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Structure Model for TQM and Internal Customer Satisfaction
of Medical Institutions
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Abstract The study was conducted to find out way that improves service quality for external customers by
identifying the impact of Total Quality Management(TQM) on the internal customer satisfaction and then raising
the personnel satisfaction measurement in medical institutions. To this end, we carried out a survey of 500
employees from five university hospitals in three metropolitan cities of Busan, Deagu and Ulsan and
Gyeongsangnam-do province from February 2 to April 30, 2015, and utilized 476 cases for this study finally.
First, in the result of analysis, the leadership of management hierarchy affects education and training and
employee participation, but not human resource management nor quality of the work among quality
management activities. Secondly, the culture of medical service organization has an effect on every variable of
quality management activities. And finally, internal customer satisfaction is influenced by quality management
activities, the leadership of management hierarchy and the culture of medical service organization.
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[Fig. 11 TQM and Internal customer satisfaction model and hypotheses

3. A7 A} (Table 1) Subject's General Characteristics
Variable Frequency %
3.1 AUHI™ EM 476 100.0
_ - Gender
ZAAAL 476 S oz ZASE A= <Table Male 199 256
>3 7L%H]7 /\51 2= Az} 74. 49, G217} 25.6% = AFemale 34 744
ge
27} wotm, AndE = 20u) 7} 48.19%, 30Tt 42.4%, 20-29 229 481
1081 V) GGl e FEORE AEHE o g o
= 9.0
626%, tEo] 258%, LZo| 63%, thedE o]’do] Marital status
53%g o, YEeAE  150-199%HIe]  40.6%, Married 219 160
Single 257 4.0
100-1497+1 0] 36.6%, 200-2497+1 0] 14.1%, 250%H] ©] Education
High school 30 6.3
257 2 = (9
’Fo] 87%0]1Att 7 IZbd 2 & 5 wRke] 49.4%, 10 College 208 626
W o]io] 25.6%, 5-91do] 25.0%9] oI, AFER University 123 %58
_ Graduate school more 25 5.3
= Z—}S’J\]J ]' 39.3%, K ng]o] 21.1%, 945%"7 ]/\]'7 } 21.4%, Monthly Income(10,000 Won))
PIEE 82%, Sk S 40%8] 0= ZAPIQE, 01 1o %6
150-199 112 406
200-249 39 14.1
32 R0I2A o MY 2N Zit oo “ o
' = = Service period(year)
A9 24T 994 B 2ARHE $A AP <5 25 14
— a1 5-9 119 250
+ <Table 2>9]' ZE]__T:]— %"/—'T‘]ﬂ?_% ff‘—?:“?l’ 77H9] —g—?_]o] 10< 122 256
%]'/‘_},]E] gj\gu:k _g_?li] ‘j‘ﬂ(}“ﬂj o= u.]]ﬂu_l‘li\_(\]ARﬂ\/jAX) Occupational category
o - . Doctor + Pharmacist 19 4.0
WS- A5 3 3543 (Communality) ©] +0.40]317} Nurse 187 293
= W= A 9skednt Medical technician 102 214
e e A9 }Mr_jr ) Administrative job 129 271
2924 E Bt AFHoR AAE, 495 Py Other 39 82
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Structure Model for TQM and Internal Customer Satisfaction of Medical Institutions

(Table 2) Factor analysis and reliability analysis

Variable

Factorl Factor2 Factor3 Factord Factorb Factor6 Factor7
Factors Contents
MCL1 0.848
Management Class MCL2 0.805
Leadership MCL3 0.786
Exogenous MCLA 0675
Variable oC 1 0.7117
Organizational oC 2 0.653
Culture oC 3 0.59%
oC 4 0.524
HRM 1 0.590
Human  Resource HRM 2 0.682
Management HRM 3 0.744
HRM 4 0.683
ET 1 0.642
. ET 2 0.733
Education ET 3 0756
Training
ET 4 0.780
ET 5 0.716
EP 1 0503
EP 2 0.749
Employee EP 3 0.784
Participation EP 4 0.747
Endogenous EP 5 0.633
Variable EP 6 0.646
QW 1 0.824
QW 2 0.829
~
Quality of Work gg i 870?(23
QW 5 0.733
QW 6 0.784
ICS 1 0584
ICS 2 0.609
Internal  customer 1653 0‘6?0
satisfaction 165 4 0354
ICS 5 0.606
ICS 6 0578
ICS 7 0542
proportion(%) 36.232 7.555 6.613 3.755 3718 3.406 3.026
cumulative(%) 36.232 43.786 50.400 54.155 57.872 61.279 64.304
Cronbach a 0.837 0.845 0.79 0.886 0875 0.817 0.879
A, Bez2AEs}, JX g T, S, 1Yzt o 3.3 SHZEHEN
o A, WRAATES <Table 3>3 2ol FAH 891 2 Aol AAAZe AW A Eo) B
v Al A9 HAHAMCL 42d), BeE = AHe:e ] gate]l g AE
AE3HOC, 3E3), AL A (HRY, 253, w&F CFA(Conﬁnnatory factor analysis)E A8}, B
H(ET, 3%%), AUZI(EDP, 373), 7] ZQW, 2% 239 98 Horme o] &3k Aal= <Table 3>3
&), YR AATH(ICS, 3R FAFUL, AHE B pu e AHRd x2 = 364901(df=124), p=0.000,
AT HA 07BAM HaL 0872 AFEAE 3o/ (QRh=2.942 GFI=0.968, AGFI = 0.946, CFI :
A7E AL 0981, RMR : 0017, NFI=0.972, RMSEA=0.042 TFI :

0981 v}ER%H
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(Table 3) Confirmatory factor analysis
Factors Contents Fagtor SE t-value p-value CR AVE Cronbach a
loadings
MCL 1 0.729 0.039 24741 0.000
Management Class MCL 2 0832 0.037 20.268 0.000
Leadership MCL 3 0853 0.036 20831 0.000 0912 0721 0887
MCL 4 0.78
oc 1 0.851
Organizational Culture oc 2 0.847 0.029 32757 0.000 0911 0.775 0.845
oc 3 0733 0,032 27201 0.000
Human Resource HRM 1 0.770 N »
Management HRM 2 0.810 0.051 19.590 0.000 0.865 0762 0.7%
et ET 1 0822 0.040 27150 0.000
ucation ET 2 0.863 0.041 28,4337 0.000 0.909 0.769 0.886
Training )
ET 3 0756
o EP 1 0.792 0.044 24611 0.000
mployee EP 2 0876 0.047 26,200 0.000 0.899 0.759 0875
Participation
EP 3 0.726
. QW 1 0827 0.049 20781 0.000 _
Quality of Work oW 2 076 0835 0.705 0817
el cust ICS 1 0.798 0.032 28736 0.000
n ‘2?:; fiiéoimer ICS 2 0.768 0.031 27793 0.000 0.907 0.764 0879
i ICS 3 0848 - - -
Fitness of o model X° = 364.901(df=124), p=0.000, x2/Qvalue=2.942 GFI=0.968, AGFI = 0946,
1Lness of proposal mode CFI : 0981 RMR : 0,017 NFI=0.972, RMSEA=0.042 IFI : 0.981
2= sfgsly] 95 dikdRl APdE A9 7E SR gde dFe] et JFeddd
o] GFI, AGFI, CFI, NFI, IFI:= 09°]%4, RMR2 0.050] 24 Jo= o] AregEt JTEdde
3}, RMSEA® 0.1°]3t= ®il glv=d SHEF] 4 Zet7] flate] g Al E s o] 85kl e
Az BF F5EE Ao BT & 3171 feiAE HitEAHAVE)S: o883
I Ay BE gl 07014 o2 FAMEe] BE WA
3.4 =™@ulo| ElgtAM XM Zin} oA FFErAS gHsd FHHEGAS A3
Z2AuEs BAE 5 gy wdo] ggae wriet Fomnelldt Larker[15]7F B8 |5 7He] AaA59]
A= <Table 4>9F 2t} #kel AVERL He}A] golof sith= 7SS A

(Table 4) Evaluation of the feasibility of the measurement model

The correlation between constructs

Factors

1 2 3 4 5 6 7
Management Class Leadership 1.00
L . 780
Organizational Culture (020) 1.00
410 503
Human Resource Management (015) (016) 1.00
. - 531 592 421
Education Training o17) (016) (014) 1.00
L 503 481 308 622
Employee Participation (016) (015) (0133) (015) 100
. 403 358 A70 469 .389
Quality of Work 017 (016) (016) (016) (015) 100
. . 382 All 531 370 319 675
Internal customer satisfaction (016) (016) (017 (015) (014) (019) 100
Construct reliability (CR) 0.912 0911 0.865 0.909 0.899 0.835 0.907
AVE 0.721 0.775 0.762 0.769 0.759 0.705 0.764
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Structure Model for TQM and Internal Customer Satisfaction of Medical Institutions

(Table 5) Structural model analysis

Path

Hypothesis(Path) . t-value p-value R2
coefficients
Hypothesis 1 Quality management resource variables
— Quality management activity variables
1-1 Management Class Leadership — Human Resource Management (H1) 0.108 1.641 0.101 0.340
1-2 Management Class Leadership — Education Training (H2) 0.227 3915 0.000 0.376
1-3 Management Class Leadership — Employee Participation (H3) 0.344 5.644 0.000 0.299
1-4 Management Class Leadership — Quality of Work (H4) 0.128 1.920 0.055 0.178
1-5 Organizational Culture — Human Resource Management (H5) 0.666 9.243 0.000 0.340
1-6 Organizational Culture — Education Training (H6) 0416 6.957 0.000 0.376
1-7 Organizational Culture — Employee Participation (H7) 0.232 3.823 0.000 0.299
1-8 Organizational Culture — Quality of Work (HS8) 0.313 4.568 0.000 0.178
Hypothesis 2 Quality management activity variables
— Quality management performance variables

2-1 Human Resource Management — Internal customer satisfaction (FH9) 0.296 7.255 0.000
2-2 Education Training — Internal customer satisfaction (HI10) 0.065 1.742 0.031
2-3 Employee Participation — Internal customer satisfaction (H11) 0.039 1.138 0.025
2-4 Quality of Work— Internal customer satisfaction (H12) 0517 3.785 0.000 0.529
Hypothesis 3 o ;

Management Class Leadership — Internal customer satisfaction (HI13) 0133 2285 0022
Hypothesis 4 Organizational Culture — Internal customer satisfaction (H14) 0.158 2.217 0.027

Fitness of proposal model

X2 = 364.901(df=124), p=0.000, X/Q-value=2.942
GFI=0968 AGFI = 0946, CFI : 0.981
RMR : 0017 NFI=0.972, RMSEA=0.042

IFT : 0.981
ﬂ‘T IO‘OQR]
_ . ( Human Resource
- Management :
-X2 o
Management Class
Leadership
Education ,
065
A5 yl2
6.957)
Employes v13
Participation A
@v\ ey
Onganizational (3823)
ture ~
03T 4 d517
(4.568) Quility of Wors (3785) [ 6 | w8
[ v¢]
(1158(2.217)
[Fig. 2] structure of the Internal customer satisfaction and TQM model
& A BF F5eE Ao E YEY ste} A F Hui 1k AT 078001, A7 Al
Z A AF FBAT Sl A 7P 2 Blo]l AT FE o9 AlEQl 060801t ZF ARG 7ke] AVEZ}
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