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{Abstract>

Effects of high-performance work system in healthcare
facilities on service perception of staffs

Hak—Gene Shin
School of Health and Welfare, Jeonju Kijeon College

In this study, we examined the effects of high—performance work
system(HPWS) on healthcare staffs' patient orientation and perceived service
quality. To investigate the causalities of the factors such as HPWS, patient
orientation, and perceived service quality, we collected national wide samples
of 721 Thealthcare staffs from 144 hospitals. We deployed reliability
analysis(Cronbacha) and confirmatory factor analysis(CFA) for the factors.
With 4 proposed hypotheses, we fabricated a structural equation model with
AMOS 7.0 and examined the validity of the hypotheses. Followed were
findings of this study. First, the healthcare staffs' perceptions of HPWS in
hospital settings were positively linked to the perceived service quality.
Second, the intensity of HPWS also influenced the healthcare staffs' patient
orientation. Third, the perceptions of patient orientation were positively linked

to the perceptions of service quality. Fourth, HPWS were linked to healthcare
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T AIAAF - AE7]Ash Zﬂ%xl A3}l 063—-280—5216, E—mail : shin@kijeon.ac.kr
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staffs' perceptions of service quality both directly and indirectly through their
perceptions of patient orientation. These findings implied that HPWS would be

a way of survival in drastically changing hospital environments.

Keywords ©= HPWS (High Performance Work System), healthcare staffs, patient

orientation, perceived service quality
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Harmon 5 (2003)< WddelAe] o Hx7F A, Mulx HlgS E0lal =4

dalFolal AAY Sle YEAMIAE FASH AA, guils Adsks olgta 4
YPTh TAE ol Haso] A4S wiEHAQIZY 2 o] HRES sAld 24
g ole 290l a7 sk Aotk S oW 2AEA 9 Qo] ot 3
£ Al 29 = QA sherke wddg A #aAY ) Hdt

S I Ode] He dEAnAE FHEABIAR AHAE Algehes 24> 15A
AMu)x Algo] FLek, 1Ed MulAe 13EA 714 4H] A (Technical service) 9

g ol .ﬂ%é} I8 A (Customer service) 2] #&-0] Eﬂﬂi} .TL%Z%_] I

I A2 Bt Mo}ﬂ 4?—%1 o Aplg 4 —a}% Bk BA9) 45
!

A

FA40 By} a3 Auls B d-) AT A 2AAAN 1EA
AuAh e G 71oghe Hag om, Macky, Boxall(2007)2 134l¥#z] (High
commitment Management), Guthrie(2001)= 1299533 (High involvement work
practices), Harmon%(2003)2 1IEYHFAA High involvement work system),
Harley s (2007)2 1148 35414 (HPWS : high performance work system) &= #|<t
Ak

A%k Harmon's (2003) 2+ Dean(2004)-> 1A AFAA ] FaAdo] 2 Mu|~
el Gedel AL ATHA vk AFska, uAHFA L nEAAMnA A

Pl R Ade 25l dsks AABAel B 9T Wtk Y o 2
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A 915317 (High performance work environment)o #|&3h= 2F4] <12 2}¢ 9]
ol A9 AW = AMuA F4, 84 T8a aARESY A loka Frt
A U] dAE B AW oR Aol 1] AnlA wERE] TS @
HEt AxEol gtoy, MHIAE F AAFCRE s WARAddA A A FAA T
oz Muj Ao uA]= FaFol| st A= EdE] ot

woepa] oS vk BdxAoA o Au|A Hdstel AR FAAE
E8lskes A 1 A3t uRleA od s vAeA Asstast stk S Hd
o] zAAAIg} o] uX Au|A1A e nX= JFS w1} st o]E %
T ATEAE D) BAxRAY ARG TFAATE 5] A" Mu|A FH]
TS A7 2) B ARG FAATE JmR10 FAp AEA el JEFTFS w|A
<717 3) EAE A A o] g5z AAH Au|A F-) G mA=R
4) HAxA ] ARG FAAE g5 AR AR 5] Anjagi
of IHFACE s HAETR Y TAE delstut gt o]l ASE A
WA uAAGFAAE JEmRe] Mu|afld el W= FES qPEste] HEA
o7 WA Al A WA AA 9 &G ek EvE Aldtetaat gt

0. o] 24 w7

1. 2o A A

A7 HA A (High performance work system)s Thksh go]2 Ea 1 gt} oA

R

, 199 5%4] (High performance work organization) (Ashton, Sung, 2004), 143
#1237 (High performance employment systems) (Brown, Reich, 1997), 1&A174
% (High commitment management) (Baird, 2002), %544 (High involvement
work system) (Harmon %, 2003), 1443749 (High performance management)
(Butler &, 2004), 11/ 0|4] (High performance organization system) (°]d&, 7
i, 2007) o2 =Sl thekst gojukgolyt thekst Jort Sl ol st =2
ofAL A&HI gtk £ =EelAe IARYFAA (Scotti 5, 2007 5 Harley %,
2007; Chaudhuri, 2009) & d3l|A F2ch

ZAo] AARYFAAE EYst= olf+F Bowen, Ostroff(2004) 123l Liao &

(2007) < AAALBYAAE 249 Aok HReL 7S A8t mE oo §

-

- 103 -



] o
9 A 59 E*Ea‘ dAdE Qe S FHEH ﬂ‘:}i O]OHHE}
Harley (2005) ¢} Harley =(2007)&
A MEE dostr] HsiA ﬂ@x}%lﬂo s
I QPANE AdiA o7 yABRYFEAAE ek %XAX}{JIE](HRM 9} HAF
25 9njstH, of7|A Asle AR A= A 2]

Pz
=
T T, -5 2A8ke] o] AgAoaL %L-"JZ*]P_E l'ﬁ:lﬂ% éﬂéﬁé -

1_;1
ox,
L-L
I
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)
=
+,
r9~‘
—LI

% = T AEAY AT % 4 éﬁ“ﬂ] JoH
2 A FEAA] AFA el ogta AAZ} Boxall, Macky (2009) = 1L éﬂ?jf‘:’r
z A8 AaE Eole QFAATE EAFTE 7 WStk Sl
5, QAR avets 37 F2 Ade®E A= Stk 71sdoh
=

X

ol
o

ARE AAFAAE dde) Ao Aot e Alee ZEHoR EAE TF
A3 ik A4 S5 543 48 (Context) oA &3 e - EALAgE 2
< GFol tE AN dFMe AT 5 fle 4% vk (Purcell, 1999).
ht B 22 5O AAR e Bl 20wk vl tEr, 1 A3t
A AF, v, dA aga gte] miAe JEFS 2 AelE Btk S A4S
FAAE AAdelvt | ¥ 2AAAY e TP s S e st
= o] oy, AL A HdE FEeot @ Bryson 5, 2005;

Orlitzky, Frenkel, 2005).

IABATFA AL TNFelA e st sl Eetal #H AghEe A AT
AAZE FReZ FAHGPEA WelHn AEPth T A3 aAATFAAL] Fo TAEL
2% 59 (ability), Fo]2lA] (willingness), 183l 3o17]3] (opportunity) 7} 7435
(Appelbaum &, 2000). °] ¥ &Y< A (Competence) 0=, FHofoxl& Al
(Commitment) &% X&@7]% step(o]gd, 7sHl, 2007). 4 Behrens(2008)+= 1L

l
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A8 ;22249 DAY FAA} R0 AulAAAe] wA 3

AATEAAS DA (Principles), 32 (Policies), ZZ 1% (Programs), A3 (Practices)
I3 #9171 (Climate) £ 75 ol 74 FaRlez Ay 2yt W A7t
AT 9 A AAE ZARARE FE o] AZ bEY] wiie] AFAde
T AR EET S IAARATAAY e vFst AgddokellA Aolst HEE Hrt
H3lom ey st duistE A ZFth 23]8 Boxall, Macky (2009)= 317
HAFAAE ESdete 220] A dsdo] mapr Adsdol] Adst 9159 230l a4
olgtal ZlErh WSt ofd AT FHolM EAH U uAAFFAAN o
& T3 e adolA d& F vk # 2hA A FAAE et
7] i E Aol A Aste] webA A¥E HAOoE EEeESs IAAdHY
FeE AAsor & Zor HIT
Harmon 5 (2003) ¢l JaliA Asst &9, At AlF, 53244, ¥4, 994, 1tx

¥, 04 e RS THRLE S ik
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2. S|2TO MH[AQIA

D 247434
A1) A2tk AL At SR B =R 9RAY

o fiu ful
SAAFA I JuAu A FAo dig 1Mo w st HESuA dth(Scotti

5, 2007). WA sAREFAHS ¥slele EZZQ sdel uAXEHS AuHd
Brown et al.(2002)2 29 uAZEIS 2 F-5 F3stof| QlojA] Aanjxte] &35 F

g
A7 A Ee AR AYgPoh AnaAde AR gl sl
Kelly (1992) &= An]A71919] tlar2] 219 (Frontline employees) 9] 1122|842 A4
ol AR st 7Hdsta, A uAXFIe Ashs QRlo® 2AAkd
o= 249 F2719F AkglsE A Pl Ak = FT)FolE s e ek
olgkar A|AIFEk Von Rosenstiel(1988) ¥ Hennig—Thurau, Thurau(2003)& 2-¢9]
A A TRl o 1A ARG AdsAgoletal FeojshdA 37 Ao ® iy
sk AA, Ahe g717F FolH i, A, ARAE Aled s9e 25, AR, 149

To Fgohe MUIAE Alwetes sHES W uAA AT AuAE Aed
= oty & A2 37 Apdo] F5dE ) vjE4 243 u AFHor Pud
itk A A}, s4A%F Donavan 5 (2004) 2+ Hennig—Thurau(2004) & 40| A9
at7] 91k Al 24s T2 7Isdel 28A A o VIR At

7} wA o Y199 nAXFY A nAA el A,

4 ¥° to
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—+H
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A8 A9 BN FE ulsh=A] A3 A BA dolha gk
%219 JFAA e}t #FHEle] Schneider, Bowen(1993)2 1 AA-Q#] 9} An] A=A

4
= AAAZA, XA S Mujaxggo] Ayt A MujAgAe] gk Q14
ges vty Bugoh Morrison(1996) 2 12A4A 34 3 $] (Customer—oriented
behavior) 7} 1Az #e] W AB|AFA Y APdo] Qs HAl T eH, Scotti &
(2007)& ol¢} & AMdS 339s oM BaAor HASPoh £3 29 1A
P Ado] Y Mula s FAS Algetn, o]z e F2 AAE st
h(Scotti &, 2009). = AAAFAT A o] Ao} WAtE Axe 1A

N o509 WAABAN G v Aol 48 FE 4 A B, wa 2
A e qs sel et B4 5 AuAEAY AN AAEE FES 4 ot
e B Qe el Mo RzAe) SGTAAZ dRe Aol

2) A gEAHA 54

SjEAu| ] F2lo] gt o= FAY THLAE VFoR sk A g 9l
Ashs FAle] W Aoy ® i - glow, e ATE AEstd v Ek

AR, F49 FAHALE 7|27 Babakus, Mangold(1992)& @A AE2
=974 87, Anla A4, /\W/\ Adz FEstleh Znekgl 0712 (2004) &
ABIAS] FA Oish AAES s 29 A ARG 1k EAF 52 EFE)
AR SH AEAA ) A S Lqshe AAEF SHoE FRdvty Ak
F87(2006) 3% o]+ 5(2008)= A A7 ¥ A7 Y 14 2

=AY, AU AFAL] AAFA | T FEOR W Aol RN AFAS A
2 AFARD g o] QA= FAI Mu|A AB|ARD Skt AL QIASHE &
Az o] A oJskdthBopp, 1990; Geogette, Robert, 1997). &3t 27141 (1999)
7} Bakakus, Mangold(1992) & SJ8AMH|A E4S FHrleh=d ol 7<2 48
U 74 E4 S JAAE AR|AaFAe] 7]Fxeto] FrbEojof skl Tk B
g U= (2009) & <E 1>3 o] SJEAu|Al] FAS MulA AlgAte) o]gake] #
el A2 ok
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O| 2 AH|AS ZZ|
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& SIZHH£EEO! B

A& gRAFTAY oAl J|EAY

X 3o 9 7ol whet J&%ﬂt ZAOoR g Afu| el tfgt gate] =7
AEL BFE ARECA Boje] mobd F SleE YBRAMHIAE AlF deske A

EA L EQ009) - FAUE

DY S oz ; 47154 A2E Al e 2s] s we

1993 ; Klingle %, 1995). OWJ 71E OHE 7O 2 Scotti 5 (2007) & 559

Hopol A A FAALL IAAFA LS Tde] tEARE A} s o]l
%3}1 AEX oM, Aoz IAAFHL TG FAALG AXE An|A~EA
AtolE FEAow wi/fE = glvkal FEFTE olgl 2 Metex dubE o] 1/
AFAAS HdzA e Al =lsta gettid, o]z 2&zle] Anjald el T
&= WA Aoty & B uAAAAFAAE du5Re uAA Pl FTFe wH #
ot 579 MuAEAL Q14T AAEo] gl& Zlojth wEhA] =7 71t
FaokollA AR AFAAL} AT e JmFe] AMuAFAAA ] fAE

ATEYE (28 1] Zo] s AFEH AAE TS A7 FElA
SAsla F017H] ARHI-H) 2 EAHE: /M AFstaAt @k drngel ¢
g 21wl E-HPWS, E-PO, E-PSQt= <& 2>¢l AAE A & ofu)E 7pxict
{# 2 HT1PHOl R0l

=H 2oy 9l 0l

E-HPWS g xlo] A= 1A HYFEA A (High Performance Work System)

o8& | E-PO 92X (Employee) & $kAA] A (Patient Orientation)

E-PSQ 92X (Employee) & QIA|E Mu]) A% (Perceived Service Quality)
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Scotti (2007, 2009) 7} AH&-3F 103235 HQksto] AREHTE £&2 HxXF, AL
2%, 29, AA, 2992, 1, A, FA, 5N, Al mE B S aAdd

3
AFAAE F7lske 2 s LI S92 UAE 53 HEE ARESIe
12> A 28] oy o]al b 7

FARES ot 2AAAFAA(E-HPWS) ol dist 10%3¢] A% % (Cronbach «)
0.845% YEFFTKEE 6.

& D OITARIE &Y

= o 7= ST Hl 2(%)
A&73 7191 60 41.67

A HaEH 20 13.89

AT HAepgrd 5 33 22.92
R Y 31 21.53

A 144 100.00

SEEY 710 98.47

SEH} ggxloldA #gZ 11 1.53
7 721 100.00

303 gk 53 36.81

300]4F-100m] 4k 22 15.28

HAT)| 10047014 68 47.22
e 1 0.69

7 144 100.00

k1 410 56.87

i ol 308 42.72
- et 3 0.42
7 721 100.00

20Th 130 18.03

30Th 292 40.50

40th 226 31.35

ol 50tH 56 7.77
60th ©]4 4 0.55

RG] 13 1.80

7 721 100.00

)AL 104 14.42

Y3 A} 239 33.15

. WARAAY, EE A AL, QHEEAL & 217 30.10
ST el A o)ty =a & 159 22.05
] 2 0.28

7 721 100.00

- 110 -



AR w2 o] TAYAYFAAT 5] Al v 9F

9= M S g4 (E-PO) 2 Scotti 5(2007) oA AHE® 3709 S35 & 1
= Ao AAE, 1A JiFH, aANA EA T
. ?i:r%ﬂ*i F7FeE 109] 3Rl $xpeke] HEARE EFete] 4o w 75
on, YAE 54 HEEF AREe 453 A% (Cronbach @)+ 0.747% YRyttt
<E 6.
A Eto 2 o gxle] IAE MulAFEHY 4L Nagy(2002) 2 A7 e 2738t

Szl A&E HEAol AukAel W] MuAZAL ARAHog BE= RioF IF
3t om ZAE 54 AEE AFESE 25389 AF| % (Cronbach @)+ 0.803°.% e}

a8 A AFde] giEiA ERlalEA S

AES dAlEE TG4 (SEM : Structural Equations Modelmg) S "@’“ﬂ; z}
Zke] 7pAef ek AR AlgE sk o, o]E foAd wmEkA e A
A {5 FA s}

=]

MCERBOREES

Wl RAe Ay et Baaad, Suael AR, 3], 4, Qs
ARTE SoR WERHE At <E 4% Prh WA $EAL SRakE 3ad
B Q1A 0] B0AMAMUL6TH Z 7 B, AeFRFATA L 3374

el
>,
o
N o

(22.82%), ZANAFHAGL 20704(13.89%), A4l THAA A2 317]14:(21.53
%)olth. ol AmAoR nlwd ¥ & Bxeha FehEnh At &3 SHAb
T8 WYY A7) 3014k wwke] 53714:(36.81%), 30°0144—100v|Rke] 22704
(15.28%), 1001872 o)) Weo] 68704 (47.22%), F-&H°] 17012:(0.69%) = A
ol 5 Adnl] o] 10084 o)) oAtk duolety &7
3 AL Folle Aol AF3 e 7107 (98.47%) 0l a1, S FgxloldA el X
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QAGIHA A 168 A1 S

shs SRAE 114 (1.53%) 2 Yebeth. o9 &2 2Ak= AEAel oaxlod
Z Aol HTol T A AEH e mASRRs gl wE Aotk SRkl A
& WAZE 41078 (56.87%), o1A7F 308 (42.72%) 01w SREHA] & ARgol 3
(0.42%) 0.2 gHAF] wof o) wEE A AT wset S22yt SHA
9] dol= 207k 1307 (18.03%), 30th7F 2927 (40.50%), 4017k 2267 (31.35
%), 50tH7F 56%8 (7.77%), 60t ool 473(0.55%) ©Iv] S 7S] o Abgo]

(1.80%) = A=A}, webr Saet o gxle] divkrE 30—-40til gk &
A2 AEE JAPE 10478 (14.42%), 3APF 2397 (33.15%), WARIAL, B
AL EEAE Sol 21779(30.10%), BAHGIFIIFAE S0l 1597 (22.05%) ©]
ool 29(0.28%) 2 S SHA] Al vl g QU wxE Al

wolW wely ool o7lo] BEow BFHE AL W & gl

lo i ofN

= AT Fedd WAAFYFAA, FAAFY, A" AMR|AEFA S ol
Fsl G edsolARE £ Aol AREE ST 2

7] 98l A] &el @ o184 (Confirmatory factor analysis) & A5t

ol Q1R o] ALgE RFO Ao #Bak BAAIE <F 559 Ay = 40 =
233.714 (df. = 92, p<0.01) & pzkte] 0.05HT} A4k RMSEAE 0.046%2 Ath4
A e Adst Aow AdEnh FEA3A40 NFI, IFI, TLI, CFI& B+ 7154
0.9% 7Jslst] 9A] H4sk o7 ety
<E 5> stolQol 24 mEo| XA

DHEMET X4
x2 (d.f.) RMSEA NFI IFI TLI CFI

233.714(92) 0.046 0.946 0.966 0.956 0.966
p<0.01

S5 FoH AlFLE 0.747914 0.845AK0]0 #x&te] HlwE H2 AF
e Hola Qi) EFdALS diur S5 QolFse 0.50140]H, AVEE 1L
AAAFAAANA tha AN o 5718] Ao thekslal, o529 1AIFFA A
Sk QIAeA F zlo]E KOl ZOo7 nH|Fo] ANtAo R AHH FHHAG T S
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M B NFITT o) BTGy o) o A |oT ®Y o) Mo|m- =
= 0 Pl
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K o & = 5 -
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p<0.01

UG A FAH AL AH]

3.

2 olofA=

]

L
Hia
<]

QAAH A

FaA 7

(Structured equation modeling) <

Al mdl
=

SRR

o)
T

273.499(d.f.=95, p<0.01) =

ol

)

0.051% AjAdsA4
2 #r]E=el 0.900Kt =9, INI

L
L

o]AJo] 9lom RMSEA

0.9580]3, TLI A

-
R

EAE NFIE= 0.936%
0.946°.7 7]EA1R

—_—

0.957% 7]
R 1S ES A= 2
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R
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BT O|ZZIQ| oINPTy Apky
DEHET X+
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