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A Study on Developing Hospitality Service Quality
Measurement in Healthcare Industry

M - day”

Chung, Se Wook - Kim, Hong-bumm

Abstract

This study proposes adapting the measurement dimensions of the quality of
hospitality services to the measurement dimensions of the quality of healthcare
services. The methodology of this study was to examine the existing dimensions of
measuring the quality of services in the healthcare and hospitality industry. In view
of wvarious dimensions for measuring the quality of healthcare and hospitality
services, the 10 dimensions of the quality of service and the selected dimensions of
healthcare services were employed. The findings indicated that the Tangibility,
Reliability,  Responsiveness, =~ Competence, ~ Courtsey, — Assurance, — Security,
Communication, Accessibility, Understanding, and other dimensions of healthcare
were affected by new dimensions of healthcare. The results of this study are

considered useful in enhancing the quality and measurement of healthcare services.
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L A&
A2 Bo JE/UES F-o) B4 FHE A3 FF & gBANZ D AN
& Ageka ok WY W) AF 94, MR AN, $F ¥E 498, 594

28], 389 GRO(Guest Relation Officer)olA] 2Hetsl PRO(Patients Relation
Officer) 5 ARIZE 1 o2 & § AohEd2, 2019). o]H 3 =Ho| = B3}
i, A AFEE s Fok - FHAQL Al A Fd SAL ol % wH]
Sk Aol B AgAFelA =ewth xA o] APolA Y AMulx A S8
A Ee] FAZANE du) ABHolT F2FE ZHo| 44 &1, AuAES
T o8 Aul2 do] HdEEe E40] JorgE S WhHolu & 3 o
3 el A7z AHgEx dtKParasuraman & Zeithaml & Berry, 1988;
Rathmell, 1966).
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?i?l&:‘i’r‘i’} 30001 Hol] & Z& Holx 11 /\V‘ < &2 g F AnEEg-ANT
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Moz QTHA GAW, JRANL AFAE AR JE Wi T wdE AE
A% A5 BASYW] AE% AEE AFE & A& 4, NES AP &
E 340 ASHEE ARHOZ Boldol s ol g Weed & 93
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GE oM Wskshe dBAn2] Judds HAERE @A47A9 o=
ARl gele] wiste A8 Eokth 90doie] gool s AW A8s= A5t
A Aejeh 2 A2EE AFE FoE WEa vk, 201080 o] Aol M=
dpFolr FHHA g eyt 45Ho2 AFH ik T, BAMHIA
o FEAEAMY o= AL 2FHAL e s wHE F ok o " 4
TAEY] SBAu 2] e GO AL gkstal glow, Sgxuar) ©x] A
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A A DERDESE D
WEEA(1993) B9 E=ARE R 84 Ay AEE 99 A 3A
olm] Al A @ oA (XS 3=
A XN8E 1—]61 HE 39z Ao
. AR A e WEHE HES AEsE0] Feks
713HH2005) AE AQu2za A8 2 A2ES on
e Aashe PM B e ek 2
o174+ (2011) dulz A z)E ia}-g]. Mdoz Ao
TZAZAY F o Fo|gRte] YA
2 aT Au2Els 9129 Wals AH

Fottler et al.  $AEE & O thgain], AW ARk A Aol Adoz Ise

(2010) Aoz} T HEAT HE A2 HTos Ho

Apg: ESAL(1993), AAEHH1998), A7IRHH005), ©AH2011), CIFFSH2017), EEHH2016),
39 (2016).

2178 3HH(1998)

o|FH4t (2017)

2. gEAMH|~ F4

FEE3H MRl F4 ol 20| obF FHEA &k 60dthell, B AMul s FAL
MYers(1969 of o3 Hxz HAHUY Fo FHow A P, a3, 24, A
£49& TPt Ao A e A e E ARE s, ol A8}
A% BE AI2FHE ou)o] £33 B 9 a7l AlgEHE M
Hlag2RE H5S 5 9l Ao a3E ovjsia %E‘r AL dand 52
A2 A% AH, AR, 314, ASE Aol fle= vttt riATe s,
AL B4 glo] AR, o, AAEA 9 «]EHHVE A e 5 Ae A

SJulste A%A4o] gk
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Dobedian(1982)-& 98¢ A 712 s FALA] MES AYslgon, 7)<
A F4, ti #AA F4, #AAR A SHAE o] AAEERET, o] AYdAx
o|F 7|&ARl SFHo] ZxHUeH, & T Ve Ay o5Q1Y AAH HiE
go] ZxH o] Zo= Ut
Vouri(1982)8] ool A= JEAHI2 AT & Yehue A4 93-S ovjste &3
4, 71es dvlste #e-7ed F4, 99 ALk B8 T A4 F3FY BEE YER
= B84, 22 Jartalel AAIAE dothe AHAHOE Fofsith

g dAI9t A= Parasuraman et al.(1988)9] =4 H7IRE 10714 244,
9N A FES ARESIAA, AR|29 YA £ Q] Tt Al FH o] 7Fsdt
A HATE o]F AEAMHIA FAE LH|AENA YR AR|A FAT 2E FEY
AT FA HIAE AR @AAE A HIA FH oA B AHAE
EEOE BT =700 Qe RS € F Aok £ 28 A87(2017)¢]
AT AFE Y YE7|AEL SHIAEY WSS a4 913 AJH| 29} HIQ1E A
H Qo] 53l F83F 8R0S At gloerng AW A5 & FY
o5 JfrEA ] AH|agto] opd AL A B B Fo| AMR|AE AE)e)
of AFslof & 7oz FA .

2> AEMHIA RS FHSK= 7Y 2| wsl

T4 84 BA AP AR AP
F8 Au2 oEMMI2 (Fg, g, ¢ 5) Hle)g Mul2 (A, 113, A B)
Au)2 AA 9 gel FAAZAD 32 S (4R
A (Medical Provider Centered) (Patient Experience Centered)
g Y- IR} RE 3z}
ol g fu) A (Disease) / AW X8 AR (Well-Being)/ 2H oy}
Had Ik T 973 Al AE F3 o8 A4
A o7 Al FA FEA] AMujz A T4

(P94, 49, 2 9 A1) (P94, A58, 1 9 AA)

,.4

A& AHRQ WEBSITE(2015), ZEi&(2016) #F8H5H2017), ¥Hd-&(dll 2] wT)(2019).
o)A (DBR(FoM 24 22 4))(2013), o1F4H2017), HAF4H2018), EEE1/H2016), £3]%4(2016).
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gko) ]E]-E Az Q19 Folu Q12el wet HE tE At e
7} 9/1% Bk =3 X5 9 F& Zdet AREo] vl AH|x
1_—1% g5o] wj¢- Eth o] AMFE QEAHIAY FHE AHF o

FF3hE FAS FAMOF aF, AHl2Y] A wgk A@A ol B Es|of gtk
et al.(1988) AFEAZFH FIARE AN BF AHES &

A

i md
r&ﬂ
°X.°l

424 TE MEglon, Aux 548 17 7| 57 <

A FF '}O] oz AAEIA o] Bdo] o Aju|2ol|A FHELstA AL
Hi e offZE A&FHoE EHUA 1 BAAS AWty wiEolgta &
HHE9-8 4, 1999). Parasuraman et al.(1985)9] 102+ 84E F3A, AFA,
373, 59, oo, Falg, A, orkaE, H2E, e gk oE Us
on, AFH AFE Fsto] 198RS 134, A=A, w3, S, 3749

[e2)

¢

T 8e2 Ssank G @A) PANIE 1077 S8 571 ans
o B0l AT Stk <& 3>o AN WAAFEE A

m w N

I AFEE TFALAES A% AFEolth 3AREH eAns F
S, ) H-1E2] Ao A= Parasuraman et al.(1988)2] 103+ =& 53¢
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Kol

3, Parasuraman et al.(1983)9] 103} 84+ &
QF AgEo] WAL, o)F S HE b ‘?} &
2, 0|5 FE3}4} v]=r2] [OM(Institute of Medicine)llA]
BEE FANSE W8-S RO R QEAH|29 oA 71A] 7&-04 E 3 (Six Quality
Aims)E AT 95 A Y 84 FERoFE A T4 MBA, ERA, &
4, AAG, ABPoR FEIATE GAA Ao ® A T4 Auls F4
SRS Axst vig 9v] de FHLAEN 8T lon, o8 IFEHFHS
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BCarmen(1990) ®Bopp(1990) @Reidenbach (1990) @Woodside (1991) @Babakus et
al.(1994) @0Scardina (1994) @Bower et al.(1994) @Dianne(1996) @Jun et al.(1998)
@IOM(2001) ®Kilbourne et al.(2004).
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Fa)delE) Aol 1 UE HE ARle 54 Ajlolga & 4 ot 5
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HZAE o)Al A FEE Aoy MulaE H
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PRO(Patient Relation Officer) 5] T84 AMH|A~E 28314
3 B o] Sy g2 3 FA 4 FHLAE Jol e}
Vs AoE AoEo] <& >4 AEE S Btk o] 74A AHIAe AlE F
sH7} BdoA AFEHE FEAHLE At F, AL, ASE, 1A 0A], 7]
B} AH]2Z AAEFR o, ol AA FE JA A ARREE 712A AH|AE A
& A olth

=

ofo

<E 4 Y U ol2MHlA BN 7yt SAK

o4 BT 9 A 54
D oo ER:
A % @ A=Y A Aoks- @ A=/ Ao}
EEROE SX-1E RIS § 5% 2 300y
@ AF 2= Pl WA A 5) | @ 2AZ vl 9
D ARG, o, B ) | D A8 AR, ok 334 5
@ 2ol WA T I A | @ Adel Wl sy i
24 | O oE AT 3 BE AR | O e AT (RN
© g A e @ AN =8 WuE AT
© eja A 34 CREERNE S
D WA A AT @A Al § | g -
R D A
SEE N Sk S 2 %ﬁﬂl%l 45 9 A
@ _%'_Ei—j}z_o ® #4d Ag
Dy ey O 39695 4n A3
I @ g ez Az 2V s
@ AEA= 5 $HY o) @71 A A
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Gz e ® AF 29
@ ¥y @ 2opa
AF: Lewis(1984), Osen(1992) ZA AN 2019) ZEN A (2016), 1Hd-2(H L T))(2019),

E2°

o] (DBR( Eo}ﬂlzlfl (2013), HAF4H2018), EE215H2016), £3]F(2016).
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A AR FABTE ARE A SHALA itk

XY

2WH A2 AFFO A AREE AL Qe AHI A F4 7R R B9 7l AFE St
ol Edg 7Hes 2 AEE BRI

=4, S29deE AdolA AR AREIL e 8L B HEd At B A

TE 3l ol EUE F4 WHAEE R

AR, A2A ] G A AREEIL e LA 2 Hed #e Fd A+ 2 7

akal, A oo A AREE L 1A 9 g =

=3t

A A2 d2Ao] AMulA FA HrEA|E(Healthcare Service Measurement

Index)& 5 2 AASL

<TJ2l 1>
Aul A FASZA Ax s 2~ d " E] A2 A2A o] AMuj2
(ARl F47F 10244) (F2 &4 4 3n) (F¥4 £4 4 4%)

4

Healthcare Service
Measurement Index (HSMI)

F)-9] Aol L sosldE Auls B4 24 Pkl HBAT
A 2430} TR B az—g— £&3 o 2 Bo] o, olo] g57)eo]
A Mg FA PAAA0 24 E7E B8 dAoln, 399 7oL 24

=75 A8 dAeltt 53], Mula 2 H7E 10744 A} FAeas 283t
= Ao ¥ Aol Adsigar Ao AHgsHA Hith

B A7E Jds7] fsto] u-9)e] #d 2AE AN-E24-EF- =29 YHe
ok LA, £, RS EEdith £39 g wul-9] A8 3 B EoF

SR, o= Al, 204 T2 &8 AdHU A9 A5 F2(Google),
AlEstal SR, g&sgKr A2 AR E(DBpia, RISS, ScienceON), %3] &=
A, e =7 AN ARIE T8 ARt £3S AN mekA, & dTe
s2udE AHEY #2458 WEY A 78R 34 HEE Ao



270 Aol A o] ZAvEEE] Aus FAYTAE fEd ad A7 89

S I TS QI A 2 S e
3l

1 AEls F4 HE 24

Al AuEdAAN 7P tisFeE AREL e 233 Ase
SERVQUALe]™, &4z} 7]t} Q121e] BAX] AFE ol Anl2= A 33 4
e & TS Ulil Aok 2y Carman(1990) 789 B3¢ An|2&
Aedte AT A1, dutste] /& FAHCE A7k 53], a6 57|
o] 384 AMujze] 5HE 71 GAIA SERVQUAL £ Al, dutsle] oF
5 W3 Bt (Eks b, 2006).

<E 5 Mb|a E3 &= T
T ¥ Au 2 AL AF 4 9| 33 5
- HANAE FF
S8 | e e, ass | A BebE Al | - peEe eaE
(Tangibliy) | S AR A% | gnong us peie | - ATV EH dvel 2ot
& onlals 444 8.4 aea B s E
AHelee] 88 QL
- @ A4 ojgx
- oJz-sd A4 B olvlA
- Az Al that 419
- ok A7 g5
. @ 5 - oAlaB o] A4
SR sty RN iy RV SR  ER T
(Reliability) 2AAS S A S g = %Iig A =1 /oS-
H1g 2 B SRl Aoy
- A8 obdel Ba A3
Rlacee! 4 < 9] NeedsS A1&3HA) - aAg woels g9 Ee
: 599, 92g 5ol 324e] Neads® AW oo | - 32 EAES 919 B
(Hespogpivens | “aafel apvl = A e Ay |- R
] ~ A0 oe A8A
54 599, 9189 59 ity [ T e T ek e S
NHAg HFSE sHel A=
e 5a9 el S 3 A ARA R | A A g A s
(Courtsey) | ZIEARl AHI Y AR ke o | © Ao ae may T RS A
R E 2 M A D P O E e e o
(Asswance) | 5 i Aegel wdely | Fesd@u Al
oha 599, 4¢E9 59 Hu|sg W a7 - AL S8l e o A
g ] Al Aol 193} o 2ol - AU Aol th 2131
Gecurity) | oz gl @zdo] ag) | <Ak GIE AEE odRlsE | - AekA BANEL A%
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S RA SAA | o Anlzg AFeHE FHe) A
A5 |
R = 3] SlelE At Lue
399, AgRd (% 5 . 3o
ek | Smel elor e | el ;'°“ e b = A I v i T
(Communication) ﬁ_‘:% =) . Q]u];]_‘_‘:_ “ s o= %01 AT 4w =
et e A - sl ASluE Aol Mg A=
298 Hend NS FiEpn e
229 | O= Al A e 2odel | - 2o Shed sig Hee)
(Am0531b111ty) FslolA, vg 42 5) H2gol4 i;{o];{]g‘ IT Aze] Sol
A Al A4 S0 A2 g0l
o Ao - 499 194 Qe HE
ane) | ZEAEE 279 gJgo] Holu B SR
ga ol | U5 g lgols 4xs - el A el A
(Understanding) | gl xjuf2g) ek 8k LSRR e
- . 2 o w3191 o o
ey | e RFRIRGIEEE | - aad e g ge
(effectiveness) H]_'E_%] %— Ei% Oé% ‘/1\" 9,)\“\‘:‘7]":’1 EH?J‘ _ /—_(17;;]?} HH]—}—\— Zﬂ%'—-% %?} E-\l}
= . e | - AES 284
N6 3 | gaqw asde g | 20404 2049 e | ij%q e g
H xOET aLg o] = =3 = =
qurchrieal | Az ulzd & Arae A He 3 kel e e 4l

9 2 W] g

584 Hjo] 4k 3 3 i _n 3 Zola= Lt
effcency) | Al A1 *E‘la}lai” A - é““}é% s ey
- g A4
- HHI* Zil*cl Lﬁ‘ U Hx
o8/ 7% Aol A A FEE C RS die We
W3 (Caring) | o5/ 99 S I g e | - 2R TRy
& E:“o\:] QoA 01] /\l\_ ‘\'_Z'“aﬂ = E“_._
4 & - Asle gn A4 P
- A& BAN RS 9B
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