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In this study, based on the customer experience framework of Becker and Jaakkola (2020), major factors
affecting customer experience in digital healthcare were derived from the platform and hospital aspects.
And we would like to demonstrate how these two types of touch points affect customer experience and
results among customers who use telemedicine among digital healthcare. In addition, we wanted to
examine the moderating effect of how customer experience results vary depending on the customer role.
The results of the study showed that the two types of digital healthcare touch points had a positive effect
on customer experience (cognitive/social/emotional), and customer experience was found to have a
positive effect on service satisfaction. Service satisfaction was ultimately found to have a positive effect
on subjective well-being. In addition, it was expected that the impact of customer experience on service
satisfaction would differ depending on the customer’s role (customer compliance), but the moderating effect
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of customer compliance was found only in the relationship between the impact of cognitive experience on
service satisfaction. Based on this, theoretical and practical implications and limitations of the study

were suggested.

Keyword: Digital Healthcare, Customer Experience, Telemedicine, Service Satisfaction Touchpoint,
Customer Compliance, Stereotype Content Model (SCM)
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Ao o]F 3189 (Facilitating behawouls)
A FAAFTUA N W2 st AR

g5la14} ght}. 228 9] (Facilitating behaviours)
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A8 Wk, Sap A

2 % 9. ozl

XH JE ﬂ” E

FH o A #
iy iU}(Krupat et al, 2000;
Jﬂx}esﬂr H]

10

A 79
e lCdOV 8950 Al
7] Wi, gAtse] fbs
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(Klaus & Maklan, 2013; Terblanche, 2018;
Terblanche & Boshoff, 2006). HAg & x# o]
B2 FRIEZ o] gsHA 4
> uAoA B
SExpel oJAL Ato] 9 ’\5&}7&?9‘
=9 A7 o=
AHEH(Brown et al, 2003 —’5—5}"3
b oAb AEAC Hruwo

A7) L (A

HEE Algal

olt

et al, 2007)e]H, ©
9} FAA ]l BHo] 9l
2000; Williams et al, 1998).
AT tAE A xAlo] BIXEAER 23] g
B 2R aAAY o] AgpA oz Aln|x wkE7E

dAFé}kaL 1;},0_;4 7o 7}

=S EL} 27338

tH(Krupat et al,
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EO]OP‘ Ho=z
g2 o] A £

A2 ]

g 27 ] EVL_L_ ] EH

2.4 MBlA EDL TR Yyl

T A9 NdE s A o|H Aol A]
T &7 Haller & Hadler, 2006: Lyubomirsky,
2001), #<wt<(Diener et al, 1984: Van Hoorn,
2008), 3%/F%4 % (Diener et al, 1997),
&R (Veenhoven, 1991), £-71%Z(Veenhoven,
1991) 5 tpeket #A oz Jfdgletan vk 34
aue =z Aglgd ] ATggon Addel =
Hoell A AA71A] Sal=e] AYA S EO]J— UA| &
AT E 9], 2009) B ATEL Diener et
al.(1984)¢] A7t wteg} QIA A Hr1E HAAFE &
o Wk AMAR] FH S BolFe /7 BA
o2 FHA dWZ 435t th(Diener et al
1999: Hoorn, 2007). A& Ao 2w F
AL AAAQ Fhe] vk itk ol g} 9% ’3%94 <
Ao =L onjetn, SA4 % 72?"«] 173}
Agdl| 71048z PHo R AAZITH
2017). MAEE FHAA gL g 7]l 53%,
71, S5 TR SHE UL
& Sen, 1993), A&
FEANAZS W TiQle] A
EJ——LO]'J— A ( ] & O]
ol gk Sl Ao =
el IEEE wkedste] de] A& Soisletast gt
(Sirgy et al, 1982). wj&o A& 7
3L Aol AHAQ G HAE A
129 (Berry & Bendapudi 2007). Dagger and
Sweeney(2006) = 98 MM ~(e.g., & F2H)W
g Al Ao thgk A 2~ STt 4R AS 914
Gl ?*DF‘ A #Asg o™, Sweeney et al.
(2015) GA| 217e] o] Au| 2 ghEo] 4ke] 4
o P|A= G At ot AT A 29

—

rJ
2

)

O

me
o

-
_EL = 1o
re
@e
ok
5 of
o&

ZESAT H53H HM3E 20241 62



CIx|g da7o] DAHFHO| Me|A

(DT
oo K
rir
by
>
Ny
[l
ofl
a(y
)
o
il

o 10 op
ol
ox
=2
LU=}
4»
%2

ol

(o3
| o
N,

i0)e
Y
(o,
o
=5

[l
|o
i
rlr
[
i
Lo tq

o e 1o
i

=
=
An

e
oL olo
o
=
X
[V
g

1o

™
)

r

o o o N
(o]

i,
o
ftl
rir
ofj
Hr
ol
f US“l
o 1z

[
KY
2
Mo
_nO_‘
{o
X
[l

o od 8 oy ox N Or sx b
[
oo
re
-
ul
rl

=
=
rot

=
fr

(O'Connor et al, 2021),
3% (Chen et al, 2019), AHE- 7Fs4 (Swan &
Peltier, 2019), & (Duarte & Pinho, 2019:
Mansouri-Rad et al, 2013: Luciano et al,
2020) 55 "UAE 79 JHAFE 2AIG T
T oA 719 g54< 5"“—?—0‘: Iz 9] Ao
dem(F71d, 2021) 95 7= &
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%3h %(Hausman 2004)
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CIX|g d27A0] DAASF0| Mu|A SR 2N Aol ojx|= g FATE Mu[AE SHoR

H11~H13

Outcomes of

Digital Healthcare | | Customer Experience

Touchpoint Customer Experience
Platform-owned touch points|
2= g84 ﬂ_\\\
oIx|= AY
H7
Zaj L (o]
=43 2ot H2 H10
H8
ARy Ed N MH|A Or= =ThE Q)
Partner-owned touch points /'|
oA} HEA
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PTET //Hj__/ﬂ NY 2
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(Figure 1) 724
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CIX|g d27A0] DAASF0| Mu|A SR 2N Aol ojx|= g FATE Mu[AE SHoR

(Table 1) TA7|He] EXst=

W 2995 i
Rl
AFAE FPEL oA f83ctn Qe
ZYPE | 9408 BPEL Y =8| o] "rtw 4t Davis
Zoz | #44 | 9478 SYPEL AL o) A7t et Q49 (1989)
PN 4478 FYEL B 47 2 A8 @ & Aoz 943
B4 AFNE FYEE Boko] AT A4
EIE | Z9E | 9748 ZYEL v$ bt 943t} O’Connor et
Heh | 9AAE SYPEAN W AAYR 2ol i3] 43T Dot glokn 4@ | al.(2021)
AZNE TYES AT o Bot At Sk 5 ik 914 F
A7 8 FUEY oAk AFA4 (58)S M
oAb | AR E FAEY A A AEE s Dellande et
gEy | A4 (9478 SYE i A9 ATE dE, al.(2004)
PN AF2 8 FYE SAbe Pua 4ug sEd.
BA [ 8 (9478 2989 dibe 84 BS 2 SolEn,
IE | 34 (9478 2Y9E Ak 81 QeI wie) E Zandbelt, et
ARUA | 9478 Z9E At BAE AeslEdt, al.(2005)
o | 9478 ZYE dibe FAeH 43¢ 2 aud
AANE ZUES AEHAA U AZE 97 A4S G55 482 a1t
AANE TYES AN e 293 B B YuE S5 49e
JIAA | &tk
AARE SYEL AFeaRA el AWl tial $23) olaiehe AAS stk
AAhE FAEE LU dE W ugus gRde e . |
a2 AZE ZAEL AN I5 ()R EE FYF) T LS 3P alc‘;gggg)et
e 97472 FAEE ALEARN 1E(RA BE E29F)3 9292 e | 2
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AZAE FUE va AvHo R BEAT
az  |9478 Z9Ed g AR B Oliver
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S AR F9F el AEY A5 ol 29AY DEeka
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E 94718 ZUES o142 1 JAe] Axel 2 mset.
34 e 9448 SYES 0|43 o 9Alg Hepme] 2 nsit.
22 | 74 U 9348 B9ES o6 0 oAb we B S0 D it
| (FAASAD &
£ 9478 ZYES o4 1 i 3, 2AS B WolEg
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4.1 2l=ld | Begd 24

= 7] 2= S Rl
2), (Table 3)2} o] 214 Q%A
AAETt gelA NAz} Eﬁé
765.480(d.f.=.518, p=.000), X
RMR=.035, GFI=.872, IFI1=.970, NFI=. 912,
TLI=.965, CFI=.970 & & A7} 48 1t

FEOR YEET to s SHEEAdE 49

[eXe])]

H
S

3171 918l (& 3)3} 2ol FATA TS HAIEH
AVE Al g 38 0.5HE =& 72102 Yehytow,
gt 4 BE FA 9 vlws] AVE Alg2e #tel o
7] w7+ 991 7+ wHEelGAo] FHE AS
g 4 ot
4.2 788 E

At 7S ASs] e FREE A RY
(Structural equation model) & ©]&3&}sic}t &
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CXE dAAf DHASO| Mu[A BHEDp Fabd dalof] ojx|lz dg: HAXE MH|AE FACZ2
(Table 2) EoIMQOlEA
Zgus 2995 | SE t p AVE cg | Cronbach
a X
1 820 | 14.467 1000
~ 2 825 | 14.540 000
ZaE oax : : :
%%u\% EE/\HU 670 3 766 13430 .OOO 663 .887 868
re 4 757 - -
B3] 1 853 | 19523 | 000
FAE | =gz n 2 830 | 18.667 000
=2 A . . .
ot 3 870 | 20253 | .000 720 91 918
4 876 - -
1 769 | 15.713 | 000
oA 2 775 | 15.908 | 000
) AR 3 803 | 16.807 1000 702 904 878
FEH 1 862 - -
AL Ex -
it HA 1 756 | 13.179 | 000
R A= 2 2 791 13.864 1000
AR Ao 3 807 | 18520 | .000 650 881 875
4 779 - -
1 821 16.333 | .000
ORE 2 791 15574 | .000
X 3 837 | 16.798 | .000 685 896 892
4 822 - -
1 884 | 19.480 | 000
24748 | A 2 818 | 17.146 | 000
X 3 787 | 16.132 | 000 704 904 901
4 845 - -
1 809 | 16.319 | 000
eRE
. 2 851 17.564 | .000 725 887 873
e 4 849 - -
=] 875 | 11.902 | 000
T . . i
T e
REY 624 - -
Eg] 854 | 18.081 1000
=49 815 | 16.766 | .000
=2 elH) 1=
e e 43 822 17.057 1000 = 14 B899
44 837 - -

X?=1765.480(d.f.=.518, .000), x*/d.f.= 1.478, RMR=.035, GFI=.872, IFI=.970, NFI=.912,

TLI=.965, CFI=.970
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FPE | FYE | A 4l AAH | ARA | AR | AEx | FEE
§640 | we | amy |ApdAon| 29 | 29 | B9 | 9w | oy
9%
Tae | s
Zax
EAE | st | sa9)
S| eez | 594t | (837)
U0
PR
ﬂgj%ﬁ 634% | 573" | 715" | (.806)
012 A
TS| e21r | 659 | 6737 | 17 | (82)
(e =1
51 A
M| ea0rt | 600t | 6277 | 696% | 7507 | (.839)
(e =1
| 6347 | 6627 | 667 | 651 667" | 730" | (.851)
we | T2 | saat | 03| 654 600" | 655" | .643%* | (.814)
Z 9L A
Tow | 68T | 6607 | 6777 | 650° | 743" | 746% | 74177 | 738 | (.852)
[e]

‘el ()& 4 We] AVES] Alg 6.

74 R AZAS t D Az}
ZYPE 4% | HI ZYPE Lol — IxA Ad 404 4.766 .000 e
HAZJE | g2 ZYPE Bk > HAA A 269 4.299 | .000 | A=
H3 AL ABA — AXH A 491 5583 | .000 | A9
BEY 44 | H4 AL ABA - FAH A 297 3.219 | .001 | A9
HAZAE | Hs S5 AFYANA — AF A A 865 15.036 | .000 | A9
H6 A3 AR - FAH 43 387 3.958 | .000 | A
H7 AAH AF - Huz BE 297 5151 | .000 | A9
ﬂg HS ASA A7 — Az = 306 5153 | 000 | Ad
H9 ANA AP > Au| 2 424 6.165 | .000 | A

ki
Aa A | HIO Aul 2 W > 3374 9y 915 15.372 | .000 | A9

X*=2.099(d.f.=542, p=.000) RMR=.057, GFI=.802, AGFI=.770,
NFI=.870, TLI=.920, CFI=.927, IF1=.927
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O gdazo] 1

& AA AR (A=AF=.491, t=5.583, p=.000)

H(ABEAT=.297, t=3.219, p=.001)
O ekt wetA 7t
A3, 7Hd4e Agel H3t. teo R SRR
YAl A18A A (A 2A4= 865, t=15.036,
p=.000)2 ZA A A (H2AF=.387, t=3.958,
p=.000)l S84 FEFE F= Aow Uit
w2t 7Hd 5, 7Hd6 A A9 E AT AP FE
SAWE e mgda fede] A4 =7t 9

@)

-
[SA=Y t‘7)\

AR, AR, P&A o FFS A e AR
B39 3 (Cuddy et al, 2007). ©]23F A= &
AT "AE @A Eﬁl}i Eo] A 1
g2 4459, ARH oz MG E 9 &

Aoz AetET}
oIxA A (AZAG=.297, t=5.151, p=.000),
A3 A AR (A2AF=.306, t=5.153, p=.000),
AMA A (HZ2AG= 424, £=6.165, p=.000)

0| Me|A ghEnt =X dof ojxls 3

e TIPS

i

SHez

2 YetHA 24157 = 915, t=15.372, p=.000).
7Hd 10& Aol =3l

Group Analys1s) < 53 2489 E A5
74%7—1

Z/\

2 MH| 2 kg AR JEke = AoE UE ). wEkA] 7R 112 Ag o] H e
Wk, webA 71T, 7148, 79 HA] A Eo] g 131‘/}4ﬂx—1 75 (AxE(d.f= 1) .000, p»0.05)
A}, o] A= B HPA T AFHAX I JMH A (AxA(d.f=1)=1.014, p>0 05)°]
A Ago] yEo R ojolzl Aoz FetHT M| 2 ThEof| t]X] = JgkoA Al FAF z
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