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The Publicness of Public Institutions: Case Study on the Korea Medical Dispute
Mediation and Arbitration Agency

Fain Yang

Department of Public Administration, Korea University, Seoul, Korea

Background: Based on the fact that the Korea Medical Dispute Mediation and Arbitration Agency is a public institution established
by social demands for medical disputes, this study reviews the publicness of public organization and discusses its policy implications.
Methods: Through Moore's strategic triangle, which consists of legitimacy and support, public value and operational capacity, the
process of creating public value is examined. For the analysis, case studies were conducted using related literature data from 2012,
when the agency was established, to the present.

Results: As a result of the analysis, first, the related law examined in the operational capability has been revised dozens of times, but
the revised law has its own contradictions and limitations. The human resource system is also being improved, but there is a problem
with the fairness and reliability of the arbitration process, especially due to the limitations of the appraiser system. Second, in terms
of legitimacy and support, a regional gap occurred despite efforts to improve accessibility through the expansion of the organization.
And the arbitration agency failed to reconcile conflicts caused by stakeholders’ perception of each other as a trade-off relationship.
Third, the public value result shows that, despite many explicit (statistical) achievements, citizens use of the past dispute resolution
means (litigation) has not decreased. Likewise, the perception of value makers (citizens) is important for creating public value as an
invisible result, but it has not yet been formally investigated, so the performance can not be recognized.

Conclusion: While the organization's efforts for continuous change and improvement are encouraging, it is not perceived as a better
means of resolving disputes and improving quality of services. Therefore, it is necessary to reconsider the institutional design
centered on value creators.

Keywords: Medical dispute; Medical dispute mediation and arbitration agency; Moore’s strategic triangle; Public value; Publicness

N E AR, o) ] BB 5 AP S )

A g8 Aol /1= SfeH2). o] et A B4

1. 2Xlel ®7| & g+e| Eed

S w0 @A H A 2] WA )
A1), 2 Bhke] ool QlofA] Sl BERIeh 4=} 71o]

AT 2R AFAAIR)

TR BRI Afo) o] g EA | A eletar Qi) o EAL o
27} AU AEA . WAA . g4 B oz olulahA 9
ol=o| o]8] Q] WA s do] Lo|5}7] Yt} TkA = Q2 BA &2

Correspondence to: Fain Yang

Department of Public Administration, Korea University, 145 Anam-ro, Seongbuk-gu, Seoul 02841, Korea
Tel: +82-2-3290-2270, E-mail: yangfine@korea.ac.kr

Received: May 24, 2021, Revised: August 18, 2021, Accepted after revision: August 27, 2021

280 https://kshpa.jams.or.kr/co/main/jmMain.kci

© Korean Academy of Health Policy and Management

(@ This is an open-access article distributed under the terms of the

Creative Commons Attribution Non-Commercial License
(http://creativecommons.org/licenses/by-nc/4.0) which permits unrestricted non-commercial use,
distribution, and reproduction in any medium, provided the original work is properly cited.



2 913 A kS ulRlElo] QIgAEh theat 2 A o
ok 3, 2 AR Sl ABl o2 Alsao Aol o
91 A7 0P O Ao lek e ol 2l 91 1
AR A a3l FYARANEAIUIE FA A =
XA 2ol A RAINR Y SIS F oAk, T A
o] g1 3415101 20074 49 119 23 2 A5 A o9
ok S, 4n) R EUL o2 Hofe] S3f5lo] H7E 20| ok
7] w2, ARAA $5 502 G219l 2oL AXFH= o] 3
A7 G191, wrebA] ot g ARl Siate] Wk A
R, 2FAEE 258 B
ofgAs} g mFolA o]
e A LA S ol Aol ol ol
718453 3|l o] A A7 IGIEH3). Sl e o)

i

712 ol = 4 Aol El o] 2ol HhAyak ALt o1 RAY 3t
A2 g GAA o] o Fel g0 o A S b 5 a)y

o) LA = A4 Feo] itk Z12]aL msf o] 2| E

272
L jsiARE o] Bl Foste] oy |wel A ek A191E ol 7]
= 31o] o}l 22 29Ik o 37 S EALL A Al 7o) BAl

A= Ao] ofd, Abe] A £ 0 & =] 5
SloF7 = 3cH4]

ol A S Sl AstaAt ol B AK= 19881 B 7 O] 2212 Y
AU AR71718 Adshs 5 A slast] Sl “olmARL
Aol gk S ™& AFsF AL, 1990\ “ Q| 2L w8 A Al =
PRt ket Aol A FANA = & A 0.1, 19911 “o) =
TS EATA ] AU S Sk 5O A O R FAAE =
A& A52 02 23190t Jung S{5]9] Al A B wIATe]
w7|HEel Ao wg Aol g5 de o i e 7, B
O FAIR QIABHL lrk= 2k RkeIt, oAt AR 219
Q=2 A FAIE 8sh= 22 ol H <l Aejet & = 9l

710 2 A7 1) Al uh2 ARel A W et ow A o] A5
A AR 7|k “of RARIL w3f4] 5 —4 =R Sl
A

o] 2] o] A}

mlo ol

10

N

_I
)L

HHE ) A EI AL, o] Hol| ZA Al 4 24 s AR == A 7t
TARTAAZGTAAEAY) 0] 20129 44 DYk TALS
A A HFE AT 2UE R SEEIL SA ] tit A=

Y5 o2 e Aol A HAEA 5 o] 74 e
B HTH162 13). o] 22 2.2 o] Wof A A51A] Gz Aol sl
AR A Qlof] et 418 S 7 ATH(18%). wEbA SA 2

ul E Il
Aty Qo] £ 7H g5 Qlolar, AT SA 7 2 4= 3

_Iﬁ

mLO

D) 14 a7 B 267180] Aelm WA, AT BRI WS A9, 454 Ale] Aelm, B EE 71550 488

ZéEE A A7} I3,

HMHSIS|X| 2021;31(3):280-291

SJEREAZTAA) TFH oY Ak - Y3kl

ok ZAYL2 A $ 201497 2017971 7|ERg571 2 4 Y
7F$<718 Aol AR E %11, 20161376 201919714 35713
¥ =¥
5]

_ﬂl_%rl;oﬁ

SEEA 7o 2 A= Qleh E5E2019E FARK UE 7)Y
o] AEARL =g o oo u}a} o|ZEAY ZAAHL 20158 H

2019G7FA] 487} 70% 27131, AFAS = 60% Sofyith

o] A FAIU QFgelo] e, 43t JRAE W,
FAAH o] Solk o] 9320l AolE Bakal ] 3o
A A A ek, oleks] olglo] 415 107) SHecohy ent 2
AL 2] A2 Afizo] ofshH(2015-2020), AT E A
)& 56.3%) 7} FAFNHA(53.5%) 2] QJBAILE QI Ado] 713}
w0l 47| |2, O] 2EA A13e] 23402 Folakar glek. 24
& ojglo] FAe ZRE AZWE A=o] sk, 20164 Bl
g o1 A1 2R A7 = AT, FA e A
o a0z ARkt glo] A 20194 71 AEAA Hlgo]
22.7%) 71231 1o} A m A0 Hol ALk 1 Fg sk ik
thpe) et To N FA A 27158 Sl laa B
A3k AR A A A7} ks o] =
ZA12 A7 o] 10 o) HoJslek 2

Fasto], 3, S 47 Balo] ‘WY
312 72 HUSch: B B A 42 g
u WPYEFE) AT T b
P Aok ) S B R B
Lo e EAe 4&7414 237 4 7)o] o) A=atE gl
7RIS A5 R3S o] 29 ol E Baka o2 Al Folrk A%
S Ao} ]3]0 HIghS vk ol o] efgt el Al AT
o o]t 35 A2 o] olLh=A| S mhetsl] 9Jsto] 54
A A2 3to] B8 120] A oS A E s ek
o] 913} Moore®] F12F4 412} 22 B8-5t0] FAhelo] ojwjgh
o2 222 Befalen], 229 T2 Ao T2 YIS

¢

ofrt

o A
rg
=2
=
ﬁ
e

RO rlo Ho

o e 0 = Al
2. ZEZER cist BT ol AbsIR s

I

T49) e BA%E B4 A s Ale) wE) o
%0 2 Wslgie. 3840] thet 27 ol BRI A )
S 3o that d=ololA] £ }—Eﬂ HARE ks thae)
T EASH) WA 7|9 A AR 5 ofnjska, A
()& oJlsteieH10). 35-90) siAle Bagol 4ol 5% - 4
5B M 8 R, ol BAVIEE Aol 55

O]

=
o

Eu)

[¢)

1ilollA] 19 Qlgtoln], ] at AaL

o

https://kshpa.jams.or.kr/co/main/jmMain.kci 281



Yang F * A Review on the Publicness of Korean Medical Mediation and Arbitration Agency

o

of wheh hAl A A ASI7E g Sk R AR TS A
She AR o2 Ao |9l 1], olefet ol A EEL A
of] Qb= AF A0 o] Bt = A o} ALA o oo T3}

r
!
[

N
E

¥ 22 0| 213}3 SHALE| WA 71 A7} mEs| AT o]o] ulet
A= EHEE T S ARl @717, 71 9 e AR A
S Z g7 2 HolEo] 1 Fgof 0]0]o] Bz ARjle] Ftska 9l
t}. Fl5}o] KimtKim [12]-& 2242 40 334, B o) 23

89| $579) 2710] S ofok rkal SIS 4]
5732 7] ol 23E & AR Al 20] AL, A =3
& fulRith ) T8 M) Foke 8- 7R of gt
2}94% Sk, A2 2] o] vp oLt A= iﬂ}e 25-g oujgt
o} vpA e 2 80 5 A “01 EHA Sareh g A At
Y7t Y= 20 2A] 354l - T 7] - gl i)

ﬂotl <_>.>|:
!

Hf HEH
o Hd

1. Moore2| OZHX[EFY S37IX|

Moore (13} 35 7-20] 3371 &2 §1eto] aael 2

o O T =
HEko 2 MeFA A7 Z(strategic triangle)S A|A|SFATE. 55714

= BRI A FEHe A1) u) A oh e Al A 0 2 AR5 o) 2

Q2 3R= 25 7122 T2jsk= A o]t} Moore [13]= 3-27}2] 7}
7§Q19) &2 A Aol A ERIASIE AA ALl A A o5 2 E6= 7}
2] &) AYel] = 2 7 (state or condition) 0| S &)= 1 o] Ao
o| o) Athal A AekA] Akt 2.8 F-3712| (public value) 7
o, AFAat A X|(legitimacy and support) 1=, LJolF
(operational capacity) 82 A 7}x] X}l 0. 2 LA ET. o] & A A
S5/ AEY HAS 2] e A= m e S Sk o,

A el & sk oo o] Al 7HA] AHdS thEatk o] A o)

o 3, 3P 20| FHHOE FUNL T 2HRES B

Table 1. Moore's framework for evaluation of public value performance

7ol 7]atate] 755k Holck. 24)0] BES A%
%%ﬂ@m&ﬂﬂtﬂﬂﬁiﬁkfu@aﬂﬂ%J%s
0 Fojo] o LojFA] ;eak Aolck. B, FHAT
TRt o SRR ST 40) TS E R 27 o)

7h19) A2 913 ARkt A
FolHRAA S A4S Sestn TR e Ay
%, % 38 Bk Zastch 222 ol et Uk ol
2 Y, o13], 4718, olelie, AR B g
2 5 1812 RS ol S A 4 0ck ol ]
PR FAZ| & AR A Ao A = 72
ARl thetakEl ol el 22 0] BIE0} 20l -9 (principals) &
o AFS1 219)0 i@@ﬂﬂ%”ﬂﬂﬂﬂéﬂﬂ@@@ﬂi¢

stk whebi 222 37

[> 4
tH
Ir

i ox
=
1A
Flo
2

2
3

O_L._|_,
£ oH
>
X&)
L2 )

é

o
tlo olo

off 1o
=

2 o
<

(1

o
fijo
ne
rlr
5

rJ

HEA ol

o] ofa} g 0.2 o) ol Ak AlA,
A7) 919 24 o) - 10) e fh

=
= A} gk, S5 g3e] FEA
B3

- 910) 22|t A A o] 2ol
7bo) 247} gelo] Fashn 2]

Faee soelare Irysielz] 715th15]. o] Moore

[e] €]
[13]] Mk 417} 22 B Ao FF2H Qv ol e A

%

L 3pad) AAE Y O ol
3} o} A she FRAIZ, 0] o

2 Y50} abefol o ERH) BAS Al

Moore [13]= F3 %2

of 3kE FRF PO, FFRH O]
Z]

2871419] 214 47 (bottom line) 17 Z451=7] 457 1

Tt 2 Aol it Aot E A
(13]&= AFoj7h= 2 Ak 4

1T

shzel, 2 2lef e

41511 TH(Table 1). Moore
{12} 20l Hhofslol B el A9

752 vl RS AAISHAL )

t} 0] Moore [13]7} ‘B S= 71A] S=7F AP (restless value-
seeking imagination)’ 2.2 F-37}X]E 735}l AFS]of WEE sl &=
2]0] 213} P} ol Moore 1] BB/ HEREL T

Dimension Social performance

Judgment criteria

Public value - Mission achievement
- Client satisfaction
- Justice and faimess

Operational capacity - Human resource management
- Quality management system
- Productivity
- Organizational leaming

Legitimacy and support - Relationships with stakeholders (political, public, official
authorities)
- Media reputation

What dimension of public value do we produce and how can we produce more

net value in the future?

What sources of legitimacy and support do we rely on and how can we
increase legitimacy and support in the future?

How well and how reliably de our programs, policies and procedures work to
create value and how can they be made more efficient and effective in the

future?

282 https://kshpa.jams.or.kr/co/main/jmMain.kci

Health Policy Manag 2021;31(3):280-291



FAo| B4 BASNA i A Auo] 53R Ao ob,
Ao A] Qojbs AL A181A BAEE HEHo| 1 AS]
@ﬂﬂmﬂ%%ﬂl*ﬂﬂ%ﬂLﬂ“W44ﬂ%§ﬂﬂgﬁ

of AIEAIE-S 7 B WASH T 9l EAE s Al of
45 ) oI} 27 AU et o el 337
X)W 2 Aol 7]13F ol A ) AT S A ek o]

Tl B Moore [0]2] B/ el 43t
9 SRt} /|20 AFEL R YRALo} 4R 1
T L FRUS O 2 tmo)lo] SeH17), U551 )
o2 FEIVIEBAL PO R 25T A7/ 9HRHIS), o] &
33N A Feolele] 4L Fol 3R
s B A3 Qlek BT HA 47 52 B9 35
T 2RI YIS TYH O 2 BT AT 79| op
ofFIh A BB A F2 AT YelE ek 9)
L8 F7hollA] Bl ek o5 A7k FFREY g &1
O] ABIEALS T oM w0 2 st} S 7
o] 9l | W0k Wi, 0t 2 A5 A BANA TN
S ABTAE ABHELS F o) sttt A 2w Qo] 4T
7eelE oS 55 saska sk Aol AeHI7). ol el 3%
Aol wfet Sl s B Bk Aal A ARl SR A
312 7kl g B0 (17], wfebA] FFEKo] vt 3371
& 420] A2 o]0l x) ghe A0 Welr.

r
O

3. SIREOZFANH Al|ATe BME
2 AtolA= 35713 F39S HESH | 918l Moore [13]2]
HEFA AZE 2.2 218 510] 2R 0] B FETA-S BT
2} ik B ATl B 2ALS E5t Al A 7S Aashag), BAA)
7122012 FA A o AT 257 Qe A A3 5
A Yol At Q= A A|7|7kA ol dFLe] BAEL
Table 12| 371X A7 B E 0] gl 7| 28 2ka13to] I 7}s)
52 917.0] B3} A)52.9] 5141912 Tefelol 44sto] AR,
Moore [13]9] Z37}1] Teh7] 2L A}EEA| o] th3H v 2] Abaro])
JAﬂﬂmgt¢ﬁ°44d;§. Aol o] eig B e
sfo] FAUL TH7H) TS AUZ IR 2HS T

SJEREAZTAA) TFH oY Ak - Y3kl

0 Moore [13] 2] ZHeh7] 201 ‘A Aot 22]o] Lo}
L 2l#)% ‘71] 7P']§—%%EF:X] Oﬂ 6}7,4\011:} o]g_xahqu] 9l

HE B2 S E —’FE‘Q 201244 84
109 84 A0} 778714 &) HE-& F3l 7HX4°lv9}Tﬁ 8-S 4
) QAR A S A % %% Hd E| o] A] A7) Aol A
Ao T AATE o olo] the 1S AT B, 4
A AR e A2 ] A YA A 27477
FAFSAE s B el 355 A e
]3| AMZH (public relationship) TS} 2219 o] HAA}=Z2]
o E AT ALt A A 02 A "“EE'% 350 SAHol et
=/ Eoko] whetdt o= Qlsd), ofs ARt SA Yol A Rt
Feo) 2 2R B S ) Al ek, of 2] ofsRAR
So] olafiz 2 7L TR B2 A=A, AT, FA120]
287 245 BAARS 5] AR} Moore (137} A4
je]o] Fk2 AL Al of Al A AJSFA] Q=T Moore7} A A S
njrjo] Pake vt o] Hiegf o] 7R, 2oy s A E
U SA Aol thgt riH o lego] AAIEHA] 947 whimolth AlA, &
7= FEI7H e 871X 9] Biks FOlIA o Ht A
olth TH7 e 2ABF| 7HA A - vI7IA A AaE el S
O] TR} F AL ukelsl 4= ¢tk 2S5 0) 7HA A (EA ) A

Th= AR m2 it FASA SAQREE Sl A Ea, Bzt
AA Ak A o] F2RE AW AR, 72, S HES] QA A

& 5ot THefRl.

oFt A W H& e A AUSS A E
(trade-off) ¥A| o 31f X0 2|7 Moore [13]% ZF A %01 Mz
sA85}0] FTwle = =

(synergy) YA 2 Aghd 4= Qlokal 247

of

>

of
ol

o=

0,
o
=
&
—
2
—
ez
€
a
—_
]

2) wetslol, AR ol (legitimacy theory)ol Al 7]ele] AL A3le] olfEAET 15e] A olso] ot .

HMHSIS|X| 2021;31(3):280-291

https://kshpa.jams.or.kr/co/main/jmMain.kci 283



Yang F * A Review on the Publicness of Korean Medical Mediation and Arbitration Agency

Public value

- Statistical outcomes
- Client satisfaction

Operational capacity

Legitimacy and support

- Law <
- Staff and skills J

Figure 1. Research model.
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Table 2. Statistical performance for medical dispute mediation

Variable Year

2012 2013 2014 2015 2016 2017 2018 2019 2020
Counselling 26,831 36,099 45,09 39,793 46,735 54,929 65,176 63,938 56,574
Applications 503 1,398 1,895 1,691 1,907 2420 2,926 2824 2216
Initiation 192 (38.80) 551 (39.70) 864 (45.70) 735 (44.70) 873 (45.90) 1,381 (57.20) 1,755 (60.20) 1,784 (6340) 1,435 (65.30)
Applications (medical 5 24 39 39 63 80 158 12 97

Institution)

Establishment rate (%) 79.30 90.10 89.70 94.10 93.80 90.50 84.00 86.50 83.10
Dismissal rate 305 (60.6) 838 (59.9) 1,025 (54.1) 909 (55.6) 1,028 (539) 1,035 (50.8) 1,160 (49.6) 1,031 (44.8) 764 (34.5)

Values are presented as number or number (%), unless otherwise stated. From Korea Medical Dispute Mediation and Arbitration Agency. Statistical yearbook. Seoul: Korea Medical Dispute
Mediation and Arbitration Agency, 2014-2020 [27].

Table 3. Exceeding average case processing period (unit: day)

Year
2012 2013 2014 2015 2016 2017 2018 2019 2020
Case procedure 735 797 836 87.6 9.3 924 102.7 107.3 1262

From Korea Medical Dispute Mediation and Arbitration Agency. Statistical yearbook. Seoul: Korea Medical Dispute Mediation and Arbitration Agency; 2014-2020 [27].

Table 4. Number of application

Year
2013 2014 2015 2016 2017 2018
Litigation’ 1,101 946 963 970 955 959
Consumer agenchr 981 1,024 863 162 41 812

“From Park YH. Justice 2021;182(2):437-481 [6]. TFrom Korea Consumer Agency. Consumer damage relief annual report and casebook. Eumseong: Korea Consumer Agency; 2013-2018 [28].
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