Journal of Korean Society of Dental Hygiene

2014 October 14(5) : 765-73
http://dx.doi.org/10.13065/jksdh.2014.14.05.765

kol o2 A
St Ao et A

[T

| d=atE 3t
|

914N T - S

Hj A & ot

-

il

o Jpx| 2k

A

A

Pl A

jol
el
40

jol

gnl3

Relationship between satisfaction of dental service,
value quality, and reuse intention

Ji—Hyun Jeon * Hee—Hong Min' - Young—Suk Kim”

Graduate school of public health at Chungnam National University + 'Department of Dental Hygiene, Daejeon Health Science

College + “Department of Dental Hygiene, Youngdong University

Received : 29 July, 2014
Revised : 1 October, 2014
Accepted : 7 October, 2014

Corresponding Author

Hee—Hong Min

Department of Dental Hygiene,
Daejeon Health Sciences College
77-3 Gayang 2—Dong

Dong—gu, Daejeon 311—714, Korea,

Tel : +82—42—670—-9194
Fax : +82—42—670—9586
E—mail : hhmin@hit,ac_kr

ABSTRACT

Objectives : The objective of study is to investigate the relationship between the satisfaction
of dental service, value quality, and reuse intention among dental implant patients,
Methods : A self-reported questionnaire was filled out by 316 dental implant patients in 4
dental clinics in Daejeon from December, 2013 to March, 2014,

Results : The average of dental service satisfaction was 4.14(SD=.562). The average of value
satisfaction was 3.88(SD=,048), and that of reuse intention was 3.98(SD=.662). The tangibility
was defined as the influence of the quality of medical service on the value satisfaction(t=4.042,
p€0.001) and the confidence(t=2.997, p<0.01). The influence of the service value on the intention
to reuse was 0,486(t=10,796, p(.001) of path coefficient.

Conclusions : The quality of medical service is decided by the value satisfaction and the
intention to reuse including the value satisfaction,

Key Words : The quality of medical service is decided by the value satisfaction and the intention
to reuse including the value satisfaction,
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OlgRlo] At Elo] kaE FlEstal 71 Al uket 2st
A FefsiAY Aejghogn giakg AEsk= 9ot HRE
2] - 7H0) M= RIS et O]maie] ARA|9] AL A
H| A0} O o §AP7} Q)2 d) 95 WA E7 |7 sl o=
Y} ol9je] FrpEel Anjam sEREc) Zaﬂ@BahgaS&P
Keampfi= QB AN 20] 4G AL 20t 3 S0 o
o] Aoleiglar, 0] of 2ol ook At SHolA 2 o
Of A2 = VAR A=A 2Ty e] A2k, om7]e]
S 55 BRI Shp SolA 9] O]m o] 22 7] A
O T150] QIAJsk= Ao] v oL lekar Argskar ok
5t A E AL o) AHIAE Algsloict sfeleke 2Rt
TS IR Sel FAe) ORI A1) AR|Ae] A oF
g 2w Gk 7)5Ee] el A7) Rk o, whebA
O} 2RE0] Q8 SfmAfHIAY] s SHA = A
o] FQsfal Al ek oFA| 2kt F414] dieirielos
HHo] 7HL Q= tﬁ%% P 2HE0] Hsk= oAl Al
Apzo] SAREE] 875} 050 HWle] ks ZHes fieslal
Qlar”, E3E gL el oaAu|Ac) W 32X §)
A= B} QIRJBk= O] Aol BiEks: = Zlo] S8sit
A& S ek webA] X3 i - ok SHEE R AEAA
T2 Ul gL 44 2w k] flel ofmAlr|Ag]
g WS Fart olar, saAke] oAl sl 59
P S HAsto] aAkEol Asdlof sk ol &
Aafjol oF a7} Qlrk. 12]al ojmAH|A0] LS Foto] kAt
S-S AlaLskal 250 WS Aolgsh B AvE 47
Qfslo] gt} B0l wet eAkE AlEstelal “LEolA| A4t
ARIAE ARssiol & Zlole}, e Aa7A|9] A|a) YERtE
OF T3 Ak UERHE ARt TASH QVAQ] S o
Ho]mmq&“), OIZTIE Al A - T0| 4o 2 HislE KA}
= S iRl SIEh whebA 1 St SEREEE Ake
Lo SRkl AA A I ol ARskS ofmafu] o) Fuk
4% A kel Slmafu]iol GRS vl 8 8aEE
OIFHO R, o]Alo] Fx90f Afolgorle] mlx|= gkl =
F 62 alefslo] ASE Aes W wi= ol &2
o) 22 Algolal, A2t oJmAu|o) 2e A, L
oAl Al et o) Weke Aokl F8%tk 7%

%JN gi=
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2 At 20131 129 E 20149 397HA] oF 4740
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B QoA Bajo] Baehid, 7120 ApELE o
Zehs Bpo] 497l HRelot, A A
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(CFA: Confirmatory Factor Analysis)E AIA|8}aL, AHRo] 219}
2 AAs] Yste] 22, GFl(Goodness of Fit Index),
AGFI(Adjusted Goodness of Fit), RMR(Root Mean Squared
Residual), RMSEA(Root Mean Squared Error of Approximation),
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H 2R Qo] HA] BEGSHA] Oh=ttef 3wt kA
Fako oA 7dlsle] ofqtof LIE|QIC} FA1A (assurance)
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A o A2EARREA Hetehe =T, A ARE
< &SI 3o %“ H‘Riﬂ}. 541/d (empathy)-2-
2 A oS A A AR LR He TIFA e
o, A FARES ﬂx}‘ﬂlﬂl AZFA R e 7HAFA]
G, A SARES SR dalke Aol FldAE
27 SR, E AR S kel e M 2
Tilo] FOIQIA LA HRlef, St ol8o] welet AR

o Az oLz A ARHFA Phechel S o
SRR, ofeEh 34 Btol SJRAIA B 2% 1
7H9,] Eﬁl—og §]—X4134 D]—

A0l 7EA ik (service value)Z} #f0]-8-2] A purchase
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Table 1. The correlations, credibility and reliability of the variables
Variables a b Cc d e f g

a, Tangibles 1

b. Reliability 0.665 1

c. Responsiveness 0,4'75;‘5}“:

d. Assurance 0487 1

e. Empathy 0.464 1

f. Service Value 0.665 649 0.642" 1

g. Purchase Intention 0.32% 0.208" 0.383" 0.378" 1

CR 0.855 0.909 0.929 0.909 -

AVE 0.746 0.769 0,724 0,834 —
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o}, 7RANEES AL AT At 23 o e AuAE
Alrakorey e Tkt ul-guke A Ak =
ARl = o 2l J
= A OfkE Al o8 Zlofeko) whl ko w ZAs)
et Aol goliks TR o R SAE Q7] ke, Thd
Epg =0} *JﬂE% SAsk=t SlolA AlLlsteley, wasgt
Ao E AR 3, 2508 23 29059 2l adle
AAT} 22 332, 2(df=136, p(0.0DE LFER} §-0]a}7] ok
A0 & eI GFE- 0,910, AGFR= 0.861% LR} GFI=
7122191 0.95 A3Iskal, AGFI= 7|20 ozt nldsl=
0.5 LT, Ty GRI9F AGHI= 3t S400f 7|<let
vl bdo] oks B 4= Q7] witel| RS o R
AH5-8-9- CFl(comparative fit index)S AR Z=A|o|c}?
olof CFRIE A At 09498 U} 7|48 He A2
= T o]o] RMRE 0.025% UEFG O, RMSEA:
0,068 LFERSHCE mhabA], 2 ol-ro] gela QQlEdol u
2 Aot skt E3h BE QQloA AgAlE =
(Contruct Reliability)7} 0.7 oA} & UERF L, HAREEA]
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(Table 1yl AAJ=]o] QltH(Table 1).
3. SAHpH
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Statistics 18,01} AMOS 18.03L2 7151 o]-g5}o] FAE| Q)
A, AR QARSI e A A Y] st
o HIER A (Frequency analysis)S AASI . F HA,

Lol e ATt AR|A)S: BHE] Yalo] Bl QolE
A(Confirmatory Factor Analysis)S AA|5}L, FSElGA] T
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2| (Descriptive analysis)S T}skal, 58 Q1LANS|HA]

S0 w2 22159 AjolE AFsl] flote] sHEEAS

(ttesH2} LI Z EAREA (ANOVA)E: 44|31}, o] HA),

AR S %517 9J5ho] T2HA Al (Structural Equation
Al

o
AN
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Modeling)-& Rl
4. o7k

B o) B e waje) SR AL 4 T
I} Aol g-efatol] Gt 1]z 1% HRg volslal 7450h—7<}
SR ol glck. FAHoR, S|RAb| do| TS

5570 Akl ek olAIckal 78 ARlelaL ol
w2 519 7SS Ak A WA, olEAfE A x]o]
Z}A S| AZ o] ofekS u)d Zlo|t) oEAu|A AL

A5 s79] 519] 291 % ] S ulxe ﬁoﬁ
sjolghct, 5 W, 7S Aol geirtol] Aol g
w2l Zojck, ARFS Fajol, 7AnSo] Holgeiape

1. GTiAXIe] ik =S

Ao ARe] A EAS Al E T A7} 48,4%, oI A}
7} 51,64 A&7} oF7E WO Zlo g el ¢lglof uleba
= 40Th7F 29.1%,% 717 WOkAL, 30th 25.3%, SOt 20.9%,
200l o5} 13.9%, GOHf] O 10.8%= LERITE ks 7]l
2 AR A 3Eo) 443065 7P Wl hEE 43 700
UERITE 55 olk= 8.2%, tiekd o2 3.8%% LEkTth
ASAHE Al E AT} 7)E0] AT} 74.1%2 HHE o]Ato]
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Table 2. The general characteristics of the respondents

Characteristics Categories N %
Sex Male 153 484
Female 163 51,6
Age Under 29 44 13.9
30—39 80 25.3
40-49 92 29.1
50-59 66 20.9
Over 60 34 10.8
Education Under middle school 26 8.2
High school graduates 140 443
University graduates 138 437
Over graduate school of university 12 3.8
Marital Married 234 74.1
status Single 78 24.7
Etc 4 1.3
Income Under 100 20 6.3
(Unit : million 100-199 26 8.2
won) 200—299 &6 271.2
300—399 16 36.7
400—499 48 15.2
Over 500 20 6.3
Job Unemployed 8 2.5
Self—employed 70 22.2
Office worker 9% 31.0
Public official 50 15.8
Student 6 19
Housewives 42 13.3
Ete 42 13.3
Total 316 100.0
Table 3. Descriptive statistics of the variables
Variables Mean SD Min Max Skewness Kurtosis
Tangibles 4,02 .o13 2.50 5.00 =147 AT8
Reliability 414 .562 2.75 5.00 —-.278 —-.358
Responsiveness 1.94 .670 1.00 4.00 641 282
Assurance 4,02 .645 2.33 5.00 —.340 —.440
Empathy 4,02 .666 1.00 5.00 —1.271 2,734
Service Value 3.88 648 2.00 5.00 -.333 —.144
Purchase Intention 3.98 .662 2.00 5.00 —.112 -3

o | Eo] 24,6, 7|EPE 1.3% LRERTE 908 AlujE A
I}, 71 3008t ekl SRt 7497} 36, 7%, 2008t )
7} 27,200 VFERSITE, wheba] g4=9lo] 200~3008t ¢ ko]
stz AlEEo] ARt oS AAsk= A0E & 4= itk
2| Al A} S|ARIo] 31,00, 5-5F-0] 15.8% L}
L AREZlo] uke o g Holr) 2] A9k 22,2063
el 250 A9 13 300 LR TH(Table 2).

2, S|z MulAo| H, JX|TE, X{o[S2lAte|

7l=SA
2.1, Q= MH|AS[ Al TJIX|TEE, XHO|ELIALS]
7SRt FLEH|O| 2

oA~ A9 SIAIHRE T, AlEAY] Hato
4.14(SD=502)& 717 =01, 4, S, S et
& 4,022 H|ssHA YR, SRR HRSAJof| it Hte
19452 71 WA el JERHE e )3t o9 vt
3730l thte] ui- 2A Wrkskal e o 4 ek KA
9] Ht2 3.88(SD=.648) = LEFL}, O]mAH|A 2] e

o!
o

C

un r2
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Table 4. Verification according to the gender

Under High - Over
. University graduate
middle school
. graduates school of
Variable school graduates _ . . F p value
(n=26) (n=140) (n=138) university
B B (n=12)
Mean SD Mean SD Mean SD Mean SD
Tangibles 423 620 407 497 390 472 433 577 6.306 OOO
Reliability 460 652 406 544 411 522 446 487 8.569 000
Responsiveness 182 958 200 663 191 618 183 .59 767 B3
Assurance 421 700 39 658 401 58 444 868 3.015 030
Empathy 426 899 394 738 405 522 417 584 2.100 100
Service Value 427 85 376 604 38 603 433 778 6.964 OOO
Purchase Intention 423 992 393 68 396 525 433 778 2.772 042
{05, pdoot
Table 5. Verification according to the age difference
Under 29 30 40 50 Over 60
Variable (n=44) (n=80) (n=92) (n=66) (n=34) F p value
Mean SD Mean SD Mean SD Mean SD Mean SD
Tangibles 405 34 37 46 409 45 411 58 492 61 9932 000
Reliability 4.20 .40 3.9 .61 4.10 A7 4,24 .08 4.34 72 334 on
Responsiveness 1.92 62 201 .66 1.86 .60 2.01 .68 1.88 .89 .826 .509
Assurance 411 .93 4,02 .55 4.08 .66 3.92 ! 3.94 81 921 452
Empathy 4,05 .59 394 .62 4.07 .65 4,03 64 4.02 A 446 775
Service Value 3.91 47 381 .63 3.90 .60 3.88 4 3.97 8l 428 788
Purchase Intention 4.00 .61 390 A4 3.91 .62 4.15 ! 4.00 92 1669 157
“poL, T ploot

o) otk ok whaa o 4 ok Aol gAY Bat
3.98(SD=.062)2 WERL} 7P|k} ato] Hlssgt Aow
Holtk(Table 3).

22 20l mE 2zMu|Al| & TIX|TE, XY
IS SINSIIPN Y
o] wef =8 Wege] Aolg Aul A, Ao wef
Fromlet 2folE Uehlls M fle JoR Helth 719
o] #apEe] ot AR T < vEske A
o8 &, AU omAuA A, TR, Ajog-ojAte
TR FFE VA= 8.900] obdE USRIt Table 4).

2.3 Aol M2 QZAH|AL| A TEX|DE, XY
W F=XIVNSIIPNTY
Ao] w2 o|@AH|A A 7RANEE, Ao]&-2)Ate] Ao
5 AEEQI AW SRRl §34(F=9.232,
0,001} A4 (F=3,334. p(0.05)0llA] BA 4 o8 G-olst

o7k Qe AR Yt FAMoR AHEE 34
2 60Tl o] 4H(M=4.26, SD=.61)0] 7} 37 2148k, 30t
(M=3,75, SD=.46)7} 7 WA 14]8lal Q= A 0= Uest
o}, A4 AL cotfl o] AHM=4,34, SD=.72)0] =] S14J5l=
Z10 & Holu, oo JLX|oA| s0th (M=4.24, SD=.58)2} 20th
0]5H(M=4.20, SD=40)% A12]/4& =4 F7Fsh= o8 1
EFgTH(Table 5).

2.4 ==0]| ME Q= AH|AL| A JEX|ZHE, i
Ol&2Ate] x}o|

oleo] wh QA A A, 7R, Aol 8-ojate] 2jolS
A3t At vlwA g Wt sieo| wt Aol yEhl=
Z10 7 HRIT}, ofmAfHA AO| a5 534d(F=6.300,
p<0.001), AlZA(F=8,569, p(0.001), 414 (F=3.015, p(0.05)
of Zo|7} Q)= A0 & UEPIAL, Z7FARES(F=6,964, p(0.001)
I} Aol AKF=2.772, p(0.05) L5 sHof| ufe} 2jolE 1Y
o}, HAIA 08 ZFA NS thekel o]M=4.33, SD=.778)°]
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Table 6. Verification according to the academic ability

Under High L Over
middle school University graduate
. graduates school of
Variable school graduates (n=138) e F p value
(n=26) (n=140) (n=12)
Mean SD Mean SD Mean SD Mean SD
Tangibles 423 620 407 497 390 472 433 577 6,306 000%**
Reliability 460 652 406 544 411 522 446 487 8.569 000%**
Responsiveness 1.82 958 200 663 191 618 1.8 .59 167 513
Assurance 421 700 395 658 401 58 444 868 3.015 .030*
Empathy 426 899 394 738 405 522 417 584 2.100 .100
Service Value 427 85 376 604 38 603 433 .78 6,964 000%**
Purchase Intention 423 992 393 68 39 525 433 TI8 2.172 042%
#pC 05, *FFFp 001
Table 7. Goodness of fit of the study model
2 . RM
x df sigg GFI AGFI CFI RMR SEA
346,412 140 000 9056 .88 946 .06  .068

7P MR} =01 I1E(M=3,76, SD=.604)9] WL} 7}
e lor ERIEIT Aol goal A Hietel ol
(M=4.33, SD=778)2] Aol &oA} 7P o,
(M=3,93, SD=.685)2] Ao} 8-oA7}F 714 ke Ao & 1o},
whebA] ko] whel o Au]s A, 7R, Aol 8-ojato]
SAACE FOfRE Aot Qlom of= AT e Ul
A= = Zlo@ HOIt(Table 6)

2
A=

3, gpdo| EAM

ol 22 i Higo® AR Aty QlulAlE A
e o5 myo] AR Awugich AN ot
346,412(df=140, p<.001) = YEREAL, GFI= 905, AGFI+= 858
OF YRt AGRZF 518281 0,900]] o7t 3 w|A|= A o=
Skl wolet. 1u CFIghe] (946, RMRO] 026, RMSEA7}
0085 LR} W 51 8-2]0f E3HE = Zl 0% Kol 2 ¢t
oA Azl o] Haksictal £ 4= QIri(Table 7).

TFEYRARY EAE Folo] mEE HelE 1Y HRA

5 BEUR & doA9) 7HEE AS ekt A WA,
SfmAH] 2 o] ZhAWkSol| m] A= FoF 5878 (t=4.042,
p<0.001)7} 2HA14(1=2.997, p<0.01)Q1 0.2 Yepyt) g\t
573(t=1,491, p=0.130)> FAA = ot JFHAE
BRI A= QRO A=l o7t 5t mlA)= AoR Hel
L A S R ] Eavd ol v e R el o I R RS =
At ARAGT} 486(t=10,796, p{.00D)E {25t Ao 7
UHepeh, wheba] o mAfr|A 2 o) it Q012 ZRA|ukEe]

Fig. 1.

Results of SEM of the study

V&= AL, 7S F3te] Aolg-oAtefl PR v
A= A Il ofof] 7hde ASE FeR
AE*M* Ho] Aol-g2lrle] njal= Gl thsto] 7H At
= A5t Holth 21 An, f A (Agk=0.007, p0.05)}
QL NAJ A =0.164, p{0. 01)o] X Aol L2lrlo] 7FEZ 0] o
B vHAL Qs 2oz Sl HSlek Aol AAE wHa
9] #5487k= (Table 8)of RoF&o] AA|=lo] QlL, (Fig.
D2 Ftod 7014 =S elsto] & 4 ItKTable 8).

2 % Aok
QERhEL Aot wh HHO| Eule] E4psoR UE
A olfolo] wigh 9] 4] £ o] 14
2 % ol olgsie] WAL o] BeowA ) A4
ofe} e Fejet 7l eln K AL s
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Fag AEolT, osd wat o] SofubAl
158 19} 3ol A1) 917 PolA ol 91 QR
o 40 TS Z7lEE 2ol Hebd QB axE
O 315 A3 olsAel o) dhen s,
so] oAl 27 WSSl e Sk oleid A%
) of2. Ablzse] ol o clageh o] B gHEE )
2 AWE glon], QBeE $4o] ojgAulse] A v

T oA Al ANE HhYshe A2, o8
H| A0 et el AL Hylelh 4~ 9l 2Q351 frto] Fa
ek, QEAfH| = thE Au|Aef Eef ALfo] S40] Q=
d], &JsaHAR= 22lo] Al AR|2 gl tisl A1A]
SHA mfestA] ol A9-7h thitoln] Alge A2
FAE YEA FrFekA] Rt iRk 2k ARzt
Alsgt ol mAlnl s F4E Brek nhek F-ESh wj g A4 o]
QlaL, =5k O AfH|A FHL AEHHS 3she A,
|45, Lejal AuArh QtE= AR Sl uef AdAos
gk 5= Q7] miolch?, meb YEE Sixje] %%01
A o mAu| AL Ao T3t olAlut AlE 2AFS
R} g ORI AE Algstal, o mAu]s
AR QrAu| A AEAoR o]kl 54 o=
ofo] TAE A fAslEE o] 7] ujte]”
Pest Zow Mﬂu} ueh 2 e gsee g}zm
oAl oet A wiEw} Aol §olxlo] ul i Gkl
< sjolslaat gk,

3 AoA AR ANHY SS R AR
A7} 48 4%, 02} 51,00 o7t Ok wke- Ao = U}
wet. ol X|ujolA] olit 0§ W/t ojo] ) WA Lt

719] s dutet AXFReH”, Aol atebal: dochrt
29.1%,% 7P wWoral, el 7)o g AuE Au} 112o]
44305 7P WAL )&% 43 7%E UERTh

ofgAful 0] A, Z1AIuks, Aol goiafol = e]AfuI2
219] IR oS E 2 AFA] 9] W0l 4,14(SD=,562)%

7P e, SR SV, B ke 4,022 vl
Al vefset, R ukgAdol) et Bk 1,942 7P B
Hett e S A ofele] 1134l cfsie]

& WA IS 9 o 4 Sk, ol kggo] by

A HERaL, 5340] 7 ‘%711 Upeht §H79) ol o

© ANE Holet, A Aol H A|ake) gho)
thEaL, Z4240] Aol A SYA 0 R Alyshe SmAH AT}
oh27] wje] Ao AzkEe Eah o] E7e oz afu|A
of thet Wkt ApeIEAL Qolat A RoJAL Q.Qlah 22
1A aelof izt BrpE Amehd aflolu zlm Aol o
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