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<Abstract>

The Relationship between Medical Service Quality and
Managerial Performance in General Hospitals

Chung-Kul Ryu, Dong-Hyun Yang'
Department of Health Administration, Namseoul University

School of business administration, Inje University’

The purpose of this study is to analyse statistically the relation between medical
service quality and managerial performance. And then the way of analysis is the
regression analysis that independent variable is service quality, dependent variable is the
volume of revenue, the number of patients and the rate of beds utility, and dummy
variable is the number of beds, ownership and region.

The sample hospitals were the 113 hospitals on general hospitals more than 300beds
which were consisted of 20 public hospitals, 41 corporate hospitals and 52 college
hospitals, and also distributed 67 hospitals on big city and 46 hospitals other city. The

sample hospitals were selected from the Korean Hospital Association and the data of the

F WAAA} = (055-320-3879, inydh@inje.ac.kr)
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year 2003 and 2004. The collected data was analyzed using the SPSSWIN 10.0 version,
and the study hypothesis was tested using regression analysis.

The findings of this study are summarized as follows.

First, as a result of analysing hypothesis 1. In the study of the relationship between
the service quality and the revenue, it was verified that the more service quality in last
year became the more revenue in the year. But the dummy variable, ownership and
region, rarely related to hospital revenue. Therefore it means that the more service
quality is connected to the more revenue on the large number of beds hospitals.

Second, as a result of analysing hypothesis 2 & 3. In the study of the relationship
between the service quality and the number of patients, it was verified that the more
service quality in last year became the more outpatients in the year. But there was no
verified to inpatients. It seems to be the reason why a hospital has operated the fixed
number of beds approved by the public office. So there are no free to expand beds
according to the number of inpatients as much as inpatients are increasing.

Third, as a result of analysing hypothesis 4 & 5. In the study of the relationship
between the service quality and the rate of beds utility, it was verified that the more
service quality in last year became the shorter of average stay of length in the year.
Especially it has influenced much more on a hospital which was the large number of
beds, the corporate and the college, but the region. But it was denied that the more
service quality became the more the beds turnover.

As a result of this study, it shows that the service quality in the last year has
importantly influenced on a hospital managerial performance in the year. Estimating the
service quality of each hospital, most patients have selected the hospital they want. And
the hospital need to keep the number of patients for the proper management.

So this result of the study means that a hospital must improve the service quality for

keeping efficient management.

Key Words : Service quality, Managerial performance
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&) 30.796 5.566 5.533 .000
In QM ™Y -2.382 1.278 -1.863 .065
BEDO4 -1.908 767 -2.486 014
Dummy 1 -5.433 1.418 -3.833 .000
Dummy 2 -6.153 1.422 -4.327 .000
Dummy 3 270 1.122 240 811

adjR® = 0.236 F=7.938 (p = 0.000)
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