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A Study on the Effects of Service Quality and Location Characteristics

of Pharmacy on the Pharmacy Revisit and Recommendation
Focused on the Mediating Effects of Reuvisit

Z £ 9 (Kim, Wooyoung)*
u]

z| 91 M (Choi, Minseub)™

< Abstract >

The purpose of this study is to explore the effects of pharmacy service quality and location
characteristic of pharmacy on the pharmacy revisit and recommendation based on quantitative
analysis.

The data were gathered from pharmacy customers who visited the pharmacy. they were asked
to assess the pharmacy service quality, ranging the location, intension to revisit and
recommendation. A total of 541 usable questionnaires were used for the survey. These
hypothesized relationships concerning many kinds of factors were verified by covariance modeling,
using SPSS 15.00 and AMOS 7.0 programs. The methods for the study were confirmatory and
structural analyses.

The results of the study are as follows

First, pharmacy service quality had a significant effect customer revisit,

Second, location characteristic of pharmacy had a significant effect customer revisit,

Last, customer revisit had a significant effect on the intension to recommendation to other
customers.

F A of: O, ANSY, MHIAEE, MYROE FHOE

Keywords : pharmacy, location characteristic, service quality, intension to revisit, recommendation
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H A S F e X 050 | 103 | 241 | 064 | .867
° |oF=e] Ayt AltH o R HIld 2L 204 | 173 | 085 | 164 | 781
3] (eigen value) 4,016 | 3.736 | 2.936 | 2.594 | 2.467
F2H0%) 18.256 | 16,982 | 13,347 | 11,791 | 11.212
4 F2H%) 18.256 | 35.238 | 48.585 | 60.377 | 71.589
AlZ] % (Cronbach's @) .887 1905 867 857 874
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Ymon P Arg ojgsk A% 343
50 A dx/3e 54571 S8l Cronbach's
a AFE A on, AUk o2 Cronbach's a
grol 0.6018elH Aol sthE Zlow Wil
ATk

ofite] YAERI AN2ERE Y 9Aa

267) ATl gk ecledst AEE A

golgh 8Rlell =2 AAlgolH, ol de] &
Aol H& AAFES Hol= 47l FE(UAEA 5
Wyl 6, Mu|AEE sy 14 S AlA S
ALFAIZE 1ol 57He] g8lo] FEHAeH,
F=H 8159 AA HARES 71.589% = H
WA E=opth FEE 8RS AR AR
W, 891 12 o] A gRlow ik
HE-2 18.256% %o, TA38HE-5-2] Cronbach'

- =

agk 0.887= YERTE 22 2= HEA 82
oz FelFy, EAIHHIES 16.982% RS
o, 743 354 Cronbach's azt2 0.905 = e}

ok Q9] 38 HEA golom BEAM|ES
13.347% 91 o™, F43EE2] Cronbach's aghe
0.867% ERTE Q9] 4= A Qolo= &
AFAL FAMES 11.791% o, FATE
£-9] Cronbach's agt2 0.857% teRc) wpxat
o7 Q9] 5= ko] QIXEAS] JIAIA Q910
2 ZRIFSan, FAHEE 11.212% %0, 4
SHEE9] Cronbach's agkS 0.874= LFEFSITE
o2 a9 ok ATk e) FH %
SA817] A3k 67l gl uigh a21F
AHE AS A= <% >3 2E 8918
I IFA7F 10111 27019] 28lo] FEFQe

, 80159 AR EAPdHR] &L 85.747% % =

re

& m\m

2

A vebdtl 29l 12 9

2 PRS2 43.003% %10, %“éfz}%%

9] Cronbach's a@l 0.916°% A YERGTH

92 2% oFe] AL aglow S

& 42.744% 101, 73%552] Cronbach's agk
09122 9] FA YERT

QR AEe A A%
SLAAAZF
. (factor
2 AU loading)
89l 189l 2
g | FI2 Ol oS el AW | 913 | 172
;; 2, ok, AAsel siEek 4 | 900 | 259
T o) o S ORI BE | 874 | 266
A | oFE AT oJAbl oigk Eal | 209 | 927
T oF= AAH e gk gl 187 | 904
o= oF= Ajo]g-ol tigh gl 305 | .849
%] (eigen value) 2,580 | 2.565
E4H%) 43.003 | 42.744
A E2H%) 43.003 | 85.747
Al 2] % (Cronbach's a) 916 | 912
2) Qro o Al

O
2

1A (CFA:  Confirmatory
Jatslom, e
HE H9-=H(Maximum Likelihood Method)<
o] &5}l

IR14 QRS S8 Byl AjtEE ¥
7keb7] fleiMe 712FAA 2 A, QX
2df), =gl Aes yehli= A4l GFI

of Fit Index), XA EAG<

oA
Factor Analysis)S 24 ks

(Goodness
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NFI(Normed Fit Index), S=4=A5< IFI
(Incremental fit Index), TLI(Tucker-Lewis Index),
H] 24 3FA]9=¢] CFI(Comparative Fit Index),
TAET AR AF] RMSEA(Root Mean Square
Error of Approximation) &< ©]-83l3ith  x*&
AR p>.051 £ TPor Hriwy RS
of Wistee tE A Aot oA st
= Zlo] wiErAskH, Qak(/dh> 37wk GFI%t
NFI, IFI, TLI, CFI&= 0.9 ©]’d, RMSEA+= 0.08
olsjoln Fo ARra Hher),

seld 9w Avk B@el APEs AT
el BaREe Asiehs Aegel 1) %
E(15W) S F7H o= AARSIE AA A7)
el 317 Q1R B e AREs <E
g>oll  AAJE wRel Fo], x2=829.094(df=303,
p<.001), x¥df(Q)=2.736, GFI=0.893, NFI=0.920,
[F1=0.947, TLI=0.939, CFI=0.947, RMSEA=0.057
2 77 yehd, GFIO] AR A= 0950
Uh stgkont 7o) 4dsielal, xdf= 30]8t,

NFI9} GFI, IFI, TLI, CFI 5¢] A= AFE
0.9 °%d, RMSEAT 0.080]a}= LER} E9]
e dug Ao vehth

(% 8) 9l QoW 1wy 3w
=

Al gz 3%
® 829,094
df 303
p .000

©/df(Q) 2.736

GFI .893

NFI 1920
IFT 947

TLI .939

CFI 947

RMSEA .057

Al tid e SRS e
AR FomEiaL, QAL 0.7°1%

2 FAZeE S84k A heywood case)™ UFERY

theos Agide]  HFERd/d(Convergent
Validity)s  A9R7] ffste]  7idAlE] =(CR:
Construct Reliability)2} E 72X AVE:
Average Variance Extracted)E 2FE3IITh

wA AFEEAEe sl AAlale] dig
F N o3 SAFEE] AT s e
o EAEE 0.7 oldelal, HHwAEEA
F7F 0.501 ol FeERddol 3l

<3E 9>l AAJE v} o], FAHIES] 7|
WA EE A240.793), 7HAZ(0.795), e
(0.810), Z1143(0.828), A 2]/J(0.834), Ao %=
(0.889), FHOIT(0.848)% FE A<l
0.70VF 0= Uehka, BitwiEAae A
2(0.493)3F AEA(0.491)2> 0.5HTE thh SO
L 7RA2(0.567), th-a-4(0.518), E]/d(0.501),
AHHEC] 5(0.729), T2 5(0.650) 52 ARSI
B2 BF 05 olew vt AFErdAo] A
| EAEA = Ak

upR|fo 2 JPHERGA(Discriminant Validity)
S ARy, FPHERAGS s ARle]
AAR b AR deig 2pEAR] THE
UERH, 7pgoR = HAlasl ZAte] o
RAFEATTE T ARk €]
AEch 39, IEeERgAgo] v Ao ik

i waFEAlret duAre] Aus s

X
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(E 9 A dAPpdel eld agleal A

ol g | BEE
N HEEst | B2F | 2Es) t NHe ‘*L_
Al A} Al (C.R) =
(CR)
(AVE)
— H2A4 1C 1) 1.000 854
— A4 2(C 2) 1.056 045 882 | 23.716%*
24 .793 .493
— A4 3(LC 3) .793 .043 712 | 18,279
— A 4(1C 9 735 042 690 | 17.532%
— 7FN4 1aC 7) 1,000 715
e — 7HAA 2(LC 8) 1.354 .068 940 | 19,773 | 795 .567
— 7HA14d 3(LC 9) 1,202 062 866 19,307
- -S4 1(SQ 1) 1,000 846
ge — 24 2(SQ 2) 1,074 .046 858 | 23.462% 10 -
- 22 3(sQ 3) 793 044 704 | 17,989
— -84 4(SQ 4) .796 .045 697 | 17,735
- AT 1(5Q 6) 1,000 803
- AEA 2(5Q 7) 1,249 .060 807 | 20.913%
A — R4 3(SQ 8) 1.309 .060 835 | 21.886** | 828 491
- A 4(SQ 9) 1.197 .055 835 | 21.873*
- AEA 5(SQ 10) 1,094 .054 787 | 20.220%
— AZA 1(5Q 11) 1,000 761
— A7 A 2(5Q 12) 1,010 .057 753 | 17.619%
Ay - HalAd 3(sQ 13) .995 .054 789 | 18.532% | 834 501
— HAYA 6(SQ 16) 1,008 .053 802 | 18.867*
- Hz) A 7(5Q 17) 1,130 .063 766 | 17.954%
- Ao % 1(Revi 1) 1,000 875
AL
e AP 2(Revi 2) 1,023 .033 939 | 30.909** | 889 .729
- A% 3(Revi 3) 1.035 .040 844 | 26,071%
— ZFH9% 1(Reco 1) 1,000 863
FHE — FH )= 2(Reco 2) 1,076 .037 922 28,783 | 848 650
— FH 9% 3(Reco 3) 1,065 040 876 | 26,824
#4%p<0.001
F3l el S s A wRlEke] A(r=0.686)2] AF(12=0471)HT} 2 AHoF
HARE <3 10> AAlE vk} o] <3 9> Ueht ISR wHERR A o] 1% 9]
of yehd HAwRle] HigEAa7t 7H t}.
=2 IS Hol= e Al At
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(F 10) A7F7NERe] el
T2 o Ex M)A~ =3 HFEL ==
EAEeS %‘ﬁ_ #‘:1: AA] &4 4] = . ZHO\__ A
i | g2 | P | ded | dEA | ey | d= | d=
HA 5.31 | 1.12 1
7N 4.87 1.24 | 414% 1
-3 5.10 | 1.02 | 238" | 322 1
A8 477 | 1.22 | 155" | 203" | 670" 1
Aeld 496 | 1,00 | 196" | 279" | 686" | 600" 1
Ao & 5.44 1,06 | 270 | 206%* .632% 550 597 1
FH e 438 | 1,31 | 179" | 324 | 496 | 578 | 4320 | 513w 1
**5¢0.001
<E 10>9] Yepd ool AREA T Mu)x AA AR A <E 11> AAE vt
F4 8213} Ao ApREolE F FHOE ¥ o} ol x’=915.376(df=308, p<.001), X
o157 IS A HH, JAEAI H 2/df(Q)=2.972, GFI=0.882, NFI=0.911, IFI=0.939,
A3} 7IAA, AR AED 99191 1A, WA, TLI=0.931, CFI=0.939, RMSEA=0.060% U}E} ),
Hed 9 ¥l 27 A e 9 FH9% GFI URHAQl 7]EA]91 0,91} tha wiko
SF B ok A+ A ks Hole sloR A Ajte AgES BF 78 e
LR BEgE kel gk Al eet 3 Aow e, By #AANE g8shked A
o)Xt Frejm| gt A+ A IS Hol= A FE7t §le Ao ek
AR Yehy, & A7y gk dX|EHe
S B (E 11) d7RF 3w
A, A5 AEaED WSt 4 A AP &
FAGE B 070812 UER}) STk o) ; 91;.)276
T AA AA FAEA Fe Ao el o o
=k ©/dEQ) 2.972
GFI .882
3. A7EY 9 7MY A% AL ou
IFI 939
TLI 931
o] L& o] Aol A=
1) A2 A3 a3 - o
obao] YA EAJH M| ~mE 8913 e RMSEA 060
ST
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#p(0.01, **p(0.001
s Relvld FRER
e AR (BF3} A5

3t A, A FefrletAl

(E 12) 771 A= 29
H| & B
19 o= Z]ﬂ F ; t FEES
AL
- ¢ Teal T len| P lasn
Al Al
b A
1E Ao - _q; .090| .035| .105| 2,596 | .009| A€l
7 A
N 1
5 718 o 041 .042] .040| 987 |.324| 717
71 A »
; ey — _q; 304] 061| .315| 4.964 | .000| =&l
v A
f AR o _q; 178|054/ .176| 3.268 | .001| A=
| A ] -
5 Agd — o 1275|.062| .252] 4.418 | .000| A=
7P| AHE ! 12,18
R e
6 | o= o |6121.053).557) ") 000 e

(1) oF=e] SAEA AT Eete]
2%
oke] QIAEA T A A9 AP
ofieo]] A+ WIS vH AR 53 AT
7P 19 A% A, w1t AZATE 0.1059]
™, t=2.596 p<0.052 YER} o=

o] ArhelE FomEh H+)e e TIA

T Ao vehgth meba ofsel tigh 4
o IAS0] okt AHHLe|| ZFAHMQ JIS )

A= Ao veht /M 1& AXEA:
goom oo B4 F A
ArEelwe] Aol S HE Aow o

=3 A7l 29) A% A3 EEs AR

0.0400]7, =0.987 p>0.05.02 LJER} 49l
AE Byot), frelna e vAA we

oz yeht A7k 2= 714

Y,

rr Ay to

i

pay

(2) oFre] MUy} Ao Eete] A
A%

ool MH|~Ed 29 F U 1
ATl el F(H)e] dF vE HoR oS
St A7 39 A Ay, BEs ARATE
0.315°]™,t=4.964 p<0.001 2 LFER} of=¢] tf$-
AL o] AR fou|sk A+)e] g3k

& MR g Yekdth gebd oke] 14

o2

of vhe hgAe WA ok Ae] 34
491 9P A RO theht 7ML 38 A
#5191

thgow ool AH2Ed 89 F A
o aAS] ApgEele] Aol e )3

P

0.176°]™, t=3.268 p<0.01= LFER} oF

7] o ARl felnd
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