C ==
C THII B™*E JiX|, Q2o g
—_— X

Haje=
HEE B DiXlE ¥Y

mJ






283t - Mg

The Effects of Brand Evidence on the Brand Value,

Customer Satisfaction and Brand Verdict in Hospital

Abstract

The objective of this study is to identify the effect of brand evidence on brand value and
customer satisfaction, and the effect of brand value and customer satisfaction on brand verdict
in case of hospital management. To achieve this objective, 250 hospital customers were
surveyed in Busan and Gyeongnam province. Of these, 220 respondents were used for the
analysis. The research results show that brand name, employee service, core service and
feelings have a positive effect on customer satisfaction. However, servicescape failed to affect
customer satisfaction. Employee service has a positive effect on brand value. However, brand

name, core service, feelings and servicescape failed to affect brand value.

Key words : Brand Evidence, Brand Value, Customer Satisfaction, Brand Verdict, Medical
Hospital
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Kotler(2008)+= ‘whAI” o] &4 Hall=o] g4l 5o @9 glon, Bies P55kl
e ehe A2 A" ] Al ol A} 2ol Ehal st B Aaker(1995)= 7193 1ke] A Aol A H sl
71 873 st A&A Q) FA-AE S8k wEA] BA=E Astsfof dhtkal A 483l
olf gk & YFohx Ao wARE AAL BAE HAS WEA St o, o5 A
o] 71952 At BAES A58 Arte s o] §le ERE ofye} Avith A g B =)
AE =] el FHS 1ol vk EF 7lEE Ay gao] el Ak el A%l
SoIMHA BAAREE 71 FAAl7F flo AL 7 e Sl M 2=af AlEe] AP EE of 91k
737 37 o] diFdd wet 7|95 AAE A= gk w2 AR et e A4 2o o3
TEE BAE olnXE AAS-9FgHe] o A4 H AT, 2008). AN = Al
FAHA 9] 558 Aoy 7)E Tol AVIHe® A At 7SR, AlEe] dnkslo)
upet A1 apEske] IUEE Aa BN SHaE W el gl Atk o] d o
T2 AAAR] 7AES F5 Ao Ta3 st IUER Avprte] BAES 5 Ql=d|(o]
7, 2002), o) BA R AT S tEshs e AFE dols oy e, AW, FoF 5
FARJA MBS Sl nANA AFalFa = BA7Ide] dF S B Fa4d0]
BF A 24k ol g =2 vlTs AAskar ok webd Wl 7ol Al d 98 It
BAHEE Eol7] A= AAbe] BAE AqE A AT & ¢ Qs BAlE S8 B8 B
, S Tl AAE xR0 Bl RS FEd T

A= b, wANEED} 37 olE W4 A1
3 ]

i T2 F- S 9k 2012), A9Re] dh o] o mAqH|
of A4 i o5 P, B9 4, T FF A 240 &3 BAE oA
HAE FAlo A% Aol ok gk BAE AAF P Aol I ¢ glE HAlE
S e At MR GAREA A wg- Fad Fits AA L Aol e Etskal thth
o] Ao 39 YirEy, FEZAERA, 2008 5 3HEE, 2009 ; o] ¥ -H Uz, 2011 5 L4
T AFE A ERkol 8], 2012)5 9] AHl=AEG R 25 o] BEE A ghow o g Ate] A A
Hj2~ Baed gigh A Fat Al SAdv SekE]old & 3lo] ARdot), wela] Bale &
AL 7Ivto. 2 gh gl tid AFA A7 dasitt

ol&ut Bal= F7(brand evidence)= AH|Z= BaAl= oA Fufjel= Eo S F3 A4
Fu oA = Mujx Bl=o] AGA] gar & 5= Qo Arjx Bill=e] S/ AdEsS F+3A
S FEAR o] HER BE S Muls Bz die] Anjake] v e T
7125 A3 eHGrace, & O Cass, 2005). WA oz uMNE2 &S Fushr] dol 2=
g, AZkE 7 3 2 Ao R FE Ao AY e ow de gl AES Fal Ay
2 BE SAE sk A Fuj Aol A= o] ¢} T o] HukA Q] AH| 28k Ao} o]m]x] A
SO B SAE HIRHAAA-EHEE, 2009). o)A H BHE STAE HWE AR A
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M2 FAAQ AR ATONA U 85 AHgEod 4 Uk EF BAE FAE YA
o 5L 7P Qi Azl @ Fol A HAE o F 5o FPYARE AolHrks ol
A A2 ATl BAE AR T 840 U Bha @ 5 ArHaex), 2008).

B AT B Y BAS FAS B DAS 4K, DARE] BAE where] v P
o ofw & Jate] WA Q= 7bE Awuis w vk Tela B ATE Ba A, nAE 57
THLL F BAS B, s B, A2 49 ez D el BAE ), nAwE
9 BAE ek ko] $AE WA Sk A, BAE Jbxeh AN kel T4 RAE 4]
3 olE T84T BAS Bt omd GFol WALk Bolra Gk A B AT
B8 EYz Wele] Bas 57 5 Bas el ga gae 2oy &5 AR
% A7)zt @ F e P ANsnd do

I. o]&% w7
2.1 BAHE =7

AH| 2 AFJoll A Bal=
Aofut Zmlsthe= ot Fjgs o] -9 I oA 7} e 7
oA ARH A= BE AS H3h
7} (perceived price), AH|Z~ 27 (servicescape), 4 AH]Z2(core services), 2191 A{H|2
(employer services), 7F4 (feeling), AFo} ©]u]x] U X](self-image-congruence) 522 7|4 2] A+
F& At Fetar et (Grace, & O' Cass, 2005).

E A= WY BAE A2 Berry(2000), de Chernatony €+ Riley F. (1998), Grace D¢} O’
Cass A, (2005)] A7-ollA A Bal= g Au]z 84 4] Auj2) 2] Az~ 72H4 5

5 ANES B ATl AEHARL, A2E AHA Aol o]ulXste] AXF FUEL B AT
A ASSAT ol fi AGR B AR o mlgo] At Wol sHgo] HA T o] BAY]

s A ARAA 1T © olAE Be Bl EAUTn ANl A9t B, &

9, G aEG 5 A kel wa) duiH o ol BAF nAS] o] §3vle] AFH &
291 Aotolm A Qo] et AAFHE FriH o vrtn Besely] el

BAEEA FHRA F A, DAL We 2uAE] vAL onAd] g olarl nae
B BE BAS AAEE FPAZD 5 U, A

o]
o] ¥ 4= 9t} (Aaker, 1991). ©
o

v ko] 5o Ql HEE o] AR Hol Bnale W s <l
A S QA EAMYS T F St s ¢ F ATl FE-AYE, 2011). 9,
Janiszewski and van Osselaer(2000)¢} Keller(2003)+= 7ol o34 & d#fxl F8gk Hill=
= 2 B g AAE oAl Al Es T A sk Jvkar ST A, AHl s S
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AGFI=.851, CFI=.958, NFI=.929, IFI=.959, TLI=.934, RMR=.014, RMSEA=.077% H] % % 3}7]
=& WS 2 F3o] Hgslrta & 4
<E 4 EoIN QolE2MAD}
3k aFE & L
89l _ & . R P 4 AVE
Bl A4 2 AF (T#) A=
EE L AT3 .879 - - -
W=t 787 650
(AT) AT2 728 121 6.807 .000
ML ESe CT2 910 - - -
.944 .893
9 (CT) CT1 .979 .054 20.481 .000
A WA E A DT3 .853 - - -
.862 759
il (DT) DT2 .887 .085 13.423 .000
= | z29 An ET2 .926 - - -
v & A 901 819
(ET) ET .884 .065 14.026 .000
77 FT4 .803 - - -
.879 785
(FT) FT1 .948 123 9.184 .000
Be 2die SO 2= JIXl, DA40E & =2c mothy| 0|Xls g8k 271




AR HT3 840 - — -
859 752
) (HT) HT1 894 017 15.689 .000
A | Bas A T4 819 — — —
s P Q 818 691
&l (QT) QT1 844 076 12.568 .000
T | BAswg JT4 928 - - —
913 838
JT) JT1 904 062 16.249 .000
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Ay 34 .340 1

B RAEG hl B .269 .635 1

I Rl 191 .287 311 1

=4 .258 .235 210 319 1
B@E= 1A .331 .297 372 .520 421 1
AR 321 .200 .280 516 .360 690
H= g .266 .284 .318 .309 287 634 1

B AT AAZe xRS 7|dr o2 AMOS 180% o] &3] 32l A 7HdS AAs
Ak BA A A7 A3 E A= x2=178.950, df=81, p=.000, CMIN/DF=2.209, GFI=.914,
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b [AH]Z: FH-HAE THA —.093 .062 —1.100 271 712}
H1 ¢ | FMAMuA-HAE 71X —-.020 .083 —.224 .822 ks
d [FAYMHA—>BAE 71X 229 067 3.119 .002. 2| &
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a |BU= gouAvks 219 .059 2.938 .003 %) &4
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d |[AY Auja—-aARks .382 .063 5.403 .000 A e
e |#A-mAE 279 070 4.152 .000 A &
H3 - |2YUE Jx-onAE 697 103 6.955 .000 A g
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H5 - | ZARSE->u= Fo .826 156 5.491 .000 A e
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A= o 273 5.004 .000 25.044 321
1 S LIz . .200 3.015 .000 9.088 .200
s A M) :}”T .280 4.301 .000 18.502 .280 ) e
Al 2 AH] 516 8.904 .000 79.287 516
Ed o] .360 5.696 .000 32.444 .360
HU= o 428 4.070 .000 16.563 .266
2 A2~ 8 b ol 284 4.382 .000 19.199 284
o A | fj‘; 318 4.945 .000 24.457 .318 ) e
A A9 Mux T 309 4.799 000 | 23.028 | .309
74 .287 4.418 .000 19.520 278
29= 9 =R R=t .207 3.453 .001 10,763 c93 -
Bny= dd 7HA] 428 7.125 .000 ’ '
Sobel test statistic: z=4.1848, One—tailed probability=0.00001427,
3 Two—tailed probability=0.00002854
L R | e | ) .068 1.103 271
A1 sac ag 7HA] 463 7.495 00 | SHTEU | ABT A%
Sobel test statistic: z=3.3597, One—tailed probability=0.00039008,
Two—tailed probability=0.00078016
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A A= Ba= 141 2.268 024 26,940 S0l e
HRs g 713 438 | 7.072 | .000 ' ' "
Sobel test statistic: z=3.7819, One—tailed probability= 0.00007779,
Two—tailed probability= 0.00015559

2l Auj s Ba= 406 7.236 .000
— _ 67.126 | .618 s
Ba= gt 7HA .357 6.370 .000
Sobel test statistic: z=4.5205, One—tailed probability=0.00000308,
Two—tailed probability=0.00000617
474 vy 241 4.032 .000
BA= gt 7HA] 414 6.912 .000 43.589 )53 ae
Sobel test statistic: z=3.5401, One—tailed probability=0.00019993,
Two—tailed probability= 0.00039987

*kp<(.05, p<0.01, p<0.001, p<0.0001
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1 Au) 2 37 o 297 4.594 .000 21.100 297
@& | A Mus ;;_ 372 5.910 000 | 34.923 | .372
A 2 Au 2~ s .520 8.993 .000 80.866 .520
24 435 6.862 .000 47.085 421
HU= 9 428 4.070 .000 16.563 266
2 Ay~ 34 nae 284 4.382 .000 19.199 284
o A A2 ;; .318 4.945 .000 24.457 .318
A 21 AH 2~ i .309 4.799 .000 23.028 .309
Ed o] .287 4.418 .000 19.520 278
HUE o ki 175 3.289 001 21,992 656 e
BAs @ = 588 | 11.057 | .000 ‘ ' e
Sobel test statistic: z= 4.7606, One—tailed probability=0.00000096,
Two—tailed probability=0.00000193
, Au) 2 87 k! 127 2.348 020 — 616
- 1A= gt = 598 11.058 .000 ' '
7 Sobel test statistic: z=4.2338, One—tailed probability=0.000011438,
Two—tailed probability=0.00002297
SNA A H]) 2 ki 189 3.516 001
2d= 9o = 574 10.658 .000 83.280 059
Sobel test statistic: z=4.3948, One—tailed probability=0.00000554,
Two—tailed probability=0.00001108
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A ) 7% .358 7.234 .000
— _ 116.708 | .720 e
BH= g Ll 523 10.561 .000

Sobel test statistic: z= 4.3029, One—tailed probability=0.00000843,
Two—tailed probability= 0.00001685 .

.261 5.037 .000

.559 10.785 .000

Sobel test statistic: z=3.7198, One—tailed probability= 0.00009967,
Two—tailed probability= 0.00019934

*+p<0.05, p<0.01, p<0.001, p<0.0001
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