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<Abstract>

Research on the total quality management

of the general hospitals

Ki Chun Tak
Public Health Department Graduate School of Kyungsan University Kyoungbuk Korea

This research first finds out the resources, activities, and effectiveness of quality mana-
gement effort and the resulting customer satisfaction when the total quality management is
lacking in most Korean medical agencies today. Then, it analyzes the relationship among
the factors mentioned earlier. This paper utilizes actual data and presents a theoretical
model which explains that the resources of quality management affect the activities and
that the fruit of the quality management effort benefits the customers in the end.

In addition, this study conducts a corroborative analysis through executing a survey,
getting a descriptive statistical result on the subjects’ characteristics and the research
variables using SPSS 9.0 WIN PROGRAM, and the model is approved through analyzing
its make-up using LISREL 812 WIN PROGRAM.

The study’'s finding is the following: First, the management leadership affects the
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worker's, educational training, the quality of medical service, and the survey of customer
satisfaction positively. However, it does not affect the quality of work positively. Second,
the internal customer satisfaction affects the worker's participation, educational training, the
quality of medical service, and the survey of customer satisfaction positively. Third, the
quality of medical service and the survey of customer satisfaction affects the result of
quality management positively, but the worker’s participation, educational training, and the
quality of work do not affect the result of quality management positively. Fourth, the
management leadership does not appear to affect the result of quality management posi-
tively. Fifth, the internal quality management appears to affect the result of quality mana-
gement positively. Sixth, the external customer satisfaction appears to affect the result of
quality management positively.

In conclusion, the findings in this study indicate that medical agencies need to utilize the
active variables of quality management in order to successfully establish a total quality

management.
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matrix) ¥ 2548 (covariance matrix)& AMEE 4= Sl o] AFtelME FREANHZ
Akl WA AR g AT @E5AnE AuE x=921.289, AREdH=54L,
pFt=0.00, GFI=829, AGFI=.801, RMSR=0447, NFI=852, CFI=933, IFI=933& 2z <1%
3> 2 Ao EHA 7} ATHY] AFAdE <ED>H Zth
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<E 7> A7 ATof Ui FRUTTEN AT
A T AR N2
;} = A 2 7& N T
ik 9y A=A 4
M1 A9EY 294 - 3739 8%
1-1 AY%9 94 — F44€ 29 Viu 444 053 6483
1-2 AdZE9 g4 — 1{EFH Yoy 563 049 9134“
1-:3 ZAY9FY gui — darn29 4 Y31 460 083 66347
1-4 2959 Aoy — 95 A 7 096 063 1358
1-5  A9%F9 g —» TAVNEE AL 3 648 052 10897
72 JRny uE A9 BF
2-1 yREnd kg - %%1%1_ EAs] Vi2 323 072 4578"
2-2 PR uE - 3&IY Yo 3601 065 5859”
2-3 YR3A wE o dgAujag A V3 339 072 476"
-4 JYRExA uE - 45 A Yo 618 082 7480"
25 YR3A 9 - 3AnEE FA} Vs 295 067 5087
M3 EARY 8% - FARY AH
3-1 44 Fd - FAA9 43 B 104 066 1.407
3-2 PgFH - 4739 43 B2 -.036 086 -364
3-3 geMulAY A — FAZEYG 4% Bes 161 072 2013
34 Aq52 A - FA4Y 47 Bes -022 073 -275
3-5  aANEL FA - FAAY A% Bes 299 090 263
74 A9EY Py - 449 A Yei 104 059 1%
Md 5 URnA uE - ARG AR Vo2 282 104 2460‘
e FAAQF A - d¥a wiE B 804 067 126017

* p< 05, *x p< 001
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