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Abstract This study is conducted to improve the quality of healthcare services responding to
COVID-19 by applying the public service quality management framework that is developed from
ISO18091:2019 by the Ministry of the Interior and Safety of South Korea. The COVID-19
pandemic has been impacting the world since early 2020, and now in November 2020, it still has
not been eliminated. The Korean medical institutions were able to prevent the spread of
COVID-19 by agile test and strict cohort isolation. As a result, the so—called K-medical defense
has achieved a positive reputation from around the world. In this study, we check and evaluate
the current status of the COVID-19 response targeting some Korean hospitals by applying a
quality control checklist based on the public service quality management framework. Status of 7
categories are analyzed based on the interview with 3 medical institutions. We also suggest
improvements for better medical service quality in case of COVID-19 being prolonged.
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1. M B S =3 COVID-192 213 W3 Tz
sl =} A&

R BN RN

A+ d AAE ZeFs Corona Virus Disease Al Aan] YFo= Qs ¥ T AtEHE 39
2019 (COVID-19)= AAMES vtouy o1 dgAol & 7 Qe dAs vidse Fxolt
-9 o} AP/‘ o] ddAES AT Wyt ol gy ol s WS &83te] COVID-199] 9
2t AAREE mp l?lﬂ Atk COVID-19+ e Hasgslaa fFEHoRE 9] ofHE At
Severe Acute Resplrat ory Syndrome Coronavirus ol A=, 1 dEAH drt guEAHuA Ak el
2 (SARS-CoV-2) gl ofdt 587 TFa o=, o}h g EAfH] 2o A9E ANbAEQl Auj sy A 29
At et SEe dE Qe vlole 2o 3} 7ol COVID-192 13 F53 £29 4wz
oF AFEE= Ayoz AeA rl FEI|= o Aoks wrEtE He FYsARE EAHAE A
A 149 oW (F 5~7Y)olx VA, AR =R Tohe HAolA =7 HYdELS A (1)
H FHEE Ads FaE AdHAY 29E 24 el dH HES 9% 5 §l3, Auxs A9ES
S HER T £ 2, Y 58 HEFoEn A4 Aabeke A A ofgmzlo] fofdt= At wi¢-
7% 3t} (World Health Organization, 2020). =ol fFEAolHAE st e Ago] of
COVID-19¢] #& dddo= Qs d AAAS=E Hope HolA zpol& S 4 Utk
AARLE F3A 7| FEH FEAF] ¥EA ole gk Aok o 57| He] FEA P of
S F7HAA A7FHQ FEE A7) JAR olo)x Yzt gxiarr Y-S A $45 24 2 oo
= S fHske o] B AAet BHE R4S w9 oAHgA wEI vk e

COVID-199] it w8, #34, =7 7%, 1%, o2 o7 AnAyde COVID-192 947 & v
w3, 24y 5 o] AT FA WMI Z2A~ S7F ankE sbEd Wek ofyEr dwbH <l A%
AA A} g AAS T ZERA~ AEE AMul g7 o]l FEAd 45 Ay WARE of
o] Huri= Aujx Ao w3 F& S Fau gl HYA ofel tigt otz ojF o] wg- 7FThE L
th 22 o]gdt 9= A%a, Az, A4 S FASA HEH AFH o2 mAu e )
o] uAstE AFeo Ak HFo] EE& HolAY = ole] e met wEHoR A FHE Personal
SR%H W3 ZRAASE AR AEEo] AHE Care FHlZ AFEJAt. AR ddAo] Agt
Az Aele A= e dsls Fu Jrt o9 COVID-19¢} #e] #:u)9] (Pandemic)s Y27
2e A4S FElRd, Auadey Axge | = Ay gg A5 MulaE FEAE 2 Al
231 A& ES AMEte B Alde] #ols) &3 W23k Public Care AHu]=¢ =z Al¥
v AL 28 ZEAA AId4E COVID-19 3t Aol @apdel Aoz velhar ok
2 93l g AdHer =t B F dr 1 o]# 3l o]f= HYoAE COVID-199 #&
Hug W y|edSo| £I/AHTE =S AAEH A=) 2o A= Personal Care FE|9} O &
A QR Z2aAs A8 FAAN Alee] giH Az °] Public Care JEjo] MU= ZRAXE F3
S =9 ¥9 SHAAA HAT F de BHAS StHAE FAld AlFE oo gt} 53] Public
Aofeted o ==sta 9ot Care AH|2 FEE AFEE o8An27t &

T8 SHoA & u, AEE AT HAgA SAH 220l B v=d He ke Eohd
i HEF9 HlFo] e AH|xdo]l AxPel Fox HBHAA wFE 4 Jda EEAH v
Hlgl 1 eldo] A & AEFS Holr 1A A AAZASZ Mu| 27t Aled ? NEE AlH]
AR AFAE AR 3 EEolup AH| A 2 F2 WA FA kel arE T
£ Aews ade &5 2dsE 5 COVID-19 olo] ® 3= COVID-192h= #hd™ Abstol A
2 93 ¥2 Foldn =" Y. o3k UM guAHlA Ao HaxgE st A
&l AuagEa olyet AlZPoME A H 2o oA ouMux d FFE& s,
st glo] ARl ARy BEF g &9 ol o R G- ALH o] 8= AL
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21 £87| 2y @ &7

20199 %= Zo] WAE COVID-19+ A7

Hog T BAS Fi e i 54 =
F7] Aot 18y COVID-19 ol dHH &
71 Age A&l g HZ 20d &

k- A AIA Q] o]t o gk
o]th. Al (SARS), W=z~
(MERS)¥: COVID-199} 7ro] m&1} wpo]e]

4 wAAE ERAR A = 2l 2
TEF (Swine flu)= HA &2 AbgAES 24
NAYA W 2L} vlolg] ~Ale] 5357 Ayt
= OEA BeEFges ABAZE EE] 9l
ol 257} 7hEsith Al WEZ22E vy
A A Bl QA Aol dsiE JRa A4}
&o] v Eokort olo] Hls COVID-19+= A
Abg 2 SHAIRE B2 APGAE SR A Al
Aoz d & 7hetar = Aot
AEHo 2w a5y U ozl 9s

A FolA I Qo] COVID-197h WAAE 1
B suekE WA ge nad olsh pe
AE = 4+ ol E e 587 280 wAY

F & 7heAdel EA8H, 538 COVID-19%
RNA whel#z~epd A4 BE HAshs 344
A EdwoelZ & Aoy T o7} v
w2 g elstAl vebd 5 gloha @k o
vt COVID-19A A &2 =4 AW
adgel =2 vpeleavt S TheAel =
o T g dhYE opE & e E HE
TF7) A wpol#ne] fao] o dEvki g
o ag7] witel ol i EF7] AEH #3
o= dd @At e AE-ABAH AT A

2]
T B 2 5 Q7] Wi T o5 A
Aol gk 7id Y= SFdv A5t

Table 1> Z<* 209 d &< A &5
7] #E HFe] EAS oY wiAE T8 +H
3t JEE FTEste] vl A% xolth IH
FERAE B8 42 ARAME & 5 AAA
T A oled 57 AEE 3~-TdS FUIR
DA JSS & 5 ATk old AdEs v F

E R
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T w oo tinu)g £ Wi FHUF Ha %9 (9Ake] AR, dH
st ek g 2o oz~ A oJabel A3 HAM
AL AAACRE FAHL #HEH7] A= A, wRdare] kA
olg A2 FAdE e wHEg A A, EAH 2 AT ZEA 29
712l omAn|zo] nlE Fzte] A AP AE T8 £A4E AAEA

Azse Ao Aolg AAs ok s

1 Al Fd 32 E 918k

O
& TR 28] AlvjdEn.

28 A AP

A A A Hur et al. (2017)&

)

omAs B4 (294
a7, Anl= A As AT Ans AR

AA A AH TRl 99 ol gAel A,
BEE, FAEd nAE 9Fe BAdA ©
22 ol Mu|Ael EWBa A7 ARANAE AT BelN Fdw
g ofuel Aul s AFAe] Fhseel Wl

deAdsel g Fdwe #Fel wAe  olgAdA IWA AL T 5 s 73
e Arld dd Fez VAHAT Lee AT o AT WEIA SJmANs AFel
and Ahn (2011)+ =4 Ao ATH= HY x2 A 2o 3] Lee and Ahn (2013)2 ZZ A
A (95 AAel g R (BE B0 Y 2 389 dmAuse] Aol g4 o4 3
2 AFFAY Anste 8 2= el 84 8 44, A= 2 Y 44, o8 93 g4
Mool ol SERVQUAL male Abgdtel W 5o el W ol el mAE A % A
Anlel Sl AuE SAse] delaRs  Adel ALNAE olga Awdvse FAw
Ak W GRAMAE olg@ FH o PHE AT WS AN,

S ez AE 2AE AAS A o]d g Kang et al. (2013)2 o] &AH| = Bd3} &5
A BAS ZHSNA A FAE Yoz 84 R w4 $4 AFeE wsHm
NE, B, WA, A, FEH 5 AN Aes AHSUA BNz FAS FASE
M pEelel wel A AASATh 29 (87, B9 AAE, A= 742 el @

Cha ct al (019)€ A2 ZeAzx  AnEd 39 Aolg e MA: e
4AW FARAE 99 9hel 54 2 Fa® Aagrh ¥ ATE i AREe B/
A oelmaulze] guksh B WEE v wgelA wheluis ojmAulz Fdol ojgi)
Qe PASAT o ATE Auz 4AW B4Rl W wAwEe] thesl tehit

Table 1 The Characteristics of Infectious Respiratory Diseases

SARS-coV HINI MERS-Cov COVID-19
(Swine flu)
Occurrence year 2002 2009 2012 2019
Type Coronavirus A-type influenza | Coronavirus Coronavirus
Infection medium bat, civet cat swine bat, camel bat (estimation)
Place of occurrence China California, US Saudi Arabia China, Wuhan
Index of reproduction 275 173 0.570.7 1.473.8
approx. # of death 800 19,000 900 1,150,000
. Oseltamivir
Vaccine No cure ) No cure No cure
(Tamiflu)
Lethality approx. 10% approx. 5% Approx. approx. 5%
20740%

* Current status of the end of October 2020
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e FASAY. o9 Wd AHe AF
ol & = 9, Kim (2012)% 2AA Ay
of Hx AMulz=eol A upel Muls FA,
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=3 Aol g Eo wAE o
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Fig. 1 PDCA Cycle of ISO18091 (The
International Organization for
Standardization. (2019))
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A e FAAYTL ThestEE FaAH A o] M= QoA AAE ISOI891 K.t thAa 5
of FdHE ¢ MA FEeo FAAHA Weks X]‘j&, olm7|#e] F8 7#e F8 Vol JFst
AA AT Fd#E d9HEE FAASA AA ks "ol 2 g8l dtkal B S
AL&Fe Table 33 7t} Jun et al (2007)0 BEAAE AEAA ISO9001
TS Ao 1 284S WA AL, Choi et al

25 27| &2 IS0 g (2009) & 3k WY ISO ¢ AHHE AAst

91z e gt 1SOE a7 179

ofe] omsleE EAwele Fagu 1509 §  J1WEH ohel tw e Agus% 39
|45 AL [SOAA Atetes FH7HGA = =Hl, Cho and Sagong (2018)= A}3]%] 2 Jel
g Eglel e I e e @ dE IS0 /1Sl 150260009 o571 =YHE 9
EEHGA A%9 SON0LAD de ARAS A9 BY EUE BUND 0T 4T Al
2 #HE QS AwEa Jdom dF Hee= 2 28] H848& FHsIATh Lee et al. (2012)
&, a4 Su, A, A= s OIEH H] 2= 9] A gl 71E3E e #HE EF ISO 154895 9 F7=
st 2tk (Choi et al., 2009). ©]#]3F 1SO9001 A A A&t AFE FHsIIH o AH

Table 2 Core Activities of ISO18091 and Their Explanations
Categories Sub Categories Explanations of Core Activities
Organization Understanding Defining internal and external issues of the organization,
context, needs and determining and monitoring the interested parties that
and context | .4 expectations | influence the organization’s competence
. Leadership and | Improving customers’ satisfaction through identifying risks
Leadership . . . . : Lo
commitment and opportunities which can influence the service suitability.
. . Establishing the objective that is related with customer
Quality objectives . . .
Planning satisfaction, consistent, and measurable
Planning of When planning changes, readjusting available resources,
changes responsibility, and authority etc.
Resources / Determining and providing necessary resources for
establishment, implementation, maintenance and continual
Subport Competence improvement of quality management system
bp Awareness / Determining the internal and external communications to
o improve quality system of the members’ contributions and
Communication identify the influences for nonconforming situations
Operational Performing planning, implementation and controlling the
. planning processes needed to provide services
Operation - - - : :
Control of Performing the appropriate actions against the impact of
nonconformities | nonconforming outputs
Analysis and Performing information/data gathering, analysis, evaluation
Performance evaluation through survey, feedback, etc.
evaluation Management Performing review whether the quality system continues to
review be effective and suitable
. . Examining root causes analysis, conformation of existence of
Corrective action .. o
similar nonconformance, possibility of occurrence
Improvement p ; R : - .
Continual Performing activities for continuous improvement of quality
improvement system for customer satisfaction
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ISO TAZEFES om7|d Afe 7] ol 1983)% % Hl=g Adelgta & & Aot
ogslzte] Fas: TR Gl Buse] A W gAEAe el AHAE ogse 3
L5 g5S EAT F oA =7 S SHs e NELz, A~
o &7t Mul2E o] &8t 7= A #E
26 7|sEEY LN EZH o] digk F4=2 FoEn. olF FAs7] 9
S w4, A, nAs, AAA ouA F
T Mulae 73 AFHde vE2A S84 of Y-S d= AR . aA A FFH
Zol Z4o] olgm AUzt AYEE el = Aquse] As m AquAZ we F a7
AAZZIoR O Fe] WEEE 542 At od #rhHe A (Gromroos, 198, AE
(Krajewski et al, 2009). LA An]~ AL A =4 (Lehtinen, 1983)¢] /A3 ¥ #& #o| 3t}
wAoE J5EAN GHEL Ades 49 JaMulat B4 J15ELY Fayel 7
v Zkzbe) Aol dis) 34E 9@ Aol ANE  gEACl v 4PE 2 Ao melAw,
ok 7S EAe Al AA V1Es SAs A A o B4 of omv|de] HYS o]&ste= F
Bz AL AT Qe vl Eel REel B F A 3 BEAEY 39 oEWIESE ol 9
Az AoEm FAE fsiAe A4 A, 54, 2 3 Be =8E 7]Eola e S HY, 9857
A4 W4 5o FES d= & F ko] HFAME EAH~E @edt 75 EARke] of
He uoA FFEe ZEAAAN s F d AdFd Jde] Addtde F49 de=
W EE AU2E wE B aAd o8 PRt aXs: 98 ¢ & an.
=4 (Gronroos, 1983)%, L2 A~ #2A (Lehtinen, A= LAAREH 8N 2E AH] =Y
Table 3 Main Review Contents Corresponding to Sub Activities of MOIS’s Work
Area Sub Activities Main review contents
Establishing quality | Are quality objective set that are consistent, measurable
objective and related to customer satisfaction?
Plan EStathhmg,th? Are there relevant resource and budget plans, and are
system of achieving ) Y
quality objective there a completion time?
Provision of the. Are human resources and systems available to
Support resources for quality | . )
control implement quality control?
Process/Service Is the processes accordlr}g .to the St?mdards being
level managed, and are the criteria for service acceptance
acceptance leve established?
) . . Does the organization collect customer complaints and
Operations Service requirements i
feedback on the service?
Management of Is it being verified that a service level that does not
nonconforming meet the requirements is provided? Are you prepared
outputs for unexpected errors, accidents, emergencies, etc?
Performance Periodic internal Are internal reviews conducted regularly and
Mgt. review progressively?
Reflecting customer | Are there systematic improvement activities based on
Improvement
needs the customer needs?

* Source: A Proposal for the Quality Management of Public Service (Ministry of the Interior and
Safety(MOIS), 2019)
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o FHo=m At st AFE FYAYT ZYdYPas HLsto] COVID-19 3 #&H 9
Seol and Kim (2004)= WA AFs= o= FAu~ FA#E AAY2EE NI G
MU 28 Mu|A~EFZd T Eoke] SERVPERF & (Ministry of the Interior and Safety, 2019). &%
P& 7o m FAEAT Ans A4S §34, Aul 2 FAAE ZHAdeaddA ARk A Ag
A z~el AR A or FEE I o]Eo] 17 2EQ9] A9 AMEHAYS 15t 1HAS Mo
W] frold dFe vAS AN Wang B AF AFEod, B oAvolde A3Hdl
et al (IIE FFR/N AL PR o84 BHL 9J5te] Table 3014 71%H T7HA] Wl
S o £ AFolA daAnzel W sFgshs FHel W A AUk FIA
3 ol gAES] BYH WEEG AY gmslw  wx Fawny ZdAdea 4 4R, B,
of e ARE ow Aolol feld AuyAt  HAn AR A dNg mesged ® 4
ee Fesk9om, Lee and Lee (0200 E&  FoldE ARH Aol wFS Fu AR
AL, kAL T SBR[ Al AFe}E o] T AH] 2 AR A=t vhset dEES AAEA
2, aga Pee] 874 FolAe gHd A o} =3 COVID-19+% 28 7hatagdA ahaksk
of FEE Ao]& g% FH g% T IS A ol7] wiEo] 7|4 A BHEGE @
A= s gtk 714w A A Ao m dss dhetskalT
ol9} & AFEL COVID-199 #2 difi Mg B2 T AT 3 FHELY F
A Es 72 & A+ 499 #y 2 A 8 A A digk AF JEHFE S AHF
o] thefA = o] Au|zoA =7 ZHA A 7F e TEH A d32 Table 40 7] &3}
A Ad7A nEegd o 57| HAC ot Atk gm57]HAAN 9GS FEEE YLdAY
WEE7E Eold Aojw ¢S R =& 9n gRZE oz JdHFE HgstAa, <IH
AU AE B AR A ATE & A= AlA oA AEAE HFete] sld AEF s
A& AEst SR ALY oldlE F7] st FH T
ZH A A A A Fe= HF7E obd o 5 AT
29 #Ad" HER HEste AFstda, 4
3. =30l Z[EE COVID-19 &H W oko A 2~670¢ Ee AFoz AT
S|BEAMHA 2 e BN Atk 4 COVID-19 ## e gAn|2=e] Ao
2 de 9 oo gigiAe COVID-19 ##
3.1 M IB|AEO 7|HE QAEE 8 oeMul s Ao, ofsMus Algdt AEE
/elF-o] FQ olgr Ao, Ay HIlol #AH 3
Bl Tol A ISOIS0L: 20198 7lwrow g  7HA w@s sk
o] YAMARNN G FFAH 2 EDp aA A duAH s Al dsiA=

Table 4 Summary of the Medical Institutions Interviewed

Hospital A Hospital B Hospital C
Opened 1980 1999 2019
Location Seoul, Korea Gyeonggi—do, Korea Seoul, Korea
No. of Employees 1200 1512 -
No. of Beds 655 648 308
Interview time 2020. 08. 05 2020. 08. 11 2020. 03. 11
A general affairs team A doctor of respiratory A vice president of
Interviewee(s) leader (Ph. D in business | medicine and a manager | administration (Ph. D in
administration) of the general affairs business administration)
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Level:
Categories Details
2 3 4 5
Defining Quality :
1. Context of the Defining Issues \Y
organization  |Defining Customer and : /‘
Interested Parties s

Securing People and
Fund

2. Leadership

Customer Requirements

Laws/Regulations

Securing Resources

Assessing Achievements

Methods of
Communication

3. Planning

Establishing Quality
Objectives

Assigning Managers

Identifying Opportunites
and Threats

Establishing Cooperative
Relationships

Constructing
Performance Evaluation

(

4. Support

Infrastructure

AN

Monitoring

D,

5. Operation

Customer Expectation
Measures

o

W~
T~

Communation

o
-

6. Performance
evaluation

Monotoring Fulfillment
of Needs

Reviewing Service
Achievement

Internal Audit

Effort for Service
Improvement

7. Improvement

Improvement Planning

"

AVG. S-core(OveraII) =3.196

Fig. 2 Evaluation Result
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