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An Empirical Study on the Key Factors Affecting
the Effectiveness of Total Quality Management Programs—

Abstract

Over the last few years Total Quality Management (TQM) programs have been widely adapted
by Korean manufacturing firms to improve their productivity, competitive edge and product quality
levels. The purpose of this study is to evaluate the level of importance placed on four key TQM
factors (customer satisfaction, strong management leadership, continucus improvement, imployee
involvement and participation) used during the implementation of korean manufacturing TQM
programs and to assess the effectiveness of those key factors in improving the performance of the
firms. A Questionaire was developed and sent to senior managers in manufacturing organizations
throughout korea. This survey asked qustions regarding 1) the firm’s business environment and
TQM program development, 2) subcomponents of the key factors and 3) the effectiveness of the
TQM program at improving the performance of the organization. The survey data were analyzed to
determine the degree of correlation between each of the factors and the effectiveness of the TQM
programs. This study demonstrated that the TQM programs were instrumental at improving the
performance of the firms studied, and that the improvement was positively correlated with the
length of time that the program had been implemented and the planned duration of the TQM
program implementation. It was found that the person-oriented elements of management leadership
and employee involvement were positively correlated and predictive of the success of the TQM
program, while the process—oriented components of customer satisfaction and employee involvemnent
were not useful predictors of the effectiveness of the TQM program implementation.
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gy REEE Tzade gvFez YA FEER R BiHES 2o,
zt 2 &4 2 ¥l o9 2o

R A B Wi (customer satisfaction)ERolt}. ol TQME =219 E 3o
B R BES EESY BRI $ZA7)1=d Athes QYA vzdn.

He ER REn BEd Oy AwHQ HFrE AN e e 2 WHHHES FA ok g
1NEA EEY 78 &R/ FAUXNE Hepsiuz s x¥o] Ay,

271249 HARE AF BEEeo 9238 K,

HPREANA AEE Bl Fol BEEl =7 WEESE &4 #erdd.

4,718 #E:#9 2 4(strong management leadership) BRI G TOMEZ 2R L AA e T4
ZEE¥ duierd TQMZ 2P $3d 247 #4L Z2ve vf F4¢ 8dojvmaty a1 3
A maxe ¥3HQ Pyt 4TI BEEKY TQMEZ 22y 9 dg 23T Id4ds THE
ozd A B 3ot AFAFE FBE £ g} o 8AE FA7] HAHMe G&FH 2
L FRERS FHAF B
DRA I A BRd HES A% BT RBEFEY K
DRBEEES BRRST KM,

IBEY WREE AAHAE BEEY #HETA A R0 NAHA S Y. AA, HAHA HFE
(continous improvement)ER o]}, o] 41L& YH ¥
BEAE TEHLE o|FoA BT ¢ FA4, B¢ o @] HEF 27E=dA ¥Rd TQME=2
d9 ERe}

1) 94 @y H#e HEHE TN,

2) £EAES] FEHE) N HERS ¥FH,

3) 8 FEEYY EEEe] 2RV dasd.

ys, #¥8 WA ¢ 2H(employee involvement and participation)ZE XK o]},

TQMEZ2 28 S $9¥3: BENAH REAESY ¥IHQA Ad glols TQMol & #FHoz ved
+ it

o) ERE FES HAHAME

1) 94 TQMZ 2 1@ T3 EXHT K,

2) TQMEZ=2 @ AP RS REER K,

3) #ER B#RYEY ARERRE X219 X7,

4) AR EAR RA) FANESY Fo T A Pt ol FolAe} o8l g 4712 89
o BF TQMET 2R Ao dvh} J3L v XE=s18 377 A4 EEBKE TQMZ=
2@l % H(effectiveness of the TQM  program)& 2 A 3o} fr}.

TQMS] %F E EXSZ e A8 KEH, EXWE K #E8 LAY RHEABER BEY B
B U 4R o O AE4 NEHR SEE, FYS AR UM S U

B2 o RA R R

TQMEZ=z a9 FE #MRERY TP REMNY HEMERE 3357 948 718 248 EXML
sd g-fa Z2o.
1. 94 TQMZ2139 FE MRER S R (independent variables)2 A3 TQMEZ=22
o XiTe KES MW (dependent variables)2 d3 3.
WL
X1l = BZ e BR (4¥A9 £% 11 - 14
X2 = @@ge] Ad4 ER (UEX9 £% 15 - 18)
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X3 = A&H HHRER (BEXA9 £3 19 - 21)
X4 = #ER] PRER (WEX9 &3 22 - 26)
X5 = BB BER (AEXAY 8 7-9)
il 1.3
Ye = TQMEZ =229 489 a3 (48X £% 27 - 32)

A71A & Mo LS 4 THEBBREREY £9F oz ALz, #EWRKe
A RN FEERESS SAFLEA HreATt & FAHoz Md93d WM X1, X2, X3,
X4, X5%= 7zt 3-5709] Likert 5= £Yo2 AN, MW Yec €1t KK, BEEXWE,
HER LAY WHE, £2#, TRSEX FYND BB PN 59 ez 23490

o] & A E[BF /A (multiple regression analysis)2 A& 7123 F£4& &3 ).

5
Ye = Bo + Bixl + B2x2 + Bsx3 + Byx4 + Bsx5 or Ye = Bo + I B.X,
i=1
Ye ¢ BB
Xy ¢ WL
Bo : yEH (HR
B, : EIFERR (& MiuWiel mEM)

B3IEW BRI
1L TQM =EERS #HHe HEE o5

(& 3-1) TQM #MRERY EEE

[ “[04 = ERE ¥R 7R
1 | F#w 3 (X3) 3.89 22
2 | EE WE (X1) 3.74 B
3 | BEE Yy (x2) 3.62
4 | fE%A BR (X4) 3.04 2

(Z 3-1)2 TQM MBEERS £ T BRE KE N REEES FRE 4H39 HT S gl
o. 9714 TQMERS] B EEE- 5, SEEME FRAN BF BE e, REEY d4, 3
A ez, Kty Ik, BE WL, BEE] duide FRS 3501422 a3 gLz 4
BlE, ¥R PRERS 3ME RESFEOR e

2 TQM *EERY TQMEZ2 13 W79 HE EMMG
TQM®] FEER} TQMEZ =23 KITS LERM S HMBHRE Yehid (X 3-2)9 2t

(& 3-2) TQM*® FEERI TQMEZ=Z0F RiTe] ZEM ol ER%R
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H M RX P (Rl%E)
EZE WE (X1) .2941 .53
REx2] 2oy (X2) .5823 . 0005
K ¥ (X3) .3778 .01l
feMA BR (X4) .5799 . 0005
B EWR (X5) -.1187 .939

TQMY] 471A) FBER (X1 - X49)€ TQMEZ223¢ R (Ye)shd #A7 (¥ ez ek,
BEMEXDERS Adstie A fA4EE 005904 m$ F94A A2 veyt. ¢d R
HERXS)S TQMZ 2299 KR (Ye)she F94 HRMKI e A= 3ridg.

(E 3-3) TQMERMS] BMRHRR

L4 X4 X3 X2 X1
X4 1. 0000
X3 4779 1. 0000
X2 . 2347 .3622  1.0000
X1 . 8162 . 3462 .0866 1.0000

TOMERMS] ARMEE (X 3-3)e) Yehd dish 2o 474 £ EXMS AWK Bas &
2oz YA, EE KEER XD H#e IHEREIE A2 @47 A9 feRes e
Wi o2 e MuMEM HMME SiTe FUHY &% &4 A PANA R¥E FHol
A7) WEol, Bkt SE EIM 47 (stepwise multiple regnession analsis)e] olFojAel @}, o] ¥
He yuA 2ol #94Q e 24 WA SAFLE s FA® LAY Bra vt
Folt}.

BHH SE EF A5 2 BAYZ 2e AREL (X 3-99 et v ok (E 39904 1
B e} Qo) @M 5B EBF AKe AEXY dUdAXDLAH FUY F] SAXKHE TQME
2299 23 (Yool AAZez 982 AR ¢ & Atk AN o $F ) 00504 24 @
2 (X 443 AR (X3) £ RARER X5)0] #9489 #& 22 Y& 28K BEIA £40] F
290, gRMo s BEXY AUy ERY AFR BR ERE TQMZ=213e A3 B¢ & 9
& oL adold, Wol BE ME ER HEw % FRE TQMEZ=21@ 439 92 »
@ mEUt 9AE gEge Aelg.
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(E 3-4) TQM® ERA HRM S Bbgey BRI

HEARY HEAN significant
B B Beta R R
IR ooy t
constant . 0236 .5808 3393
1
X2 .5278 .5808 . 0001
X1 . 4752
X3 L1321
X4 . 0051
X5 . 7909
2 constant -. 5569 .6692 . 4609
X2 .3627 3992 . 0049
X4 .4408 . 3800 .0122
X1 . 5846
X3 . 2661
X5 . 8843
3 procedure complete, no additional variables identified as
significant at the .05 level

BAE B ]

& e TQMEZ 23 4393 TQMe 4713 = E BERY 43 SHENE delnz, =3 28
#FEol A4t TQMEZ 29 HRE FA35, TQMEHRG TQMZ 2@ HEMe HHBR%R
=2 FRHRIA AU o1 9 TQMEZ=22PE AHE3a e AZYANEL d4oz RAIHAZE
g dAsdt. #ANEES WA TQME23Y AH4A #JE Unjx Fa aQe ot Fa87?
TQMZ2aRL 718 48 FHA7Ied A#HA7E TQMEZ2a2d9] ZRe TQMERE S #H
8y SEMrs} |l YEe7t Tl B#E Re)A

AAELR TQMEZ=2339] HRE FE ERES BEHY SEMMG: HE M) giszlez
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Buiow, aeF BEXY dAv4 HEF #ER BR BRI Ze AFFUH 80E0] BEF WE
ERS HHK 3% ERS 2 &B4ON EREEY TQMEZ233E$ AH&3te AdE FINAE
a2 @& & A wEdA J19e TQME2a9 AHo) TQMEZ =299 HB S RmALI7] AHA:
mEE] frigdont} #£RR BRY T2 AME BEFXE ZFxFo=24 EYLE ARANL dart 9
o 2y RERERE #EY EE Hd KA ¥ HRY ¥E HEo= A & HRAA
Agad ymA TQMEFAGE & a9l TQMEZIH AFA 4F%g 924 Utk o8 9
TQM=Z223 HHEY ¥ ¢ X BAEE RBE SERE £ £XAS] HRIY 5= TQMa
o Furt B & AT E] o)) @ no B A7V £¥EH.
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