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A Case Study of Customer Satisfaction Management of
Myongji Hospital

Ji Yeon Lee® - Ja Won Gu™*

Abstract

As service industry develops, companies place more value on improving customer satisfaction.
And also medical institution has developed a strategy for customer satisfaction management to
meet customer’s needs. Recently, the program designed for creating the customer-oriented
experiences and values improves the health care quality of medical institution.

Myongji Hospital is a representative medical center that provides an innovative health care
for customer’s experiences. This study performed case Myongji Hospital using experience
Marketing for the connection with consumers, experience providers (ExPros): Communication,
Service system, Spatial environment, and Human Factors. Each element of ExPros gives
satisfaction to the customers and formed positive images as well and leads to revisit of customers.
As a result, it has positive influence in customer satisfaction management. It is shown actually
hat business performance of Myongi Hospital has significantly improved since 2009.

This study confirmed that the effect of Experiential Marketing on the business performance
of Myongi hospital properly in harmony with the comprehensive experience of customers. Hope
that this study provides the understanding of customer satisfaction and contributes increase of

medical service quality.

Key Words: Customer Satisfaction Management, Customer Experience Management,

Service design, Experience providers method(ExPros)

* aSSIST(Seoul School of Integrated Sciences & Technologies), Ph.D. (ezservice@hanmail.net), The First Author
** aSSIST(Seoul School of Integrated Sciences & Technologies), Adjunct Professor(jwgu@assist.ac.kr), Corresponding
Author
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1gste A" 7IHole((Pine
and Gilmore, 1999: Schmitt. 1999.2002.2003:
olddst, 2011). A@rHIR Y T2 AAA 71219
st M =gt & 5 Ow} Pine & Gilmore

4 |
%0
rir
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& |
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(2001)+= ZAAA 7129 Wal= *(commodity)
oA A ZE(goods) S AA /\131 (service) 2 A
A9 NEE AFagon Aujx AA7E A4l

A

23t A AS APAA] (experience economy) ]

Zlolgha Attt (YA 9, 2009 £9A ¢,
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J&2 Arlae B8 49
AR gAY gk A= Schmitt(1999) <} AA 9] F29} o]9] FAAY TES FEdh= A0
Pine and Gilmore(1999) 59| o8] gxa}5of ¢ gt Adstn 487 AlAl= W (JB)A A2 0] H
8 AF7E gakE 7] Al Ast T Schmitt(1999)+ (3?) ZHA Rl Jdelt aleh. gk o] THE B
738 vAY (Experience Marketing)9] £& #F oM AT F fle FYHoln AEAYA 7t
A ENE o|FE Wy APRE(SEMs) 7 ﬂﬁ 7‘]8 AgatA Bk F33H T
A T A AFFE(ExPros) F 7HA Ao MUl A zRQlo] FEIA o] f& AH|2 4k
2 AU EES, 2003). AFA APRE o AAeHA AFY 715A WS dolA nAe
(Strategic Experiential Modules: SEMs)el+= A AEoe] ¥ a3 947 F4HUT] uFo]
57HA19] Ad FHLLE THA = 7L7L(Sense), o} oo weh AREALY] 8 F o] EolAWA o
W3 (Feel), A (Think), &% (Act), ¥4 (Relate) & A AA AN gt gUstE AFS AAsd
nAE o 57k 8AaR FEste] Aysta glo  AX V9ES AIF AAE S SEs] d8) AlFY
= B)

W AQAT FHExPros) s 47, 4, 94, @ FAL 71Bol3 A4, HAE, IR 59 A

5 2201 W AN Fx7) 99 sAE B0l Jl5el A Feen g

BeeE AL FuoRA, ARUANA 9, ek AEatRee sG]
al

ofe]diEH 84, AF ¥, FEEAY, FiHA A st BFEA7 L Ale] sheAl 1Ea 7Y
7, AzA 28l e AER FAETG A & o9 249 e Betete AH|2E APt
Battt (A, 2002). Ao tigk ARk o|s) & niE o= (F3 - oA -
Hu)7d, 2008: 0|3l - HHEG - Ao}, 2010) &
2) A =2l T e A 1 e
AB 2 TRl tigh FojE AW EH g g 2. M|ACIXRInE THAFHME|, TJ2|1 DHOEEH
olB 93 (Live Work)AFe AH| A t)ael S ‘1A Ho| olnbMof Cisio EQISIAIR. St DZHAT
ol b AP S & F URE, A7te] sF wet op ZAHE 7|EATI UeX(et IotH 2 oot
Abgrso] thE2A HA E‘ﬂ & YAIskhes Aol o| XfolHMof| Cisto ECIStAIL
a9 sta glon, E(Englne Group) A
© ARl =hARl S EEe 1 ] 2 s Agot ) AEl2txRl a4 ], 2ela aAR
E5 FT HokEA X ?111"471] old Hat 7499 AR
Ql, AFHUA T YAl 0431 of: x| 1
Aol MU AS 45, AT, Fa4ow T AB| 2T 2FQ1E AE| 229} TiApQlo] vhpa] 710
FUEE 7 e4as fdstE Aol Fost ol W, 7] wgE <lgk QAP (interaction)©]
THol ] - FEY - A% o}, 2010). A HA AEsA| ko 1 7HHE 4 T 8l
AE| AT ARIT B ek ou 2 AV - o) FA e Al © AT MU aZA S Y] st e F
(2008) 7@t ARelel tate] Awstitt. 430 = 5o F5 WA E Rofgtn & & A& 9
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2010). AR|2=bARIE 249 ZAdE &FAI7171 Schmitt(1999.2003) & BAE=ke] HAoA 1
st HAM MulAFD, QAMEA, ZrA Aol de FAA AP DANELOE o]ojA] 1L o
2, N z"l AryAClR 59 f - 7 wjAY 2 & 2 AT AAE Uedta st 94] 71E
s Bl FAA MU =g uAdq A degste A AT BEW gL AFAHE 47 M e 2
= FHOE YA CARIETE ofel AE|2A] A AL RS S AR Aelsfof gt wat
28 9 227 gaRlEAZIL, Arjagael 31 Y (Cox and Dale, 2002; ©]s4, 2010).
= B AHEARY AR AR AEF S0l F, HAAA 249 AP #eshe aAEE A
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MUzl A E5ato] Abgdhs 7497 Boldla AFA ABE e "o E3 ol A3
Atk F, AR 2HARRIE HEste A ZAEdE o2 aANEZAY FHAQ] dFS nAA 2L
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m, o]& FalAvre] 21 A dEIL It 2) 1A E #HE 71EAF £ AF99
3|2 7] W Ze]tH(Pine & Gilmore 1999). webA] Ato] 4]
xﬂ% _’9:_% }\11:]]/\/] EX]J,]— oﬂEﬂ-o-— 7]—}_0}‘:. X{EZ—]
apA R A Blojuh, S g 4| o] A 3N 1 A A@rAE A 2 aAgdR = 949
Mo AL FYste 7AEvAHE (Experiential Al 2 EA=HY FHA FE FHoE diddd
marketing) ¢l 8Ao] GAE7] AR (Schmitt, — HEAQD A7 o] FoAAm k. 53, <444
1999: 7414, 2012). dMe ZAErARE Aol §&3] iH1 e A

AaviA” Y g7 nAe] RE M u Aotk - o]ofF 2009: AFA - AA3F -
e P&fﬂ%‘ 94| tH%ElUdH EM(Customer 7184, 2009; &9 ¢, 2011). EgF o] w

& Aol Mu| 29 g 7%‘% 73%‘% A 74]31 ° I} AdE =5 vET 4Ho|
2 geote ZEAILE uit. 5 71l

o] Aot Ayl Al Fuf, ARG T A ol o]
2717 e 3l dig 24 2 RS Fel S

AR AR EE AEete Ao uMdA FA U ole Schmitt(19 )7b 4 24730
2 78 (TCE :total customer experience) < A of ‘AgA APELE(SEMs) oz £4 *}Oiu}
sl Aot =8 CEM2 A= A3 (touch point) ATt WA %a Schmitt(1999)7}

s} OH_I
ntlnr

O
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