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A Study on the Development of Quality Management System
Model and its Application in the Public Service Sector

Byung-Suh Kang
College of Business Administration, Kyung Hee University
Gye-Soo Kim

Dept. of Business Administration, Semyung University

Abstract

A strategic model on quality management system was developed and applied for
the public service sector. The public service sector includes a wide range of
organizations such as local authorities responsible for education, social services
and housing, government departments, military forces, and public enterprises like
post office and Korean Railroad. Quality management requires strategic integration
of management system for achieving customer satisfaction.

Questionnaire was developed, and data was collected and analyzed for this
study. Conclusively, leadership and organization culture are the important drivers
among the quality management activities. Human resource development and
process management are significantly related to employee satisfaction, which
also significantly influences on customer satisfaction in the public sector.
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REP, RAZAR D ALY ol27|71K Z@ @ AvFe 1F B F
=3te F4 fuie] 3ol Ha don, AFEA FollME AFALE XT3
Al EAE TN FE AFHA ool ®Hmridoez giasHm YRl
1998).

TEHEC BAFAE ASHE FAAIIR, 1A AHRE F7] AdAE
dA9) 43S AAANoR B At Bosi AN EHE ) A o
AE AAstAol ot AFAE LIEHY SAHEZE Ay EFYA e
PEE AG 5 Yojof @}k AR AHE FAAFGFY leﬂﬂzn% SeAR ATt
(English, 1990). 2 @A& &<A7], 447], 7/iE7], A&7], &47] 5& & F 3
ot ZF dAlC #g YES 12 JEhE 983 2o

<% 1> EFZde gAY =3
ZAYE |19 8RRV | 29 QA7) | 3w AR | adA QEy] | 59A: A
ZAd W@ o5 [EAAG] 7HA [EAANY ZeA [EARGL o5 |[EHAA BHEA

A4z |# %ﬂ—& da B |AGnE 4A |SE st s e, "ad AL EA

olsish A4l (2 FABAl [} AH FAE(FH P A&He pae |Bgeldn A4
“]T;O]":} Ak HA ot

FA7)%50l A% (B0 U A |AnAGSy  |FABIYNE |(BABIAAAE

Pl &3 QY[xrt dEEY |AS2A g |2H ForA |due] Fo A

cazne B7FSH AR |38 B $5o) N&s L, [94L 7Axm |Klolw AN

T | |FHE € Jrob Lol |2HAN Fdo] | FEN] AW |FAH A

A @) W dato] NF|e F3 2uA |dPIn
A A% 598
Q5o Tl @t
A g EANEL Y [d4LFL B (BAE 240 [5ud A4S
o] B gﬂ gol TAHel |ATY WFow (AT AL |Aejetn FAE
2AA g gwo *X, ot Ar1He |exHA FA |ANE 98 2E|duuEn
g sAdutel 7 (s12e] Zbssith (7150 As o
< 57 g itk

FH & oiv] (Ba: 2E B3 5% B 15% B 12% B 5%

F28lg  (AA 35% A A: 18% A=A 20% A=) 15% AA: 5%

zAAQ BFo] [Sr1%cie} o [FAYY WU |zzgye dd [TAgPol AT

Q%4 |9l3, B85 |[@U1HA x| |9 Z2A2E  (NEHoz A4 [Holm NHHA

% (0@ A4 Ad [NF 8T oldlstn 4% |ghu} #5o| @}
o} gl #oh

s0) ga [EAS 90 BAE ¢4 F3 |94 FA |2yl 4B |FAEAS} 2
Sxe) aa |FAT B B BANA AR RAwel EAS 9 AT B |94 BE e
=5 g z2g stelof st=s? (2@ 4 Ao g

[XtZ ] English, G., “Total Quality in the Public Services,” Total Quality Management, June,

1990, p. 147.




TE MEaFE 2L Azsde FAFY JAYGAE S, A LS H
7t o FEAHIES dFES olAARE AA47Y g & £
(English, 1990). WiF-&9 2H &L 249 =99 B8A4F 7HAE dASAT A
g Azely oatvte gt dr. 24 ] FAVITHAE 13, AEEeR
EAE dAstEsy] WEeoltt. webA, FFREANE FEE A=Y AAHA

olsl7h Wastttn et

22 $2878%9 MN&H
2o QoiN FAAYN2YL nATFo e BEE A ole FHLLE)
4EABAL AT FRHE F7ASD T 5 Ak FARGA L] FrHoR
Fohe, FAAGAN 29 BEHA 220t Basl Hu, wep, od¥ 245

EAANAT 432
222 ot EAAY
FZ07E ahte =2 Azw
[e=]

| 9gsA FEst7]

2
of
ko
o
18
et

ol BE A A s
i =

]
(Tobin, 1990)c]2tx 3} Tt} Easton(1993)
P

e FHow TMF , 3 58 #Azxsn 9ok
FTEEE A FRAAGAN=EY FHLAE DA% YEdE FudlA Bu
AA A7 ARE HRUEY, 2T EER] B, GAORY T AF=9 2R Yo
g FES oyt dedidn & ¢ Aot

o 2 =

e #4432 7199 AET 140Fo) A4 &S sty dad AF
I Mu| 2, Z2A 29 X&H F, TRAX HES FX53, TIALIAE =
3171 s Wwolgtn & 4 gtk ol "o AWt ugs 2w EAdAe 9
AEARE Hi AR ggo] T8 84UdS ¢ F Utk Hu FExe g
2 HAE e 2Fo] AEHAL NAE % BFoz FHo)A Fu, AL
o §A - #AE & FAHo| WA uFAA YL oJu]F,

oo 147HA] F2AY AFAL FEY ARG -Au2dS JHeA & HEE 5
A} Anderson, et al,(1994)2 A7 SAES g R 3 dyto] 7S £l
HEEES 77HA Y Ao = gAal Agstdnh 7719 7id2 vAgE 2lg4d, U
F- FE g, Za AL Y, AEHA A, THY ZFH, 2AUE Solu ol

o BAE agoz Y e 2ok
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ZAA Z2 A p| ZEA .
NEN-! Bd /- 4 &
29l
R
A 7
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FRAEZES QAsBA, sol=ulg hehy

[X}2 &) Anderson, J. C., Rungtusanatham, M., Schoroeder, R. G., “A theory of quality
management underlying The Deming Management Method,” Academy of Management
Review, 1994, Vol. 19, No. 3, pp. 472-509.
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ME 4RY AR TFESA FPo ue 1876 DEIAG o] 49 =
e FAAHY 7, 0T Ade) F4 94 A4, 293 HITHA FANGS §
Bol gk ARG B AY 1A 2Y FolA 2FEEex mYe FFREe
F229 U AAV1ZoRE 7P A¥sta Agwn drhgE, 1999).
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YA - AAR A29H A3l g FAAYRYTYN FEFEA A8 BE AF 23

HAnAgRe gdide] HFA Y, FH#E, d=HBE, LAY T EFEE 74
H 7]‘§Q FA479 Nage dAAA FAS o dEFE=HA A 198EE H
W EE BT T7HA &l 207 #E 297}?‘]4 F7t ARFIFez FAEH Ut
(http://www.quality.nist.gov). ©] %/?-__IJ&E] AN2"e] g3 0] FFHoz uA
&3 71GATHE A e Aeold RFE=A RF Y MEES F
A7 G Foryg AFAA 9d&-g 2, dY, 7, solAutg, 281 A2Z20H], JpHl
o dTEd EFE MEEH Ay REAA FASIH dE B, BF E=dgA B
Fol A Fxde AHHA MA, FEANL, THY AT Fo, 2= 14 € FFF
Ty Z2& AdEo] olgolth

g, “*%ECE]X] 2y “@73@94 24%?3‘1 71‘33 g £, 713 AFot

= 1A 9&5}. ol A& “‘ii‘:ax] “37} g3 F

SREES B ¥2Hoz ¥ggozy TA49 Hdygs 2
A FFsiol & st FAAA BIAA

A , BAY, 9452 Wilson, D. D, 1998). Al é—‘] U
Boex ByS 7 dv YA, AFAE, 24 2 AFFA], AAAAL
Z2 A2 3, AdAE, ada HREN So|t. o3 TWIFEE
o b= AHRAES] General Accounting Officed] A= GAO(1992) 2 3
A FA7499 AHE FAs Ut

GAOZ ¥ :

GAO(General Accounting Office)-‘= 1921w Zol A AR AAAEE 7HAEH]
A% EHoz AzZEHAJTH EIF 1950d00E FAAA AL 3] AFEAT. GAO
23 dZEcRe 23S Y4 oE 3t ARMNFE 9= A =Z, General
Accounting Officedl A& FHAXEE T3 vI7|gdEY AHFHIE A% FHEHS
=Ysdth GAOE UARE, A

BEE, e 7 AR 9 FoA wAstn e o
5o nAFoRN Muzg Wz e A7 9T §A3 AME ASHo
2 F3 ¢ItHStarling, 1998). GAORH & AF9 FAL A7 v =gdlm B
2l A E—M".%H IARZE FAAIEY EFo| Ut GAORH 2 A
Mz Bolld 28W EF474Y ane 345 Astel wE AHEYL A
%2 u]-l:]— ZAAY %zlo] Th2u 19887 1989 Atole] EFE=A AL T
# Qe gAos AW GAORIAE EFAGL S8 nATE 9% 2AE
3 w6 o uaue, FEAst AU B4 §9 4BE FPAATGE B
3la thH(Terziovski, et al., 1997).
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2 9dy + Yok
AFAA e wEEEA 2y, WPEY, GAOEF UE Wee FesE o
Eo} TTHAAR 9 49, 1999). :

<E 2> ¥E BE2X 2D 2 A4 EFE ZEse 1

4 Bo#A] HUlRY o2y GAOR Y
{1997) - (1994) (1992)
2 H4(110)
1.1 3 A93 240
1.2 7199 A3 A o g H41(30)
AR FA(80)
21 FE 9 23325
2.2 ¥l 2} v} 7] (Benchmarking)(15)
23 /19A4E 24 % $8(40) | - .
A A (80) ‘
3.1 A= FHM40)
3.2 A=k 43(40)
AHAAALH #e](100)
4.1 F A2 =(40)
42 49 3%, F4, 1230 * *
44 BXFTA, 9HE£(30) , * *
Z2 A2 #9(100)
51 AE/Aul2 Ad 2 gAA60) *
52 AlzFAAY: REFH A8 220
53 FFYA #2(20) *
LAY AZFA(80)
6.1 u Ao digk A 2](40) *
6.2 RAUET FAF3(40)
nAgEg A (450)
71 2 9 A dig 14 A =(130) i
7.2 2] FA(130)
7.3 nAUE 9 ZA(35)
74 nARtEe] A E(25) *
75 ZAAA e aATERE ¥ 1 (130)
( = MEEgEd A5
Be 2IFE=R 29 YrigEs F5E $E58 ved.
(Rt2 9] 1 AAE, 944, %S Wilson, D. D, “ZEE=A E337F 2y 723
gu719gd 2 Ay ’227—‘1 vlmAd T, s AR T A, A998 AllF, 1998,
44, pp. 57- 96. FA AL,
2. http://www.quality.nist.gov/docs/97_crit/itemlist.htm.
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19 Fridel Arag, Az ]
248 Fojo] &8 A 2= 1 :
2 d7e dUEdd xgd 749 ¥ e LYY =¥ LUy E=(Hunt,
E= HE, 283 GAO(1992) EF A
S 2, e TITFEANN BA
 ded FA44%F A=d9 2¥8& dHHoE MEsed o =
& ol 23d /WIE Atoldl dABAE s
ARl tigke wheEs=d o
179 94, ¥2 2985, F24IY H4H 7
. 799 432 o, 2HAES}E o|FR
3 252 ¥R, Au2FR AFAY, 54 FAAE, 4
: B T TEY. ojH¥ FZ2BIET £
A ol Fold o wiAH A FEBFY Aol 9FE VAA do. T2
= F FUTE Fol £ oY £ FTEIL <IH

FAZR Al2H
<8 2> A7 d

99 dFRY ZTASY, AAFAE FE2YA2Y EY(Structural Equation
Model) 22 Yel™ &3 2



ZHA - AAF A2RFA F2 98 FRAZRIRIETEA TEFEC] AL #E AT 27

11=Tyu-&+§&
19=Tag &+ &
13=7T3-&1+8
14=T g &+
15=Tsg &t
6= Te &t L
ne9=PBn-m+Bn-ntBu 3t By nt B a5t B a6t &
78= B 7t L8
A7IA, pg= FRUFH
nm= & J
5= EAZBEA2HE
ps= TEAX
ny= WAV}
B= FARA A
Jo= AN 2EY AP
n= AALA

51— E]E])g
b= AL

agla, T, fe EAEHE EFE UEdE, (& RS grdn

71 47 2HE ez & ATEFC vehd FAZ G Al=1 AL Al
o AdAA S} A7/ & 2
32 F273 Y A" 7489 Atele Ax@A e dFThE

2 dolMe FA4749 N2dg 7453 e F47499d, F229EgT, 183
EAA T et AEELS BAE T A7/MEE AAstnA dn. FAE D
gL AP, 2AEHE o] FolA grh. FEHE FAAI EFL AHRABE,
Au2aFd AFAY, 2 FAAY, WA, Z2A2 FA, BRAY A=F Tl
A ol FAHILET Bl AFEA o)FA o vk T @A FAEI
o Aol frodd 4FS WAA 2 Aotk FHAAIY AFHde FFLAVLEA 72
B Fol £
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Ae YoH, 2AERE 7] Aot Schein(1985)2 2H4ls =
Ao gy 2o How 7 or X ZE AUYRZ o T F
floka stttk e AR E ddd st FEHE ZAold, Ay A A
5o vt 2A 9 £3E FE, #BEsln HRd AfodE a2 E3E Hysie
olgtx s, F4e] Adel T Qe o) F3e #BEISE Zo] A
o of ghrhal 7351 th(Schein, 1985).

Z29 4ol FHAAEEE 958 FAL e AP 23 A= Ao
obUTHAAE 9 491, 1998). AT P L xHo] FrjHoR WAY 4 JE= A s}

3 HAE AAstL, vdS Ay, dAAYE
FTALEAA 71549 AVE JAAANII= Aoldtn & 4 Joh(Anderson et al,
1994). Garvin(1986)# English(1990) E3+ AF A< AFE S&iA A2 #He
Ao A glole AF A& F4AZ F gdkzn o

oo By, ¥F BsEA By, 283 GAO EdA #ad ¢ e Hde x
219 4ol AAzAREY, M2 FAAF FAHH o2 JFS nIAvtE Foltk
T3 AT T EFE, FAAde] F3 FAHE e AFHI o)
FAFA A AFAA dgs g & 5 o FIEE ozt A 2B
Az mIEE 71 F2FA6 AT Yigd FxA43 2 qadnes 438
Z o] th(Starling, 1998). o] & &2Izte] BAE A2 Fstd & 2o}

7HA1: S 3714 2739859 /A

ZHELL: 22 AAAA B JFES wA Aok
7HE12: A Aux F2d 9%E 73 Relnt.
7HE13: FEA 2 FARAAGY Jg nA Zeln.

Y, FAAQNA 2ATE FAHLE FEE d=EsE 92L& WIS
Asdch AZFA9R)N i, FERIE FA HE A4 TR 2
< A& A% 2ATIE VIHeR 1 Jdvtn FAUT. FFHEAM AR
e nAS ofAsid, aA2HE AFdE AL 7EoR du dok 2ARS}E 2
gl TR AL &F, 4L, FH, €2, HE, 7HAB, Auz 58
o} ] g ch(Hunt, 1993, Starling, 1998).

Crosby(1979)°] efstd, dolgle A &3 YA H7 HAsixe dFaA g &
3 gAY 75 Fol 2AAN 2y e AL FLAHR Atk =, d9Ye =
Aol tisted ALSA APe ZEsa ItHHunt, 1993). 22 &3] i3t ol#l g Azt
< 08 dASedlM 22 = gle Aot

Juran(1989)9] B¢ &4 AABTE 249 FEd #HE 7z o FE9
dHE AT A AAAH] EAET ofe}, FEHo2 F 2gHE 24 g 9
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w3h7) W o),

EAAY Nadd 2HBet PEHHY T4
% AFeE oFojxl 2ATRE 249 BES ABIHA stedl 719 Ech(Starling,
1998). ol@l @ 2AEIHE WA}, ZeAx FA, AnwY Axdd §99 9L

Z ot wetA g 22 S Ae F ATk

74421 2AESE AAupA o ¥
7bd22: A ESE TEAX 54

3= |
74423 AR E TAAR A]2"o

il
3 4= 9 tH{(Wright, McMahm, 1992).
Au A FAAFNAY FALE 240 o= Hx 17
(Schonberger, 1992) R ¢t FFAdA Aoz Adsi=ike} #F#Ho] gl
3t 4= glt}i(Award Criteria, Malcolm Baldrige National Quality Award, 1994).
AGAAY A ZEE oS vgez I FREE ‘AFY HZE'9
WMol wele F8A4S Eol: ANE IAHn(HEWS, 1997) 2AFAHY
71dste, F37i@e & gAdo]l @ A oltk(Starling, 1998).
S B3 A22E wEAe BGE ALY} A& B3 FEAHAE
e QAL AE Bl g4 5o ExEAHS Tl 2ATA
1] X th(Starling, 1998).
zgaEe oA W AxEE dH4E FFoE FxIE #4499
. B4R GANAY TNES 2 Jhde] dig =gl gl
Aoz g AFdAa B & gxo A&HHA M-S
3 FAY A g AnFY Fhd 7193 (Chester,
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M= HA A, & A7 FAMEA st g eQEA
o 8Qxtole] HYHAE JHEsHA &E A3 A(oblique)dl g &<
<E 4>of et ot o] W Hu[ELEA 82 ARz 03014
(the variance extracted)< 0.5°]42 A 8% H(Hair et al., 1995).

AL AAL AEETY £33 duivt dBAHE Ho|=XE AHEE #AFS
2,84 HAAS 98 BAVIEeEE AZANE, 5 FAH, BHEY =83 A
d#AA 71 Fol Auk. A AAMH(test-retest reliability), ¥4 %29 (alternative—
form reliability), W& (split-half reliability) 52 71¥H& A7tz v]& 28] #A}
3 dolxe AR HEETE Mkl st @Ro] o wEkA gutyow
g Y S o8l dAAH H=E HAst=d 97|14 E Chronbach oF A
gutz o2 duzte] 0.7~0.9(Van de Ven, Ferry, 1979)s oF who] A& o] AlFA
HAAEA Q2] e dEe ASe HA LA 065 HA HELAZ AL
371 = g (Nunnally, 1978).

ko

>

<E 4> AZHEHE Y AMEN

HI
i
Al
H

T304 5 oA E A 2873 -
3 2] oA Al A& 3L X 2 Ok ¥ 2~
FEZG A=d (constructs) 55 ¥ade | 2440 daAs
B 4 g4 5 5 5 09124
=479 94
Z2 23 5 5 5 0.8861
o1 A 219 g 4 4 4 0.7331
AMu|~EFAAHF 5 5 5 0.8916
. FERH- X A 8 4 4 4 0.8674
F37349 &5 -
Z AW x|}z 5 5 5 0.8947
ZEAQ2ER 5 5 5 0.8690
FARHRAH 5 5 5 0.9032
ZAFEY 0F 4 4 4 0.8416
FAZEA A
R he) = 5 5 5 0.9146
A B, FAAE AHESF 070149 Ae WH dBAYO] woE AL
dehiEz, B 2379 A2d 2382 TAH3D JE A5 BT A4 &0
28 F At B dAFoMY MdEo] MEo st HE HdH, BF A Ao]
=
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A (confirmatory factor analysis; CFA)-E AlA]

& dAsI, o] AR BRHE BAE o= A
E & d9gstan deAY FEE JEUE 7Moo BARAGA AFAE APAA A
FHoE ZEPststa Pdo] AR Yx9 e A
HAHAHE &3] A HAF=E HUrsho] $
> 0.90°] u#A %), AGFI(Adjusted Goodness-
2 whgAd), ol g pa(=005 7F v

A
gt Zt gAER g Eo fA9
3t GFI(Goodness-of-Fit Index;
of-Fit Index;0.900] w}2rzgh), f(z—}——
A%) 5 ol &

4>o

<E 5> 2t 204 gHeleoles A
) Z71%% | #F95 | GFI | AGFI |RMSR| NFI | 4 D
g4 5 5 0953 | 0.859 | 0.023 | 0.965 |17.364 | 0.004
2 ¥ 5 5 0913 | 0.859 | 0.044 | 0927 |28139| 0.000
MR R 4 4 0979 | 0.894 | 0.059 | 0.968 | 5219 | 0.074
A 2=E A=A 9 5 5 0907 | 0.720 | 0.059 | 0.932 |28.439 | 0.000
FARAAY 4 410994 | 0972 | 0016 | 0995 | 1.310 | 0519
A7} 5 5 0.906 | 0.718 | 0.050 | 0.922 |30.872 | 0.000
zaAs Fd 5 5 0975 | 0925 | 0031 | 0972 | 8111 | 0.150
FEAEAN2H 5 5 0978 | 0934 | 0023 | 0983 | 7.094 | 0.214
2T W 4 4 0984 | 0928 | 0.025 | 0981 | 3612 | 0.164
FUns 5 5 0949 | 0.846 | 0.033 | 0960 | 18565 | 0.002

HAa A 4y, 2383, 9498, M A2ZAASA Y, Axn,
FRANF 209 Aol pitel Br7IFE(a=0.05Et X%, GFI, RMSR, NFI#t
Tol HF2E Aog YEHY FAV gl 2eE wedn.

g Bdds dAstyl AsA, Ak B34 AA-GAA
?:_1 1997)& AH& content validity %= face validity)S 359 A

go] d7ud, 8H FEAINLEE Aot 2 widatn glevtel g a7
Z}g‘r AFAE FHAA AHLA A=E guigdtt & d7dAe 49 g7y
B7ARY, vi=e dF EEgA ¥, GAO 2% T 35" Id5FH TTHE F
Abat= *a‘—tv'— FAARE A e FES] MG AnE A WE Bdde] A8dd
g g gt

/N et d A (construct validity) S SHET7F AAE FAe AP er) &= 2

N
AEA A L)
%

r‘l
£ g
oo
k)
ol
ok
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AR 7L FAstaAsle F4AQ Mol AR FHEA odA HHEEA 2AH
RAE7HY EAZA, o]84 AFE ste=d AodA 714 F23 BgAolgd. g 8%
AL 8AEAE FIAM dAIT. BE 2959 ofolA zto] 3&A< 1.0S A3 s}
oof d3L(Hair et al, 1995), 2+ A& 22l Y3t ololdll FEL RF K52
233t ot
71 Bt Z A (criterion-related validity)2 3t £A4014 7l ded dd A
o mAH YA 9 thE &Aool g AHWEE dZFde THL nd
o2 AT AL VE HBAL FFREY FAHG Nade FAAGLNTY E
A7 9857 dA4E BANE Aotk FBEX AHfst Fo3 A¢E 7FE
e BEET & & Juh B AFAM HEAe 4 2 £E AREGE
9 dodEdolt o)A S £33 =(Summated scale)olgti FEd EXHL oy
SAHE B 2AHHE FAANTHEY UH(Hair et al, 1995). 222 JF A5}
FeTE FANEY W& o FYse AL vEdd 989 FE 7 A3y
AgEA e digt daolr
<¥ 6> Zt o7 2o0s7iel Mot ¥
AH | MHs [ w2 L ER
ZA : . Srx Z 1)
Mean | SD |2H4| S0 | A |gaue) g2 | ) as | e BTRITE
LA 3&\7/] 74}3.:1 Jﬂg o %74 /\Lé%‘ ke’ =T
=k 38514 {09080 | 1
Z A 23} 35417 | 0.8715 | 0.736 1
RESRE]
a9 2.8375 | 0.7942 | 0385 |0515| 1
Aul =3
AeA g 3.3000 | 0.8822 | 0.641 |0.735]0.594 1
FAAA 31542 | 09415 | 0470 [0590 {0590 0750 | 1
A4 : . . . . .
) 2] u}7) 3.0444 | 0.8592 | 0.535 |0.612]0.620| 0.773 |0.766 1
R o
=z 3.2433 | 0.8194 | 0569 |0.601 | 0535| 0.709 |0.688|0.758 1
jfff},i 3.1100 | 0.8640 | 0501 | 0555 (0572 0676 |0639]0703(0713| 1
FRU9E | 33250 | 07839 | 0580 | 0612 |0533| 0.606 |0566|0638|0.714] 0607 | 1
Fogz 32333 | 0.8471 | 0503 |0.5550| 0526 | 0.585 | 0614|0624 |0.734 | 0654 | 0763 | 1

* BE 4P AFETE P=0015F2NA o3

<E 6>olHe} Pol, EAFGY AW, FAAGLE, 2ol FAARE FAHE
SA5Y VA BT fo8 4BBAZ el ez 2 a7ngs a7t
AN AAse 280 BAE YehilE B83 9x8E Aoz ey,

s



A - AAF A2 d oo 3 FAAYEYTEY FFEEA g B A7 35

45 AFAE AAH =)

TAMNIETY JHxB/AY FAHARE HAS Hﬁﬁ/ﬂ TEA FREH
(covariance structure analysis)& AH&-3tH T & & 1A+ LISREL,
Amos(A moment of structure)s o# 7127} ot 2 04—?01] = Amos 7] A
E A& AT Amos® 71X 9] FHE LISRELY €3, 42RFS ddo] ofd 19
o2 A Yetd £ AdE EAS 1A vhhttp/www.smallwaters.com). Amos
£ o] &% FREYY E4ZE3%E JelUE gdS3 2o
A3, et 2Rl E 2 ARFAE 2J0H0995). FEAF} =
3} Abol9] #AIE Schein(1985)3 Sapienza(1985)¢] A7 GAMS ATE AQY
. T ‘?é" AAAQ A7 AHE Yepd Aok, FAZ 99 g i
z 7R &5 S F= Aoz WwIHGUIAL 249). 3
Aot BANAE ARG} Z2AAFF o] ZFFTAHY
o &g vAE AoR YEYTHIIE3 48 d). B dn EAAHY
€ FHste 2ATALUEL 24N Fo FFL nA=E JHA4) Y
o

E:Fl

Mt M

ioox (B ood 0o

3@ N of

* B2 @=005904 FIS e

<2 3> XT3

ZEE"

o
H

dgsta ofF 29
@ shdel Aud W

zke ”éé#e <E 7> @ oFstATh ﬁ?l% 72
FEFS MAE ALZ VEIET

EREETEIESRES ERSESERER

g
o
3



A27H A3s 19994 94

537

Be
e

B

36

ap
TIFI|IFT|ITFT|ITIFT|F T N |N TN
FIR IR IR |IR|ITIR|IR|IN|N TIN[®
=g
13
(32 — [92] [op]
=B 5/8 3|3/¢g/g8 8 88
A = B = 3 B o I s IR = o< |2
SIS |lg|lo || 9P| o Tl IR
=
~|%18\12|15/818/5|2|8|5|8|8 |8
Hlo|lo|—~|olo|lo|o] | |o o —
| Il i li Il Il Il ] i I il
— — — o3 o [} ﬂ o WIu w [
Ol IS NG NG G BN B N Y Q S5y
< AREEEE
~| & ~ ~| & &
Slel| £ Sl xlwlw N
wOR gl R i e
W] ||| H| P Gl =
R R Al | T T | T 70 M-
KA Tl T R0 + w
TIT|RIR | ™ |®W|RI|R NI
| o | T || F A e M| N Mo N
N BAVAN AN AN A AN AN A N A A A
~N | | | l | | \_) } | \_I/ \_-/
o =] o~
—_ IS — —~ NS =
Sl x| & £ = | =
R AU - o B B B B
P R I P w R A
T R R e FIIR| <[] <|F
- |l |® Fith T [|F|A o]
BBy KA |F|[B|T|R| T
T|T|B|% TlE | K| | W|®|R
N I Bl I e I - T R
o =l | e | = |lalalxlnglal —
ot — — o o a2} o [22] o) o™ ~
| ||| T Gl e e e I e R e
H.Ar A A | o | SO R B e e A e i
~ N N ~N N N N N N N N ™~N

A
ey

Bk

or

o

Ho

o

o}

o

|

N

oF
~

FAA4Q9e AR Am 27

A )

TRE

%

o

bl 2

k)

2 ATl

wir

ar

=z O
=

o} &

9

3

A

:TL

]

7_(1

Az Edo] 2ATHUe] BEL T =

3T

QAR 2] o},

3

el
500

,m.o
M
=
=

Aol ALg

e tew g

o
o)

3

)



AEA - AAE 29I T 0% FIFYRYFYS FFEEA Fg R AT 7

A 2A VEE Aol dF EHo] TAGFY AHEALE Bl o] FojA}

FAE BT, TIHEA BASE 2ATAYE g 1 2AeE B4

Asn Arke "ot w1, AT ABLL FA57] FA4 FAATI o] FolA
= Aol

o
o
ol
b
ofj
-
BN
=
)
o
ol
i
2
o
M
)
ol
o
ol
re
-

[1] B¥(1997. 12), “4 2] =

<

[2] #871998), “E23 48 WrHAR" F2349 B/HIEAY, pp. 63-121.

[3] A$A1998), “TFHLE FAAFG 2 2 03 Afge] 2AF A7
HHEAR e EALEUS THEEE, pp. 336-344.

[4] A43, BA4, B#5S Wilson, D. D.(1998. 4), “TZE=ax 3% 2o
Nzxg gAY FAATY 22H wudT,” FIAAB LA, A9 Al

3%, pp. B7- 96.

[5] AAAML1997), “vAIE =AFE” &AL pp. 211-216.

[6] HZ(1998), “A AT Joix TOQMELY A APAf" dIFEF D
&3] #AS=g3 TRE=E, pp. 325-335.

[7] =5EFF1998. 5), “Fvet dF N2 dd TNDEE ZAESN B
A7

[ 8] Anderson, J. C., Rungtusanatham, M., and Schoroeder, R. G.(1994), “A Theory
of Quality Management underlying The Deming Management Method,”
Academy of Management Review, Vol. 19, No. 3, pp. 472-509.

[9] Award Criteria, Malcolm Baldrige National Quality Award, Washinton, DC:
United States Department of Commerce, National Institute of Standards and
Technology, 1994.

[10] Chester, R.(April 1994) “Kaizen is More than Continuous Improvement,”
Quality Progress, pp. 23-25.

[11] Conti, T.(1993), “Building Total Quality: A Guide for Management,” Chapman
& Hall. '

[12] Crosby, P. B.(1979), “Quality Is Free: The Art of Making Quality certain,”
New York: New American Library.

e



38 w2393 A A274 A3% 19999 9¢¥

[13] Dean Jr, J. W., Bowen, D. E.(1994), “Management Theory and Total Quality:
Improving Research and Practice Through Theory Development,” Academy of
Management Review, Vol. 19, No. 3, pp. 392-418.

[14] Deming, W. E.(1986), “Out of The Crisis,” Massachusetts Institute of
Technology Center for Advanced Engineering Study, Cambridge, Mass.

[15] Deming, W. E.(1993), “The New Economics for Industry, Government,
education,” Massachusetts Institute of Technology Center for Advanced
Engineering Study, Cambridge, Mass.

[16] Easton, G. S.(Spring 1993), “The 1993 State of U.S. Total Quality Manage-
ment: A Baldrige Examiner’s Perspective,” California Management Review, pp.
32-54.

[17] English, G.(1990), “Total Quality in The Public Services,” Total Quality
Management, June, pp. 145-148.

[18] Ernest & Young and American Quality Foundation, 1992.

[19] Feigenbaum, A. V.(1982), “Quality and Business Growth Today,” Quality
Progress, Vol. No. 11, pp. 22-25.

[20] Fitzsimmons, J. A., Fitzsimmons, M. J.(1994), “Service Management for
Competitive Advantage,” McGRAW-HILL International Editions.

[21] Galloway, R. A.(1994), “Quality Management in Police Services,” The TQM
Management,” Vol. 6, No. 6, pp. 4-8.

[22] Garvin, D. A.(1988), “Managing quality: The Strategic and Competitive Edge,”
New York: Free pree.

[23] General Accounting Office Report, GAO/GGD-93-9BR, October, 1992.

[24] Gronroos, C.(1990), “Service Management and Marketing: Managing The
Moments of Truth in Service Competition,” Lexington, MA: Lexington Books.

[25] Hair J. F., Anderson, R. E., Tatham, R. L. and Black, W. C.(1995),
“Multivariate Data Analysis with Reading,” Prentice Hall.

[26] Hunt, V. D.(1993), “Quality Management for Government,” ASQC Quality
Press.

[27] Juran, J. A. M.(1989), “Juran Leadership on Quality,” New York: Free Press.

[28] Kotler, P., “Marketing Management: Analysis, Planning, Implementation, and
Control,” 8th ed., Prentic-Hall, Inc.

[29] Lawler, E. E. IIl, Morhmn, S., & Ledford, G., Jr.(1992), “Employee Involve-
ment and Total Quality Management: Practice and Results in Fortune 1,000
Companies,” San Francisco:Jossey-Base.

[30] Normann, R.(1984), “Service Management,” New York: John Wiley.

[31] Nunnally, J. C.(1978), “Psychometric Theory,” McGraw-Hill, New York.

[32] Osborne, D., Gaebler, T.(1992), “Reinventing Government,” Addison-Wesley



AN AAS A29AQY P 9% FAFGRIFYS FILEA Al BE AT 39

Publishing Company, Inc.

[33] Robbins, S. P.(1996), “Organization Behavior,” Prentice Hall International
Edition.

[34] Sapienza, A. M.(1995), “Believing Is Seeing: How Culture Influences The
Decisions Top Managers Make,” in Kimann, R. H, Saxton, M. J., Serpa, R.
and Associates(Eds.), Gaining Control of The Corporate Culture, San
Francisco, CA: Jossey-Bass Publishers, pp. 66-83.

[35] Schein, E. H.(1990), “Organizational Cultural An Leadership,” San Francisco,
CA.: Jossey-Bass Publishers.

[36] Schonberger, R. J.(1992), “Is Strategic? Impact of Total Quality Management
on Strategy,” Academy of Management Executive, Vol. 6, pp. 80-87.

[37] Starling, G.(1998), “Managing The Public Sector,” Harcourt Brace College
Publishers.

[38] Terziovski, M., Samson, D., Dow, D.(1997), “The Business Value Of Quality
Management Systems Certification Evidence from Australia and New
Zealand,” Journal of Operations Management 15, pp. 1-18.

[39] Tobin, L. M.(November 1990), “The New Quality Landscape: Total Quality
Management,” Journal of System Management, pp. 10-14.

[40] Turban, E., Mclean, E., and Wetherbe, J.(1996), “Information Technology for
Management,” John Wiley and Sons, Inc.

[41] Van de Ven, A, Ferry, D.(1979), “Measuring and Assessing Organizations,”
Wiley, New York.

[42] Wright, P. M., McMahan, G. C.(1992), “Theoretical Perspective for Strategic
Human Resource Management,” Journal of Management, Vol. 18, pp. 295-320.

[43] Zeithaml, V. A. Parasuraman, A., & Berry, L. L.(1988), “Communication and
Control Presses in The Delivery of Service Quality,” Journal of Marketing, 52,
35-48.

AHY 2 s

http://www.smallwaters.com(Amos TZWAAHHA 7| x] Alo]E)
http://www.quality.nist.gov/docs/97_crit/itemlist htm(ZE B =g 2| A4} 7]F A}o]E)
http://www.mogaha.go kr/htm/01/03.htm(3 X x| §- Alo] E)
http://www.kiparekr(3= A A7 Ao E)



