYe AH|A
H| A 7
L 2835 =0 vl A7 9| @ @ ® @ ©
A irt.

26. °] el MgzHle tE 1
ol Haf -5}t

2. JE RAT ATTE FL
gz AN LE AT Tsie,

_59_



9. thgoli 13t olge WHe] PEES ool LES AR, 2
FHEE Astrt dAlst= el (V) FEA|SE] FA7] vigy o
T} o
S A= us 1 | ujg
ag 8 SHEE
2 olct
O 9 | o
o BRI GmA@ g AR | T -
a
EEE | o mzan,
29, o] WA ATEE IR
ol o| oo
Ao o) ST ”
30, o Wl Wd ARaA]
B, S T M e
oA AdaREed. | 0 | © | 0 | ® | 6

_60_




Xin chao quy vi!

Toéi tén 1a NGUYEN VAN TUYEN sinh vién khoa Quan Tri Kinh
Doanh cua Truong Dai Hoc HANSUNG UNIVERSITY. Toi hien dang
la tac gia cua de tai luan vin thac sy " NGHIEN CUU SU HAI
LONG CUA KHACH HANG DOI VOI CHAT LUCNG DICH VU Y
TE CUA BENH VIEN VIET NAM (TRONG TAM NGHIEN CUU VAI
TRO KET NOI TRUNG GIAN CUA CAC YEU TO GIA TR] DICH
VU, DANH TIENG (HINH ANH) CUA BENH VIEN " . R4t mong
Quy vi danh chut it thoi gian dé dién vao ban khao sat nay. Nhiing
thong tin ma Quy vi cung cdp s& dugc bao mat va chi dung v6i muc
dich nghién cttu hoc tap. Thong tin Quy vi cung cép s& giup ich cho
toi trong viec dat dugc muc tiéu nghién cttu cia luan vin. Xin chan

thanh cam on!

1. Quy vi hay tich(v) vao 6 phu hgp.

1-1. Gi6i tinh.

@® Nam @ N

1-2. Do tudi.

@ dusi 20 @ t 20~29 ® tr 30~39

@ ti 40~49 @ t 50~59 ® tit 60 trg lén

1-3. loai hinh dieu tri da ting ti€p nhan.

@® nhap vien @ ditu trj ngoai tri @ thim kham thé chit ®
triong hgp khac

1-4. Iy do chon bénh vién dé thim kham.

@ giao thong thuan tien @ c6 ngusi gisi thieu @ co bac sy gioi @chi
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phi dieu tri thap @ truong hgp khac

1-5. nghe nghiép.

® nodng, ngu nghiép @ nhan vién cong ty @ kinh doanh @ hoc sinh
® noi tr¢ ® truong hgp khac

1-6. s6 lan ting thim kham hodc dieu trj tai bénh vién.

@ lan dau @ 2~5Tan @ 5~10 lan @ trén 10 lan  Gtrusng hop
khac

1-7. loai hinh bénh vién quy vi ting thim kham, dieu tri.

@ tram y t&€ @ beénh vien da khoa ® beénh vién cdp thanh phs @
triong hgp khac

2. Sau day la cau hoi ve phuong tién hitu hinh (mdi tritdng, co sé ha

tang va trang thiét bi ditu trj) tai bénh vien Quy vi titng thim kham,

dieu tri. Quy vi hay tich(v) vao 6 phu hgp v6i ¥ kién ban than.

rat
kho | khon
binh rét
phidng . ng g don
) Cau hoi thuo don
tien hftu do | don gy
n .
hinh ng g y & &Y
(moi ¥
N 1. Bénh vién c¢6 noi trong, gitt
tru’dng, @ @ @ @ @
6 s§ ha LX€ thuan tién.
"1 2. Co s¢ ha tang va moi
tang va )
triiong ctia bénh vien ludn| @ ©) ® @ ®
trang

d ugc giit sach sg, thoang mat.

thi€t bi 3 Thai gian cho ditu tri Quy
ditu |y 6 the xem TiVi hogc bdo

tri) chi va cac thong tin lién quan

to1 y té.

4. Bénh vién c6 day du trang| @ @ ® @ ©
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thiét bi vd may moc hien dai

dé thyc hien qua trinh dieu

tri, tham kham cho quy vi.

5. Bénh vién co day du doi

ngil nhan lgc( y bac sy , nhan| @ @)

viéen) thim kham va dieu tri.

3. Sau day la cau hoi vé Mtic do dap ting

tai bénh vién Quy vi

titng tham kham, dieu tri. Quy vi hdy tich(v') vao 6 phu hgp véi ¥

kién ban than.

A

da
n

AEF

Miic

rat
khon | khon | binh rat
_ ) don i
Cau hoi g don | thus | don
“ , gy ,
dong | gy ng gy
v
6. Doi ngli can bo, nhan vién
y t& cua bénh viéen ludn
nhanh chéng giai quyét moi| @ ©) ® @ ®
khi€u nai, vuéng mic cua
ngudi bénh.,
7. Quy vi khong mit thoi
gian chs dgi lau dé dugec| O @ ® @ ®
dieu tri, xét nghiém.
8. Doi ngli can bo, nhan vién
t€ cua bénh vién luon lin
! ) niel s o | e | @ | 6
nghe nhiing nhu cau cuia
ngudi bénh.,
9. Cac can bo, nhan vién y
té cta bénh vién ludn thong o ® o @ ®
bao tinh hinh cho bénh nhan
trong qua trinh ditu tri.

4, Sau day la cau hoi ve Mtic d6 tin

cay khi thim kham va dieu tri

tai bénh vien Quy vi ting thidm kham, dieu tri. Quy vi hay tich(+v")
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vao 0 phu hgp v6i ¥ ki€én ban than.

rat
kho
khon binh | dbo | rat
. nd
Cau hoi g thus | ng | don
ong
don ng v |l gy
) ¥
gy

10. Quy vi tin tuéng vao
Mic | cac dich vu y t€ do bénh| @ @ ® @ ®

s vién nay cung cap.

] 11. k¥ niang dieu tri tai
tin

bénh vién tao cam giac tin| O @ ® @ ®
cay

cay cho quy vi
12. Bénh vién nay cung cép

cac dich vu nhu da hta véi| @ @ ©) @ ®

quy vi
13. Bénh viéen nay thuc

hien dung cac dich vy y t& | @ @ ® @ ©,
ngay tit dau.

5. Sau day la cau hoi vé Ning hc phuc vy tai bénh vien Quy vi tiing

tham kham, dieu tri. Qay vi hdy tich(+v') vao 6 phu hgp v6i ¥ kién

ban than.
rat
kho
khon binh | db | rat
o _ nd
Nang Cau hoi g |. thuon | ng | don
on
ligc don ’g g v |8y
y
phuc gy
vu 14. Doi ngii can bo, nhan
vien y t€ cua bénh vien| @ @ ® @ ®
d ang tin cay.
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15. Doi ngli nhan vién y t&
cia bénh vién nay la nhiing
ngusi co  ki€n thic va
chuyén mon cao.

16. Doi ngi can bo va nhan
vién y t&€ tai bénh viéen nay | @ @) ® @ ®

rdt than thién va lich sy.

6. Sau day la cau hoi ve Mtic 36 dong cam tai benh vien Quy vi
titng tham kham, dieu tri. Quy vi hdy tich(V) vao & phu hgp véi ¥

kién ban than.

rat
khon | khon | binh | dbo | rat
Cau hoi g don | thus | ng | don

don| gy | ng | ¥ | gV

17. Doi ngli can bo va nhan
vien y t€ ludon tich cyc va
dong cam do6i v6i nhu cau| @ @ ® @ ®

va khi€u nai cua khach hang

© ‘Z
=

o

vGi bénh vién.
18. bénh vién nay luon biét

cach quan tam, chim soc| @ @ ® @ ®

Quy vi.
19. Gio hoat dong cua bénh

vien rat thuan tién cho bénh| @ @ ® ®@ ©)

nhan, khach hang.
20. Can bo, nhan vién y té&

cia bénh vién luon hiéu va| @ ©) ® ©) ®

can nhic trong lap truong |,

[aTN
o4

|

&
=
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quan diém cia bénh nhan .
21. Bénh vién nay hiéu chinh

x4ac nhitng gi bénh nhan| @ @ ® | ® ©)

mong mudn.

7. Sau day la cau hoi ve Danh ti€ng (hinh anh bénh vién) tai bénh

vien Quy vi ting thim kham, dieu tri. Quy vi hay tich(v') vao 6 phu
hgp v6i ¥ kién ban than.

rat
kho
kho binh | dbo | rat
_ ndo
Cau hoi ng thus | ng | don
ng
don | ng v |l gy
, y
gy
Danh 22. Bénh vién quy vi thim
kham , dieu tri la bénh| @ @ ©) @ ©)

vién ndi tiéng.
(hinh 23. Ngusi dan xung quanh

bénh vien  deu noi ring
chat lugng dich vy y t& rat

tot.
24, Quy vi da dén beénh

vien nay thim kham, dieu
tri sau khi nghe dugc danh| @ ©) ® @ ®

ti€ng, hinh anh t6t cia bénh

vién.

8. Sau day la cau hoei ve GIA TR] DICH VU tai bénh vien Quy vi
tiing thdm kham, dieu tri. Quy vi hay tich(v') vao 6 phu hgp véi ¥

kién ban than.
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rat

khon | khon | binh . rét
n
Cau hoi g don | thuon O, don
" , gy ,
don | g ¥ g gy
GIA gy
TRI 25. Cac dich vy bénh vien Quy
DIC vi da st dung xting dang v6i| @ @ ® @ ®
g s6 tien da tri tra.
ﬁ 26. Quy vi thdy chi phi dieu

tri tai beénh viéen nay hgp Iy so| O© @ ® @ ®
v6i cac benh vién khac.

27. Quy vi cam thdy chat lugng
dich vy y t&€ cta bénh vien| @ @ ©) @ ®
xting dang v6i thoi gian bo ra.

9. Sau day la cau hoi ve Mic do hai long tai bénh vien Quy vi ting

tham kham, dieu tri. Quay vi hdy tich(v) vao 6 phu hgp v6i ¥ kién

ban than.
rat
kho
kho binh | db | rat
. ndo
Cau hoi ng thus | ng | ddn
ng
don| ng v | gy
) Yy
gy
28. Quy vi hai long ve doi
Mic g & )
ngll y t€ va nhan vien ¢| O @ ® ®@ | ©
d o .
.| bénh vién nay.
h aif)g Quy vi hai long v6i cac
long dich vy y t€ ma bénh vien| © @ ® @ ®

nay cung cap.

30. Quy vi hai long v6i két
qua chin doan va dieu trji| @ ©) ©) @ ©)
cia bénh vién nay.

31. Quy vi hai long véi sy| O @ ©) © ®
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lga chon bénh vien nay dé

dieu tri, thim kham.

—-Xin chan thanh cam on sy dong gop ¥ kién cua quy vi-
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ABSTRACT

A Study on the Effect of Vietnamese Hospital Medical Service
Quality on Customer Satisfaction

—Focusing on the mediating role of medical service value and
hospital image-

NGUYEN VAN TUYEN

Major in Service Operations
Management

Dept. of Business Administration
The Graduate School

Hansung University

Healthcare and medical services are very important fields that affect
the quality of human resources in all countries. Although the quality of
medical examination and treatment services in Vietnam is becoming more
diverse and richer, it has yet to really meet people's needs. Measuring the
correlation between the quality of medical services and national
satisfaction (customers) has important implications in theory and practice.
Previous studies analyzed the relationship between medical service quality,
hospital image and medical service value, and the relationship between
medical service value and hospital image and customer satisfaction.
However, in the relationship between medical service quality and
customer satisfaction, the hospital image and medical service value The
possible mediating effect has not yet been studied. Therefore, this study
analyzed the relationship between medical service quality and customer
satisfaction by using the hospital image and medical service value as
parameters.

In this study, tangibility, responsiveness, reliability, certainty, and
empathy, which are components of medical service quality suggested in

previous studies, were utilized. In this study, a questionnaire was
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conducted targeting customers who used hospitals and medical institutions
in northern Vietnam, and the responses to the questionnaires were filled
in by the respondent using a self—filling questionnaire method. A total of
330 questionnaires were distributed and 330 copies were collected. Of
these, 324 copies were analyzed except for 6 copies that showed insincere
responses. The analysis results of this study are as follows.

First, among the components of medical service quality, tangibility,
responsiveness, and empathy have a significant positive (+) effect on the
hospital image. However, the effect of reliability and certainty on hospital
image has not been verified.

Second, tangibility, reliability, certainty, and empathy, which are
components of medical service quality, have a significant positive (+)
effect on medical service value. On the other hand, the relationship
between responsiveness and medical service value was not significantly
revealed.

Third, hospital image has a significant positive (+) effect on customer
satisfaction. Accordingly, it can be seen that the formation of a hospital
image is important to achieve customer satisfaction.

Fourth, the value of medical services has a significant positive (+)
effect on customer satisfaction. Therefore, in order to improve customer
satisfaction, it can be seen that it is important to allow customers to feel
the value of medical services, i.e., a large benefit compared to the cost
they spend.

Fifth, hospital image has a mediating effect between medical service
quality and customer satisfaction. This suggests that it is important to
form a hospital image based on the improvement of medical service
quality in order to achieve customer satisfaction.

Sixth, medical service value has a mediating effect between medical
service quality and customer satisfaction. Therefore, it suggests that the
formation of medical service value through improvement of medical
service quality is important to achieve customer satisfaction.

[Key words] Vietnam medical service quality, hospital image, medical

service value, customer satisfaction
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