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ABSTRACT

A study on the Effects of Competencies on the

Performance of Hospitals

— Focusing on the Mediating Effect of Service

Orientation and Customer Orientation -

Jang Jae—-Sik
Advisor : prof. Jong-rok Yoon, Ph.D.
Department of Business Adminstration

Graduate School of Chosun University

With the aggravating competition among medical centers and rapid change of

medical environment, the hospital management strategy has been focusing on
enhancing the internal capability of a hospital and achieving the management goals
by making organizational structure focusing on the service orientation. Accordingly,
the critical element in the relationship between capability and management
performance is to convert the organizational structure to service-oriented and
customer-oriented organization suitable for service business. It is more emphasized in
the service enterprises where employees directly contact the clients, especially in
medical service fields.

In such relationship, this study tried to identify the impact of internal capability of
a hospital to the customer-orientation of employees and service orientation on the

organizational level in establishing the management strategies in a hospital and the



impact of such variables to the management performance of medical institutions.

To this end, 600 questionnaires were distributed to those in charge of
administration or general affairs in 600 hospitals with more than 30 beds in Korea
and 550 questionnaires were collected. Among them, 502 questionnaires were
analyzed and 48 questionnaires were disposed because of insufficient answers.

The followings are the analysis results of this study.

First, for the relationship between hospital capability and management performance,
the hospital capability had positive significant impact on management performance in
the order of intangible resource capability and financial resource capability. Other
capability factors had indirect and significant impact on the management performance
through the media, service orientation and customer orientation. In other words, the
financial resource capability, medical technology resource capability and management
innovation capability had positive significant impact on the management performance
with the service orientation as a medium. Human resource capaility and intangile
resource capability had the positive significant impact on the management
performance with the customer orientation as the medium.

Second, for the relationship between hospital capability and service orientation, the
hospital capability had the positive significant impact on the service orientation in the
order of medical technology resource capability, management innovation capability and
financial resource capability.

Third, in the relationship between hospital capability and customer orientation, the
hospital capability had the positive significant impact on the customer orientation in
the order of intangible resource capability and human resource capability.

Next, for the relationship between service orientation and management
performance, th service orientation had the positive significant impact on the
management performance.

Finally, for the relationship between customer orientation and management
performance, the customer orientation had positive significant impact on the

management performance.



The followings are the suggestions from this study.

First, while the existing researches limited the effective indexes related to hospital
capability to the specialized long-stay hospitals, this study expanded such indexes to
clinics, hospitals, general hospitals and college hospitals in Korea. Thus, this study
could suggest the extensive research results related to the effective indexes related
to capabilities of medical institutions.

Second, this study is meaningful because it identified the impact of hospital
capabilities to the management performance with service orientation and customer
orientation as the media. Accordingly, the major antecedent variable of relation
quality between customers and enterprises was the customer value and the major
result variables of relation quality was customer loyalty. In that aspect, the
sustainable competitive advantage could be secured when establishing the
long-term relationship between enterprises and customers by supplying, developing
and distributing the resources to the service-oriented and customer-oriented
orgnaization suitable for service enterprises.

Third, in accordance with the analysis on the customer orientation of
employees and service orientation on the organizational level, the internal
capability of a hospital had the positive impact on the management performance
with the service orientation on the organizational level and customer orientation
on the employees level as the media. Accordingly, the service-oriented efforts of
medical institutions will enable to secure the sustainable competitive advantages
through the roles evaluating the customer satisfaction and customers' opinions on
medical institution as well as improve the efficiency of service business inside the

medical institutions.

Key Words : Hospital capability, service orientation, customer orientation,

management performance
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