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ABSTRACT

Purpose: This paper study the effect of the quality management on the performance among the manufacturing
companies awarding the Korean National Quality Award(NQA).

Methods: The data for 34 manufacturing companies are surveyed by the 7-point Likert scale and empirically
tested.

Results: Even among the companies awarding NQA for their excellent quality management level there are
significant differences in their performance by their quality management levels. In particular, leadership and
human resources categories have greater impacts on the performance.

Conclusion: Even though the company awarded NQAKQMA: Korean Quality Management Award) for its ex—
cellent quality management level, it is necessary to improve the quality management level continuously.
This result supports the necessity of KQGA(Korean Quality Grand Award) which is awarded for the companies

which improve quality management levels significantly after awarding KQMA.
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Table1. Relationship between Key Success Factors and NQA Categories

Category NO | O @I B®| ® G G| @ O 00 6 6 6 illl
1 OO0l 0|]O0O]O0OIO0|O0O]O]O0O10]0]0 13
2 O O O 3
3 O O 2
Leadership 4 O O O O 4
5 OO0 O O] O O Ol 0| 8
6 O O] 0O 3
7 O 1
8 O 1
. . 9 O O OO0 O 5
Strategic Planning 10 0 1
11 O 1
12 O O O]l 0|0 O|0| 7
Customer Focus 13 O O O O 4
14 O 1
. 15 O O 2
Measurement, Analysis, and
Knowledge Manage?nent 16 010 0101901010100 E_)
17 O OO0 OO0 5
18 O] 0O OO0 0|]0O0]0O|0]0 10
19 O|O| O O] O O] 0O 7
20 Ol 0O O Ol 0| 5
Workforce Focus 21 0 o) ol 3
22 O] O O 3
23 O] 0O 2
24 | O 1
26 | O O O O O OO0 7
26 | O] O O 3
27 | O] O] O O|lO]0O|O OO0 |0O|10
Operation Focus 28 O O O 3
29 O O O 3
30 O 1
31 O 1
32 O 1
D Garvin @Powell @Sarahph et al. @ Bossink et al. ® Bank ® Brocka et al. @ Chang
Authors et al. ®Flynnet et al. @Nadkarni @ Ahireet et al. @ Pannirselvam¥} Ferguson, @ Motwani
@ Sila & Ebrahimpour @ Molina et al.
1. Support & commitment of CEO, 2. Quality culture, 3. Engagement for customer &
society, 4. Communication with stakeholders 5. Continuous improvement(QC circle),
6. Companywide participation & goal setting, 7. Alignment and vision sharing, 8.
Illustrat Technological prospect, 9. Strategicl(quality) planning, 10. Focusing and deployment,
ion Key 11. Phased implementation, 12. Customer focus and relation, 13. Customer satisfaction,
Success | 14. Market access, 156. Information and communication. 16. P rocess/quality measurement
Factor 17. Benchmarking, 18. Human resource development, 19. Employee engagement/
empowerment, 20. Teamwork, 21. Employ autonomy, 22. Role of line and staff, 23.
Compensation, 24. Cross functional cooperation, 25. Design quality and inspection, 26.
Flexible production, 27. Supply chain management, 28. Statistical process control, 29. Quality
system, 30. Process focus, 31. Quality assurance and zero defect, 32. Just in time production
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) . Financial Result,
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7] wtelth

Table 3. Operational definitions for the Variables

Category Variables Operational definition
Establishment of mission, . . . ..
.. Management's engagement to establish mission, vision, and values
vision, and values
Opinions for the visioning Communicating with stakeholders during the visioning process
. Communication Systematic communication with the employees
Leadership/
Strategic Governance Configuration of executives and transparency of decision—-making
Planning . . . . . .
Legal and ethical behavior Execution of corporate citizenship and environment management
Strategic objectives Establishment and alignment of strategic goals with vision
Business environment . . . . .
. External and internal environmental analysis for strategic planning
analysis
Human resource development | Education and training system for human resources
L. Motivating through performance evaluation and compensation to
Motivation for performance .
improve performance
Workforce : ; - ; - -
Focus Employee satisfaction Measuring and encouraging employee satisfaction
Using career management system to improve capability and capacity
Career management
for human resources
Safety and health Management to improve health and safety in the workplace
Performance measurement Measuring system for the organizational performance
Performance analysis & . . .
Measur.ement, o v Measuring and improving for key processes performance
Analysis, and | Fe€VIEW
Knowledge Information systems Managing the availability of information and information sharing
Management - — —
Management of performance | Developing performance measures and indicators and periodic
measures/indicators monitoring and reviewing
Voice of the customer(VOC) | Listening and utilization of voice of customer
Customer accessibility Operating customer contacts for easy access of customers
Customer c
ustomer relationshi . . . .
Focus p Building and operating customer relationship management system
management(CRM)
Customer satisfaction . . . o
R ... Customer satisfaction survey and improvement activities
improvement activities
Development of new products | Developing new products that reflect the customers' needs
0 . Process quality control Improving quality by systematic process quality control
Fperatlon Supplier management Improving quality, cost, and delivery for the purchased materials
ocus bp & through supplier management
. Reducing customer claims through quality assurance system and
Quality assurance system s
activities
Leadership results Innovation performance
Workforce focus results Employee satisfaction
Customer focus results Customer satisfaction
Results Market share

Marketing results

Operation focus results

Ratio of new product sales, quality improvement, labor productivity

Financial results

Operating profit increasement, sales growth
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Table 4, Sample's general Characteristic

Frequency percent Frequency percent
Large 20 58.8 Executive 4 11.8
Middle 9 96.5 Department 13 8.9
Company | Grade manager
size | Medium & 5 14.7 | Position | qection chief 14 412
small
Subtotal 34 100.0 Chief clerk 3 8.8
Automobile 11 32.3 Subtotal 34 100.0
electric 9 %6.5 Mgt.planning 5 14.7
/electronic ’ Quality 21 61.8
Category :
of yacthllrf.e 7 20.6 Production 1 2.9
Business metaliic Department
Chemical 4 11.8 Innovation 6 17.6
Others 3 8.8 Technology 1 2.9
Subtotal 34 100.0 Subtotal 34 100.0

42 W49 BYE 9 AN A%
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A9 HA Aol T Bare] At HES 20 %2 A3l 4 22 diTre] WES W AA 89
o] g ol 891 o= 59A4S FAIAATE vl oz AZts]d AlflozA 9919 Hs 8
Asgieh. G0 e <Table 5>9% 2oM, 4L A% Wrel BYEE Frhn @ £ gtk

Ao AMgele AYEE o] AR EE S| fete], dubd o= wol o]85 1l 9l Cornbach's aZl
T2 o] &3k WA I (internal consistency method)S AFE-38HI T} <Table 6> A Hi ule} o] =43}
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ol
il
1o,
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Table 5. Component Matrix by Factor Analysis

Factors
. Measurement,
Leadershlp/ Workforce | Operation Analysis, and | Customer
Results Strategic
. Focus Focus Knowledge Focus
Planning
Management

Establishment of mission, vision, 497 629 033 - 130 490 914
and values
Opinions for the visioning .120 .826 377 .099 .007 .051
Communication 471 .628 .163 -.029 237 .025
Governance .267 .582 394 -.073 520 121
Legal and ethical behavior .326 .681 185 .283 110 221
Strategic objectives 107 704 .186 .338 426 .219
Business environment analysis 128 .683 .080 331 491 .210
Human resource development 317 161 .693 327 .245 223
Motivation for performance .230 .223 .761 .091 291 .048
Employee satisfaction 348 241 .691 .036 .220 .388
Career management 302 232 .682 .290 251 .240
Safety and health .306 237 .568 .280 352 267
Performance measurement 398 .364 .101 .064 .698 277
Performance analysis & review 183 273 342 .138 736 101
Information systems 147 104 .239 198 783 107
Management of performance 160 270 117 479 548 317
measures/indicators
Voice of the customer(VOC) 188 .136 .216 .245 341 .750
Customer accessibility .298 .256 231 .230 188 .750
Customer relationship _
management(CRM) 245 129 486 .001 .140 682
Customer satisfaction 262 234 557 265 -.150 456
improvement activities
Development of new products 134 .099 131 874 .034 .320
Process quality control .398 .100 161 .697 .350 -.235
Supplier management 414 121 194 .684 351 -.210
Quality assurance system 158 122 170 .868 .042 337
Customer Satisfaction .b73 .083 328 401 129 .304
Sales growth (Growth) 752 .385 272 147 137 -.009
Operating profit (margin) 778 .190 .337 -.004 .082 226
Market Share 725 319 .253 324 .252 .076
Employee Satisfaction 671 .359 .387 271 .180 077
New revenue contribution .638 .230 429 .063 .160 165
Labor productivity 726 129 .336 .366 104 238
Increased levels of product 813 .006 069 208 150 358
quality
Innovation performance .688 189 .040 .390 .293 123
Eigen value 17.757 2.553 2.175 2.004 1.264 1.248
Stacked ratios explained 3.808 61.543 68.138 74.205 78.036 81.819
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Table 6. Reliability Analysis

Statistic
Factors Survey questions Standard Cronbach's
Mean . .. N
deviation Alpha

Establishment of mission, vision, and values
Opinions for the visioning

Communication

Governance 5.815 1.107 7 .928
Legal and ethical behavior
Strategic objectives

Business environment analysis

Leadership/
Strategic Planning

Human resource development
Motivation for performance
Workforce Focus | Employee satisfaction 5.282 1.728 5 931
Career management
Safety and health

Measurement, Performance measurement

Analysis, and Performance analysis & review 5 599 1.496 4 885
Knowledge Information systems ' ' '
Management Management of performance measures/indicators

Voice of the customer(VOC)

bl
Customer Focus Customer accessibility 5.309 1.746 4 .884

Customer relationship management(CRM)
Customer satisfaction improvement activities

Development of new products
. Process quality control

Operation Focus S8 duaty 5971 | 872 | 4 | 906
Supplier management

Quality assurance system

Customer Satisfaction
Sales growth (Growth)
Operating profit (margin)
Market Share

Results Employee Satisfaction 4.879 2.077 9 .956
New revenue contribution

Labor productivity

Increased levels of product quality
Innovation performance

Total 5.401 1.562 33 972
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Table 7. Correlation

Leadership/ Measurement,
.D Workforce | Analysis, and | Customer | Operation
Strategic Results
. Focus Knowledge Focus Focus
Planning
Management
Leadership/ | | carson Correlation 1| 688+ 739w | 579w | A70%x| 687w
Stratec coefficient
Plra eslc Significant pro. .000 .000 .000 .005 .000
anning N 34 34 34 34 34 34
Pearson Correlation . .
Workforce coefficient 1 67 4xx XEl D36xx | TA3wx
Focus Significant pro. .000 .000 .001 .000
N 34 34 34 34 34
Measurement,| Pearson Correlation .
Analysis, and coefficient 1 72w D7Lxx | 630x
Knowledge Significant pro. .000 .000 .000
Management N _ 34 34 34 34
Pearson C.o.rrelann ) 462 G5
Customer coefficient
Focus Significant pro. .006 .000
N 34 34 34
' Pearson C.o.rrelatlon 1 6384
Operation coefficient
Focus Significant pro. 000
N 34 34
Pearson Correlation 1
coefficient
Results .
Significant pro.
N 34

#+_ Correlation coefficient is significant at the 0.01 level of significance (both sides).

Aol AAF e A 918 Yo SN L Assich HYu
7k 2 A9l ML, e, ZPa3e Ware] Besl AR S AAIsIgen, ofe) Fjel 7bad, Zbas, 716, AT,

718, 79 v A AL A E

$A19] A3k <Table §>3 Atk 7|BA 02 WE 49e AGE degARNS 443 M 1238 2
% 7bdo] Ausont, dEARAE ANF B PAENAE AR-ol HHnse] FOI A0R b
2 JHae RRAE Heith Aui/A del AASQAANFA, 54 D BN, HFE7 S@A A
FA, ERA S %A]) Adtl d@e vtk 44 12,38 B ARET, 2lu /e ne g
3BTRS BE JGATIE JRAE Ak 2e 9% 23 & 5 9 Aol

VA4 2 9P TR Aol A F A B T A B A $o1E AEE A A4S
A3 AGNE|, T3 AFFA Tl AHAAFAL GG AT, TEALLITA Tl 5, BA
9 A 474ge] JFE mAE AoR hekeh. <Table 8>¢) W4T 407 B4 1Rl RE WHE0] AR
o Fol ARWAE AL ACE vehdth. Dot dFIARANAE F A ST F 42 & A4 A
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Table 8. Regression Analysis for Hypothesis

Standardi ANOVA
D Indep. Indep. zed Tost
Hypothesis Vef‘ var. var. Coefficien t Sig. R2 ) , eilt
ar (input) (model) ts F Sig. s
B
H1.1 | WF 688 5.359 | .000 | .473 | 28.716 | .000 O
H1 LS LS
H1.2 | MA 739 6.200 | .000 | .546 | 38.436 | .000 O
H2.1 | CF 579 4012 | .000 | .335 | 16.098 | .000 O
H2 LS LS
H2.2 | OF 470 3.014 | .005 | 221 | 9.082 | .005 @)
H3 RE LS LS 687 5.351 | .000 | .472 | 28.631 | .000 O
H4.1 | CF WF WF 737 6.170 | .000 | 543 | 38.072 | .000 A
H4
H4.2 | OF MA MA 571 3.937 | .000 | .326 | 15.498 | .000 A
H5.1 CF LS WF 737 6.170 | .000 | .543 | 38.072 | .000 A
H5 WF
H5.2 | OF MA MA 571 3.937 | .000 | .326 | 15.498 | .000 A
H6 RE ﬁ WF 743 6.280 | .000 | 553 | 39.549 | .000 N
LS WF 514 3.333 | .002
H7 RE WF 611 | 24.392 | .000 A
MA LS 324 2.164 | .038
H8 RE CF CF 446 3332 | 002 586 | 20.030 | .000 O
OF OF 433 3235 | .003 | - ' '
LS
WE WF 563 4.374 | .000
HO9 RE MA 634 | 26.802 | .000 A
CF OF 337 2615 | .014
OF

LS: Leadership / Strategic Planning, WF: Workforce Focus, MA: Measurement Analysis and Knowledge
Management, CF: Customer Focus, OF: Operation Focus, RE: Results

Test O | All the independent variables are significant

result A | One or some independent variables are significant

ol 3t AE Hel A& HHUF] AAIAL =& the3 A A witol Bk 83 o] SHuFL
s A g SHAFt FABATL 2 UnA] S1Eer e E] g ddd. S vAg s
ahz A A TA] 7Sl A=A Al Tk AR R JAAAREE T Akl O & 43
mRvE A2 Bde Adeka Bojint vl A|2g1A dAe] 3 TrA|lAgGEA s AAAAFTA] Bt
= 43 54 9 JtE SA8e ARAREe] ¥ 2 JFS nRve Ak B 2wkl Bojxi

7H 5 7P 4] ) SRSl Heto] 2uil/A S8 S Folske] THARE 71wl oW M of g
FEE VATAE obart k= Aolth o] Ak 7H 4ellA dof 374 & At =, fu/dEr] g o
AL71sHFEI FHAL Frhe vl AR Qlste] 37124 9] Ml F7hEA] Rakglon, 122t
ZREAM o] o] H3| AAAN LT TRz o daFo] ArtE Aeolth
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