1691 ZYUSHT 3gA M62 20099 128(pp. 1691~1719)
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o] At 7I9Este TQM. 64120t FA3GEFo| vAT/ATE7 Aol ARA g2 vlAeAE FH}aA
sfgich. FAFCZ TQM, 64120t FA47 971 AFee Bz es FP% 7 ez gaet a4t 5
HAEEe AdE eAHoz FRdd ATt AHEAE AHAL, £ Z1g RS f¥o) mhe} 6T
7t FAZILETER ATAH 2| BANA vAE A2 WA Y] dEAE HAsig
719 &3k Quinn and McGrath(1985)2] ZA7IAZEM AAE FA/Ae3 83 g/ SA &3}, o FA8/A04
5, WEAY/FRRAZ FRAAT TQM, 6A20 FAAGREFTL MBAY AM|Eee €453 gk, @
A ABY T, AAAAFTA, 2A4FA, ZaAsde, FHe] 24 4 #8o= TR AT 2en A
e FAY/ALZ2AL/FE T2 PAE YrZaq2dast A 9 v sfEINRE, 99
°o[9g, A&, ROAZ TAHE AFIAZ TR,
A72% A, FABILTY £l £29 AT Aol Ao AR} A Aoz e 7
AXez FA74Y AT FA/ASH R JFAF/AE R 54E 71 1ellM 22985 50 oA
A Wz 2gsts At EAH o A AT Adez AALNT £F FAAYC H3eA %
AW HY/FA TR AR/ THEI 549 Isjolet dtjets =g FA47% 9710l Agshe vl diF ofd
% S} Foldohd yrLaxaAsie nAdsle] el dase]l AT HHE F Addke FE WIS
o A, fA/AEdE ATAY/AERE 549 1ol /FANRE, WRAY/FHER 549 el
Hlel BT} FARIRETES AT 2] WA vIXE 92 FAY 9%l f 2 Ao Yehple 3
Rev FAY feld wdd 7t Al
o] A79 Zike FAHA A VAR A Fe/an =UF FAAG7IN) AFgsHe vl B ols)
AR e o] FAHUE A&H o S8l FUY, AdzZEAL, FA, 24 59 v} 44
2 W AR ARG  te dE AL o 43AY FAYAE AT ARAQ 2HoeN9 B34 By
I g0 FAAFYrIH e HaE AR A4AY Yo FRAS FAA o] A7 Auke 4FAQ FA4%E
= FHRE 7Y A9 =4 F83 AL ATE Aot

FAlo: 71923, TQM, 6410}, E4749, MSEM

..........................................................................................

. M2 87 #e]8-F, SQC(Statistical Quality Control)
T A48 FAg 7180 28 ol o
F ojFoAfT. FAd dF A7 195080
FA79% 88 97 2047] 2 B9 #F Z Juran(1951)0] EAUsIY FAHLAES
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Aste § Hl23 AR e ARASAL, 1 oF
THEFAY7128 (Krzikowski 1963), Taguchi
(1990)9] FAEAYs B3 o2 BAHo] ¢
o, olg VM MPATo YA AL A
FAAHAE 3 #@AADY S HARER
L7HW/ T4 97h e 2AE A3, Yo}
7t AR (FIA, A3, ARERE B 7
AR %L vt Ao|tH(Krishnamoorthi,
1989: Ostrenga, 1991).

1950+ =od 29719 gL 1 o F
=] s F27498%5S F8n F4749
Azde a3 F4E + e $E€F #F
gog BAs7d o2tk 1950 dd £ Taichi
Ohnod =8¢ AJAMA A8l (Toyota production
system)dl &3] /L€ JIT(Just-in Time) 2%
8 Az, 2047] FH80dt ~90d Y xuh)
ot d&3 njzd o3 TQM(Total Quality
Management)o] 2/4=%x, 53] 1996 GE
9 6Alant AR 2PN BFEATE o
£ @3] FYPHoA 9ot FAAGH HAF A
FAF M JIT, TQM, 6A27} 59 E274Y
718E =Y8ld 1 438E EYHOR o)
o9 Fdd, 2, ANEZEAN2, 34 3 2
S AT} AL, W/ Lst A%
AfE, oY 59 AFAHFE Adddn g
(Ghobadian et al., 1998: Harry, 1998: Elliott,
2003: Sila 2007). 3 F249< FHs= #
AolA ABEI A A8, BAAX AR Fo] FHA3
350 & A5 A9 AMe] B F ZHA
olg}tm #dth(Ittner and Larcker, 1995). Z

®

71

=, FA749E%F0] 4o E =94 7ge] A
Fahe uto] it ojsle A3HA FLHE, a2
I HAF P 259 LR lojo} g},

F37%971%0] AFste 4T AP Huy
7289 A F}AT FAZEG AP
714ESE ERE 719eM TQM, 64120 4
971 S =T FAAG7IYY olgsE
< 0% ¥old 4 € Aotk(Shortell et al.,
1995: Hubiak and O'Donnell, 1996: Shin
et al., 1998). Shortell et al.(1995)2 Quinn
and Kimberly(1984)9] #3}43& o]&3ldq 3
gEESEe] S4E 7 V19N FR79EE
o #F°] ¥ 3%t} Hubiak and O'Donnell
(1996)2 TQM= °l3g nj=37]g9] 2/37F A9
35S Had b g, o5 AEAHez uF
A3 E Aujal& A¥AAL(linear thinking)7}
827 (learning organization)d +&%<& F7
= TQM &3te] F=2E ¥elsidide < A4
A FARGAPAM 2o ARY #3419 F8
3e $3402 pIx atgn.” 223 Shin
et al.(1998)= TQMS 4FHoz2 o|ys}7] 4
dAMe TQMY 4383 HER ofd A 7]
AEste] g4o] Fositn A A=, TQM,
A2k =Ustd FAAYETY FE0 %
oA FAYHA AP J1dEALY A
A3} Wste glojo} gt

a9 TQM, 6Az2vt F3749E AdAos
FYPPTe AL A AdoA AL S
FToke Aoleg =% 7yl Agste &
Yo g3t ojale} A 1 HFAAS U A

1) Hubiak and O'Donnell(1996)2 AEH o2 nZALE]E Auja)e @ /195 (individualism), @ 232 (competitiveness),
@ 2482 A3 (problem solving orientation), @ X84 Al(linear thinking). ® ¥4344 #2(control orientation)
S5 22 olf7 TQME Aag vF7I9 2/37F Asssictn A Assio
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Jigesel TOM, 6Ala0t EdZo| HRPHel MFHol| 0|l 23t

Ao olggof AAT, AT o AF}e
HAFARE NAAA AT AHeg AA
gojo} g}, FAHA| AP &3 /M 7Y
N TQM, 6A2vt FA74F71MS =98t 2
ol o] xotn s HAFATe AA
o2 AAHA gethd EHAQ FAAES F4
At 7l o2l Aotk =3 A A
dA AAHQ FAHAE FTst YANHSE |
AFAe] 7ol AT s, ol x=F
9] HFAQ ZHZA AFAHAE ANAATIA X7
gd 434 F279S FAsAta p7le o
2l Aot gdwtxoz FAYHAM AFe 714
B3t 7H 71949l TQM, 6A12nt F27497
e 20 A5 $37298F T (Hubiak and
ODonnell, 1996: Shin et al., 1998), A5/
732 (Shortell et al., 1995: Sila, 2007)
5o 4% 3R &} ZldEHAE, v E 2
Al HPslA] F2 71QESHE HASAQ 719
olg} sttizgtE TQM, 6Al2vt FA7471e] Al
gete o] i FHEEE EoAA AEH
FAYAE FE0E vATARY JAH HE
of AFAHt ML F AL Aok, 2=, AA
Holn AAHQY NHE FF8zn, FAHo|H A
£AY NS FTeEle FA4Y0 48T 72
[/AEES, AFAG/AEERE BRT 7Y &
T $47%9 AP FAANFYrIQez WE
A8l AFHo2 ¥y} VYl AFAN T2
d9< 7Y F U Ao,

o] A+ TQM, 6Alav} E24749 L Aoz
2 7Y% 2S¢ THAY/Z2AA/FE 5o 74
T PRz aAdT Fof vl 7A Tt
Hdo] AgEo AFYHIL NAHEXE T3
Hn, =% FA49 A 7 E8E 1A 7

AHSAL x38A M6E 20094 1238

Aol AT} FABIRETES ATEH
1o A vXe AZ2 #A9 d%Yol o 2
Ax AR an ot o APA AP
€ o] g7 F42 7lestd "o 20 A
TQM. 6420t FAZ49E EAes F3
FUY/FR/Z2A 2 S22 FHE YFZeAA
Aztet e AdE ARt AFdae A
Ao dASeAE . &4 719 &3t
Yz FA49ETTE WFzeA24%, 1
A4 22n AFAHRR oojAE HA 92 @
AldA BT/ ATz AR 27t deAx &
daf 2.

Il. 0|2 HjE I MAAT

2.1 223

#7739 (quality management)o]& 174%]3
A FAAYS T HAAY AYelA A4
AQ FAYAE FFe €50l & 4+ o
A9#e] SN F2AYL F243 (quality
planning), 2% (quality control), F2H 3
(quality assurance). #3714(quality improvement)
I e FoE FHE F AT ERA9EEL
20471 Z 71870do] E8E olF, o dAZS A
A RSt A171(2047] 2¥hHdE 4YyY
%8ty #2] 8%, SQC(statistical quality control)
T 7A9849 71E4d MY = 28
3, A271(50dth ~70d ) = L &o] JIT/TQM/
TPM(total productive maintenance)< ©] 8@}
o BIEYLE B A7leld. A1371(80d T
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~90dd Zuhe g9 A AFE wL 7
o] BPR, 6A11et 59 g4718e Adsta, 2
FE2=2lA 4 (malcolm baldrige national quality
award, MB%) 2 AAste 5 F47399 584
o] &td A|7jo|x, 19963 GES AFAHIZ} &
ME olF BA7A= A47]e) sfBEul, ol
MEE qF FA74F7180] 6AartE TS
o] 7k Fo](o]ZF 2004)2 Ho|HM TQM, 6
Alast 59 7] @83 A4 e A7)
o}, ol3d FHAoA TQM, 6A12rt T FHI7
A g43] olg5m Y3, AZ 6AanE FRHE
HFRoA o] £ W &3e 7Y%= Skt

3 F% TQMT 6Anfe] AFAte 7 274
A 3 AFE B3 o|FojAgEd, A R
ol FA7497149 4F8Qe A A7, 4
497195 Azt A0 #F dFE FEE
. AZ8Qd #F A7 2299 43
of 283 A4 8llo] FARMIE W2 AT((R
1) 3=x).

HA, TQMY 4Z890S #A% 2o A+
£ Saraph et al.(1989)0]%1x, I °|%F Flynn
et al.(1994), Powell(1995), Black and Porter
(1996) 5ol <Ja A+7t A=A Lw, Sila and
Ebrahimpour(2002)7} 22te] A+& F83 v}
ded, ©® FJnA9gAe 24, @ AHF 7Y,
@ w&/FE o] TQMY A T2 A HIA
. gge2, 6Aarke 4F8Ae AT H29
AFAE Harry(1998)0]3, Blakeslee(1999),
Hahn et al.(1999), Harry and Schroeder
(2000) 5 d& F&A77F AYHAEH, 64
arph ARz £357] dAMe @ ol
@ EYMEAE 29, @ AFHd AT 7}
5ol 8% Aoz Jeidd. 23, F473971¥
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=gd

9 43a9e A 4A /1A F, o4, SR
4719, QAARLFA, 2AFA, Z2A 2T,
AR 4 2 ok ¥FE FEE + da,
47l A8t F7kehd v=e] MBY, =
o A T AAIEe] A

2.2 TQM, 64|00t FEZE7 |0t Mot

TQM, 6A1rte] 43890E EHAH o2 o|gs}
o FAZIEF Tl 2o 71N HAF
Aot AFAT}e] Mol BE Ak o] o] ¥
oke] UukHQl AFAT}e|th(Ghobadian et al.,
1998: Harry, 1998: Elliott, 2003: Sila, 2007).
Ghobadian et al.(1998)& TQM9 4&89&
ARAoZ ot FYUL, A, AANZEN
2, 27 S 22 v} AT, /R
A7}, AARRE, oY F9 AT jNE
4 Sltka &gic}. Ittner and Larcker(1998)€
2 9 2ANEAEY Ay, F7 T
tAA FAH 2ANEAEE A 0|YFH F7}
FAEY 9T ARBA} S ¥ 2, Sila
(2007)& TQMY 4F890< EaAoz o|gs}
A AAAYYT A FHA 0] EoHAH 1A
b A3 voprt AT fHes dAE
tha STt E3 Harry(1998) 43422 6
Alaeks FY8e 719L Wl 20%9 954,
12~18%9 A28 3, 12%9 44 + &
&, 10~30%9 AEAE Zazt ZidEda 3
1, Elliott(2003)2 6A|artE EHo2 o]
& A%, Z2A20) s /MR, AT
%, FY4TE 59 FHAA /A oz Bx
ATt

a2y EF27497149 =93 A9 e #

AU M35 M6 20094 128



71g22iel TOM, 64|20} ExZHo| v(xiS42iet XS M| ojxlE H

(Z 1) TQMz2+ 6A|10te| 4322

a3 TQM 4&81

O #2494 A9 @ 437 ® 4549 98
Saraph et al. |\ @ 5932 © AZAH 2 47 © TIAEAB
(1933} @ 2483 ® Ed@ug ua @ 23987 #3
Flynn et al. @ Hn7929] A4 @ A3 ® A4
(1994) @ J2n © AZAAN 2AR]  © AT

O AA949 29 © 233 22944 ® 234 23
f":;é‘) @ 2AYH ® 2% ¥ ® W51

' @ $9 AZ

O #2397 29 @ yAZEaRR ® 2IAEARG/EA4%
Ahire @ 1427 ® 293t ® BB
(1996) @ 29928 HAEAAY @ EA74 Ea3

0 AZEAAY @ W0}

Fag3 ® 334 E4749 ® AIALES

Black and @ FadAEY ® A=A g ® 89512

Porter(1996)

@ FY9/2A4%
O AREHA 2

SRk ERE

@ ¥¥F2AY

Sila and
Ebrahimpour
(2002)

@ HnA%9Ae 89

@ aAFAY DARE

@ AR He]

0 249 Agrd

O 4997}, 23 2 93
® AF 2L AMu= 44

® ¥423

@ drrE

@ FdA

@ Arsld 44

6 E438¢ A}
¥4

@ FHY ¢F

@ =23

@ 54 #e

@ 24

@ FAAN2"

Q@ A=4 719

® WA=

@ FUY Ff

@ 942

B Z2H 254

® 254 A A
@ FAE3}

@ A 2

a4 64110} 4389
e @ #2493 24 @ 2% ® BUdEAE 29

¥ @ A4}l the B ® Al td 24
_— @ #2393 24 PEREEEES ® Z2A24 An
(1999§ 2 @24 2 AR AL $1 © Z2AE A4 ® 34 79 34

@ 24 2 QdgE

Hahn et al. @ A543 @ Hu4Y3e Add @ FY4H Tada AN
(1999) @ 2427 oA HEE ) n&E
Harry and @ 23939 Aoy @ delg e @ 2% - &4

Schroeder(2000)

@ N2

AT ri38A H6E 20094 128
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Aol #g d+A37F 25 FHAA AL oy
t}. Hubiak and O'Donnell(1996)& HEA

2 u3A8E A AAFY, AYFe, A
AAn S0 #ezde T4 FPE TQM
39 F2E Wasgs] qEd TQME o3
o 37149 2/37F AHsieS Haudg v 3,
Shin et al.(1998)% TQMe|#e Asjgo] 6
0~67%2x Y. £ 3l AFME A
2(2005)2 71l TQMES EFH o g o|3 3o
AT (D AR, W H2RYAZZ AR,
gy 2 U434 E MR sHege 39
A%t F4Y e AZ £YAIE AT 7 5o
£ HATR T} AFAR (2SS, 4919
F7he, FFATYE)Y $EeE A7} o
otz sigid. =¢ A9¥(2006)2 F379E

< FA3 A94HE 482717 ddlAe 2
AR S T AP A} FA4%} nA
Ao ARE T AT fojstn, FEH4
o] v Azt #AE + o A

olg|g Awte dATEFA+= TQM, 6Alant £3
A9S FAse FHAN =HFY, BYFAAx
8 5% 22 a7 §4& AAd FAEA
23 AF dA%e #Y +5 2, = F2
7499 Jge] GAAY Ao] of m A&Hel
W R o A JAESAEe ¥sie A
A= g, od g mir} HA o] Fof
AA gL 2494 £k ddxn A4dd. 2E,
TQM, 6A127t8 =9/&9ste AFoH 235
%3 (Hendricks and Singhal, 2001),2 #2%4

o
&
G

A 2#(Ittner and Larcker, 1995)% So] 4
Ao AT A vAT/AFTYT M F
A EAE € F AT Zold. 23U oG
At Mol AEAE A7 ddME B
ZEAQ A9 F, A 4" 7GRS
99 A Ex Yo7t o AT 329 ¥z
(Ee F2)7} Slojo} & o2 Hztdyg, E2Y
Aol A 7|98 7H 719l M TQM., 64]
Ik EAAGNS 29T A%, ERAAEES
T HATAE, AFAY T o% 33HU &
#7171 A, v g FAYHA AR ¥
N4 EdE BRSAd Z1dolE sidets TQM,
6Al et FAZ G710l A gste vio] gt +4
HE7l EobAAM A&AHQ] FAHAS FFAE
Hl A A =] A Eo] AFHe] HAE o]
58 7 3T Ao

2.3 7|4

3te ALY AFAAY 9% vAe
8% 842 AXNA AZAAE THLSIR 8
2 e AFF/ARBIEG FoM EEFE el
ol AAIA ABAAE vIAF ZAA A A&
g Ao 7194 &8(corporate culture)o|t}t. 719
Espol] i3 FAAQA AF7F AFE AL 1970
o FukEgoln], 7|dEste] Ui B A F
FHoz FE €. A WA FHL JAEE
TAQel Fhste 71X, A, HEAASn X
H+<(Deal and Kennedy, 1982: Schein, 1986)

2) Hendricks and Singhal(2001)& TQMe] 42817] daie wslel A2l 0 EgHoe +4% & v 472 7d, A3

derh e 7199 22 719540 Fadna A

3) Ittner and Larcker(1995)% TQMS ol#izlAold Tl FAA A8 (g7 As, BAAA 28] F)o] HAE] Fee] & o

gsje] AMe] ti% EaAcln % T
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Jlgi2etel TOM, 6A1201 EX2Ao| vl daiet HFHnof olxls &2t

oz, 7 ¥A P /eSS A2 =Yue
AAAA F o], 43}, o, 94, 98, 4%
502 ¥y HZ(Pettigrew 1979: Gordon and
DiTomaso, 1992)c]th, o] ¥ #H4S T &
w, 719Este FAYEe] 239 f - 9587
gAE + Y= APNATE FHE /KA 3 8
R4 FAY 2 7N PFEAe] dRE &
28 AAAAY Fgolzt T + W 2T
Ngeste FA9EY Atag P 9% F
1, A P58 fEsly gz 354
&S v|A = 29l ¥ + U

a2 et olE@ VIFEse] £33 FEW A
g g Azt 9o o FAFeE e
9 #82 WASAY #HIAM 4E§ Harrison
(1972) =¥ (AAAEEs, 9&Fs}, HHest, o
Z+23h) o4 Zdste] Handy(1978) B3 (EHE
3}, 4883, AYE3} 4EE3), Quinn and

Kimberly(1984) =3 (Zel&s}, /MNEest, 47
23, AdET B A7 U 2¥S
AN sact olg =¥ F sp3 dutskd Fo|
AANNAZY vEE $32 U= Quinn and
McGrath(1985)9] 23ejt((ad 1) &%), 9
5L ARG E 249 & & nAAFA
2312 4719 f¥c2 EFeta Ao AA, 19
/AL YEAY/AEY Fo] e E3E
W23} (developmental culture)gtz F2t}
NEEse s g4 Fxstn, 437 3
g F8A8H, 879 F9E g F 2
Z3chs 90N F2YA 713 A E3o]
. B4, fAN/AET WA 54
dte A9E3Hgroup culture)® TAY7He] g
Z 297, AV, B4 JAEY 52 FAEE
A A4 F94S AxIgE SHAN F2Y
Ao A3 g3tetn A48 AA, FAF

=

—

FaA/A-EA
~
uj AeEs) 3-8 9
¥ (Group) (Developmental) e
2 A
& { } 3
/ . - /
%_ ﬂ 74] Ei 3} ﬂ' El i 3]‘ j]-
g (Hierarchical) (Rational) |
h 4
HAA /A A

A2: R. E. Quinn(1991). Beyond Rational Management: Mastering the Paradoxes and
Competing Demand of High Performance, San Francisco: Jossey-Bass, p.48.

(23 1) Quinn and McGrath(1985)2| Z%7|x|2¥

AL 538 H6E 20094 128
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/A3 AR /EAEY Fo] e el &3
(rational culture)®= &84, A4, B2F 5
< ZESAT Ao i BT 2 AHY
SAA 2" 988 AFadd FAA G A
g #3171 2 + Ao oAz KR/ EAl
A, WEAR/ERY Fo4 4" AAEs
(hierarchical culture)= B3 FAAA S
7, dustd 954, A9d ME94 2L 5
Ao] ZsHA dehdr] bl FAH Ao A st

A %& Aod.

ll. G74A

3.1 gi72g ¥ o

o] A7 TQM, 64127t E27%9714E =9
dlo] 1 43890¢& aRHoz o|y& Ay Y
z2 2438 nAATte] o] APso] AT
Azt A ER, B3 2 FAENN FAA G
AP fA/ALH TS, ARAG/AE RS A
93 Mgt ey 2 4% 9% Agd 439
ML o5& & JeAE FHAEnA (2" 2)
o} o] AFLRY G FE3AY. o] A7 FHE
#9 Ag4BE HATATY ATATRR TS
e, NARATE A9, Z2A245 F
A3 5o FAE WREZA24Te Ay
Bz, AT dEd43E, dQ0ldE A%
Afg, A4 E(ROA)Z A

M 18 FARGESSTl WEZEA 24T
o a3 5o uAFAAHE AIAA A7
o Aoz AAY F UeAE AFste Aot
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Ghobadian et al.(1998)2 TQM<Z Z#HAHo=z
oY AL, WFHog P& A7 A}
e 5T 7 o] FtR AAE L, 9F
Aoz WAAGY e AF 2 A24dnEs
NANA HFHSZ 7199 ool F71E F 4
Oe o84 ¥ AAG vk 3ok Sila(2007)
= TQMY o3 AU H, =AFEY, 1
233 & NANA AT 34 53}
A A, 23U FAAL1EY =d4H 7
Qa3 7te] /A BF FAAA AL oMUY
(Hubiak and O'Donnell, 1996: Shin et al.,
1998). Hubiak and O'Donnell(1996)2 TQM
< AT w5714 2/37F Adfsicin A4 st
%2, Shin et al.(1998)% TQM ol dsf&
o] 60~67%etx &k 22la Harry(2000),
Breygogle 1 et al.(2001) 5% TQMY °|32
B aARZY Az7t 949 Fd2 AAHA
%< = dou ¢l o]y Autd A7ZAR
£ 49437 B84 899 d3FLd I3
AAHE Zolng FA79EFY a3e e
3o AAE F e AT AARY M= 9%
AY FE 3z, =Y 7o) Agste vl of
3 2ulE olas} A 1 1YY 4F8AS AS
Aoz T &Aoo oy R ARY F
L e

dutdoz FAgAd A@YF 7IHES}E 7R
719914 E279E%9 oldsEol o E Aol
1 71E 4 Ak Shortell et al., 1995: Hubiak
and O'Donnell, 1996: Shin et al., 1998). 2
dd TAYHA] AR 71923 E 1A 71l
ZARYN1EE =98 1 AF8AE AARL
2 FYsiada sz uATA AAEA &
EOAY, uAgFAaRe QMo AT srizte

ZAAstod R 538 M6% 20094 128



71gi2etel TOM, 6AI00 EHZYo| vlMRHniet [T Yol ofxle &1}

H1.2(Tz)

1.1(Ty)
H 1l ey

243

H1.3(Ba)

714 3 (H2)
[ /A28 vs AB/TARE
0. %A F/AEE3 vs WA /51T

(3% 2) A72¥

AT HHoE dAHA Fedd 4EHY
F379¢ FHs8gdn 7l of#E Aot
g FERYMY STl woAAM dAF
o2 vt Aol U s o2
EE ko] AT Ao A7) A
£ FET 71| Aol HAE 4 & Aok
(Brynjolfsson, 1993).Y malx o] dAoxs
719 &3 TQM, 6A1arte] =974Hds §& §
Aste] vAFA} FAELEETH AT 3
9 BANA JARAAE /A eXE FHRELA
S5 2ol 7Hd 1€ A%,

7H 10 HARAAF AT Z2A 248, 44

£ F2729E55Ed ATNY 19
A AERE 7HE Aol
7Hd 1.1: FARYE5TFEL Yz e243
o B(+)9 gL vd Aol
7Hd 1.2: FRAGEEFEL A4 B (+)
9 gL v]A Rolg,
7Hd 1.3: YRZ2A 23 2T (+)
9] 4 nd Ao},
7H 1.4: aAdste] Ajde AFATte] Aol
B (+)9] 4%< v]A Ao},

7He 28 FRFEESE URZ A2,
LAY a2ln AFAGRE ool AHA 92

4) Brynjolfsson(1993)¢ll 2J3ta d¥tHo2 [To thet FAIh= 288 7)) Asjslojol B 4 vkm s1g=0, ERPAIAH
o FALAE Aol 75 ¥ 31719 (0Leary, 2000) £ 4~54(Wah, 2000)0] Sojo} E3jo] 7Pssiche Aolch ERPAIA
B3 oh7IA 2 TQM. 6A 29k A Alo)M 2750} A7 |Holehe AL Zek) £ o), 2 TR HolT o} 39 AT

7Zeio} e Aoz ged,

BUSAT x38A H6E 20094 128
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AN 7199 #3HA SAo] njAe EAXE T
Betnat sk Zolt}. Shortell et al.(1995)2
719E37 FA7AE%FY oldaEd vAe 9%
< F9a9ed, 2 2% Quinn and Kimberly
(1984)7} &5 719E€3 738 ¥ FE/ ML
37t FA798%9 g4 U8 wdFdn
sttt =3 Hubiak and O'Donnell(1996)2}
Shin et al.(1998)%= 4342 TQMIFEEY <
A e 20 AESF 719E3k] FAT Aol
Z83ta s &, FANd AP /YT
s BRE VAN FEAGIEE =UE 7
£+ 9% afFoz FA79S 738 + dde
Aojt}, FA74 Y| AR 7IYE3E /AL Y
£ 719e AAE AddM AEAY FAEAE
FTohe FAAEY JIgolgtn & & e, o
g 71de] TQM, 6A11vt 479 <S 6% 53
Aoz FAE F U2 Aoln, FARIEETE
o A5 o] BA HATAAR} vAE @
2 #A9 9¥gx o 2 Ao JgEd. 1d
g S FAYA APsiA B IHEsE B
a9E 71gdolet stddete TQM, 6Altt F3
A9714E =93t 2 71e] Aste Atz
4o g FLeze FAYAE AT AE5HA
w2jo] ubEhd 2lm vopl FAHAUAEY
719029 A3 H3E T3l FEEYY
BE oA HH3sL ol FojAt WA T4}
2 ¥ AT AL F U2 Aog. #
A HAFARE FEAGNHY olFrES Al
TAH zte] FA 9 vlX = i ETe FAED
AR 7199 £34 54 2 ALAHA F2EA
g F7oe EFAANFY/IdoR Wsle] F8A4
TR R 7 28 s

=

.
i

=
o
=

1700

&4

W 20 FRAZQEETE. UREZEA2NY
2433 a8)3 AFHHR oojA =
A2 A9 4FYL e F
ol get Zol7t & Aol

ES

= o

3.2 wiFe| Hof gl

o] Aol FLWMFE AMLH T e EAAY
55T, WFZ2A2A%, o435, A543
19€3 5o A FAPHLE (& 2)9 2ot
AH, F472498%9 #4845 MBA, AAA
4 59 AAEE niste 4389 MBA/
A3 AAZIES TS 84 99
o2 TQM/6A2vte FF8gelen & F=
e, o] dFdNe 1 FE8AE F ARAEHE
A A kA HFE et 3498
%9 £F& Shortell et al.(1995), Sila(2007)
59 475 Fxsle 7 WHFEE 89 AF
TPo2 AEE A% T4 A== 3339

£, 71488 #32 Quinn and McGrath
(1985)9] AA/IA2ENN ANE F M9 2
ol &85t} °|F EdiE §9 - AT NE/A
w3}, o - AR (/AR A%
A - gL/ Es), WEAg- F8E
HAY/AEHE FEAGE, 2 §9S &
371 g8l HaEs, e, AR, e
3 5 409 AREIARES SAAT. ATEst
+38< 24357 Y&, Shortell et al.(1995)0]
Aeg FRYES F35 o &aigied, HA
@ 7139 54, @ #Ag 54, @ 7199 2
29 @ 7199 #4zd, 0 7199 B3 § oA
A BEo dERE & F 4 gHEE AF
B3le] E4o] shiH v EE HES TN

c

Md o
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O #9493

WrZ2A 243 Q Z2A 243}

Z 47

Q@ F24%

ZEA

© 34 ¥0F %

= S

@ aAFAE

R @ A=

Z 174

@ nAREL

@ 2443

A=t Q@ o1

@ A3 f&

Z 17

@ ROA

@ #< - AR ESPEES

. Qe

719 &3

@ 8 - TAZEsH = £}, A e}

@ 9 FA % - IR hEEe}, Helesh)

Z 207
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0.5 7199 E4S dz 59 (F 3T 2w,
SHAE AEA 0 AANE A SHA &%

Aty fAK AEE ;s Y28z £9S
sl e Bl o8 AHE 4EAE
VEAE Folstd 2o A7 100%7F HES

1FFFAER Agste 7dE3}e
Y. o9 ERHoE AYE HEANE
A= st AL g3 2o ¢4,
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o2 748 B4 7Kl dEF $2Y2 A 3
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o
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=48

(& 3) 71YSH9 MFER 239 of

71949 54
I A Ak 15T 2L FYoz TAHYES B AL 34
2. B FAke vl 454 o2, A2 Ao dF =4S F9eA gt
3. C Ak o 343l 723l 2o #A8A AAE 4 ¥
4 D 3AkE of ¢ AR FAQ 2oz Fadde 3] TE SHe 4ol
(B 4) =HE HIB(%) 2 TH¥sh=s YUY
Panel A: Panel B: Panel] C:
NS &9 ax 7¥54]
A 2 5-2=3 3/10 30.0%
B 1 - 5-1=4 - 4/10 40.0%
& 4 5-4=1 1/10 10.0%
D 3 5-3=2 2/10 20.0%
1+4=5@ 3+4+1+2=100 100.0%
At 7 fARE MR HE R @ 3H8S ERdt oA sl dEFFEAA

% 23 gL 2aAdAE 194N FoqE &
AE (& 4)9 2L HAAE T v&(%)2
gt

dE Eo] ek (F 4)9] Panel A% 2] &4
7t BoEigd A9 A9 a9 £AE d
1(1 + 4 = 5). Panel BollA AA€ e} 2
o] @(g=5)M Z 1§ ¢AE AL T F
e o & A3 +4 + 1 + 2 = 10).
a2]3 Panel CollA A€ i} Zo] Panel B
oA AREH U FEE OF=10)2 vl
v &S AAdt. sAgeg 3eACdAE 194
oA fEFFEER Add vE&E o83l 714

N

£318 dlEshs vl go| Ao oAl A7t Yot
oAl 7le v &E 2F gl oE 52 U
o] F3H&E £2FT o] o o]f e HE
o] 37julet o 7ol ZZA (missing value)
2 FFsdd. olyg @i}g 53 71dese] &

< 2F3E, dE B, JAEE}H0%). A
+53166.7%). -?-]?ﬂﬂ-i}({)/) §el #3H33.3%)
9] Hl&o] Hod AL ok EEste] 54
of AujAolM FelEste SAHE dd EFF
7gee ERE & e Ao,

AR, 739433 TQM/64 27t S #dg A
PYATLES sl AFE oAl A BF F O

a:)

il

6) olmj £gAke ¥EA A, B, C. D 2E 189 €98 ¥4 e gd qusiv %‘EZH 3jA7L Ast Be} #E9] Sla, A

o £40] ¢ 7 Adl 1, Bl 29 €& ¥da, C% Dle
£40] fAletcta BeEThE Aol 1, Bol 19 €918 ¥o3tn, C% Dle
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71g2siel TOM, 64|00t EE20| B MM MYl ojzls £

09458, @ Z=A24%, Q@ 4%, @ 1
A3 © AFA4H 5oz PG 18
& A947e] NAPEE S8 A& MBA/
QAT AAL7123 Shortell et al.(1995),
Sila(2007) $9 A7E #Axsl oAl 7k WF
W2 z 48 AREgeE HES FAslo T
d AER FAsA

3.3 Az5E ¥ of|=AL

TQM/6A 2vkes dFE 2 tesiA 3341 3l
ed, E449S FA3 1 d¥EzE g4 4
old & gio}. wehA o AN e AHYE A
9 Azl &dte A (e ARAF)RE AT
fgez sdn, EFAPde A Ut
HEAS A4 BN dulzAE AAHR
1, 738 A8E 84359 Nunnally(1978)9
246193 342 Bl AH/E38E BAstd
MdeldA (construct validity) S 18t =
g Fowgo FRAAREY, A2ENE A8
A77Hae] BT IAE 4+ AU,

- 2 A8E #3787 A8 Fn-GuideE °|£3td

1299 Ashgelolwia Azolgte 2AL =
e BRVIYES AT F AEAE wEela,
a2 23, F 206709 YA=NE AES e
o o] HHA 7 FAAH, Y8 Fol o
T fdEE 484, TQM, 6A2rkE =UTA
ok 32709 (O'Leary 2000 %)ol Z:sir e
7199 HEA § F 28709 HEAE Adsd
3, o] 7oA AMEE HFAQ FEVAY e

17874},

V. d5EHN

4.1 7128

EE71¢9 #Re FUY 78 7IEeR & v,
300 o]4te] 1487He]x 3009 v]gte] 307H°]
o, =3 2 7R & o 809 oldhe 4
el £33l 7149 FRE F2 2 32 07
o oldtt.” 3z E Ar/AAA Fite 7)Y
o] Bo] TFHHAUAT 2 79 £EE 1L
23l RE %o HuAd 127 2¥d AR
gadd. Jledle AR/dE, Fol/EA, Eolof
Az, H=A] ARF SYEF F AR 21
F 23 AAG((E 5) F=R).

TQM/6A 27t =9 2 ZAndsE AHu
W, TQMT =18 7192 31H(17.4%)R1, ©]
Z ZA7A%7E 33 o3l 719de] 277H(87.1%)
2 vehdd, 6Al2ekt =9 719 A 297
(16.3%)9EH, o] & A7AF7t 33 o4 7]
Aol 2571(86.2%) 2 UebFTH(E 6) #Z). TQM
7 6AantE Heske 714 11870(66.3%)%
e, o ¥ 43d+7F 3d 0|48 71gdel 837
(70.3%)9tt. 24 17874 FE719 FoM TQM
EE 6Alarts E0% A 39 o4 E 7Yl
1507H(84.3%)9 3, 33 o|gel 7192 TQM =
€ 6AanE =U3A o 2d 8/1E B=rt As

7) 3271907188 A3Z 3271909 W9 A2E 190 std @ U] 54, @ A 224 4, @ AR, @ v2d 5L 27
g F471909) WAE Aok, o] A7 REAFY Azgidl HTE AF. FUYL F 3008 "I A E ojE 80

alai]l 7347k F4719el it

AT H3sH MES 20094 128
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(£ 5) B27|99 729 #FY 74

Panel A : £0¢9 &

Panel B : uj&9

TE BEF H|&(%) T R F Hl&(%)
3009 o[ 30 16.9 809 o3} 4 2.2
1,000% vlgt 45 25.3 1.0009 |3t 29 16.3
5,000% ©|% 52 29.2 5.0009 o]3} 35 19.7
10,000% »|gt 10 5.6 10,0009 ojs} 11 6.2
10,0009 o]’ 41 23.0 10,0009 o|4 99 55.6
A 17874 100.0 A 1787 100.0
Panel C : 438 &7
38} 17 9.6
AR /a%/714 19 10.7
A7/ 79 44 4
71et 63 35.3
A 17874 100.0
(E 6) TQM, 6A|10} Telofs 9 Anje
TQMT =4 6A 2okt =9 TQM3} 6420} W&
qE F ¥]&(%) B T H1&(%) #E 5 H (%)
3d ot 4 12.9 4 13.8 20 17.0
3d ol% 21 87.1 25 86.2 83 70.3
71 = S a - 15 12.7
=471 A 31 100.0(17.4) 29 100.0(16.3) 118 100.0(66.3)
AAEE A 17874 100.0 17874 100.0 17874 100.0

F1: 29719 Aol BAE ()] v &S AAEE F AT /NS =4 719 viEE v
Z2: TQM3 64120}t B4 F 7)elole TQME 34 ooy 6420i7} 39 vl B¢ E& 2 Wl 34 AFshe

719€ 2lulg

g 71952M4 OLeary(2000)7} F33 32709
< ojAto]7| o] EAGIEE =UT EHE
AMs #9398 & dvkn Hweele] TR T
A4,

1704

4.2 A=l 9 Elgky EMER

o] A3 7MdE HAAS] Al E3}e
FEHA e ANARE Yoz A g
2 25yt o o] dFe FARYET

A

#3¢

AYsol mi3sA MeE 20094 12¥



71gE22} TOM, 6400 SEH 0| BT 4o} FYDfof ojxl= &7}

T WREZZA AR g SAUsE A%
ke Aol A 28] 71 (partial disaggregation)
< o] &dtact duvetd FRATFZENAAM 3
wge] 43 e AAE (total disaggregation)
E2 AAFF(total aggregation)o] dukHoz
ol&H 1 gled, FEd 7P o F 7k 713
< A4e £ AeE FHO{FE HA 1A
FEATZENM & e AW FHE #
Ag & A2, Yopt BYe AEEE ¥4FE &
7] wj#e]th(Bagozzi and Heathertonn, 1994).
FARE FA4YEETrTY Ao i,
A FA71E, AFANFTA, aAFA], Z24
2#ege A4 9 13 des FAHL E
g WRZ2A2T A FHLAH, Z2A
2433, FAATEE A A9 13 Ades 74
go] flen ol FH3] 7 #FWSIL 4 4
ez A= gt F ¥FE s &3
TZ2E B3 AR dd teo ol2HsE
shute] o] @Rz Wislsle] 2o MRS %o
12 A, )8 3l F ¥ g o)As
AEA S AASRT, 1 A7 (E Tl AANE
o 3o},

A, FARIEETEY 24, K72t AGFIGE
#e] 0>0.05, AGF1=0.90 5)#t9 A$dle o=
22 ¢ ARE @S AASA Redoy, gE 3
F=A4(GF1=0.90, RMR<0.05, CFI=0.90
)] BAE e £ o) ¢33 Ao oy
o aejx 13 89 i@ EEAAAI} 25 0.5
oj4oli, 99%0°]39] AgyFoA BF Hol5s]
onj, 71gA12 = (Composite Reliability, CR >
0.70) 2+ B2k (Average Variance Expected,
AVE > 0.50) & 255 U o|4L B A3
A% gl FEE Aos Hddg w3

Aol 3gA MeE 20094 128

12b 8150 did 23 2919 #AMERE BF
0.501°42.2 99%¢°]/e] AlzjsFoA foft Ao
2 et 6714 274985 E s 24 8
S AFUFE U AFA T 2 YF
A& Ao g Ut}

A, URZEA 2] A9 RE AR A
F7F 33 Aoz Uehdt 12 299 EFHA
A B5F 0.50140.2 99%0]139 AjFFdA
felatgl s, CR#T AVERE 25 9AA o4&
Ho A4} FErgdo] SRHAT E=F 13}
82059 gt 23 8919 AR E BF (.59]
Zp#k <0.01)22 #93 Aoz e} r=
2285 FAsE 23 89 =, 294}
ZIA2ET, FANYE BSuse walsigd,

a8 gg FAZYEETE UFZaLae)
244, AFAY 5 o] A7 AA o]E&uiLd
3 BA0F 8QEN S ANE A FFE
TS FAagtt. =& FWAF L AVERS 9
45l WHEIAE AEsSY. WA, A4
AFEHBZAE gsp] 93 &A4 99¥M A7}
(& 8l A5 o] gic},

X33 GFI 5 RE AFEAS7} QAR o 4e
o Aerl gud Aoz Addr £§ 2 ¢
ANGEE FEAAAIL 25 0.50142.2 99%9]
2o AEgEdlA fod9d, CR#, AVE#E
2T 4AA o4 Bo] AAnYe Agn A
B HET gLz d7nde) B
S AEY. RIS HAES] 9w
Hole Alg/mAGed S B3 A%, AdA59
AVEZE ol &ste W § o8 whio] &Asle
d, of A7 e FRAFE AVERS o] 831
3, 2 A7} (E 9yl AA S ek,

o
=2
o
=

1705



&dd

(R 7) BRZYESTE, YR=2 A H0jof st 24 S01H 20174

oo | 1R8Y ; gz | ¥z
224891 (2nd B) 2395 AR o3t tak pék CR AVE
v AAA 0.836 - - -
g4 [A33 39 0.862 | 0.053 | 18.991 | 0.01
(0.938) [93/ZA ARAY 0.861 | 0.076 | 14.094 | 001 | 909 | 0.716
Ao g3t 84 0.871 | 0.073 | 14.266 | 0.01
- ﬁ;}z ?er;ﬂ]iﬁ' 0.827 - " =
ey |[EAAY A3 0.892 | 0.068 | 14.933 | 0.01
fg_ég’f;g 290 A s9989 | 0.748 | 0.079 11394 0.01 QB9 | 0672
#7uste] 9% WA | 0.886 | 0.074 | 14.657 | 0.01
";’-‘ 917 z‘ﬁ%} n&FA” 0788 | - - -
% S [AwaE 0.834 | 0.067 | 14.964 | 0.01
7 ?(ﬁg;; 4399 0847 | 0.077 [ 12572 | 001 | 2851 | 0-587
9 ‘ 2AA 0.808 | 0.099 | 11.714 | 0.01
g L |2ARTRE 0.802 - - -
= i,., 7714 WA o) 0857 | 0.089 [13.420 [ 0.01 | 0.0 | o1y
% w‘é%) A& Eahla 0883 | 0.08 | 13.961 | 0.01 | :
ES ' aAREAGA 2889 | 0902 | 0.088 [ 14.380 [ 0.01
xeqs |ERARE 0.854 - - - ,
A E R 0833 | 0.071 [14.260 [ 0.01 | y o0 | o673
e ET T2 A 27A 0912 | 0.067 | 16.682 | 0.01 | :
' FAg 0g 0.802 | 0.080 | 13.258 | 0.01
Huy ARFAf" 0.869 - - -
W gy |oudd 94 0.919 | 0.065 | 18.030 | 0.01 | 5 g0 | o737
(’(; 915) AR HAY 0915 | 0.068 | 17.716 [ 0.01 : :
: SAEATHEE 0.809 | 0.079 | 13.977 | 0.01
AT A% x2=248.872(df=204, p=0.017), GF1=0.903, AGFI=0.858. CFI=0.990. RMR=0.036
249 44 At 0.779 - - -
A E S TICET 0.775 | 0106 | 11.145 | 0.0 | o oes | 0604
(o5 |ZUAZ ¥ A9 [ 0.865 | 0096 | 12763 0.01 | ™ '
‘ ZUUNEE 0.901 | 0.102 | 13.428 | 0.01
¥ [ ggqr FEREI/NE=AR] 0835 [ - - -
zz | Ty [AgAT AR, AN | 0.909 | 0.063 | 17.184 | 0.01 | o ga0 | o792
2 | oogs |Z2As AT 0921 | 0.063 | 16.672 | 0.01 | :
CES ' AAE/ B2 A& 0.892 | 0.067 | 15.709 | 0.01
AE/A8 2 A 3 | 0.888 - = =
zA43 [AA9E AX 0.918 | 0055 | 19.028 | 0.01 | 1 gar | 0840
(0.976) [2EZFASZE 0.905 | 0.060 | 18.335 | 0.01 | '
T2AE AN 0.863 | 0.063 | 16.359 | 0.01

Afx A5 x>=39.372(df=41, p=0.543), GF1=0.965. AGF1=0.934, CFI=1.000, RMR=0.021
F1:* 12 23%

20: (2nd E); 23489 F2AAA, 2F 99%A1) 50 F R (p < 0.01)

23: CR(Composite Reliability): 71'3412], AVE(Average Variance Expected): B 2432
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7|22t TOM, 6Ala0t SEZ Yol vlyF4nie}l Mo ojx= #n}

(& 8) THdoll cist HSELY (A2 CFA)

74 23 pi 2 iz
1 gz A4 o3} (243 p&t CR AVE
g4* 0.881 - - -
AFHEA7)Y 0.837 | 0054 | 17.758 | 0.01
x EREES 0.853 | 0068 | 15.863 | 0.01
£429 AT 0.953 | 0.780
g35E AAFA 0.898 | 0.059 | 17.411 | 0.01
T2 A 2% 0921 | 0060 | 18250 | 0.01
FEEA 2 g 0.890 | 0.062 | 17.068 | 0.01
44z 0.900 2 - =
REZHA [
iy T2 A 2A 7 0959 | 0049 | 19832 | 001 | 0934 | 0860
2443 0956 | 0049 | 19.605 | 0.01
AABGE A% A0 0.847 . - 5
27 RS2 & 0.905 | 0.060 | 16.582 | 0.01
> 0.930 | 0.801
33 ANA T 0.920 | 0.062 | 17.091 0.01
AAYEL 0.928 | 0061 | 17504 | 0.01
g 4E* 0.904 - ~ -
A= 4ejo|9) & 0.854 | 0.055 | 18.176 | 0.01 —_—
43} N5 0.886 | 0.058 | 16.958 | 0.01 ' A
A4+l 8 (ROA) 0.945 | 0.057 | 17553 | 0.01
A A4
X*=74.692(df=85, p=0.780), GF1=0.953, AGFI=0.916, CF1=1.000, RMR=0.025
Z1: %12 24%
%2: (2nd E): 22891 E2AAA), 5 99%A2 4204 §28H(p < 0.01)
F3: CR(Composite Reliability): 71'd412]=, AVE(Average Variance Expected): 378327}
(E 9) 0|24 7+ THHEICHS BA T (AR U AVE 20
1 2 3 4
1. FAR9E 552 (0.780)
2. YT e~} 0.852*** (0.860)
3. 243} 0.780*** 0.857°** (0.801)
4. A4 0.629*** 0725 0.731*** (0.767)

F1: " i p<0.01
F2: () Zr¥5e AVE 3

AYEAT 5382 Moz 20094 128 1707



dutdoz T golAjold FE BAFEA 5}
7t 8919 AFAS(H)EY 2R F 2QAolo) B
gelg4o] Zugdtn & 4+ g (& 94
7 & ABRAE Bolk ¥isE aAAT}e) U
RE2HAgQH 2 ABASI} 0.8570)2, of
o AF e 0.73424 (E 9)o] AANE mE
AVEZ] o] 438tn Qo] Hietdye grd
Aoz veiytth ol 4e FHAE o, o] Aol
AHEE 4] A3 By e BRd oz B
g,

4.3 71444
4.3.1 714 133 - #2434 2% (SEM)

o]l A+ 7H 15 AR A TQM, 6411
rhE SUEA 3270 € ool A 71HE
o2 At WA, JIY9Ese £¥T FEHA
g AA 178709 FEARE Wdo2 SEM
(Structural Equation Model)#4S AA519
2, B3 7T f3E FEY &, F4/4E
AEs}, /AT, AFAF/AEES T

14

21

Hao
'I'.'.-)E!E

A/ 5FE}EEE SEM AAste v
A7t FARIETF T AT e BANA
i/ ETE 7R A E Bled. A, 71dEs)
o §32 FEA &L A4 178719 BEL o
o2 NGzt BAE A 9% SEME
Mol A#7t (F 10> AAso] glct,

423, RE ¥ A7t GAA oldel #
< Hd B39 AT dng Zozg Adddg
(PAR: @ @0.05, GF1=0.90, AGFI>
0.90, RMR<0.05, CFI>0.90 §). A2A42
BA T;;=0.897(p#t=0.01), B =0.874(p%
=0.01), B3=0.773(p#*=0.01)22 2F {9
Al veisked, 15=0.021(p#t=0.84)2 #<
SHA gsket, wekd 7Hd 1.1, 7HE 1.3, M 14
dx A(+)9 E#4E AT F Iz, 7M 1.2
T A(+)9] 7t ST FAH FoAdL 9l
€ Ao FAHY. ARH o2 FAAIEFS
Fo| AN YRZzA2g3 2447 AX
so] A543 e AAdt: Ao, 18
U BRAYEEFE0l Bole YRz A 2479
WAe] MYsA] god nAde] ML 7|
7] o2& Aoz yeht gukd 7ldg dx)ske

(% 10) TARZ0| cht PEUHAEY 2o

7k A(B2%) Az BEAST £k p#k
FROM TO
H1(Ty) QMI IPP 0.897 16.448 0.01
H2(T21) QM1 CP 0.021 0.197 0.84
H3(B21) IPP CP 0.874 7.835 0.01
H4(B32) CP FP 0.773 8.640 0.01
ARE X*=73.642(df=87, p=0.846), GFI=0.954, AGF1=0.918, CF1=1.000, RMR=0.023

: QMI(Quality Management Implementation)=%2729%%+%. IPP(Internal Process Performance) =W¥Z2M &

A3}, CP(Customer Performance) =243}, FC(Financial Performance) =743

1708

HHEAT H3sA M 20094 128



Jlgi2siol TOM, 6420} SuZY0| v ADIet LYo 0jxls A}

Aze A dgoe /AR /%
AN B8, oRA /283, WRAF/EEES]
F3EE SEMEAS AAg 237 (F 1D Al
Algo] glct,

BMA A4 Panel Adl AAE FI/AE4
23e] 4$, RE AP A7 QAR )3
e ¥ol 2¥e) AT HRFAH(AAA:
#el 0)0.05, GFI1>0.90, AGFI>0.90, RMR<
0.05, CFI1=0.90 ¥). A2A+E BE Ty=
0.938(p#t=0.01), B21=0.927(p3=0.01), Bz=
0.771(p#=0.01)2 25 H9siA vehteny,
Tn=0.309(p3t=0.22)2 folatA] @A et

tt. £& Panel B, C, Dol &2 AAE 3/
AR RAY/AEE, WRAY/FRE
39 A9dx 23] Y= R Ao &
g53, A2ASE Panel A FA/ALES ] 7
438 71y,(0.847, p&=0.01: 0.896, p#=
0.01: 0.846, p3t=0.01), Ba=(0.555, p#t=
0.05: 0.942, p#=0.01: 0.758, p#=0.01),
B1(0.703. pak=0.01: 0.790, p&t=0.01, 0.632,
p#=0.01)E f9stdou, Tx(-0.058, p#k=
0.56: 0.066, p&t=0.57: -0.020, p#=0.90)
< f3tA gt &§, FRAGEFTEOl A
Ho YRrIeqads aaast jAase] A5

(B 11) 7|d2s7dd SEM M2

AaCAEH) 4= Panel A : f9/A&4 83} Panel B : ¢+3/5A44 #3}
FROM TO A2AF t3k p#t AZAF tak pak
H1(Ty) QMI PP 0.938 | 10.169 | 0.01 0.847 9.346 | 0.01
H2(T2) QMI CP 0.309 1.128 0.22 -0.058 | -0.588 | 0.56
H3(Ba1) PP CP 0.927 8.601 0.01 0.555 2.138 | 0.05
H4(Bs) CP FP 0.771 8.185 0.01 0.703 | 4.774 | 0.01
X’ =72.094(df=92. p=0.938), |x*=74.549(df=88, p=0.846),
A= - GFI1=0.895, AGFI=0.825, GFI=0.929, AGFI=0.877,
CFI=1.000, RMR=0.029 CFI1=1.000, RMR=0.038
4 A= Panel C : o]%28/2p8 &3} Panel D : y¥#A3/5853
FROM TO A2AF tat p&t AzAS tgk pék
H1(Tyy) QMI IPP 0.896 9.263 0.01 0.846 9.600 | 0.01
H2(Y2) QMI CP 0.066 0.563 0.57 -0.020 | -0.127 | 0.90
H3(Bx) IPP CP 0.942 5.324 0.01 0.758 6.165 | 0.01
H4(B32) CP FP 0.790 7.422 0.01 0.632 5843 | 0.01
x*=76.690(df=85, p=0.728), |x*=70.819(df=88. p=0.910),
Agx - GFI=0.933, AGFI=0.879, GFI1=0.896, AGFI=0.819,
CFI1=1.000, RMR=0.027 CFI=1.000, RMR=0.034

F1: QMI(Quality Management Implementation, ¥324%98&5%), IPP(Internal Process Performance, W¥Z24 A
433}), CP(Custormer Performance, 2443}), FP(Financial Performance, A543}
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4 Adez AAE F e A2 YeRe
U, FAAQ9EErTl soix WRZ2424%
o] Mol MaeA] god uAYe] AHE 7]
fgal7] ozl Aoz ueht 71gEse] /3
FEeA e AA 178719 FRARE o] Ldio
ARG SEMEA Y Aol FARIAT a¥d §
AR He FAAG A¥T KA/ALRE,
R /2EB31E 74 7GR ohel, Hg/
AR, UWEAS/SRESY B4 EAT
71¢le} stejgte TQM, 641vt E27239714
A389 tiF IBAY FEH=S A TQM.
6Aaml Agsle AAH A A&Ho|n
AARon, FAHA Aol AAS AT FHIAH
9l 3 (Hubiak and ODonnell, 1996: Shin
et al., 1998: Yang, 2004)2 #33ctA 1 &
32 794 & & e Ao Jebgd

4.3.2 7¥d 2384 - 9ElaF 72 W34 B3
(MSEM)

ol d7¢ 7Md 1§ AR & 2%, FREIE
F5E0] god yrzeAadug aAdRE
Aoz Afse ATAPL AddE Ao
yelth. a#d el 4e TQM, 6420} &

oy

o] F379E8% 2 Fdste A 2o ¥
/AR EE dFAG/ LRSS HAiT 7]
dol <HB/BAEES}, WRAY/FHEE 54
9 714 Hls| Z2AFY gol tha A vept
2 JoE AoG((E 11) #=Z). o FAYA
o AFF T34 EAS BiF 7|He] O A
349 FAHGEES 7Y% + e A A
A dte A9 & e, ol 2 £ Z8
7t 9ot M 28 AAE] 8 HElaE 7E
A4 28 (Multi-group Structural Equation
Model, MSEM)#4Z o] &3=d, MSEME
AL (E 12)9 ANE AAE 2A o dA= F
A€}t (Calantone and Zhao, 2001).
MSEMEH9] 194 53859 &4 £ &
AL AAste BAEA o8 93 1§58z &
91 2 9124 (Confirmatory Factor Analysis: ©I
3t CFA)S 4A3d. 2dAdM e 188 333
2o A4S AR 8 viAGRH Fo
(AN Ag2Ed g ZelaF FI8UFA (Multi-
group Confirmatory Factor Analysis: °]3
MCFA)E g, a2ln 3d4e 71983 #
g Ztzto] digk SEMEA S sl 34
2 AN 7229 A2AF} fAFAE A
she w01, 49AE 294 MCFAS] 23} 3

(¥ 12) PEOETELEN(MSEM)E4S Ext

7

% 4

- 3395 BT BH

1A o34 #89la91RA(CFA) _ 1928 S8 CRANY
] —_— - 2§ 7 23859 734 4%
ovA: el AALIRH(MCFA) )23 888 MCFASH
39 259 2P R (SEM) A - 71483 ¥4 SEMEA 48
49 g 2§ 7242 (MSEM) 4 - 71988 s A2 AolE HF
1710 AAS0i 2 H3sA MeE 20094 12¥



7122 8te TOM, 6AIa0} ZXZY0| BIXPATie 4o ol &1

oA 719 RE e SEMENY A%2AE EY
2 71d9%sle g3z 7R 72y ] 4=
Ao $28 Apol7t YEAE ARt DAl

oA, MSEMEAMY #1944 719&8te) §34
2 CAFS AANslgz, A#sd 2 AVERE o
£8 HEEPAE Bt 1 232 E24
NaA e FADY /2124 F8] tg CFA
20 GFIE 9AXd 7Hn(=0.892), 1
o7 2E AFE A7t AR oY g B
vyo AgsE SEAUG & + A ©
0.05, GFI=0.90, AGFI=0.90, RMR<0.05,
CFI1=0.90 §). a22ln A/EAN 28, 954
/ApEEs), WEAY/ 5P U2 sotd CFA
EHANNE AGFI AFE A 2E A
A&7} AAA ooz Yeht 2382 gy
o gug Aoz wodd dgoz AuAse

3 YRz 2A3e] FRAF(=0.901)E AF
& A%A%59 3%(*=0.812) 2tk AVEZ(=0.909)
o] g 2 Ao Jeyan, b RE RS T &
AAE olg fAtsHA vebgtt wetd 23
gy golpzo] AFA/EFAEL FRHAT.
£4), MSEMEZ49 294 HE|2§Y T34
(RAEFEA) S BAE A3} (F 13)9] AAS o]
ot dutdoz ZPFANE AFs7] Hal 2%
A% SAA (Factor Loading Equivalence)
< ARsE o] olgHEd, o IdESH
gy QAN FYI=E AL AR
3 o) AsA g wAFRAE x5t
o] Aitsled 1 el ¥ Axrt fostA] 2
A (p> 0.05) $240] FEsATn Hgt
AA /AL T3 M/ BAL TSt o
AR S 7AFF A7, gk Aolzk 20.024

AVEZS o83l ZET Wit £44%
JAE 74 & 4aaAE B9 FRA9LETE

(=306.289-286.265)°] 1L,
0.05)2A HA%¥Rgq 82l

(& 13) 2E|OES SELEH(MCFA)

pdte 0.095(>a=

2 3egel $8

o WLl

FA/AEEE vs /A TS ¥ /A 23 vs YEA G/ EHES}

v A g Aged H|A|ged Aed
X 286.265 306.289 279.034 291.001
df 178 191 195 205
Pk 0.01 0.01 0.01 0.01
RMR 0.046 0.032 0.04 0.07
NFI 0.927 0.922 0.935 0.926
CFI 0.970 0.969 0.982 0.976
ool 20.024 11.967
d.f 2ol 13 10
x2atole] Pk 0.095 0.287

8) ol o] @79 A S UT A=A/ RN oM AR Y e 22 AR g FYPHU

BYSA x38H MpE 2009 128
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ge A% & olFdx RFAFE} ot3lez]
%371 W&ol mAeFAH L Bud Aow fod
o, = R /AP YEA G/ 5
o Afoe FA/AL T8 O HH/EAH R
o] 7359 AR Aog Yyt AgHoez )
A&t 13 wAeYLe FREYG & 4 9
tH(x’4o] =11.967, p#=0.287 > a=0.05).
AR, MSEMS 394 719 &3 #3482 SEM
B4 AAske Aolx, o] o|n] o] A9 7}
A 12 A%se AFdA (E 1D 7192343
¥ SEMEAZTA AASEY. 28jn vpxgte
2 o £3lo F8L BAg /YN 92 @
Ae &35t | A JehteAE F9d7] 9al
MSEM¥4¢ 4942 385t o+ MSEM
A9 3G CAM AR 11) F=) 71983
o F¥d2 EAHZARE AYsiA 4 v|AFRd
3 ERA2E ALY Aokedzie x*ao|nA
(Goodness-of-Fittness: df12 ® p<0.05=3.84,
p<0.01=6.63)& s FAF ¢ gig}. o|F

Aol =Yg 47le A2 F el A2ne AY
g 4749 AFRFI vAGRYE vasgc. o
d 71933 TR Ao|E v el
A e E3HHFd 29729 A} Suyo
of 81, FZFAE fostodol dh(Laroche
et al., 2003). @& MSEM¥A9 3v7dA
froldo] 89 T (FRZFEFTE — Uiz
A2, Ba(HFZ2A242 —» 2443,
B (A7} — AT Z2A 50 deMT 24
= AN R, 1 A7} (R 14)) Al gl

AA Panel Adle fA/AENES o /%
A &3S 1§ T Aolg EMF AFs} AN
of sitt. A#, (X 11) Panel A%} Panel Bol
AANE SEMEA e Ao oatd fAASA R}
(T1=0.938)7} <+ /BAAE3HT11=0.847)
H|3) Rz Agate) Mol o & Aeg 4
ettt 22y (B 14904 ANE AANE £3
ZAYEFrEY YRZ2A2AHte ARASFE
A%d md3} vArdel x*zte) zolE 0.370

(£ 14) 7|23t 784 MSEM E|ZEY Z1}

A= Ao Panel A : F/A&4 €3 vs /A48
FROM TO $423 X Aol (df=1) pt
QMI IPP (Ty) | +A/484 = IB/5A4 0.370 0.543
IPP CP (Ba) | #A/AEH = A3/5A4 0.040 0.841
CP FP (Bz) | #/A84 = IB/5A4 0.393 0.531
AR 4= Panel B : %A 3/AE 838 vs WA B/58 23
FROM TO EAAs} X2 2ol (df=1) p#k
QMI IPP (Ty1) YRAG/AE = YREAY/ 5% 1.169 0.180
IPP CP (Bar) ARA /2 = WEAF/ 5 1.827 0.177
CP FP (Baz) ARAGY/AE = YRAY/EH 0.194 0.659

F1: QMI(Quality Management Implementation, $272%9#%5%), [PP(Internal Process Performance, W24 24
3), CP(Customer Performance, 224d5}), FP(Financial Performance. 2542}

1712

ZAAstI 38 M6Z 20094 128



7|20l TQM, 64100} BXZH0| v Ml R M| ojxls ED

o2 Uepda, pato] 0.5432.2 5AH foAL
e Aoz AL

X, WEzadagsel Az A2
%9l A% (X 11) Panel A%t Panel Bel
AANE SEMO 23S vudEd FA/ASEE
8HB21=0.927)7} 93 /5 A4 £3HB21=0.555)°
v)g] A4 ol o A Jehdou, (F 14)4 A
Ng ARzt vzrde] x 2ol 0.040(p
#=0.841)22 fostA gk, AR, a4
o AFAaZte] AgAFe] AfoE FA/2E4
E8H(B3=0.77T1)7} ¢B/5A 8 E3HB32=0.703)
of Hlg| A% o] tha A vehkot x’2o)7}
0.393(p#t=0.531)2.8 fojska &t}

202 (X 14) Panel Bl AA=o] Sl ¢
BAg/AE s o WAL/ SRS 2§ ¢
AolE EAG AT AR uA Gzt
Kaole] EAA o4 QAT axi(df
=1)=1.169, pa=0.180: Bad axi(df=1)=
1.827, p#=0.177: Bl Ax*(df=1)=0.194,
p#=0.659), (& 11) Panel C, Dol #AA|= o]
e oFAg/a1d #3le A2AS WEAF/F
gEsle] A2A S vlE BF ZA Jeha 9
£-& oA (1:=0.896 > 11;=0.846: By =
0.942 > B =0.758: B1=0.790 > Bs2=0.632).

7Hd 13} 29 HAAARE FHHERE F9/42
83 £ JNAG/AEEE 71 71%0] TQM,
6A12mt 52 T3l 1 4F8UE fHFHe=
oA YFE2AAY, ARH, oprt
AFH 59 /fHes dAE F dde Aoz,
AP /BARES}, WRAY/FTRESNE BAF 7
dolgt et TQM, 6428t 58 =Yg o
710l Rgste upel dig HFAA FEH=9}
B3} o] o)A FAAYEEY oldFFol =

ZYstodL m38A HEE 20004 128

ofxchA u|zFATte] AAo| Mg AT
7b AdE £ dde Aot 1dd fd/AEA
23}, A/ EsAE 549 7ol ¢B/F
AR e, WEAL/FRERE 549 719
& vAFEN} FRARIEETEN ATAAR T
o #Ad vlNE 942 FAY 4ol o 2 A
o2 Jehprle ey A4 o4 21g
T A

gd, o] AFMEe FAARIYEFTEH UFE
2A 243, FAAYEESTY 24 5 X
3k o] dolA AAE MEAZER 71 &3
F8o] o3 2AEAE /A EAE U] 4
8] ANOVA, Bonferroni t74% (%% Dunnett T3
AR)E olgstd FHEHE it BAZHE
AN E GRAT, AEHRERE FA/2E
e B YRAG/APEESE 7 7190l ¢
B/EARES e WRAY/FHENY 549
7199 vla g Add AdEH} EAGS &
A, v & FARREETTE. WFZEA2A
o, 2443 aeln AFRYRR ojojAe A2 #
AdA 719 E3 3 4FHY Aold dF F
AR fode FEE + dldsbste, F7HE
el Azt FA/ALAES} £ JFAF/ A

£3E 71 7199A BEASF ol va 37

ekt 4 5al vlokbvel 228 4 Ut A
& FAYA] AT T3S BT 7199 A9
F4799 43880 § £ 4 Uohs Rolch

V.2 E

AL FANZAA 7199 BAH AL olE
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o] 7k= 7V 583 F9olcHFeigenbaum, 1982).”
g & ¢F F83 deld. nAREE F3
FAZAEE Ansk] A8 71de TQM/6A L
ot 59 F274%714 S s =Ystn 9, 1
AT A B8 AT O o] FolA
gt ag F237%99 HEelA v FA e
Aol Aol AT e AAHEA
g 719 234 E4d] wel 2 42 #A Y
gL e FHstus F A7 FE539
o F2749859 AFEEC ¢S Folxd
TQM/6A 27}t R &sh= vl tidt olsleh 44
Hert 43402 ojFoAN &2, T2AX, 2
A 53 22 HATRAT M= o]of A,
ole 7149 AFATeE & F e AT A
Aoz dAsoof gtk = 13F o] f %
AAol2d AN AHE 7Ide B34 &
A= o Aol & Aot o]F o]F= o]
AFolN s TQM/6A 20t A7 Gl v 43
o MAE ARstd AT Moz AdsHE
Ag Hdtaat sgm, 2 AFAAN FAAY
AR 719 34 549 Ado] Riyddd
a2 &de 4% 2AE Wlstnst &)

o] 79 Az b 2o AH, FAAY
859 F£Fo| Fod YrzaAx4n a4z
5 AT Aol A=l AFAAHIL A
He A2 eyt 22u FEAYEEY &
Fol =ot stigt, FHYE, AAZ2AL
Z4 5 71U ZaAarl ¥iEA gedgd
4339 AL 7l ojdte Fx g3t
Ad. 7Hd 19 A3AR SARYA e F32%39
of A FA/ASRES}, YFAY/AEESE
7H 718t opgzl, Mg/ BAE e, WRAR
/52E3H 549 7190l dege TQM, 64

E
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ast F27%9710] Aste dlel dig FFH
FEHES I AAHA =S FHIGA 43
HQ F2749S 71 E & gle Aoz JEy
. &, TQM/6A120t 58 =9dle AALY 219
dA ¥lzYx ZaAxc HHJE GF AAHY
o] kg of FAAYY, TaA2dw E2
A%, 2443 SOl HATAETY EAdLE,
gl E, ANAEHE, ROA 53 2 474
el ez AAE + Joe Aod. 4% A
AHY Adod F3723%9718 4E38UE AAH
oz o|gstoio} dtu, FH, TAA F YREZ
2A20 S A8 AEFHo2 =HE f 7
A a4, ARYH F9 AAE 7dE £
g Aot

24, F2749 AT fA/ASH TS} %
Ag/aPE E3E BAg 7|9l /5A8 w3,
YR/ 5HEE B4 71 vE) $249
T HAF/AFER 29 opfEst o
g o2 Jeygoy, §44 oL grE &
Ad. 2 FHEAMCA EEEER /A/
A& B dRAG/AEEE 7H 719
/BRI TR e WA/ 5HES 549
7194 Ha o A ANER} EATS &
A& + ATt ol FrHEMY AF} A/
A& Est v RAF/AEEsE 71 719
A ZAZAF el da 3A Jeid S F9
ojatA Ul 88 4 e AL FEHA] 4
F5p7) A8 shue zhog s Eaatde A4
(e ¥3h= glojo} e Aot ZHHo=
F2799 Q3HE] 9% woAE F249
7o) Agshe vl i@ FAAA FEEEY
EAYNd A@H 71AE3ke] A Qo] AASo] A
AtFelx, AARo|w, FAHoln, A&AHA FH
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7lg2siet TOM, 6400t EFZ o] ix4net Mol olklE

-‘r‘?s‘ro‘M & Ao},
Az FAYN A 7|dES,
°§7l‘ﬁ°l A gkste dlo] tf ol
=9} tEo] A& FAHA
< FT3e %@ IWU Aoz HE AT =
P2 ZFAAYE HTHoR oYt 7IYel F
ARog ztFolol & 21UE AAEIAG. £
=% EA79718e] 4F80E AAA AL
A A&A oz olgse 38 3, FHY, A
AzzAA EF 59 UFZAx FHoA9
Mol Agd o), aAREE IHFA & F| =
old & glu, 7199 HFAHeL & F Ae AF
ARe AXE F dde AL Bod FUd. 23,
o] 47 AAYH FAHAN S FT3 719
AT AdEE =4 FEAY71H]
fi}ﬁ}b ulol that olaiet FEENI} EolA o B
1, ol 5 719 FEoze $4Y. Az
AA, E2 Zo YRIZAA ZHo|AH 7jAo
ojofsti, 714 FHe2e AUNEE A f
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87t A4AH o2 o|FojAo} Frhe HE FHHA
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t 719 %38le /33 FAEAAFE 7199 &
€ FA24971Y =94 F2 g FEIo
384 R A2 ARF oz FHHY AR
g 719&3E 71 71de] TQM. 6427k =9
sl A& FAAYY 7Idege WgE F
ARS AT ARA ez FAYHN A3 &
%d 719 EstE 71 719l A&AQ FRENS
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2] Zg gHA7L EAlg
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The Effects of Corporate Culture, TQM, and Six Sigma
Quality Management on Non-Financial Performance
and Financial Performance

Sungdin Sohn*

Abstract

With increased focus given to the quality innovation, the achievement of quality excellence
is essential for companies that seek to compete in global markets. Many companies to accomplish
long-term competitiveness have adopted advanced quality management programs such as
TQM, 6Sigma. In general, previous studies obtained optimistic results about the successful
implementation of TQM and/or 6Sigma. But some of the studies yielded mixed results. One
likely reason for the unsuccessful story is the possibility that TQM and/or 6Sigma are context-
dependent such as corporate culture, the implementation period of adopted quality management
programs etc. However, these factors have largely been ignored in the literature of quality
management programs. Thus, one of the purpose of this study is to empirically analyze that
non-financial performance have a mediating effect on the relationships between quality
management level and financial performance. And this study also examine the effects of
corporate culture in the confirmed mediating relationships among quality management level.
non-financial performance, and financial performance.

Corporate culture is generally defined as the values and beliefs of an organization that
shape its behavior. It is also assumed that successful implementation of the quality management
programs requires a strong support from corporate culture that emphasizes systematic continuous
improvement. Adopting the competing values model of Quinn and McGrath(1985), corporate
culture is classified into ‘flexible” versus “controlled culture” and “outer-directed” versus “inner-

directed culture’. Implementation of the quality management programs was measured through
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various factors based on criterion of MB Award, such as leadership, strategic quality planning,
human resources focus, customer and market focus, process management, information analysis
and application. Business performances were measured through non-financial performance
measures, such as internal business process results(employee, production process, quality),
customer results, and perceived financial performance measures. These latent variables of
the study were evaluated on a seven-point Likert scale(1=Significant decrease: 7=Significant
increase).

The findings of the study can be summarized as follows: First, a test of structural equation
model (SEM) was conducted to confirm that non-financial performance had a mediating effect
on the relationship between quality management level and financial performance. It was
found that quality management level enhanced internal business process results, customer
results sequentially and finally non-financial performance enhanced financial performance.
More specifically, such a mediating relationship was founded in both flexible/outer-directed
culture and controlled/inner-directed culture. Second, a test of multi-group structural equation
model (MSEM) was conducted to compare the effects of corporate culture in the confirmed
mediating relationships among quality management level, internal business process results,
customer results, and financial results. Results showed that flexible culture and outer-directed
culture more strongly mediating effects on the given relationships of the study than controlled
culture and inner-directed culture. But it could not supported with statistical significance.

The results of the study deliver an implication that companies and managers who want to
accomplish customer-oriented quality excellence with adopted TQM and/or 6sigma programs
must have positive mind-set toward organization-wide innovation, and also must realize
structured business innovation with proper culture in the process of quality management.

And finally these all efforts must bring a specific continuous improvement in the non-financial
and financial performances.

Key words: Corporate Culture, TQM, Six Sigma, Quality Management, MSEM
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