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Lytle and Mokwa(1992)& oBAMH|~ A4S
M|z~ A3 24, ME| 2~ 3 F4, EeE $49
7] Aoz EH5351 T Brandy and
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2 AHa A =2 AYA AulA A S
Ftoh(Bitner 1992). habol] whe} Au]22A o]
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5971 (atmospherics) 5 o2 7}A &=
Z45 o9t (Berry and Parasuraman 1991;

Kotler 1973).
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AHEE 1 9lth. King and Garey(1997)L A B e

Z4 (relational quality)olgte W3S Alg-ato],

AT A9l bl Mu] 2 g9joh Bt AH] 2 o 2.2 2%

SAe] A gl 9 T Btk &, A

AMH A AH| 2 A 2R S ﬂ%zﬂ,gi 3 T Aol 71 FE REe 7|o-EdA b
Haly] Yste] 43 BAE FE3sta sl e 2 thel (expectation discrepancy paradigm)e©]
Al AFAY] w8E Fohe A 5 1998) o Z|d-Ed9A s vl EAY A tg A
o7 EAH|zoME HYY AZF, AxH, A Z+d A3} (performance) & 71t (expectation) <}
A4, S5 Fo] Mula A shE 14 vugozi wEoRE ddsl= otk Oliver
AME| 2o ZEE (1980) = w2 7Id 53 4H] 439 594

ey oﬂ:r“éé AHEA Aula A dA e R Psta At de 2AY 2%
AB|27b el F4d B3 F23 24 24FE s wEsta Ak )] £ njHE EakEo]
1 vk, King(1983)3 Kinsely(1984) 5& & UehuA dda it
AL AA AMu|27b ALY ojw]x] YA I} of AG7HA mAu 2ol #eE B AP ATA
Pap Ao Fog FFHS 7RIS WRH. £ & WS 7g-EYA suele VIve g a3l
FF Mul oA 7o Q1A Mula F4-o] 3F th John(1992)2 S EAH|Ad|A ] wHET BN
AFE Adlstedl 2R aQle® 7 Ha gl F2 BAMHAY HgeA AL e} ZEY
(39 2008). A A7t e B AL gt Boko

AR Auzrh wEe 33t Au| 2~ 71997499 B, Gilbert et al.(1992) & o] AA&ATh =
T8 QAR FZAH wet ol Hrlele Y o] EAMEAY 7] AF 9A] e AdSs 9
g A7t x]?fﬂfqoi‘jr A7 FA9(2001) A E ZTAF E=@ ofEhA Aol #3 HEZ H
A4 M| 28] AdE S, FEAY, T84, 9 Skt SEAfd|zgte EAA WS AH|2 o] &
74, gl 57}7\] TRotith. wHe] & Ao A JIA| o] ztelE FHACR Wt
G FEEH(2002)= AA AH|2=9] QRlE 9F gt AoAW, oy 95 AH|xe] FHE Bt
g, A8, d9d, 134, A 5 891e = Ve 2R FEG (A 2002; #4E,
= AT Y 2002).

AB| 2 JA Ao A 2~ Algel wet A ARt Az} Mu] 2 Foke] mhof gk AF-e}
v~ F4, w4 gso]l ity A = 9] YEAH| A gig 2 O giite] 1]
< HAAA hjr?’ﬂ e Tl AfH2 7]°4° & 198 5 22 1§78 5L st oY
Eote 20 QAAE I MB|28 FEolu F4 g o] f2E 7]E A2 AFRDE B H 2
& ddate Fag @7t A 59 -43"131 AE @ = fAR A7 YeerkE gobl
o} Zo] QlEo] ARl Mu|idie TS 7ﬂ7&§ = AL 9n7t It (Kolodinsky 1995). dukst
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T3 (regret) & 22V} F5& H'E?Piur
= A &2 tidel tg EFeld 4
gt (Landman 1987; Landman and Mannis
1992). wHAE EopdA e F3& AH|A7E A4l
of ARe vE AdE st BlwshHA
HAs = 7% (Kahneman and Miller 1986;
Zeelenberg and Pieters 2004), & oAMEHA
o] ojn] WX & tiekE ®lwste 73%01] oplHE
Agor Eoh(o]fAl, AE74 2005: Landman
1987). é T3 AL A Ao uE
otA B2 dnlshy AL 4| old AHoR
%0}7}7]:—5 dste Aotk adug dA g
of E 27 AR B A4A So] Hatyo]
ek, olgldt T3l= MYstA] ¥ uiste] A3rt
FA W7 2 o g5 gA (A, A
2005 atm ’\H]ZV} Fufel tia] TEgolx A

45 frste 5 7 & Pl A 2
FHAR 4 UV‘ 4 )tH(Inman, Dyer and
Jia 1997; Oliver 1997: Taylor 1997: Tsiros
and Mittal 2000).
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So2 Bi(anger)E QAT AA 25 7
gate 71EAQ BAMY stEA &7 3 53R
g grol H4 P2 o WAste S BT
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GatAY A e i dRlo] R e A
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72e AL Bz A

13 BEwE A @t (Averill 1982:
Shaver, Schwartz, O 'Conner and kirson 1987).
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"/P‘] 23 Tev o E3E 7AA A
A2t w2 el oF PAAE e
‘:Jﬂ—t— A oltH(Levine 1995). °AY #xv
Q1o ofsf oo WA A dig 7
Aol7]l Wil EEZ e HuE i
, Bee %*‘jéfﬂ Ao AN Wi 9o
a—w ajAstazt gek(Averill
1982; Shaver et al. 1987). Wty FxE 7
s =W A E IXPE.—Q sty Hoe ¥
AX o2 ggstunt sh= A3E Blth(Elsworth
and Smith 1988).
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Ee EUESS A4S S Hole ] &
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5<% 9vlgtth(Engel, Blackwell, and Miniard
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< AT FHARY QA BA B g T
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A F8F RS ATAT(HE 9 2003).
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Me|2AA|0|Z} 21X AMu|A7} 12

2H30l ojRl= S| H|W - o7

MulAE SH2

EI>
|0
Hu
|

E WA 249 3 (=
AT AP T Abdo] = =
Ao e} Q1A Mu| 2 Fo o] &
A2 T9E
13374=3

mr

4.2.1 A 2270) =
Rt 4RT AAd Hd el 19
Ao A 2A ARE GPes mle Hulzs

o877} FRAez daaer @At e o
B 2 ATAE AplasAel e WeE
el wEe Adad A4 B AReAd 288
gron. F, AMzsdlolzE Azl
Aste g7 U 29l A Add &3t i
Az gesn ARG, Ao, g Hage)

3, 3
7P7\1 8o Hyt HAHL oY %
. w7, AT, 2 5 # i
’QUVJ% ofg7|#e <lHzEo, A&, 7]
ot #HE Aoln Au] HAAG LS 5 F
A B AT #EE . =
Bitner(1992), °l@% <(2003), °lfAe 2
2(1998), "4 €(2003)9 ATE
HA7, Anlag, gH A
2 sk, ds a%A Fo(1d)-—n)
(57)¢] b3 YAHE HEE o|&sto SA A

4.2.2 948 Ay~

ol Au|ae Nula AZAs nA 7+ AE A
AN A HeFgoz Hok Doney
and Cannon(1997), °l8 ¢ 742(2001),
A5 91(2006)9 A7 HEeR 9 /qu]it
JEAMH A AFA} 2t DB ARAT FaAe
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q 1A adle R

el A4, ARA, A AR P19l B

TR, 7 AA, A 444, da 259
'EE_\_‘

Me] o PAgstel, A a¥A Aoh(1H)—
¢ 2G5S 5 BAE HEES oot
278kt

4.2.3 9%

T2 AH| 2 o] 827t o B2 tis] w7
£ BEe RS o ez, B Avdis
Oliver(1980), °l1&%¥ £(2003), 717-(2007)
59 AFE v R TS AMu|xd] digh T
Az g A5 gk wE AubA gE 3744 3

o FAEM A a¥x ¥(1d)—v$ 2
drh(5) 9 5H YAE HEE o]gdte] A3}
k.

4.2.4 %3

F3e AH| 2~ o]t AH|~9 A OH
whEslA]) da AYE HE:eaat she 4
= Ao=g il’/} 2 AF1E Zeelenberg and
Pieters(2004), A= £(2009)8 d+& g
o= WY M gk duky 235 3749 3=
o7 FAste], M %A ¥oh(1d)—l 1%
(54)9 53 YAE HEE o|&at] S5

f
_]

425 +x

Rk A o]gAe] Al ddel A3} o
849 478 33474 2L o B4 24
o7 HZ LD} & AFdME Folger and Barson
(1996), #42% €(2009) A+& vEe=z By
2 Az i o] £EE 3 dHeE ¢
ek, Ao 224 4o (14) -+ 22 9H(54)
o] 5 YAE HEE o|&sto ZA ot
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de 224 v 220(563) e 53
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4.2.7 54 7Y%
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(manipulation check)
o] MujaxsAo] T H(M=3.85

o M

=
¢
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=
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Me|aAaA0|Zt oIF Mu|A7L 17 8HS0f njx|= FEo W - 9|2 MH|AS SHoR -

1.0 o= 7IEe® osith. agx 2913d B
HozE aQE Y AisydE fAs A
st el A7bs]Ad (varimax rotation) W4
Aestitt, ol Fall FEF QQAFEE FAHL
2 A A4S AAste dSeit. 42
© (& DI Zo| Ueiwt, sy®sd g 29l
o] LHHS 4.807 4.52& Ul €42 1.0
Feleta Qlar, #Atel] ok Ao Hwof glof
NE F AY 24 HEe T7.73%2 Uehsth
S 89 AFE AA & He} 2ol 27)
Q9o g7t 4184 #4E Cronbach’'s

¥
m m-hll

alpha AFE ol&sided 2 7id ¥ AI=E
AuHd AqH|AAFA0|ZE (.95, < AH|AE
0.9302 Yelt} o]+ Nunnally and Bernstein
(1994) 7} A|Ag 71291 0.7< 3tz 9oy
AA GES HAF A Lt

Uehgeh 7 291 4

97, 3+ 0.98, w2 0.98,
90, Aolg 9=+ 0.960=2
Elyttt. o] & 57) 2918 Cronbach’s alpha A4
7F 25 0.7 Agletel A AA a2 gt

5.3 74 AZ
5.3.1 AH|2azAlo)Z Q1A Mu|Xd wE

¥, 2=

L Bt K E R e G L ESS B Y

Y

(£ 1) S A gl Bty 2A
W Bisc 1 2912 Cronbach's a
A1 0.92
A8 0.91
#4491 0.91
M| A xA o] ’\‘UVZZ 089 0.95
Ju 24142 0.87
A2 0.85
FoAEA1 0.93
dTAE32 0.92
A5 2 QA
?lx_i HH]_/_’: J2 283 0.89 0.93
AgAEA1 0.85
AEARA2 0.82
AEAEA3 0.77
ofo] Al Zk 4.80 4.52
A H&(%) 40.04 37.69
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(F 2) Bawsel M2l o ElgY 24
e Eig [l 2912 2913 [9l4 2915 Cronbach's a
i) 0.80
i o 0.70 0.97
i3 0.67
=31 0.69
%3 %32 0.69 0.98
%33 0.66
WE] 0.66
B Fi=) 0.66 0.98
WE3 0.65
s 44 341 0.90
24 FRRERD 0.70 090
A o] & Aol & 945:_ 0.60 0.95
gz Aol & 9= 0.55
ofe] A2k 3.11 2.85 261 | 248 1.33
A8 & (%) 23.93 | 21.89 | 2009 | 19.07 | 10.26
MUl 2 o] gate] W B3] Hiod zlol7} gle 9F AA Mu|xo £Fo] E v Y wl(video 4)
RAolgha AAIZE 7S Eelsh] fle EAREA £ vl B AAr}E ghEo] o 22 Aoz yE
(ANOVA) & AFgatsith, @A Mu]|asA o] 2 WoHM=1.41 vs M=1.54). &, ©] 4%7} 47}
FE3 A e £ A UEd RAT A 4R 3 00l Y A8 e,
AolE B M 1 AHAGF=303.31,  AasAclze £F 9 A Auae 3
P=0.01, - DAE). ARNES Avnw WH 2 F3o 0 AZe] FAHCE Hol7t 9 A
MulAasA o] £33} QIA Mu| 29 F£30] 2 o2 YERITHF=200.16, P=0.00, (3& 3)3x). ©]

At (video 1)olM THEel(M=4.07) 7}
velgth agez 7 1-12 AR HAY e
AB]222Al0] O] o] Ha Q1A AH] 29
o] =& wW(video 3)7} AH|22Alo] ] FF
AMuj 29 o] wg 7d-9-(video 2)E

Zol ¢ & o2 & F Irh(M=3.78 vs
D). webd 7 1-2& AE =9 71

o7 Mu|AAFO|Z] Fut =31 1A AH| A

o] B& w9 (video 3)& AH]|AAFA 0| Z

Q4

niﬂ
e
NS

o = oHf
[

I
M

336

7K 2 AR A, AR el At 3
S L ENN DECIEIE IR

A~ A Z$-(video 2), F3)17HM=4.0) 7% 2ZA

ehet. olel] B b4 218 AR, Ea
ME| A2 FA| 0| L] 42Fo] Ly o1& AMu| A9 F£3
o] =2 (video 3) BT}, HH|AAA0|Zo] £

~

< E3 AR AH| 2] o] ¥ 79 (video 2
o)

7 #3e] Azto] B% A A

2~ 0]

’% 2 T M
(M=1.98 vs M=4.0). & 7} 2-2& AA] =t}
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MulA27 0= oI Mu|AT} 174 8IS0 D|X|= Feeol H|W - 2|7 MH|AE SH2E -
L3 AR asA| o] Lo g Q1A ME|Ae = o] & B w2 AF(video 4)dlE R FE A
of & T B Af(video Aol FE $E A vlasAolxe we £Ee AH AUz A AE
HasAo 2o £ e A AMa U A% (video 32T Bied A7) © 2 o g

(video 3)Ett §3le] #|zko] ¥ 2 Aoz UEly
THM=3.90 vs M=198). T2 714 2-3& Al
=tk FAE F3e A AsFo] Lo} Q1A A
H| 29 £0] & o B8 45 (video 1) F3]7}
(M=1.60) 7V A QA= ATk, AH] 222A] 0] €]
FEo] ¥a A AH2Y FEE S AT
(video 3)9] ¥3(M= 1.98)7} F ¥AZ 27 Q1A

28 o 2= 9

T M
T

He Relg Fehir] A BAAHE
PO.00 $E wlMaﬂ 124 Sz QA

(video 2)9] 7} M=4.27) 7v¢ 3A A
= 9459t F, 7K 3-12 AEEAN. 2
AH] 2227 ]i«] T w1 A AH| 29 F
& v w(video 2)7F AlH]2=2A0] L] ’\7‘01
I Q1A Au 28] o] #2 wWl(video 3) Bt
w9 Azto] ¥ 2 A& & F Uth(M=4.27
vs M=1.56). wetx 7Hd 3-2& AA] =HUH

g Al oAl LY £ A Aplze S

Y N o
Rt Ho

RNV

YrHM=358 vs M=

3-3& A HA ]9401115 l‘f:b:% 39} vzt

TR AulzazAolZet Q1A A léﬁl ??301

E o =& d(video 1)9 # H

& A QAT AE|22A 0] =

1A A{H]A,] ’“ZS e ﬁ°(v1deo 3)7}
QAL F AR 2 A

L
HN&
(o]

¥

31954 (Regression Analysis)< ©]
CF8, #=h Aol w3 R
TR Ee S vA Ao tiste] Lok
A BEI 23 Aolg md TS umu
Aog Yehtoy Rl ojg omd wxE
& %ﬁ]ﬁ.ﬂi o3l Pttt FAAL &
FZ p<0.0594 EARCZ Somu3lt Aoz
& 87%°HH(F=335.70, P=0.00,
=R W Aued WA uE
& Al S5l 39 998 A Aow g

(& 3) Mu|aagfo|= & oIX Mu|Ag| £Fof WE BHE, 23|, i
video 1 video 2 video 3 video 4
au (N=40) (N=39) (N=39) (N=40) Pzt -["TQ]
" | high level SS + | high level 88 + | low level 8S + low level SS + 48
high level HS low level HS high level HS low level HS
RHE 4.07 1.41 3.78 1.54 303.31 | 0.00
3] 1.60 4.00 1.98 3.90 200.16 | 0.00
i 1.40 4.27 1.56 3.58 227.79 | 0.00
*SS: MulAsA o] Z(servicescapes), HS: 914 AH]2A(human service)
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o B3 A5 E23} A%

W R? F B] il E];_M Bia]T t-2k folgs

= 0.51 0.07 0.56 6.99 0.00

%3 0.87 335.70 -0.31 0.08 -0.32 -3.73 0.00

B -0.07 0.06 -0.08 -1.03 0.30
oo Fo Jge vtk A& & F lom, 7 th(F=87.73, p=0.00, (& 5)%x). ¥4 %
A 5 A9EAT v Bt 7]17HE o] (p<0.05) < 744 FAgREd R 4TS lﬂ% Ao
Aol g oz Fo] Jes v Rolghe 7K 6 e /M 78 AY HIA B EI 2 A
& AR 97 Rtk oA el AEE Aol g o Aelme] Ho IFE vlAE AL T 5 o
5ol Aol 4P viNn FIE Aol ome] ¥ old wek M 9 AA ek N F3}
9 GgH S ztett 7N Berh Aold = AH TRz FHo JFE v Aolge 7}
AL GFIE6)] AXHA R olfi Fw  8e FAHOE RS €& RoE ek
AR AN 578 FEAA RS A WY (p<0.05). 7 8ol Az olfE Rwsh &
e ez B ¢ ds Ao, & 2x9 % FIe Al A b A} #PHez 4
ol mgje] EFHU= Ao el g BT B o BAste o R MY $3E ER
&t FHE Yepr] el % 2o A ZE3] e yidez Yehle 545 7K
o4 o] AHH PGS WA Fe Aoz v F At HAE AHF Ao g Filojm
o) Aol g omo gk 7 8219 JdFgY S = YgFHoR A4l TIE FEFSHA @Y
ol 7] e mF3}F Ao Ao @S wws] B o A FHxd] diet gk o] A o] ]
A3, =9 (Beta=0.56) ¥&Fgel 7 A1 1 &S A vygrta AddEn e
52 33 (Beta=-0.32) £¢2 & 4 St A FAEd Fo] JEge A1, Fee F
A4 A7 g e 44 AR o A FAZe Heo I A AS & F
e MAE AoZ Uehd B £33 = Ao & 9 o 2F8 ATE o R ghE( =-0.41)2
T et FFES 2A e o= YEyT B (Beta=0.34)9] o2 ¥37 FHd o
3]94]& P<0.050A frolsta AWEE 63%0°] < "Rde 2AE Wit

E b) OIE, 33| 2ol 8NH 7oz
e B2 . b ZZ3} 711% #23 A%F o .
B xFot Beta

b= -0.38 0.12 -0.41 -3.06 0.00

%3 0.63 | 87.73 0.07 0.14 0.07 0.51 0.61

B 0.30 0.11 0.34 2.80 0.00
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MBl2x70| =2} oI% MulAz} 1%

gHSol| ojRl= Yol Bl - 2B MH|AE SH2E -

i

ZHA so] FAA FA=rF B s Aol
= Furt 2440w HEQ AEle fddite
PAFet fAe 23S ez Qo (Averill
1982 Shaver et al. 1987).

o

2

6.2 7| AARE

B A7 daaze FA¢ it AE
A AL ¢ Jde AP o A AdA #

SAs7] f8 vt e A5Eclge
"Hi% AHE APstginh. 71E0] Mattila et
ATl A SEAH] 20X 9] AH] A A
A tigk AFA o] &HA U B AN
= o] v AFES T HEE axHx 4
ol ERieiSitt. o] vt ASE AP &4
H Mu] A7 ~9] 3P(physical evidence, process,
people) & 1 AAdAHoz Yepd 4 A &t
= olds 7RIt oldd o frE HH e ASES
G5 o mAfu| A Rt ofyet AMu| A HEAFE
el A 3 & AdE AT
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A, SHAZE A 2 A HE EYstA @
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The Impacts of Servicescape and Human Service on Customer
Responses - The Case of Healthcare Services -

Sungho Kim - Jiyoung Kim - Bokyeong Seo - Yoonjung Huh

ABSTRACT

This research has empirically examined the relative influence of two components of service
quality - physical component (servicescape) and human component (human services) on customers’
responses. This research has been carried out in the setting of healthcare services. Customers’
responses included cognitive, emotional (satisfaction, regret, and anger), and behavioral responses
(re-patronage intention and negative word-of-mouth intention).

Servicescape is important in many services since it delivers physical cues (information) on
the quality of a given service. Oftentimes, it is difficult to evaluate the quality of a service
because of intangible nature of services and servicescape plays a role of providing tangible
evidences by which to evaluate the service quality tangibly even before the actual experience
of the services.

In this study, in addition to servicescape, we considered the human service as another component
of service quality in healthcare service industry. Human services includes service providers’
care, concern, empathy, comfort, and so forth to the customers” problem. Human services are
especially important in healthcare services since most customers in healthcare services are in
miserable conditions, physically as well as mentally.

While some research has been carried out on physical component of service quality (servicescape),
studies that examined the influence of human component of service quality (human services)

are rare.
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This research was implemented using a combination of scenario method and survey questionnaire
method. Scenario was a video that displayed both the servicescape of a clinic and the level of
human services delivered to a patient. Videos were taken at an actual doctor’s office of a large
general hospital. The doctor and the patient were played by trained research assistants.

The current study employed a 2 (servicescape; good and bad) x 2 (human services; good and
bad) between subject design. A sample of 203 students participated in this study. Respondents
were randomly assigned to one of the four conditions. They were shown one of the four types of
videos and asked to fill out the questionnaire. Questionnaires assessed respondents’ responses
in terms of satisfaction, regret, anger, re-patronage intention, and negative word-of-mouth intention.
All measures were assessed by 5-point scale items. Questionnaires were self administered.

Forty three questionnaires were found to be non-usable because of many missing and
unsatisfactory responses. Consequently, these questionnaires were removed and the rest of
158 surveys were finally analyzed in this research.

Findings showed that there are significant differences in respondents’ satisfaction, regret,
and anger depending on the level of servicescape and human services. Specifically, the study
showed when both servicescape and human service were good, respondents demonstrated the
highest level of satisfaction, as expected. However, when servicescape was good but the level
of human services were low, respondents showed the highest level of both regret and anger.
Actually, the levels of regret and anger were even higher than when both servicescagpe and
human services were bad.

This finding provides important implications for service providers. First, when servicescape
was good but the human services were bad, respondents felt kinds of betrayal that consequently
led to negative emotional responses such as regret and anger. Second, the condition of good
servicescape and bad human services is waste of service firm’s resources. Building good
servicescape does not provide the desired return, only resulting in customers” regret and anger.
Service providers should take all kinds of effort to prevent this by designing delivery of good
human services.

The current study also found that satisfaction, regret, and anger had differential effect on
re-patronage intention and negative word-of-mouth intention. Specifically, the study has
demonstrated that satisfaction forced by servicescape and human services had positive influence
on re-patronage intention, but negative influence on negative WOM intention. However, on
the contrary, regret and anger had negative influence on re-patronage intention, but positive
influence on negative WOM intention.
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The current study has made academic contribution in that it empirically investigated the
relative importance of physical component (servicescape) and human component of service
quality (human services). The study has also made methodological contribution by employing
videos as part of scenario method, for the first time in domestic research.

This research has raised issues on the importance of human services, particularly in healthcare
services. Also it has suggested the need to consider servicescape and human services in an
integrative manner. Finally, limitations of the research and directions of future research were
suggested.

Key words: servicescape, human services, healthcare services, satisfaction, regret, anger
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