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Structural Equation Modeling for Public Hospital Quality of Care, Image, Role Performance,
Satisfaction, Intent to (Re)visit, and Intent to Recommend Hospital as Perceived by
Community Residents

Hwang, Eun Jeong' - Sim, In Ok?

'Department of Nursing, Sehan University, Yeongam
*Red Cross College of Nursing, Chung—Ang University, Seoul, Korea

Purpose: The study purposes were to construct and test structural equation modeling on the causal relationship of community residents’
perceived quality of care, image, and role performance with satisfaction, intention to (re)visit and intention to recommend hospital. Meth-
ods: A cross-sectional survey was conducted with 3,900 community residents from 39 district public hospitals, The questionnaire was de-
signed to collected information on personal characteristics and community awareness of public hospitals, Community awareness consisted
of 6 factors and 18 items, The data were collected utilizing call-interview by a survey company. Research data were collected via ques-
tionnaires and analyzed using SPSS version 20.0 and AMOS version 20.0. Results: Model fit indices for the hypothetical model were suit-
able for the recommended level: X2=796,40 (df=79, p<.001), GFI=.93, AGFI=.90, RMSR=.08, NFI=.94. Quality of care, image, and role
performance explained 68.1% of variance in community awareness. Total effect of quality of care process factors on satisfaction (path
coefficients=3,67), intention to (re)visit (path coefficients=2.67) and intention to recommend hospital (coefficients=2.45) were higher
than other factors. Conclusion: Findings show that public hospitals have to make an effort to improve community image through the pro-
vision of quality care, and excellent role performance, Support for these activities is available from both Central and Local Governments,
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Figure 1. Conceptual framework.
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Table 1. General Characteristics of Participants (N=3,900)
Characteristics Categories n (%)
Gender Male 1,950 (50.0)

Female 1,950 (50.0)
Age (yr) 20~29 553 (14.2)
30~39 715 (18.3)
40~49 748 (19.2)
50~59 892 (22.9)
> 60 992 (25.4)
Education < Middle school 1,016 (26.1)
High school 1,281 (32.8)
> College 1,457 (37.4)
No response 146 (3.7)
Occupation Agriculture/forestry/fishing 310 (8.0)
Private business 611 (15.6)
White collar 908 (23.3)
Blue collar 182 (4.6)
Specialized job 155 (4.0)
House wife 935 (24.0)
Student 207 (5.3)
No occupation 592 (15.2)
Use experience” Yes 1,199 (30.7)
No 2,701 (69.3)
Health state Good 1,862 (47.7)
Moderate 1,352 (34.7)
Poor 686 (17.6)

*Use experience means whether participants were inpatients or outpatients at
public hospitals in the past one year or not.
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Figure 2. Path diagram for the hypothetical model.

Table 2. Results of Hypothesis Testing

Classifications Directions Estimate SE CR o Result
Hypothesis 1 Quiality of care Adopt
Quality of care — Satisfaction 4.47 0.70 6.40 <.001 Adopt
Quiality of care — (Re)visit 9.50 2.40 3.96 <.001 Adopt
Quiality of care — Recommendation to others 9.78 2.51 3.91 <.001 Adopt
Hypothesis 2 Image Reject
Image — Satisfaction -3.19 0.64 -497 <.001 Reject
Image — (Re)visit -6.52 1.90 -3.44 <.001 Reject
Image — Recommendation to others -6.60 1.97 =5)515 <.001 Reject
Hypothesis 3 Role performance Adopt
Role performance — Satisfaction 0.36 0.12 293 .003 Adopt
Role performance — (Re)visit 0.72 0.30 2.38 018 Adopt
Role performance — Recommendation to others 0.72 0.31 2.33 .020 Adopt
Hypothesis 4 Satisfaction Reject
Satisfaction — (Re)visit -1.20 0.40 -3.02 .002 Reject
Satisfaction — Recommendation to others -1.32 0.42 -3.16 .002 Reject
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Parameter estimate

Endogenous variables Exogenous variables

Standardized direct effect

Standardized indirect effect ~ Standardized total effect

Satisfaction Quiality of care
Image
Role performance

(Re)visit Quiality of care
Image
Role performance
Satisfaction

Quiality of care
Image

Role performance
Satisfaction

Recommendation to others

3.67
-3.13
0.35

6.15
-5.06
0.55
-0.95

6.16
-4.98
0.53
-1.01

- 3.67
- -3.13
- 0.35
-3.47 2.67
2.96 -2.09
-0.33 0.22
= -0.95
-3.70 2.45
3.16 -1.82
-0.35 0.18
- -1.01
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