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Effects of Innovativeness on Customer Satisfaction in Long-Term Care
Hospitals: The Effect of Intermal Capacity and Location Strategy in
Hospital
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Abstract In recent years, over-supply of hospitals has made hospital management more difficult and hospitals have
introduced innovative hospital management to enhance customer satisfaction. The purpose of this study is to
investigate the effect of innovativeness of hospitals on customer satisfaction by using mediating effects of hospital
capacity and location strategy. The subjects of this study were selected from 120 patients and caregivers who were
hospitalized in Seoul and Metropolitan area hospitals and conducted questionnaire and statistical analysis. The results
of this study are as follows: Firstly, this paper shows hospital Innovativeness does not significantly affect customer
satisfaction. Unlike private companies, it is urgent to develop innovativeness measuring tools that are unique to
hospitals differentiated from those of general companies. Secondly, although the impact of Innovativeness on hospital
internal competency and location strategy was similar, location strategy([3=0.357) had a greater impact on customer
satisfaction than internal competency(3=0.283). This suggests that the medical institution should take precedence over
the detailed preparations based on its location marketability, traffic infrastructure, building sales and medical
concentration from the time of its opening. Thirdly, this paper confirms through empirical analysis that the relationship
between hospital Innovativeness and customer satisfaction is completely mediated by internal capacity and location
strategy. The hospital's Innovativeness is affecting customer satisfaction by enhancing the hospital's internal
competencies and inducing an active attitude toward establishing a location strategy.

Keywords : Hospital Innovation, Customer Satisfaction, Internal Competence, Location Marketability, Medical

Integration

tCorresponding Author : Mi-Ran KIM(Asan Medical Center)

Tel: +82-10-2001-7300 email: mirankim7300@gmail.com

Received November 22, 2018 Revised January 8, 2019
Accepted March 8, 2019 Published March 31, 2019

110



RS dx Az i E
il ont 20150 =

gtk 2002 547090
1,3727§ 2 254} o]
= 2002 5,869704 2015\ 253,62670 = 401] o4+

8499 iAo uANZE| A= FF
al

&

M B

R ERE

7l

AL EEA Alhel Aol

Ho
al7)

o)
ol
‘mo
=K

O

+

0

do

i

| A7ke 7] afrn)

3]

of 1
The AollM o 5a]27dol

7] B4

1

o

3}

S

R
of7]
zoq A

!
=

=

[e)

A

&

171909 27k olojA
S|

o A}3)

=4
o

o] AFgak 2014 A 2.9k

gk gt we
= AAE A2 Aus A, Arle 4, dekE

Schumpeter’} H&2o2 £ 7/d oz 71947}k

2]
o ol

=

EE T
2

2ol et e

=
=
15 o

=
-
5

]_

=
=

171 918 9 An)2se)

EERSERNPS

= 3

L
L

0

B

S

[e)

T o

AnB]=}

U2}

=]
£ )

=]
=

}_

R
Z

a

=g
uﬁ]

LED
PoAol] m

sl
R
gt 4t
7] s A%

o}J

el

Wﬁ
=
-

o

L
L

2A

A Ah7tel A et

AF713] 2 A A

=

=

.

3

ofo]e]]
3

v

K}

1

7k naielsReolel /A1, hitp//opendatahiraorkr

THS]. A

S

2]

I

B2A, AHZE AF - AHz 2
RIS

- =
HT’:

9|

SHA

6]

=
=

111

=
1o},
ol

i
=

=

gagles a
kel

of A

A
s

.‘I

HAe] o579 A

+

¢

£
).

o
=

A& ATell A 1
s B v e R s R e

oJxpel
A, F34

L

1

2

of Wt zpol7b & 4= glom, 1 9] ATtk

shsick. olsh 2ol o

L

T

9

Al
Al A

=
5

o @
2

A, 22

Al
A=
5



L

ATt

50] 9]

}

ke
yal

SREERE

Bl o BAH| A o] G AHE ] el H A o] Aolgtal
o

A7IJAH ol &S T4

g, A B AL, AR

Slal(Shortell & Kaluzny,

iR
3

s
<l

Ly
a

=]
3]

o

S

59 AP
2

]

x, UES=, tzsl, Ay

]

]

A¥ot7| g sl 203 A3B, 2019

gl

k]

akl

_—
o

B

i

6
i

b @A L nEAE

/\g]fsﬂ

kel

4= A57HA

3l o

th ol

)

1 %

S

St

o

A ARzt

S

A wiA

)|
B

T

<
oF

oj7|¥e] A o) w7|

oA 7147k

o] 7% gler, ¥

1

A(site) S

5

\=]

SERE

L
L

]_

5

o

A o] ol 7]

<R
o
I

et

K

af Avnazt

[

= O gk
o= ¥
3}

!

o

p=}
pL

-

| 2] o

2l

1A %A

H

g

[e)

1} mjelA] o) w7l

ZI19A7F ek

Aol 7HA]

2

H
gul

2
A4 0] el

L

]_1__

L
L

°©

W

B!

o} vhA ko 2 A5l =

o]
AN

|

o

A A &)

=
=

= 3zl

AA

2AZ ob)7
A FA mA A AT

=
T

112

71dfel o

& A= of

[¢]

A Asn A gk
el olgtan Al of



ot Xkl O]
Eato] whEA| FihE

WA AR Ak A an

Adel w

o 4

2A

[FPAY FAgo] nANEE nX= FF -
<3}

b FA7E 719787l

hal

ol th¥

!

B

ge

I

(o)}
1:]0

2A|20 &

3]
=S —

o= AellA

[o}
PR

2500997 S4A

L

L

(21]

o))

B

il

B
|

¢+

o
i
i

oy
~L

) Thest 2ol 7

Aolt}.
Aolt}.

]
]

=
=

ps

ps

il
il

]

=
o]

E
=

2
&

2

F

s e e L

S

i, 7149l

ojgtaL

ol

Gl

L

L

&

h=}
RN

sz
3} 7419)

k7] of

3
]

7} Atelel

Pk sk

AE7) A e e

e It 37t

[e)

=

[}

=

[¢)

EESERET

2}

FIT}. Cefis & Orsenigo[22]
=94

g]

S
9

o]

L

Ak
-

3}l Hamel[23]

=13
5

5 A M= QIFEZIY, Quality Innovativeness)
T+ QA(Quality Assurance)2k

.?L

gL A

253} )
B

jr,].g_
=

=]

=

QTG =RAA WA ot 71 2

=
=

=
i

o

ojH, AFA el

A

o

a}

5

37| =

5

AA]

=

=

A3t

A
A

o] $171%) ZA 87} o) w

T+

e

#l3)

ok ey

Foll #gE Aol A

i~

i

=K

=3 glek. o]l wheh vhg-3t

W

oy
10°

Bo

113



2otk

13
=

ujj 7]

=

=

o] A

AAAE A o

L

L

Al

X

i

o
el

7
wal 28 adlo] HT3132]

il

i

I

L

L

5o

A7) &8t El =2 208 ASE, 2019
713e] 91X

=

gl

k]

o] #AE v Aotk

o
il
o

o)
)

m

124 Wt o3

H oo

d

R

Ak
=

TEA
= A7

Aol A

Fig. 3-1. Research Model
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Table 3-1. Operating Definition of Variables and Measuring Tool

Potential Operational Observation . .
t It 1% t Re h
Variable Definition Variable Questionnaire Item recedent Researc]
Creative and @This hospital pursues creative ideas.
. innovative thinking . (@The hospital seeks creative and innovative ideas. Kim Jung-Gon
Innovativeness N Innovativeness | - — - -
and new technologies (3This hospital is interested in new technologies and products. et al[10]
and products @The hospital likes creative and innovative thinking.
(DThis hospital doctor is highly specialized.
Medical Staff |@This hospital doctor has a lot of knowledge.
The three factors that| ~ Recognition |@)This hospital doctor has high ability.
can be uscfi to @This hospital doctor has a high reputation.
comprehensively DThis hospital " - m
assess the internal 7 is hospital surgery technique is excellent.
competencies of . (@The experience of this hospital operation is very easy. Mahoney
. . . Medical P— : - - -
In-hospital  |hospitals are direct or Treatment (3This hospital has many patients with severe illness. [12]
Capacity indirect effects of Capacit @This hospital has excellent medical quality management ability.| SO Won-scob
hospital management pactty py— . - - - - [15]
(DThis hospital is fast developing and introducing new medical
performance such as
technology.
doctor's awareness, DThe Bacility 51  tis bosoital s 1
medical treatment (DThe facility size of this hospital is large.
capacity, Level of Medical|@The hospital has advanced medical equipment.
Equipment  |(3)The hospital is equipped with facility safety procedures.
@The overall facility environment of this hospital is pleasant.
(DThis area has a large number of visitors facilities.
Location (@This region is active.
Marketability |(3)The growth potential of the local market is high.
Four factors that can @Competitive intensity is high in this region.
comp}rlchcnswc‘lyA (DThis area is easy to use public transportation.
t t S—— .
ass? s .c supcrlqn Y Transportation |@This area has easy access to the main road.
of hospital location
) are direct and indirect Infrastructure  |(3)This area has easy access to railway facilities.
Hosp}tal effects of hospital @This area has easy access to expressway. . .
location —— — —— Kim Duck Ki[l]
Strategy management (DThis building has good visibility.
lP“ff’“nanccksucbl?l?S Building  |@This building has good usability.
t] t t . a—— - - .
ocation marketabiiity, Attraction (3This building maintenance is good.
transportation = —— —
infrastructure, building @Use of this facility is good.
attractiveness, (DThis area is concentrated in similar medical facilities.
Medical (@This area is concentrated in the same type of medical facilities.
Aptitude (3This area is concentrated in excellent medical facilities.
@This area has good medical awareness.
Satisfaction level for (DWe trust the hospital's medical technology and expertise.
hospitals' medical @ i i i
ospitals’ medica (2The hospital has modern medical equipment. Oh Young Hee[33]
Customer technology, Customer (3The doctors and staff of this hospital are friendly. Ji Eun Hee
Satisfaction professionalism, Satisfaction 1137
medical equipment, @1 would like to strongly recommend this hospital to et al[37]
kindness acquaintances.
Ao HEZA SPIIAE, ARBAETY, d2guSEE b BE BY F F 16709 oz 4EAS T4}
T Y g diF A E dFgasrelggelst  fivk aANSREE e durle, ded, AR
o] WAsAkE AEAC] B2 AY F F 1349 v, A% Sl o WEE 3 0le} Belsha, o
Bz HEAE PAs A9 AR7)% D ARAS AP § F 4] BFo
MAYA RS PAYAS S-S FHHeL W = PARAL YT WS 84 GpE 14
71 4= Qe A7)y HEEA AAAAA, wEA=ZE  ul$¢ 2P E 57807 = g7 E A E(Likert scale)
A, RPN 5 BRI HF A% B BRI
YA AL olet Aolaha, o] AL YA

115



A Eere=EA A20d A3B, 2019

33 XY Y Bauy

4TS fst] AE H e adddl e
Ql &4 8l Bat 1200138 tide® 20181 5U5-F
64744 oF 3001 Yel|l A AE2AkE AASH. Bl
¥ AEA 1205 7R ASA7F QG BAAR &
FA 482 et F 11655 HE S e A
aksltt

e gt HaE HIe] fskel 4 A
TRl el 224 el g e ARE FHE F
Ch&ah 2ol AT A, sEate] dubd 54
7] flake] Nl 248 AAlsta, 7lEs A S4E
B A7 B, FEUA T Ve AES Ay

o AT

wokth &4, A=A 9 (Cronbach's 0)&
=

i g«a’J 2 9 Q1A (Exploratory

Analysis)& &3] 75 E}%“ée AFsAct &
‘1

[e)
Cﬂ%g A Ehﬂxms—ﬁ-& @5—%&44 uﬂalu“

*ﬁ°ﬂ 1% L8, %ﬁ%ﬁ%%ﬂ—?(AVE) 7HL“‘
QE(C R.) e 0}04 ATeErd s HEeddS A
<

)

GFI, AGFL, NFI, RFI, IFL, TLL, CFI, RMSEA % #
AgAsot FRARASE
A& AFseh UA, 72y 3
4 AMOS BAIAE B4 419 27h
Sk T, WA ETE S e
WA E ol AFrEst Akg S waste] g
NEOR Aok Agbde] AE A17He o
p<0.05914 Aeratsd

<% 4- 1>4Jr 2t} WA
(54.3%) 0.7 oJAo] F
o Ay 50T o)) 75
= Ik 01 e AAEA, 400 197
(16.4%), 20t ©l3} 1378(11.2%), 30t] 973(7.8%) .2
LRt b S AR sl £31e] 6678(56.9%)

o Fhi% ol4E RS Yo, nEsw B4 28

od flo

H(24.1%), 3t E¢]olah 179(14.7%), thetel
o] 5H@A3%)E SAAH Y m.glo];_qm%
ko] 10074(86.2%) L2 it
o)A} 21 ujwk

e

04—,—31 2R

= 2A) 3k Q)
o] 1578(12.9%), 3 o4 18(0.9%)°]
th AL TAEEA aYH BN A
Auk g ok o] 40714(34.5%) o, TF
HH&% xﬂ%é}h Ag7157 8k o] 5470
19.0%)% Epgh &

Hagh HAdigh, B,
2>¢} 2t} 374 W

o]

1
1

:

Ln okl ¥ ri L m2

[¢)

Ao

Table 4-1. General Characteristics of the Sample

L Frequency Cumulative
Division Item (N=141) Percent Percent
Gend male 53 45.7 45.7
nder
ende female 63 | 543 | 1000
20 or less 13 11.2 11.2
Age 30s 9 7.8 19.0
€ 40s 19 | 164 | 353
50 or more 75 64.7 100.0
less than junior 4high 17 14.7 14.7
school graduation
. high school graduation 28 24.1 38.8
Education P -
University graduation 66 56.9 95.7
above gradua?e school 5 43 100.0
graduation
. less than 1 year 100 86.2 86.2
Hospital 770 . ) vears 5 129 | 9.1
use period
more than 3 years 1 9 100.0
general care type 40 345 344
Hospital | rehabilitation enhanced 54 466 31.0
typer type
etc 22 19.0 100.0

Table 4-2. Descriptive Statistics of Variables

division Minimum | Maximum | Average Star.ldgrd

Deviation

Innovativeness 2.00 5.00 3.6523 .69837

Hospital location 2.30 485 | 36931 | 49098

strategy

In-hospital capacity 2.17 4.92 3.6990 | .53079

Customer Satisfaction 1.75 5.00 3.5733 61857
4.2 M2ldat ety 43

4.21 EMX QOI8M(Exploratory Factor Analysis)

ot M2y 2

¥ el
e e

A

HE

EHdd

42

Mo



29pYA9) HAge] AREE AL I

Rt 912k o at

Table 4-3. Exploratory Factor Analysis and Reliability
Analysis of Innovativeness

Observation . .
Variable Survey Question Innovativeness
(3This hospital is interested in new 953
technologies and products.
. @The hospital likes creative and 925
Innovativeness | . . S
innovative thinking.
(@The hospital seeks creative and 843
innovative ideas.
Eigen Value 2474
% of Variance 82.473
Cumulative % 82.473
Cronbach's a 891
KMO / Bartlett’s Test 674/0.000(x" =
245.096, df=3)

Table 4-4. Exploratory Factor Analysis and Reliability
Analysis of Hospital Internal Capability
Level of| Medical
Medical | Staff
Equipme| Recogniti
nt on

Medical
Treatment
Capacity

Observation

Variable Survey Question

(3This hospital has many
patients with severe illness.

@This hospital has
excellent medical quality 807 187 .300
management ability.

Medical |[©This hospital is fast
Treatment |developing and introducing | .733 242 292
Capacity [new medical technology.

.860 .099 .166

(@The experience of this
hospital operation is very 714 140 122
casy.

(DThis hospital surgery

technique is excellent. 537 337 108

(@ The hospital is equipped
with facility safety 192 .860 252
procedures.

Level of |@The overall facility
Medical |environment pleasant.
Equipment

152 858 185

(@The hospital has advanced
medical equipment.

DThe facility size is large| .334 585 255
(Doctor has high ability .250 140 895
@Doctor has a lot of

183 851 114

162 117 819

Medical |knowledge
Staff  |@Doctor has a high
.. g
Recognition|yeputation. 169 | 250 | .792
= .
(DDoctor is highly 203 | 222 | 42
specialized.
Eigen Value 3.091 2.923 2.688
% of Variance 23.779 | 22.487 | 20.679
Cumulative % 23.779 | 46.265 | 66.944
Cronbach's a .850 .869 812

.805/0.000( > =883.675,
df=78)
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Qi el g Aokl Hrk Held 29RHE B Uehilt: delt, BRRAFHAVES BrEE &
Znssl AT 0] 80 ReBS AT + Qx,  ARAFS AFT REC) G BT 4195
male] AwAel AFES WA S o] wEel T Alwel §3 oAl g ke glol, A
A BF343(Construct Validity) S S43st=d 834 ZE(CR)T ZF3E Q5a1F 3o Alws xFshe
AHg 3 Slek36] 27 o) AT e AR G e golth
TANG BFGA L <F 4-7>3) 2o AFEGAT B (Fornell, C., & Larcker, D.F., 1981). &¢1% Q9184
HE A S Bl A5 ok JFERAL AW o s B Y JFEEAs B A <x
+8 2o DENFES YA ARE UepE A 480 LT
dolw, FElgAS M2 tE e 7k el
Table 4-5. Exploratory Factor Analysis and Reliability Analysis of Location Strategy
Observation Survey question Location Building | Medical Transportation
Variable Y d Marketability | Attraction | Aptitude Infrastructure
Locati (3The growth potential of the local market is high. .894 221 .181 134
Maricc?aﬁl;ity (This region is active. 888 032 189 119
@Competitive intensity is high in this region. .834 225 .240 .163
Buildi (3This building maintenance is good. 157 911 .160 181
At‘tlrlacl‘i"i @Use of this facility is good. 147 831 266 233
(QThis building has good usability. 158 .802 .166 .260
Medical (3This area is concentrated in excellent medical facilities. 212 224 .881 144
Aetirlsge (DThis area is concentrated in the same type of medical facilities. 177 .106 839 .170
P @This area has good medical awareness. 238 267 .803 176
T .| @This area has easy access to railway facilities. 151 280 .095 .868
I;j"?::i (r):citli;)en (@This area has easy access to the main road. .020 155 222 .820
@This area has easy access to expressway. 287 219 158 783
Eigen Value 2.594 2.545 2.459 2.332
% of Variance 21.619 21.210 20.492 19.434
Cumulative % 21.619 42.829 63.322 82.755
Cronbach's a 910 900 .890 .854
KMO / Bartlett’s Test .808/0.000(X>=1019.004, df=66)

Table 4-6. Exploratory Factors

and Reliability Analysis of Customer Satisfaction

Observation Sy @t lestomfer
variable Satisfaction
(3The doctors and staff of this hospital are friendly. 940
Customer @1 would like to strongly recommend this hospital to acquaintances. 932
Satisfaction (2The hospital has modern medical equipment. 900
(DWe trust the hospital's medical technology and expertise. 544
Eigen Value 2.857
% of Variance 71.422
Cumulative % 71.422
Cronbach's a .861
KMO / Bartlett’s Test .749/0.000()(2:324.911, df=6)

Table 4-7. Construct Validity

Validity Reference Value
Factor Loading/ .5~.95(.7 above recommended) /
Convergent Significant Level 1.965 above recommended
Validity AVE above .5
CR above .7
Discriment . . .
Validity Comparison between AVE & Correlation SQRT of AVE >correlation

118
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Table 4-8. Convergent Validity Test Result

Non-Standardized Standardized Variances Construct
Variable Measurement question Regression S.E. CR. Regression Estimates AVE Reliabili
Weights Weights ty
Building attraction 1 0.704 0.236
Hospital location Medical aptitude 0.884 0.156 5.65 0.713 0.239 638 76
Strategy Transportation Infrastructure 1.028 0.171 6.017 0.647 0.234 ' '
Location marketability 2.887 0.649 4.451 0.633 0.325
Modernity 1 0.831 0.046
Customer Kindness 2.463 0.57 4.32 0.96 0.177 802 937
Satisfaction Responsibility 2.763 0.624 4.43 0.394 0.354 ’ '
Recommendation 1.248 0.2 6.228 0.932 0.075
. Level of medical equipment 1 0.745 0.153
In-hospital - -
Capacit Medical treatment capacity 1.36 0.219 6.215 0.748 0.184 743 .896
pacty Medical staff Recognition 1.309 0.134 9.767 0.632 0.187
. Creative thinking 1 0.927 0.06
Innovative- 4
ness Innovative technology products 1.203 0.125 9.663 0.949 0.075 .837 938
Innovative Ideas 1.067 0.176 6.073 0.714 0.307
et 2423, HdgAde), aANEe, B Fo fiE 25t e BE JMEaASE AS
AR, 40 e BE gavsgel  gyow Agdtm wud 5 Uk
0.5 o’de]ar, p<0.01 &l Felstdith. 24 47N
dol FEBAFZAVE) S MG EE AR H W Table 4-9. Discriminant Validity Test Result
AYA A2k 0.6387F 0.876, 1LARHEE 0.8029} 0.937 Variable 1 2 3 4
HAURAF 0.7437 0.896, 214 0.8377 0.938% Innovativeness 915
72v7y e BT AAT|ES =gtk shdElgA] In-hospital capacity 598%* | 862
@Zé?‘éjq.’ <3 4_9>9,]. 7Elo] 7_]— Z,Y—)\é 7HL‘§9,] AVE x.]]:g—EL Hospital location strategy A65¥* | 569%* | 799
o] Z} ABAGRY 2 Aoz e} FHEldAdo] = Customer Satisfaction AS50%% | 553%* | 702%* | 895
—i—E]?iT:]—, 5_,3/,3]7‘31} Q%LH oﬂ‘%k 7k }5]'%7:]]—/?—7} 0.598 (**meaningful at the 0.01 level, * meaningful at the 0.05 level.
Bold is the square root of AVE
2 7b% &3, WA9A ek AVE AlFo] 0.7992 @ )
g ronz o] ¥ 429 272 e Az, 9§ .
R 15 A 1 Ak, s Table 4-10. Results of the Research Model Fit Test
Holgko A Y =2 7o 3lol o)
T AVE Aol ¥ 2 AeR SlEQIn. Fit Index Reference Value Measure
CMIN 108.927
p>.05
AFTHEAL . al of (d.f, p) (71, p=.003)
4.2.3 JEM(Correlation AnaIyS|s) = A7z RMR .05 or less recommended .041
3o| Metr ZH™ Absolute fit|  GFI .9 or more recommended .883
. L e = index AGFI .9 or more recommended .830
w ATl gigk gojs A 24 A= 9 1 below normal
o] <& 4953} Ltk ATNFE 7 FHAE D77} RMSEA | 08 less good 067
B ~ .05 less good
Ao Hc} BE}(JF)'T’]' %_]Z] 6}7’—, WQI’QI —Fg 0.01 ‘/l:%q]/‘i E—“l:‘ NFI .9 more recommended .895
fFolsle] HRAEIGAE =31 9} Incrcmcntal IFT .9 more recommended .962
o o ~ o - fit index TLI .9 more recommended 951
L lf‘\':ﬂ ?i?"ﬂ'/}jj’a‘ 7\::4@ 3171 ‘146}0:] <st 4'10>9]' CFIL .9 more recommended 961
2ol ATRGe] AP LA, AFRGS] 45
s =N & o S-S |
%= x*% GFI, AGFL, RMSEA 52 R#9] #yHA = 4.3 FFAMZE
~ . . S
= I%El—lﬂ A4 @'X]TQ} NFI, IFL, TLI, CFI+=
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Table 4-11. Influence of Innovativeness on Customer Satisfaction

Division Route direction Pa@ S.E. CR. p value Verification
coefficient
HI Innovativeness— + 074 068 1,076 282 Dismissal
Customer Satisfaction

(*** meaningful at the 0.01 level, ** meaningful at the 0.05 level)

Table 4-12. Influence of Innovativeness on Hospital Internal Capability and Hospital Location Strategy

Division Route direction Path coefficient S.E. CR. p- value Verification
H2 Innovativeness— + 476 107 4447 wr selection
Hospital Internal Capacity
H3 Innovativeness > + 487 090 5430 o selection

Hospital Location Strategy

(*** meaningful at the 0.01 level, ** meaningful at the 0.05 level)

Table 4-13. The Influence of Location Strategy and Internal Capability on Customer Satisfaction

Division Route direction Path coefficient S.E. CR. p value Verification
H4 Hospital Internal =Capacity— + 238 113 2111 o selection
Customer Satisfaction
H5 Hospital Location Stratcgy— + 357 108 3309 o selection

Customer Satisfaction

(*** meaningful at the 0.01 level, ** meaningful at the 0.05 level)

Table 4-14. Mediating Effectiveness of Hospital Internal Capability and Hospital Location Strategy Significance Test

Result
Division Route Direct effect | Indirect effect | Total effect | judgment Indg:;::nszfect Verification
Innovativeness
*
H6 —Hospital Internal Capacity -.170 740%.355 .093 Fl_lll Hkk selection
. . = .263 mediated
—Customer Satisfaction
Innovativeness
*
H7 —Hospital Location Strategy -.170 360685 214 Fl.lll ok selection
. . = .384 mediated
—Customer Satisfaction

(*** meaningful at the 0.01 level, ** meaningful at the 0.05 level)
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