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The Effect of Negative Emotion on Medical Service Usage Behavior: Focusing on
Moderating Effect of Intimacy

Z 0l M(Kang, Minjeong)* - &t &t 2l(Han, Sang-Lin)™* - & 0l M(BaeK, Min Seon)™*

A5 WEFEY) B, AT wHB2 Q13 S BA 2 207 Srhs glok S EANIZ o AL A EANILE PYHO R AFUE FEH Y
RO AH 28 B7Neh 222 A S5A 9 AHAZ WSk Qe 2ulahe] 2ol F24) HRA) AEl 2 AsE AReka B A BEL A9E a
AEE o) §YTS HHE Rolehn BRI Beb & A7 E B Aol 4shE AP ol A =l $AH 3] Aol §9 w0 sl v)AE o
gt 9|5 319] A9 710] Ao] G5} ABSIE 719) 2 A EAE AR TA Bk RANIZ AHE EAHS A Y FES BT BREL AL RO A
SJatgl, S AH 2 5] F BrEstel AH 2 E =7 0| 84S P OE 2AE ANtk FHAe) B4 A3 RAH BAE Aol wel ()l
G 71300, 1Bl =l Ao 9B hebeh £@ AU0) $AF 293 40l 3% % BB % Ajo]] 28 E7hE Pohuska gl EL P
o] Alo] o]l F3hl Fae AT Aol e Hue ARSI Eo] G VA4 Bk B A7) A% o zAHI2 AohE APehn FHHA HL =
71 o §AEE Aol &5 G ABEE e A0 etk Aol A AT 1870 9 B A0l §o =8 AR, ABS S o] Gl
QU ATE A ol o A2 WO E o] §1ske] BAGIN AUTHE RIS Ro] FReATHE AL A TA B,

|FA o] | o)gAfuls A, 4H Y, Aol 8o, Mok, FHzt

The demand for medical services is increasing with the increase in income levels, educational standards, and aging population. Medical service users are
transforming from a passive, one-sided approach to active consumers who evaluate and choose their services. As consumer emotion becomes more important,
customers who experience service failures and negative emotions will change usage behavior. Accordingly, this study examines the effects of negative emotions felt
by users who experience a failure in medical services on the reuse and switching intention, and the effects of the effects of the familiar medical teams on the reuse and
switching intention. The medical service failures were defined as those that underwent medical service procedures and procedures and felt unsatisfactory, and the
survey was conducted on the users who experienced negative feelings due to unsatisfactory medical service failures. As a result of testing of the hypothesis, negative
emotion affected the purpose of re-use negative effect, while positive effects were shown on the intention of switching. We also looked at the effects of the adjustment
between negative feelings and the purpose of reuse and the intention of switching, the groups with high intimacy strongly influenced the purpose of reuse, and the
groups with low intimacy had no impact on the intention of switching. The results of this study showed that users who experience medical service failures and feel
negative emotions tend to switch between them and not reuse and not reuse. If there is a closeness to the service provider, it is intended to be reused, but the results
are that closeness to the switching intention has no effect. It also suggests the importance of maintaining familiarity with the user in the health care industry.
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