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axb 0.26 0.08 0.10 0.43
322 ( M3
B=0.35 p<0.05) . (M5 B=0.24 p<O.
2 05) . (M7 B=2.02 p<

M3.M5.M7 0.05) 3




7 : ? — — 21 —

SE =0.03 95% Boot CI = -0.22 -0.10
PROCESS Bootstrap . 0) . N
NN . 5

(B=-0.16 Boot

5 Bootstrap
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Abstract: The cognitive gap of service quality between medical frontline employees and patients is one of the
reasons for contradictions between doctors and patients. In the context of domestic medical system reform and
based on previous literature this study investigates the impact of informal leadership on the cognitive gap be—
tween doctors and patients’ service quality perception and reveals the mechanisms of the mediator-excessive
organizational trust and the moderator+ask dependence from the perspective of guanxi. A whole network anal-
ysis of surveys conducted in two hospitals confirms the proposed model and provides a scientific evidence for
the effect of new medical reform. This study suggests a more decentralized leadership in hospital management
so as to increase the interaction between medical frontline employees and patients and thus reducing the cog—
nitive gap of service quality. Furthermore this study also provides recommendations for network structure and
job design in hospitals.
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