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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
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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.
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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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구 분
년2005 년2006 년2007

전체수 개수 비율 전체수 개수 비율 전체수 개수 비율

종별

종합병원 286 0.00% 288 7 2.40% 308 3 1.00%

병원 907 70 7.70% 835 54 6.50% 1029 94 9.10%

요양병원 193 17 8.80% 560 54 9.60%

계 1193 70 5.90% 1316 78 5.90% 1897 151 8.00%

설립

형태

개인 603 47 7.80% 653 50 7.70% 1038 125 12.00%

의료법인 310 19 6.10% 367 21 5.70% 504 17 3.40%

학교법인 75 0.00% 74 0.00% 78 0.00%

기타 205 4 2.00% 222 7 3.20% 277 9 3.20%

계 1193 70 5.90% 1316 78 5.90% 1897 151 8.00%

병상규모

미만100 515 45 8.70% 543 42 7.70% 863 103 11.90%

100-199 282 15 5.30% 323 21 6.50% 531 34 6.40%

200-299 192 10 5.20% 223 11 4.90% 258 11 4.30%

이상300 204 0.00% 227 4 1.80% 245 3 1.20%

계 1193 70 5.90% 1316 78 5.90% 1897 151 8.00%
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역량의 개념과 유형2.2.1
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역량과 경쟁우위2.2.2

Wernerfelt(1984)⦁

Dierick & Cool(1989)⦁

Reed & DeFillipi(1990)⦁

Barney(1991)⦁

Andrews(1971)⦁

Hofer & Schendel(1978)⦁

Pranalad & Hamel(1990)⦁

Ulrich & Lake(1991)⦁

Competitive Advantage

Cost or differentiation⦁

Preemption⦁

Future Position⦁

Capabilities

Technology Distribution⦁ ⦁

Production Procurement⦁ ⦁

Design Services⦁ ⦁

Resources

Basic Requirements Key Characteristics

Valuable Tacit(casually⦁ ⦁

Non substitutable ambiguous)⦁

Socially complex⦁

Rare(firm specific)⦁

Poter(1980, 1985)⦁

Ghemawat(1986)⦁

Lieberman &⦁

Montgomery(1988)

Hamel & Prahalad(1994)⦁

Polanyi(1962)⦁

Rumelt(1984)⦁

Teece(1987)⦁

Itami(1987)⦁
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고객지향성의 개념2.4.1.
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가설 병원역량은 경영성과에 정 의 영향을 미칠 것이다1: (+) .
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가설 병원역량은 서비스지향성에 정 의 영향을 미칠 것이다2: (+) .
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가설 병원역량은 고객지향성에 정 의 영향을 미칠 것이다3: (+) .
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가설 병원의 서비스지향성은 경영성과에 정 의 영향을 미칠 것이다4: (+) .
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가설 병원의 고객지향성은 경영성과에 정 의 영향을 미칠 것이다5: (+) .
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구 분 빈 도 백분율(%)

성별

남 304 60.6

여 192 38.2

무응답 6 1.2

연령

25세 이하 20 4.0

26-35세 이하 180 35.9

36-45세 이하 211 42.0

46-55세 이하 66 13.1

56세 이상 19 3.8

무응답 6 1.2

직책

대리 169 33.7

과장 158 31.5

부장 90 17.9

임원 40 8.0
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병원장 30 6.0

무응답 15 3.0

위치

수도권(서울경기인천) 96 19.1

그 외 지역 398 79.3

무응답 8 1.6

종별

의원 226 45.0

병원 209 41.6

종합병원 51 10.2

대학병원 7 1.4

무응답 9 1.8

부서

행정직 266 53.0

간호직(치과위생사) 60 12.0

고객서비스담당부서 7 1.4

의사 30 6.0

의무지원(의료기사 등) 130 25.9

무응답 9 1.8

근무년수

1-5년 186 37.1

6-10년 174 34.7

11-15년 83 16.5

16-20년 22 4.4

20년 이상 26 5.2

무응답 11 2.2

계 502 100.0
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α
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개 념 변 수 요인1 요인2 요인3 요인4 요인5 요인6

재무자원
역량

재무자원2 .813 .145 .231 .130 .098 .172

재무자원1 .805 .136 .176 .066 .194 .243

재무자원3 .804 .191 .207 .162 .131 .137

재무자원4 .741 .204 .048 .091 .274 .163

인적자원
역량

인적자원4 .182 .777 .126 .185 .079 .062

인적자원2 .148 .776 .168 .171 .126 .111

인적자원3 .180 .720 .199 .156 .143 .101

인적자원1 .162 .528 .072 -.025 .399 .378

의료기술
자원역량

의료기술3 .177 .230 .735 .071 .239 .138

의료기술2 .158 -.022 .702 .108 .124 .070

의료기술4 .190 .326 .672 .220 .203 .147

의료기술5 .144 .329 .588 .384 .100 .266

의료기술1 .148 .365 .514 .151 .255 .463

경영관리
혁신능력

경영관리3 .065 .195 .062 .791 .108 .216

경영관리4 .050 .253 .093 .754 .233 .127

경영관리1 .168 -.069 .118 .703 .158 -.025

경영관리2 .112 .277 .347 .624 .030 -.034
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무형자원
역량

무형자원3 .125 .077 .107 .101 .778 .036

무형자원4 .194 .177 .137 .151 .747 .053

무형자원2 .165 .140 .279 .241 .608 .209

무형자원1 .250 .138 .290 .230 .555 .300

물적자원
역량

물적자원2 .145 .172 .356 .138 .071 .754

물적자원1 .228 .009 -.025 .074 .059 .726

물적자원3 .237 .218 .255 .043 .249 .614

고유치 9.373 1.888 1.411 1.295 1.223 1.058

설명분산(%) 39.052 7.867 5.879 5.397 5.097 4.410

누적분산(%) 39.052 46.920 52.798 58.195 63.292 67.701

Cronbach's Alpha .808 .848 .783 .791 .725
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물적자원

재무자원

인적자원

의료기술자원

무형자원

경영혁신능력

고객지향성

서비스지향성

경영성과

물적자원2

물적자원 3

재무자원1

재무자원2

재무자원3

재무자원 4

인적자원 1

인적자원2

인적자원3

인적자원4

의료기술 1

의료기술 2

의료기술 3

의료기술 4

무형자원 1

무형자원 2

무형자원 3

무형자원 4

경영관리1

경영관리2

경영관리3

경영관리4

서비스지향성 3

서비스지향성 4

서비스지향성 5

고객지향성 1고객지향성2고객지향성3고객지향성 4고객지향성5고객지향성6고객지향성7

매출액

순이익

시장점유율

고객의수

환자수

전반적경영성과

1

1

1

1

1

1

1

1

e1

1

e2
1

e3
1

e4
1

e6
1e5
1

e7
1

e8

1

e9
1

e10
1

e11

1

e12
1

e13
1

e14
1

e16
1

e17
1

e18
1

e19
1

e21
1

e22
1

e23
1

e24
1

e28
1

e29

1

e48

1

e49
1

e51
1 e50
1

e52
1

e53
1

e41

1

e42

1

e43

1

e44

1

e45

1

e46

1
e47

1

e60

1

e63

1

e62
1

물적자원1e0
1

1

의료기술 5e15
1

서비스지향성 6

서비스지향성 7

e30
1

e31
1

e32
1
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측정변수 N 평균 표준편차 왜도 첨도

물적자원1 502 3.14 .851 -.106 .270

물적자원2 502 3.16 .833 -.243 .125

물적자원3 502 3.37 .788 -.194 .275

재무자원1 502 3.25 .800 -.018 .254

재무자원2 502 3.17 .801 -.120 .353

재무자원3 502 3.34 .773 .028 .245

재무자원4 502 3.53 .788 .048 -.057

인적자원1 502 3.62 .769 -.155 -.041

인적자원2 502 3.26 .846 -.302 .267

인적자원3 502 3.30 .781 -.260 .634

인적자원4 502 3.27 .856 -.397 .376

의료기술1 502 3.25 .792 .054 .038

의료기술2 502 2.96 .935 .105 -.332

의료기술3 502 3.25 .800 -.048 .083

의료기술4 502 3.24 .809 .045 .343

의료기술5 502 3.20 .870 -.211 -.045

무형자원1 502 3.34 .800 .043 .083

무형자원2 502 3.38 .748 -.140 .480

무형자원3 502 3.48 .806 -.201 .083

무형자원4 502 3.60 .726 -.169 .147

경영관리1 502 3.29 .835 -.068 .208

경영관리2 502 2.89 .922 -.138 -.251

경영관리3 502 3.39 .810 -.386 .037

경영관리4 502 3.37 .838 -.325 .260

서비스지향성1 502 3.19 .751 .076 -.043

서비스지향성2 502 2.90 .976 -.084 -.331

서비스지향성3 502 3.00 .960 -.277 -.300

서비스지향성4 502 3.34 .793 -.378 .282

서비스지향성5 502 2.93 .949 -.194 -.131

고객 지향성1 502 3.73 .706 -.201 .103

고객지향성2 502 3.61 .728 -.158 -.034

고객지향성3 502 3.73 .742 -.340 .130

고객지향성4 502 3.74 .680 -.149 -.091

고객지향성5 502 3.64 .742 -.274 .167

고객지향성6 502 3.55 .758 -.204 .145

고객지향성7 502 3.67 .729 -.276 .082

매출액 502 3.35 .710 -.030 .066

순이익 502 3.33 .730 -.041 .121

시장점유율 502 3.28 .715 -.046 .139

고객의수 502 3.36 .701 -.050 -.106

환자수 502 3.36 .709 -.146 .178

전반적경영성과 502 3.37 .711 -.172 .163
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χ
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상관관계분석

3.26 .73

3.32 .69

3.36 .65

3.23 .69

3.44 .63

3.22 .71

3.17 .72

3.67 .60

3.34 .62
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χ

χ α



- 94 -



- 95 -

χ

χ

χ

χ

다음

χ χ

χ χ

χ χ
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χ

χ

β

β

χ
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표 경로계수 표준화 추정치< 5-8> ( )

β t β t

.011 .102

.152 2.723**

.138 1.817

.114 .659

.386 4.102***

.098 1.647

-.057 -.517 -.054 -.509

.143 2.655** .153 2.901**

-.042 -.572 -.059 -.813

.546 3.116** .541 3.165**

-.153 -1.829 -.116 -1.432

.441 6.377*** .435 6.387***

-.103 -.848 -.106 -.886

-.098 -1.564 -.084 -1.351

.276 3.234** .260 3.076**

.032 .163 .058 .294

.421 4.284*** .444 4.531***

.071 1.044 .088 1.303

.222 3.187** .506 8.920**

.238 4.443*** .436 8.460***
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α
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가설 병원역량은 경영성과에 정 의 영향을 미칠 것이다1: (+) .

t
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t

t



- 101 -



- 102 -

표 경로계수 표준화 추정치< 5-9> ( )

β t β t

.203 1.304 .029 .165

.172 2.043* .214 2.537*

.317 1.892* .135 1.188

.273 1.026 .298 1.011

.446 3.208** .179 1.264

.098 1.647 .051 .666

-.006 -.043 -.149 -.668

.131 1.765 .270 2.861**

.216 1.610 -.130 -.950

.301 1.320 .758 2.097

-.186 -1.709 -.244 -1.483

.438 4.412*** .355 3.047**

.054 .330 -.143 -.706

.008 .085 -.145 -1.609

.404 2.363* .315 2.459*

-.184 -.658 .157 .531

.350 2.616** .377 2.390*

.091 .975 .213 2.118*

.145 1.302 .259 2.642**

.213 2.574* .312 3.861***
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가설 병원역량은 서비스지향성에 정 의 영향을 미칠 것이다2: (+) .

t

t
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t

t

t

t
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가설 병원역량은 고객지향성에 정 의 영향을 미칠 것이다3: (+) .

t

t
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t

t

t

t
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가설 병원의 서비스지향성은 경영성과에 정 의 영향을 미칠 것이다4: (+) .

t
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가설 병원의 고객지향성은 경영성과에 정 의 영향을 미칠 것이다5: (+) .

t

β
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β β

β

β

β

β

β

β

β

β

β

β

β

β

β

β

β

β

Z =
ab

(SE√ a
2SEb

2+a2SEb
2+b2SEa

2

는 독립변인과 매개변인간의 비표준화 회귀계수이고a ,

는 매개변인과 종속변인간의 비표준화 회귀계수이며b ,

SE 는a 의 표준오차a ,

SEb는 의 표준오차이다b .
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*p<.05, **p<.01
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t값

.011 .102

.152 2.723**

.138 1.817

.114 .659

.386 4.102***

.098 1.647

-.057 -.517

.143 2.655**

-.042 -.572

.546 3.116**

-.153 -1.829

.441 6.377***

-.103 -.848

-.098 -1.564

.276 3.234**

.032 .163

.421 4.284***

.071 1.044

.222 3.187**

.238 4.443***
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