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A Study on the Effects of Quality Management Activities
upon Business Performance in ISO 9001 Service Firms

— Primarily on the Intermediate Effects of Operation Performance-

Ko, Soo-Bok

Department of Shipping Management

Graduate School of Korea Maritime University

Abstract

With the entry to the advance country around the corner, Korea has its
importance on competitiveness of service industry ever growing.

While most of the countries reaching to the status as advanced country
have the weight of service industry for GDP around 709 or more, but
Korea still has the ratio around 50% that there is a great need of
developing the competitiveness in the service industry.

People engaging in the service industry has approached closely to that of
the advanced country level, but it still is in the half the level for GDP
compared to the number of people engage in it.

In order to enable the service firms to equip with the competitiveness
and develop the business performance, it is important to introduce the
bench marking of quality management technique as one of the important
means of management.

The Quality Management System is an international standard that the
ISO 9001 quality -certification system had enjoyed great effects by
manufacturing companies, but the service enterprises began to have great
interests from early 2000 to actively work on acquiring the certification.
The contents of the ISO quality management system contains the basic

system for quality management that can be applied for any organization or



enterprise.

Another word, for the basic concept of the ISO 9001, it includes the
leadership for executive, customer oriented system, enhancement of
effectiveness for management under the process approach method,
sustainable improvement system and other elements for service companies
to have the competitiveness.

The fundamental element of the quality management may have the
effectiveness together with the ISO 9001 for basic quality management in
management responsibility, resource management, service realization,
measurement, analysis, improvement and others.

The domestic service firms may be classified for 11 fields.

In this study, the verification is made on the business fields that
acquired the ISO 9001 certification to maintain the minimal of the basic
quality management in wholesales / retail business, accommodation/
restaurant business, transportation/warehousing/communication business,
IT( Information Technology) business, engineering service business,
health/social welfare business, and verify whether the ISO quality
management activities  would make noticeable impact on the business
performance.

In addition, the satisfaction of employee and quality outcome that can be
sald as the operation performance has been to verify if it takes the role of
intermediate effects to the business performance.

The effect of the operation outcome with method of study is made for
the analysis by using the structural equation model (AMOS).

The issue of finding out the difference of operation performance and
business performance by the ISO 9001 certification activities has been
implemented (t- test).

In this study, the outcome with the hypothesis that the operation
performance would be the role for intermediate in between the quality

management activities and business performance resulted in the followings.



First, the hypothesis that “the quality management activity of the service
firms would make noticeable impact to the operation performance of the
service firms” was accepted.

Second, the hypothesis that “the operation performance of the service
firms would make noticeable impact to the business performance of the
service firms” was accepted.

Third, the hypothesis that “the quality management activity of the
service firms would make noticeable impact to the direct business
performance” was rejected.

Therefore, the quality management activity of the service firms would
not make the direct impact to the business performance of a company, but
to 1mpact indirectly through the intermediate role of the operation
performance.

Fourth, the ISO certification activity was confirmed to have the
difference in the operation performance of the service industry.

In addition, the implication can be found that entire 6 businesses in
service industry have been the subject of study of service industry with
the ISO quality certification for the first time in Korea.

For the limitation on this study, there is a clear lack of samples to
dilute the characteristics of the data between the service industries.

In the future, the direction of research is shown as follows.

If there is sufficient number of samples with significant dispersion of ISO
9001 certification, it would be necessary to verify for entire service firms.

And, if the ISO quality management activities in the service industry
were dispersed in great term, the quantified financial outcome and
customer satisfaction index are desired to be developed and verified.

Lastly, it would be expected to have intense study for the subjects of
specific single service business, and there is a value to study for the
difference in management outcome by the difference of introduction period

of ISO 9001 between the service industries.
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5.4 71% ]
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51) S. Carr, Y. T. Mak and J. E. Needham, “Differences in Strategy, Quality Management
Practices and Performance System Between ISO Accredited and Non-ISO Accredited
Companies,” Management Accounting Research, vol.8, 1997, pp.381-403.
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doll Dun & Bradstreet BXAH]2 2 Irwin Professional PublishingAt$} &% 08 m|=9
AEH5 HAE o= F 7,0007 HEAE wjxste] 2AFESIT

57) A&, “FAAG Atk A5 Alzage] dade] digk AT (=S ARRES A, A
2291, 23, 2004, pp.203-220.

58) A=, “FAME AGgte] AN SAA=RY] wisiEat” TEAAAEEAL, A0,
3%, 2002, p.164.

_50_



T} 59)

o W o WX ﬂ,aﬂ T SR @ A
% oo F r T T -
G2 _sw wx oz et F
IR DT ® TR Sz
o = 7 % T B Zo KB = =
Toxe - to o o] or 1 N o= = T
P o Bax mE Lol
N g N o SR TR
K ek X o e
T R
) — o ~o
ur g .le ~ Wﬂ " o © W o= Mo EM X
) ~ B T i
P ES - =T w gaylliiE
0 — ! 7
° o] = HM o)) 8° Lﬂ T o o %Mn MM
W = W o T R RK = _ %
o —
| = T [ B = k el o) %o ol =8 N
™ )= NJo i) jod T
< o - = o = Ar Y-
Nee . & © = ® —~ . 1§
S ¥ % 7o noo N o |
m ,Nr.._ ,D” b ‘mﬂ ﬂ ° Zﬁ _ﬂl_ﬂ o ﬂl ‘_f
— — o :.L - To ~
R g e & ) 3
— o X.0® ) g Y o —
7K il BE ~ o oy N o
< Njo R s o A e
X n o= 3 X o i e
~ = o oﬁa fo - = qur -~ io o Ho
‘Hﬂ jans 0 il o @M - ) ’ =
S Zdp¥ ooy Yogw B
N 8w = Wz g, 5 ® mo T R Wl _
ol X o ) T » =2n o o mHT o| T
A T T S
m - B ZT 1__/| # i w % 1* e WM \m_mo \Nﬁ
S nNoo) o] = = X X — B
CS X TN o ox T I N =L
To —_— — Eo N A_o 7o o
X oo . - . 2
ool KR Ne R ook X ~ B = X
o AR R o oo K T A TR T 7o

2002,

o, 2005,
=,

<

A, A31HE, 1

AARAAT A8, 3

_51_

A AAE gt
2-14> 9} 1}

5T
3t

o}
<

RER
88, p.128.

=

pp.203-215.

714

pp.1203-1208.
60) A, “ISO 9000¢1F&o] 719eAdate] wH|

59)aFg T, 17 3

-
L



- 52 -

ﬁo
X 8° Np
— Njo
i o H o o i}
1! M H_mm M jpxce] V 3 _ﬂe =
B o ) < o = o TR &
o o T - I T = o 5T W
B oo pa N I Bo R OR
u —~ ol 5 o5 Hpo n- d 5° = =
o = r %o = . T me T B zo
of | T | W o0 = ¥ X x5 oo
ey —_ NS of 1__,.A WW T o Jﬁuo ° T W e
= o o o S e %W | o A= X &
B ol KM i o ~ o) X 1_ - go M Y o}J
Clg | Tl Ho 2 B | o S T K
o - °© » o B for T o
= ur o < —~ mm B W o h - X Wr 1 e
H S T o = N o T = S H% T} 03 R
— o I T il — o - 2 7o ) e
Cll e o *7 ) < N (o | 1 AT = | ™5 R S
7|2 P s | b o) 47 7 L == o R
el s PRRERS e | R g, © G
b i o b SRR o AR G ) N o
el gt o W | T 3 ol bl T = T | Tw X
— | > xr 07 ol =K = go To ! W _m X
S | = = | T | 70 ) o o S s
S | ® S | K W o R B | H o N e o T
®) To = o = m AU & X = ﬁ i’} ko o © m T
N =5 ° U=, 1 €5 ! o w2
<2) U O o O o R = v o O W o ®
g | S x| T -l x| g2 oL
TH s ‘m_ﬂ N XE H._ . 1: J o ‘_Iryl = T EO _ E.n N
< Su 3 | e B | w0 N @ O v T
< = A S X = 1 e A w9 o & T k3
x = & F X Mo o O s X FIRAT
pits m_._ﬂm X > = o N Mﬂ% Y T 2 F % e o
o Bo Nl o | o B & _
Wa © 0 o NE e ma 0 To Hlo % Wﬂ o W) o)) = o
N Wﬁ ﬁ e\ X T ~ ‘U| 8° B UT_ =
i 2 pi " NP %o N o B g° N
S = X K @ ot = . o n
= N < ~ oy | Hp T U = ay
> = S =y ~ T AR T B
= 1’ ~ Q o3 <t — o ;OL o-
s r S = S N e o F
™ o N Q o 0 A
70 [ N ) 0 ®
F o = ofo S S % = N
WV 0 — == JL ~ = Lo
o) ol = o - o
< X e )
B {Jo u =
ok o B
o b
Ci




4.

k

A 27

Rl

s

= ww i_ %o ~ o
. o) 0 NHgo oF
T W R e Mo
BR : % [ p— ,ol
- ) = JJJ %5 5 = Hi
7 7o B3 Mo o ™ U o o ML
- i mw . e 27| 9 =
l L -A o ~
i S Ly I e w9
7 OX(E ' o)) ol 5 o ~
T To X |QH ~ ﬂol T T IS
X X K o B
a) y Bk zom OE N
T ° T AR & i
HH mﬁ o Bo " " iy N o
o oo N 3 W oy | %R
2 oo R gl
S [ o L o| — N N < = ok | N
o - ;OL _+U K |— = = ﬂm,! H;I
2] ﬂ_OI q = N EIN E3 ‘Ix/uL OL —_
~a o) ol = o[ ‘Wro * ZTV Tig ~ | =
o g o [ = ~ | <51 7Y
2 s |= o p (Be ® ) = W
- 5T = CRENSE A e N
™|y ol 9 To|%e RO %O oy =% |3
NS T Wl B " “a el 2w
—_ — Wy o il To | N Nlo
< |oF ar -l el ol s ~ oo Ko
mo | =o =1 7o EI N EE %o —_
B | R KE ZO|Njo my ) — | X
T | N _ = o ["O H e o) = % T | An
0 _HL oJ|° N " Ko o H _.NJ H | oo
c3 ST = Tl g B NN | X
~ RIS e ln T o o= K|S T e | T
N 50 < ‘Dl = H_._ 3 ,Lﬁ % @o ,_ﬂAl i Bgo T Ho
ﬂﬂlwﬁﬂﬂ "o > . Mﬁo_ﬂ%O
Mo o MmN IR B K| o oW o | T &
Ne B2 & TiHe ik ® 7|4 A R
m —
2 3 ~ = > —~ 0
5 | 8 |g| 8 |2Zg2/g 8|2 |23
% = S | S| 8 |52 8|25 &<
= g Nﬂ = mu °c g T = ™~ 2y
e IS [ o} >
Ca 2 B MW w5 Z| 8 £ 5 | £ 5
N ~ - O S — =

%

o

oF T} 9]

_53_

p.36.




sedow 702

ol Al

Al

2~ €l
=y

ISO 9001

—

¢+
Ty
|

R

El

o

i

3 2

bel nw e

Z &=
T %3

=
=

A

AR5 7 A )5k o)

%

ISO 9001 #4474

i

<
i

==

58

3

=
=

E{l_

3

Z 29 o

THHel

A=A

<
Hin

==

Dl

jze]

P
OO

ﬁo
w
v
)

Aol Eol

= Aol

1
R

3] A}

)

K

I

.
o

Z}
Z

A7k oba A

A7ke) F

o
&

F

F2 el

Qo] A A

o]
2

-

Hin

Ton

,_._mo

el
Jo

|

=)
7

7112l i

ks

9/]

Gl

oy

oF

M

i

)

)
T

Ho
T

T
OO

ﬁo
R
B

)

]

Ml =7 Qo M= A

=13
=

of W& ddAe AuA

A
il

Ho
T

e

7A

p—

0
"
A

o

Fol st A

M2 Auf=a] 3

bolof 7}

3}
=

Aol Al AlE

9]

o

5
2
o)
Ho

ol
B
<

™
o
Jo

_54_



Wol A A EE T

=

==

1578 o

R

e}

4R 2~ 3

k7] el =

=)

A

3490 &

w73

s
ol

=N

X
B
<

)

aid
-

</

X

j—

0

=
ol
Mo

0

o
o

M

A

o

< o= A

317}

A7 Az AFA ] Azl A

B

179 <)

o ol Foj A ey diel
A AH 279 de

o

o

i
,mﬂ
o

stol 1

G

A= 2
o=

o

=

A 2719

=

0]

taeetE B

[¢]

—

e

B!

0

el
TR

AR

s}

P
OO

ﬁO

‘_Ir.”
Ho
T

T
OO

ﬁO
0
B

N

)

0
"W

1

o

%
,.muﬂo
ﬁo
"W

Bl

o
o
aw

—_

[
"
i)
X

)

—_
o

B

T
OO

ﬁo
~dl
Bl

—
o

o
il

Ho
T

T
OO

ﬁo
0
B

=

o]

otk weta

A~
T

gl
NJo

SERDERSE!

1
=

Pz
=

A

e

kel A a, 15091
A

[¢]

2~ EHl =
Eag

HA|

_55_



—
o

i

-
R

71444 2

o

mA ek o 2 ISO

o

o

foute

Hin

o)
Ho
o
Njo

—_—

0

b

)

a7}

A4

Aol A

=

EY2 <29 3-1>3 7o

o
Ehos

A

o | B0 N
%ov%ﬂnﬂ
ur | No oy of
B (o) oy A4 Wr
No | = 2y No ®r
ok ™ o
1Y QA
el e A T
3| Bo | p-
e
oo HA | H =
r Es
1o
%d.ﬁ {
o | o T < T
To _z w:.n ™ DN HL H
q XA R o
E.D ‘MW.O m Or! ﬂ ‘WE MH
T HE HE Mo

g 2l

o3 4 3}

= andll

%

73 %474 7ol

3ol

) 7 =
el A edAd @ Zholl Aol 7t

bol 145 Ak

6]

=
=

[e]
R

A7 9850l

i

—~
o

i

ﬂl

jze]

f
7o

ﬁo

oy
-
ar
Nlo

p—

0

,_lryl

)

KA

el
;OO

b1 9

)

474

Shs

uf 7))

ufj 7] & 7} o]

EERERT

7 %99 7kl

4
3}

I

3

&

o

,_Ir‘”
Ho
T

T
OO

ﬁo
el
Nfo

jase]

o

a]

B/

1 v

3

<

o

;Iryl
Ho
=]

f
7o

o
"W

Hp

o

oF
el

el
TH
v

)

5ol

5')4

o] -4 &

o)

~
7
7O

fa
7o

ﬁo

ﬂl

puze]

f
7o

o

)

o
W
ur
wr
Nlo

—_—

0

)

H

=1
P

T-test

_56_



A28 AT A

rvze]
A
]
-

™

0
o)
S
oy
T

~

]

oA ANT 7 WS

3

3

T2

B/

[@;

-
L

ol A

e

EOl ALY 9

3 ol

7140 9]

& ol

3}
=

bk

pal
[
3

ksl
‘2176]

kv s
™

R EEEIEE

3 g gre] @A
A 74

719 ¢

shed vk webd] AFAAE of
o,

)

&} 21 =}

)

B

)

)
7O
&
y
=

pzel

il

=
o)
va_-O
ﬁo
N
B

e
oy
Ulo

i
o

o

F 7o) 2

o
e

[s}

A=

o

=

(1998)63)

==
o

Ghobadian

)

B

T
OO

ﬁO

to

(1998) 9]

o

Ghobadian 5

-
R

(2003)

ATR T} Frel WAL 9

Fo et

=
o T

°©

Al Al

A
fuA

4

=
=

2 7}
£

jze]

mH

_
o
vzel

TH

i

iy
2

el
q_mo

ol

LA E A ol B

)

) 7] =

=

=

e EEEC IR

o] 714l AHH

>=
o

w

f
7o

ﬁO

XV

Hp

-

;00

jgise]

s

A Z
2y

3 el

=
—I—UL_

O

B

T
OO

ﬁo
0
B
e

%

™
n-

el

Nfo

il

-
O

)

)

. Impact,

32y, A22

3}
<1

Total Quality Management

Arzge] dg el e A M= EAE R
— 57 —

2004, pp.206-208.

<,

Introduction and Integration Strategies, The Chartered Institution of Management Accounts,

1994, p.24.

63) A. Ghobadian, Gallear, D. Woo, H. and Lie, I,
?.], 2




ol

7
]

2}

J

PSS
=1

W= ske] A

=
=

L 914 A3}

|
S

o] ojue}

B

(1998) 7+ 8-5=(2003) 2]

=
[¢]
= &

Ghobadian

th=

—
o

i

,_MH

ze)

T
OO

ﬁO

,_lryl

0

T
OO

0

A

tol 719 )

©

3L
=4

+d

]

3R TR A

=
=

s

N o
N

o

7d %4 7d 2t el

ol

G

) 7] =

=

=

o3 43

bol 7

)

ufj 7l =

=

=

o3 4 7}

7 1 A 7]
2:

7h4

e N Ac

N5

W

el
;OO

T
OO

7Hd 30 AEi 7]

ZL o] T,

!

el
;OO

T
OO

fud

3 7

Rapzkel BA O

2. ISO =&+

Njo

T

&

A3 H W, Terzioski®t Samson(1997)<]

=

=

2 3}

Fa AR

ISO 9001¢!

p—

3 71 whe) BAA FAH 0w IS0 ¢

=
o

o
Njo

|

o]

SO

I

=

A

784 (2002) 9

.

s} 2l

oy
100

Ju
7o

)

Njo

B
Gl

o
O
!
i
iy
O
ol
e

™

NI
)

_58_



M T A o T
— T ~
X W m T Mo o ~ N 0y "
! ESCY — X o ® 2 2 ° s
ol ~X Zf © .cﬂ? ,DF ,_lﬁ.Al ,_lﬁ.Al ,_lﬁ.Al oF
# o n - — oy )
%o T T o & o . ) 3
Bom T T T ok g B ok i\ <
P oo w o o " T4 T -
<O o — e N " K]
= = o gr W O o — x° N 7o o
° T Y T X ° =~ ~ o
oy o 3/ it = WO e X R - =
) Bo AN AT I SO I B = = o
X I I g ) =
i %%iiﬂaowrfr 3 T T e
ok W & o ~ W °F = T ( o 3o B
= No X 2o 2 No & A ~ T —
~X o X ‘WH N =
ey o 1 0 o) <] ~ (3
pat ,DF = N oA o ) = o N < N =
— = T = =
e R d W o T TCRE T 5
o B 2 T g R o <] 3 X ol
R R i A i
N ~ — Y ~ — ﬂ Z‘.ﬁ
ZENE g P Ow ) &35 1)
o T N g w T T = - x
B o) T oy oy = N = T =
— ™o N S — ml o 5 o
A G o S == A o 2
B oo e T g =
o P A X
o Wox x T o | ﬂm T o our o E_m oy zr
o s X o ; - W ~
— o el ©) s NJo © o
NS PO B ur o e = o T
o w _J,_ﬁ = e BT T = % 5o = 0 5 o N o
ulr ,DF S0 W ol ,mmly ~ o No o o oy ®) oy @a
G A = S R ST G G " Q ot H %o
m_m bS 9 No —~ N o ) ~ 2 — )
9 7o SIS 5l © o o = % o .. No
o T o) = ~ — )
PSS 00 3 B NERE N @
o o e M I < N ~ ) %
. rvze] - -
e M OA T ool o 2 W o w & e w0 i
of T w2 T xow N U S Ef
B/ G N B o o N <
)
O

_59_

2004, p.98.



Mo
oy

T
OO

ﬁO
"W

Bl

N
Tor
o
il

|

—_
o

o

e

"
Ho

zel

el
Mo
oy

T
OO

ﬁo
X
B
|

wE
Mo
il
"W
i
o)

o
OO

ﬁO

A AL

A= el 2]

Z}
)

P e

)

2919t} Deming®l 2]

(e}
a

&7 ol &

S AF

t}

H

= AGA A3

RIS

!

shel ot

2 e

hin

N

H

vze)

—

<H

)

2 sto] A GAke A n]

oy

rvze)
_Zrl
o)

R

s
OO

ﬁO

TE 2

i

A A =+ Schmidt® Finningan(1992)e] ¢

7] A o]

=

|

—_
o

iy

i

o
oy
il

¢+

el
;00
op
o)

A

o
OO

ﬁO

#3

=L Slocum(1996)67) 2]

2004.p.10.

=,

144, 3

_60_



ol Au)~ 7199 v Ay od, F

3]

7] A

ZOL.

=]
)

3 of

o

)
oy

=
2!
Hr

b

Ho
<

Z4shach

=

ol

;00

™
.WE
o
Ef

o

B
o
Nfo

=

73 %l

"W

Bl

)

ol
or
=y
el

oo

o
B

ol

_ﬁt

ﬂyl
o
=
'
4

)
o
oyt
o

e
™
7

ﬂ,«
w

o|J

mwo

AR

o)
oo

o

7o
i
Ao
o
A
N

o RAA DA, @
of AaH A%

o] o}

i
€]

=l

bl ot

]

=S AR

s o] AAAG W@, 4

, Aol A 7HA S Ak WHNE, A=V d e vy

B
nk
oy

ol

o)
Hr
_lmo

AR

BR

].

o
jze]

A

o AT

oo

N

o
Hr

,_umo
AR
!

o
N

o

o
o

H
Gl

o~

A

&, 34
AL

beach,

)

67) H. Slocum, Management, Vol 8. No.3, South Western, 1996, p.476.

68) Edward L. Irving, “Marketing Quality Practice,” Doctoral Dissertation of University of North

Caronlina, 1995, pp.98-103.

- 61



FAARA|2EE 22 FAPA A AT S FXst AAENA B}h 5
o FAZZA A9 TS AFsty v G Aol 7]ofgc)

2 AFolAe FEAARALYEY] 537 a7 A dig A& o)
gt =1 A Berry®t Parasuraman(1997)69¢1 -2 8 83lo] 5719 A EF3

CFAARC @ dge AEsk Fdo ZE 2 Aol Ay
A#ThI B Franklin(1986)7031 A% EAna Auel Ago E47
#e =Y F doa ATARE AA G Hartley(1992)70¢] 72 n}

=
gom sto] 2709 AEEFE AAsA. T T AEdEoRA AL
=

wAAG Mda 9F TolA FAL Fojsk 9T B2 HFTE AA

s gRelth zAA FUL FelE THAY AL wIstE wAelA

I

F ek,
FAU FolE BRHOR Aol HHAT] AAAE AIF, Fove
A, AAREA T Aol FRHY, BAAAG FuA2Y 59 ARH G
ok el W@ A%A wgFAe waygs gEsa o

A

THAZo o] Hoto] 5] AEAES AAste] FHL] =4S FAA

69) L. L. Berry and A. Parasuraman, “Listening to the Customer-The Concept of a
Service-Quality Information System,” Sloan Management Review, Spring, 1997, pp.65-76.

70) R. L. Franklin, “Moderated Goal Setting in Quality Control,” Doctoral Dissertation of Arizona
State University, 1986, pp. 23-24.

71) J. R. Hartley, “Concurrent Engineering,” Productivity Press, 1992, pp.35-44.

_62_



<

s

tol 217

9

ARG AR R,
2

y

s
piul

o]

A

[¢]

=

7147 3 S ol A

-

L

7% 4 3t

il

0

)
%o

N

y
A
Azl
)

)

to] 5ol o
TQM

+

ol &, ol &, AJAAA

jze]

o)
o
oy

s
OO

ﬁO

—

Hia
)
o
oy
H

H)

KN
R

Hendricks® Singhal(1997)72)

A
il

A

=
ha

2}

ol 71444 =, vl

bt

)

N
|mt

o)
!
Mo

Y% = Robbins(1996)7)¢] A7

9]

A

gl

[¢)

=

) 2= 7] ¢ o]

-

R

A ol A

o

e

vzel

oF

<H

Mo

of wak A

o)
=

R

3L

1o] Aqu) A

.ﬂl

jze]

—

XV

Hi

—

i

R

wel oA Yeg 4

<]

—(:5_]__

o

. Prentice Hall International ,1996. pp.124-129.

Improve Operating Performance? Empirical Evidence from Firms that have won Quality
— 63 —

Awards,” Management Science, Vol. 43, No. 9, 1997, pp.1255-1274.

72) K. B. Hendricks and V. R. Singhal, “Does Implementing an Effective TQM Program Actually
73) S. P. Robbins, Organization Behavior, N.J.




Aiae FEAGY 288 FxeY AN HHAA FAHE o ok g,

Flynn 5(1995)2 #2 #d Z =230 7] =
=)ok AAFYe] EFotd AFnEAHE F4)e BHdst FAAAE S
3 st A k.74

Ahire 5(1996)2 W& 7ZIgAFI Blawg AAAIES] A, A EA, AlFE
Aol e A4, W74, #@7I8E 2 ALY HlE&Es 3 FEAARE =
A8k A7)

Tamimi 5 (1995)% A8z SHol A AAALel vlagh 12 F4] &
ANA AFHAACLY] dAFEE el s AAY W AFe A 7%
shol BAAel vl AF/Aul=o £4 8 5AS 545 FHEARE o

7h3) %4 t}.76)

A

Z]
2]
U dAAd FAGEE Bu T8t v Tz o] £ FAe] AlF

ojyf AulAE Awet] HelMe WFALeR o 5 9ol

of mEgel e ZAEAFY, VAol A P, FAAG

al
270w, P-D-C-A®] 388 4RAALY 5o 6744 HEFBO

74) B. B Flynn, Roger G. Schroeder and Sadao Sakakibara, “A Framework for Quality
Management Research and An Associated Measurement Instrument,” Journal of Operations
Management, 1994, pp.339~366.

75) S. L. Ahire, D. Y. Golhar and M. A., Waller, “Development and validation of TQM
Implementation Constructs,” Decision science, Vol. 27. No.1, Winter 1996, pp.23-56.

76) T. Tamimi, M. Gershon and S. C. Currall, “Assessing the Psychometric Properties of
Deming's Principles,” Quality Management Journal, Vol. 34, No. 3, 1995, pp.38-52.

_64_



W22 Zl Ao s Al AL AER b dehu

dATEE ] A E/A

—_

Fgst=tkel G, Aol ZkA A Qv ZUlZEAI ZF AlE/ AN 9] ALE
ZhA BT & w aAERESo] WA A i, T ol A7 dA S wW a2
qho] RHA) gkt

el AneE Wohssd AF uAO R AgHE Zel Aot
AT, A9 AF W F9EE AR 43 A N Fas)
mel sl s 19 F shpol .

AT ZAR B NEATE AWnY AFAE gom

77) A. Parasuraman, V. A. Zeithaml and L. L. Berry, “SERVQUAL : A Multiple-Item Scale for
Measuring Consumer Perceptions of Service Quality,” Journal of Retailing, Vol. 64. No. 3,
1988, pp.12-37.

_65_



A 54

ol

°©

e o 7

=

AT E

e}

Hendricks 2} Singhal(1997) 2]

-

R

A ol A

=

O
G

Njo

_TL}_E
=

B9 74

sheieh,

G

7

=

=

ISO 9001 AMH=7]ie] 3+

-
R

A

Ha7) 95t

o

A 57 FERow FTRI o 9t}

Gl

o

)

91t
w2 A

Fo w4 ¥ o]

AE = 739

Tdo2 FAE Ut
=

Loq’

s

e

B

= T Y

)

1998,

3.

28ks]A]y , A9, 1

_66_

9t
9t

pp. 29-56.

2 745
2 745

78) A4A -



3-1> AR FA

<3t

T 1 E
| R R R R | R R M e I I I T NI U AT
x RO R RO R R | R S T I T T
" Mm Mm | A = = | = Hm ‘zm ﬂm Tl wlw | v | x| ow
Ho 0 0 X 03 X XA froznl ~n Zn - = X
B H ||| | 0w | 0w | W S mm mm _Mw
I~
[ © © s ©
& 0. (10 | 10 | 18| 0 o
" S o 5 e ) B 2
1 1 > 0 S e ). ™ .
ol BB I I IR A I 0 I I 3 S Slalalz|2
— [ — - = o ] ]
— — ) ﬁ_H“ m ﬁ_H_ | | 1_.A ._l 4_|A _ _ _ M w
g~ {
B0 ~ | Mo I TH
Ay Al & | o T | T | oW
|5 | 518w || T R | < | Clw|=|w
ook | x| Fm | BR[| em | o) | K fo | % I i o I B I R iy
2 ~ | No x| R No | = | mo | K| or | 'R | 2 | F | ol =
el o Y 0 o ﬂ = ‘_,IA it oy :.H il N
i Slol®l 2 xm Mo | o g = &
2% ~X B
H#o lia o
wr W
i el
M_/.l 7 Z#O EO mo ;Iﬂ_yl ;IJVI
X X_l — ‘.ﬂa O UNO o
o 0 Tw ) X
a X i Bo 5o
OE W:.ﬂ ﬁh_ﬁﬁ.ﬂ OT._ J_AO

- 67 -



A1d AR BA

o

EH
[

3

2 Ao AFEHHE gy oz dAsy] Hetd Asrd dds daed
AY(KAB)Y} BVQI %9, BSI-Zgo} T 9ZeZE7#q 523 ISO
9001155 HAST A=A T AAA7F FodH 6007142 34 514 T}

3]

9 AQREL o) MER F 8705 AEA F 39350 AEA} 5
FRYo, T F BALSA SRAAAY SHIA ¥ REo] o 24
S

47k 59 Rkl F1glo] d4slAb= A 115%01, 59 o4 104 v
Ql 71 o] 8370AF 23%, 10 o] 20 wwkl 7IFe] 987MAF 25.6%, A HE
A 20 o] ¥ 71d ol 15370AE A ] 39.9% & AFA|skar QLT

_68_



99 Fol BE BxZ dury, 309olste T 9ol FAsE 7o)
A4WALRE A F RS 115%= el om, 3134 80W o] Fd o]l FAbst
7144 0] 5370AH(13.8%), 81 oA 1509 o] FAtse= 7ol 337HAH(E8.6%),
1519 ol A 3009 o] FAlstE 71 ol 667HAH17.2%), 3019 o] o] FAlstE 7]
o] 187/W A= YEbY AAFE 9 48.8% 5 A skl At

HEd TEX= E- avfge]l T8MAN204%), =M S Pl 30704
(78%), 53 - F2Adol 1017/01H26.4%), AB7]EAT)He]l 537AF
(15.1%), Aoz Anjzgio] 7670AH19.8%), Bl - AF3] EHA] o] 4071

rr

o ISO 90013 ISO 14001 &Alol AFWe 7]geo] 1707HAH44.4%) =2 1}
gtk IS0 TS IS5l ol dA" S W JA7E 28170AH(73.4%), 2
AEE AAA & GAZE 610AH15.9%), FRA o w wEgv e A7}
4170AH10.7%) = vetd IS0t #dd dA" S} nss 22 A7 dA Y
841%= o 7IdeEe ALAEAEdAZRTH A" S 2 = Ao
= vEbs

o IS0 TS FS5st=d e TRt mE X E AduEd, 6714
ko]l 28 ¥ 71l 12471AK(32.4%), 671 € o] %

o] 1167HAH(30.3%), whA et o m= 97§ o]A4to] A8 ¥ 7]Yge] 1437HAH(37.3%)
= vEbs

FE7Id 59 IS005= 58 wrle dyud, Fdxssd 2 274
Ay s 3 o
AH(37.9%), 18lal 317 o]

(i
rot
=
-z
X
fo
r o
=
lo,
%
—
0w
@)
r ]
ol}]
o
ot
iy
ot
N

2
o
—
>~
o
=

FAg4aT AFASAT ol 9@ 9R9y
3) S| Aol A o] EA )
95 oz A% A4 adel o5 [S0AFE AET /el 52744
Boz 7199 ouA AnE AF A L6 o [S0AF

S 5% 7190 61AA159%)E et FAFAY B3 52 B0 @

°
—
[\)
(@)]
N
==
>
-
—~
w
SV
2
X
~
)



B

il

wjr

X
S~
o |0 Q|0 @ |2 || |0 | |9 |d (10 |0 | |0 [T len [T = |0 || ||
G0 (N[0 |[S |8 R |20 [0 |3 |= |03 g0 |s |8 |8 |o|c|v|F|8
i [ = (N N (RN < N [ [N 7o N R N N R R IR [ — || S oS = = i Yo S
=
feud
‘mO
~—
o — | o o~ — m o |m
o |0 |w© o < |00 |0 < | o | 0 |o 0 o |o
mﬂ |50 D IFIS|IJ (|08 (¥ |0 |0 |6 |8 (|= (8|6 (= |F (3|58
T
oy by —
=
~ | =& iz B | <] =
o |3 = BB . & oY S
=y = S L T R o % % <0 T2 | o &= m —
— Mo | ™ (K (= - | % -~ | o U {Jn T S | P
R | T a |® ok | PR ! o | o <
~ |2 o R SIS |m N S g ~ |P =
T — ol P || = = B = - |mo ) T % S
o o, |71 = o |2 = ~ PR RCN
B T 3 ol
® |~ 1 o |9 & T T o
1 = D)
~ OT —
_-00
A+ < < T e
T M ) o o o
o N e Ca =z No
rJ ~ o °

_70_




X
S~
gy | (o | [ o (o o o |2
B |3 |d | |z |x |al | (1B |8
N I S e B B S T 2 T R o N R o T B R = R
=
‘mO
~—
F il a e (Tle 2 e |9 |a | |2
BEE S IRIEIEIEEBE|R
T
ojn
L
o R e R P P
ojn SR B M__Wu © of |of |of Mw
o R L A S R
X | = =
2y | X ~ = |F " | _
o I P I R R Y EES
o+
To° o1
—~ —_—
J ~
e ~
o N Mo
= o il
Xq ol

0
~H
zel

o

"k

0

o)
-
=

rvze)

Nr

o
il
&

el
rvzel
N
o)

W
o}
o
o

B

EEEREN

e Amow 21# 4ol

138

ou

S
=

J

A

JJo
—_

)

ox

-

)

o
vze)

A
el

pzel

)A
&

Ao A= 7t
Cronbach® a7

=

;OL
o}

ze)

7A
o

=3
=

2o ulet
Cronbach?®] a3ko]

L
==

A AFEALe

™
e

0.60] %ol ¥

e

T} 80)

—(';;_]:

o
=

o}

Aol A

AP RS, A gHEAL 1999, pp.241-252.

D AL, 1992, p.238.

[e]
=

ATIEES , Al

_71_



i+
T

o A verdel we 7

4-3> ol agko] 0.7 ol

-
it

4-2>9} <

<i

o

Bld

.
o

A
M

vzel

o

)

o

TR

o
Ton

23|

J)J
@

o

jze]

o

o 1.4}

A3

=

=

7F = ZARAZE

o T4 o

e

~

il
0y

Nr

ol
ot

NI

il
N

fvzel

A

el
T

A

il

=
o

1

0]
pal

A

g

o]

Q.

°] 8

o

=

9tk SPSS ver. 10.0

/\]o

\=] o
adEAE

1

0]
pal

A9A st o

al

o

]

F71 %@l

Ao 93

KN

o

At

w

B

Fol 1 o]

9

2 J|FoF
— 72 —

=

A 2 9lA A g 04

:‘

A
~

1=}
-

]

[¢]

(e]
a1



HA| 28 o] 27)

39t

A A

o

aig

2 090 ool

KMO(Kaise-Meyer-Olkin) ¢

-
R

Aws ey

=

T

o] 0.957% wj-¢ AA 1}

1

A

Aol =

o, &

=

o

ﬂnﬂo

0

)

K

el
Ton

Hof

=

=

FUE FEE FA

3 A X8V7}F 8046.1730] ™ o] &E o] 0.0002

z]

K

Bartlett 7

2 Yey 95+ a<001o/ % @9 Ho]

1

R

Aol A

=

o)
>

¢
e
<

o

o
.

o
BN

1

|

o
= 8%

l

%

T
OO

T
"W

Hio
ol

pu—

0

JL

4.896%,
=]

Aoz A

=

=

3.101%

o

50.265%, 8¢l 2+ 6.237%, 89 3

4.053%, 8.9l 6

<

.~

A5

4.316%, 8.9

-

R

aql 4

Ho
T

T
OO

ﬁo
Hn

]

A9 72.868%

B

)

N
oy

A1 H]

-

L

of, 291 5

0"
hm§

z

B

.
o

I 7o) el s

O:
[¢]

0

=)

i

w

_73_




rvzel

!

jzel

3

,Wo

K

ol =wc|voln(~|o|o|F(nole|lolo|dsvv x|~ |lolanloo] R x| =
Qoo | F || D S [N=|S|a|s | F e | S|~ F|o|d @ xS |aas I e S
N RS R S T T R S R0 R & | R
YN ||| o |e|o|lv|a|oln|lo|ln|olo|lt|alovladonlo|llRR
k=i =t I e S I A N IS S S NI R R N I NI R e e s S ke R =1 RN E Y A S
il Al Ei R RCH IS Rarl Bl BB ROl Rl Bawd Bl IS Rewdl el I H IO N Ranl S8 -l Il i B B A H S N Y (ol BN
olalololo|lr|alvolo|w oo lels|lalolalv| ool olalololo]l D 2|8
Sl R = R =R S N e S = e = e I s = s R S = R A RS
ARSI RCE R R E IR IO IS vl Rl Bard BB IS INES L L ECS RC) Al RCH A R d A IRCH Ran i R U I Y ol I
> 00
o &
of Q
Sl oot o =|elolalelslo|n|lolv|irlalal~loislololald | T8
N A0 [0|H N F|(HS QS DS 0D~ |on (7R xS QXRS5
e Rl S R R R S S kA S LS et N R Rl kN | RN I R K I e A R ] R R el
ol o oolv|o|n == vlalolola|wlolnl=lolxnl DL 5
O |= oINS E|W|F (D QoS =S|y S|ai@bbn RIS 8
NN NN BRI < | S | LSS i T (e (Y| R R[N R | S g
< |10
Nmlolwlolo|lolv|a|lT|(x|=lalolo|alalo|xn|olo|x|a|T|vn|o]l B | x| ©
I = R e k= R A R s A N R e e e = I N S R S A=A
S I e S Rl B B N AR IRCH IRCS Ravl vl Rewl EONS IREH Rawll KNS KON H IOLH Bl B i s RIS BN BN S Iar B BN Rawll I IESHE BFS
=0
©olw|a|m|— S PR
m| | o] e | T BT T e TIT|T
IR ENAENERY T TI|T o | e | | O S
FEIEIEE <= =< R |7 | v Al R
ol | o | o | el | ol =| k| |3
! o | o o | o | o} < | ®
ofr | o | o | of | ol el 2122 8| A
T RO | RO 2| RO | 30| B8 | TE XXX S
HE R R R x| 7 B°| 30| B°
O | TO | TO
Bl | B B | Hia | /| |

=:0.957, X* 8046.173, df: 378, p=0.000
— 74 —

=

KMOS




0
&
0

o

=K

0

=

o}
<
G
,_lr\”

0

Mo

p—

i+
i
‘_Ir.”

ze)

T
OO

o}
WW

o
el
=

o
A

¥

oA W 4

3

SRR

e

N
ée

N

il

5
B

vsel

17} 0.40]8t= ‘hEbL

=

A

e

)

a2 =%s AA

ij]

0931= wi-¢ =A 4

o]

=

KMO(Kaise-Meyer—Olkin) 2|

-
L

4w ey

-
L

oF

HA A 7F 454278501 W 9]

3

&

:fL

Bartlett 2

BESRTES

H =
T =

A4 ol

g/]

g

3

¢+
o
=

o

3}
ol

0

il

o)
ifl
,_umo
il
o)
iTl
o]

pa—

=

o

o] 47§ 9]

bl ok,

o
N
e

p—

o

o

3} 471 9]

w
T

A

o u}e}

o
<t

j—

0

o
=

pzel

o

ol

Bl

ﬂl
NI
A

o

—_
fife)

~
~

NI
=)
o

o

iy

NI

o

A, 2o 9

4= 4.983%

|

o

8

3 7.057%,

g

129, 5
)] 74.073% =

849 2=

49.054%,

o
T

B
o

el
_Zrl
i

1}

J

A

<

slaL glern=z 7

a4

324 (2

2 %

=M

o

o
B
%

o

N

o
oyt
o

]
0

—_—

0

=

pzel

o
OO

of
i

7]

774

N
=

!

_75_



vzel

X
o

jzel

3

ﬂo

K

moloslglrvolclolalalo|nlolololR] | L
Olo|l~|F|lo| SN q|lo|R =S| RSB SIR] 5| X
AN ) = S A = ) = Q) IO R ] o0 [ R
nloltliolo|lg|=lololov| S s|oSIKE
FIFIS DS T 0T QRN E = Q|| RR] S8
el Rl Rl Rt R At i I R KR I S S R RS R R BN BRI
_ )
o 5
o <
o~
wlo |2
|| = |o|olololo|l v =wiolvlR]S| &
—| ||| N|xFS|IS o o|H 0 0B[RRI
NN == N QO QO] R o)) N = e | 5
B —
<
| =olalo|lo|lo|lalxis|alo Y oln 2R w
O|lo|b|F|lo|ld|F|n o Sn|lssw =S TSRS
DR — | | Y| N N (e | eRamnl S B | S
: <
oo | <
24135653214213+ ol
NI | NI | NiF SIS
abababat e el e G e e PR R s B SRS
e el el sl el e et et g B s st oY K =g s
TR R | RV R RY R RE | RY | R | e | ek 2| 72| B2 = | -
11111%%%%%%ﬂnﬂnﬂn%5050

10931, X7 4542.785, df: 136, p=0.000

=
=

KMO

B

%

adlow AAse] 1 B ol

X
i

—_—

o
el
-
,_umo

rvze)
iTl
o

o

N

o
oyt
o

—_

0

,ﬂl

puze]
s
OO

o

ij]
Hr

~
;OO

vzel
_5 T
N

M
=
T
o)

<
oy

4708 @loz Ao 1 B

W T

3

A

7 k= 3}

al

,_lryl
juze)

T
OO

ﬁO

-

ol AA A

_76_



A2d AT A

0
U
K

ﬂ
NI
=]

o

Ko

T
e

T
OO

o}
‘_Ir.”

hSS

ol

el
T

i

mmu_-o

LISREL(Liner Structure
TR A

ol 7FA 7}

[e]

2 o
T

=N

[¢}

39t Amos ver. 4.0

)

[¢)

Al &

o

=

2
=

=

Amos ver. 4.0
LISREL ¥}

1

R

o
R

Relationships), Amos(A moment of structure)
of A
3|

0
H

b
o
.
=)
B
™

B

o

NI
[ml

=

™
J)

7

3o

Aol

M

o
oy
o

]

57,]_0

A

3

<

4 7

PR

At BA G A 71 2

B A 3 7ol

i

)

do

oy

ATl A =

e

~

o

I

ﬂnﬂo

oy
i

=i
=

3}

¥

=
A5 B o] Ao

g, A} et A4l o)

PA 2 T

bl

]

A

3l

of 9

3

&

iy

vzel

s

Aol Ao &

)

—_
o

o

o
]
&S
=
o}

N

G
i
)
o)
oF

ox
_
o

puzel

i

—_
o

-

hSS

=)

]

_77_



mZ W O+ WO ow oy Y
F L 3 I
N & W N o w9 S - I
o Gl e = T S e LK
N T L
G ol Gl
o do oL w
y < T % o4 T o T o M
Wo N T =
: B o W A < T
v ™ O~ e
viog ™ T Moo Y
.= . iy =
© — o] =
E S B o X -
— O g _t 07 :i N ﬁE .
0 n X — = X rlDE ‘Ul
SO my XN o=
= WL B W o
. O =y Ru " AR
LOL N I= _A_l \._m_l‘._ OT Zi ]ﬂA W
~ Rs] E.# NG = = N
B o O o oW o MR
ﬂwr N R -
X S R ooy Neo =
K 10.[ % o Ko O ) ~ =
Ny - bE T 4 X
v N
Aﬂ%ﬂ_ﬂaiﬂuﬂﬂ
R R T
o IR TR I SN e
= = ) B = o R
_/A EU J' ~H —_— er_
e 2 A A S B R
e Alcs R 2 2
BN ]y K e T o e
/\ »
¥R s X X9 5 o =
, T X 2 =
\ 0 / ~ Lm;l - [R ,H_OW 7...m 1__/I 1m_l T ~
R v o Vo wx_m SN SC +
oy " RO T I B
B R TWE N B W T W o W
T o wm oo o F oK <!

_78_



e/
o2
ofs

s

A
il
z

g Hras) AN Aol A% golwt dEaE e u

o

Y
°
N
o[)«
i
o
to
=2
R
A%
]
-
¥o
rlr
e
4
td
odlt
o
X
i
ki
N
-
rlr
o
2
23

)
o
3
a.
5
o
147]
107}
o
—
H
=
—
=)
o
o
'
L
ol
£l
2L

CE pARRI FAYL Aol A FAL Lhehy

= RMR(FH 7 Al 2zxp A 3 Root Mean-Square Residual), 22 a1 7]

I\
q e

FAFE FHAA AGdol] g AF=of H&o] V| Z2ED e A=
< YEeUl= AGFI(FAFTA 54 Adjusted GFD) <}
XAl FFAE YElE NFUEFHF A5 Normed Fit Index) 5 ©]
ol Ak 71ES T <3 4-4>° AelHol vk
A% A= GFI0.945), RMR(0.019), AGFI(0.903),

JEdel fFere B ATEYL Foho )

A 5 =75k dd 7%
GFI 0.945 GFI>0.9
AGFI 0.903 AGFI>0.9
NFI 0.955 NFI>0.9
RMR 0.019 RMR<0.05

X’=114.171, df = 31, p = 0.000

82) z/d9l, TLISREL Fx2¥-g2xd, A& JAEsA), 1996, pp.103-104.

_79_



=
w
<
g

L=
= % Z|5|E
130.4. %9@2
REIEEEEEE
Sle| s e
RSN
HEE
. 31
AEEEE
JEE RIS
2 0060
O.O.O.% 4k
o | o 04
0.1_
S
-
T =2
ASEEES
oO.O.Oﬂ737
= 0.0.7.%9m3
00.7.84W1
O.oo 2%
0.6 22
00.880
0.0.5.
)
w
ﬁﬂrﬂ.ﬁ
Jdlﬂﬂ‘ww_l,l
30| % | 5o e | o | AN
otﬁooﬂlo#zwrﬂni
To ﬂ%]l]lré-
ﬁﬁo w| ,x%AzL
_.E \:, E.D‘WLMEH._HOEL&ﬁﬂ,I
7 | o | T @i@ﬁ%@é%wﬁ
: )10 i oo | 2 =r | o
@oﬂ%%%%% el
oﬂoﬁoﬂo_ﬂa Eo @
N To | Bo (=i b ﬁﬁ
meﬁoﬁoﬁomoﬁo@o%%ﬂ. :
— T :
%otéﬂememoﬁoooﬁoﬁoﬂuﬁwﬂ
bk iy Wo T Bo %o ,Mo X°
e | X =0 of) o To | go
w:.uﬁf OIﬁoﬁo

2. 7} A
HE A4

~
o

71l A st

et

D 7k 19 A4
|=ie}

hSS

e

el
;OO

Juy
8o

Bl

o

22 el

Ejl]_
y 7]’@ 1-40 o‘l‘o }‘1 1
1 A | H

_80_



7F 0917 ol¥ CR.gte] 12691 (CR>1.96)= et A B]27]¢] 9

7Hd 1 A e

)

0

W

el
o0

s
OO

)

ol Mux7]

3L
™

I A 3-47(2003) ]

RER IO

[¢]

p=1
[¢)

°]

3} Ghobadian(1998)

)

A

= X

0]

MAts A7e] Ave

"

oy
;00

gise]

[e}

O;

[e]
e

o
X
5

B/

I

,_._mo

o
OO

ol

A 2 7] ¢ o]

o3 4 7z

o
o

IR e P

0

W

oy

ol

el
,_._.mo

e
8o

ol

Nr

24

-
R

A3, AE=AF7E 0873 oM C.R.%keo]l 3.349(C.R.>1.96)& et 7HA 2

& = 2l vt

o

%< (2003) 9]
A7t 738l A ()]

Ghobadian(1998)%

A=

Els

o] &

B

|

e
el
;OO

o

O;

)

X
oW

A 30 An] 279 9

3) 7t 39 HA

M

N

0.276(C.R>1.96) 0 & U} Ehr}

_81_

2A7F 0066 ©l™ C.R.gkol

7

[e]
3

EER
714 39



71 2b = Ao

o

R

7k 3

0SS
)
—_—
o
o)

el
e

J)

A

el
,_._mo

o
OO

—_
o

iy

el A7

79 A 3}

8- (2003) ¢

1}

==
o

Ghobadian(1998)

s
X

—r

0

-
pul

™
O

)

)

oy
;OO

s
OO

1=
T

B

2

A3}

al

%

A

4

7HA1T, 2, 39

=

p.

of ut

7ha

i

kel
pd

9]

[e]

37 2l
&

O
[¢]

[e)

pL

7.9 4 7ol

o)

M) 7] 4] o)

S

x

el
,_._mo

e
gl

0SS

x

oy
,_._mo

e
faid

)
o)
o

ges 2y,

o

R

744

T

=]

o}
&
T

4) 744 49 HAA
(1) 7F4 4-19 AA
71 4-19] A

-

L

2}

of mel A

nR
of
QO
)l

he!

A

4-1-2.

_82_



I

g 55710 whel Au) 279 e

4-1-4.

® 4-1-19) A4

<3 4-7>

©
=

=

,ﬂl

2

—(:5_}__

Fol T-testE A A

)

5')4

3} 7]

A4

S
=

AF-7F9 4-1-1

o
o
oF

026

-2.234

Hlo

i
=
o)
oF

125

2.366

Bl

NF
2!

6710

7430

i
o

2)

3.6510

3.8127

213

170

‘_.mo

Nlo

o

9001

9001 &

14001

JyAlO

—t

i

ISO 9001%1 T "t& 57 AMuj=71 3} ISO 9001+ 14001

Levene #4423 Fgko] 2366013 +9gt& o] 0.1252 YEFY p>0.05 o 39

I
p8i

AR DN

71 2b s A

e

7]

aL, tghe] -2.2340lW F2o] g&E o] 0.026(p<0.05) 0l =

)

R

71 o] ISO 900131 =

ol
o

o)
v

—

~H

i

ISO 9001+ 14001¢

o
T

seAE

1

X

oy
ojn

—~
o

)
ur
W
oy
=

At webA 7 4-1-12 A E A

R

_83_



4-8>3 7},

T T
oY T
1Ho
o}

kT
wE

915

.089

5T
3t

<

=)
ild
Ulo

Levene9

.068

067

(1S
)
N
el

7190
7048
.6438

g3tel Fol

I+

w,_.n_wo

3.7307
3.6885
3.7195

281
61

41

7] 9

)

A4

i
-

@ 7t4d 4-1-29 #A
e

7}

e
i

oy

gl

o]

7}, Levene &7 o] 0.567¢] 2 ] &E 0] 0.568%= LtEFH p>0.05

@ 2
257

JJJ
2w
=<
il
o)
v

—

NI

al7

)
jaxe]

2)

ﬂ,«

To
"W

Bl

il
-

el
=

off
el

vk

I[SO¥

3.7307°] 4,
3.7195,

X
R

L
o

A4

SEERS=

\=]
ZI__

d

o a2y AAEAF Fakel

o

!

ol Eo] 0.915(p<0.05)0] =& A

0.089°] ™

ki3

= yetwt waA 7hA

Ao

-
L

BA

A} o] 7}

frel

Ao =

4-1-2% 71zt A o}

o

)

ﬁo

o)
e

—

NI

_84_



® 7HAd 4-1-39] #A

33%94

o] =X X °c =

Levene? T &4+ = Ao o 8k

NZF2Q =K RS

”7"]7} N | 9# | ®ZFaEx F 33
Levene | 9 F 59
A 35 35

670€ " Tk | 124 3.5685 71266
=447 6-9/0¢ | 116 | 3.7069 6574 139 871 |6.214| .002
97 Y o)A 143 3.8695 7047

‘90E o]’ el 7del EAA T Fo] 3.869501H, 6-97§ L0l A9 H 7|9
= MY vwrel 7]ge FAAAH Aol 35685% LE}
U $HAEL [S0UFS g5st=d 99 o 209 7AE FAAF

a1 AEAF Fakol 6.21401H fH9 & o]
0.002(p<0.05) 2 el Al e H#e SAZ R o3 o7t de A
o2 ipEbykTh

wekA ISOJATES 2a7|tte] Ao FAF AL e Ssave

i)
R
o



A e = A

o
.

ot webd 7Hd 4-1-3

g

A%

@ 714 4-1-49

4-10>7 2

<3

b7 9

]

A7

oy
T

S

A 57}

4-10> AF 5T 7o W& FAAH I Ao

hyA
st

!
= G 3
o DR |k H =
oz -
P g S
Mo <
,NrL o E (=]
o)
©
ww oF Br S
17A10
o)
mﬁu 2 o
O — (@)}
2 = 9 N
5 X
=
) Q||| m
ke Bl S| 8|2
N Q| |9
P
0 o~ © | o>
k) |0 |[F|xm
Lo ()] o0 | —
e % | 1| 600
[ap] e Qg | 6
LO LO
e R o e
||
pir
r_o |dld|d|d
Eo Eo XX | R | R
= | R | RS
TR || T
s
Jymo
!
o

i

o
il
o

3]

%

3} 7]

= B X
g B4

Aol

73 72

]

NV

i

u g

7] 9l

o
wr
wr
Nlo

—_—

0

1 A¥ Levene T A #o] 249001 F93Eo] 006022 YEFY p>0.05

roh, el

T
p8A

I
S

71745 )

o
-

‘o] 35987, ‘the] A a8l wWitol ISO%

o] 35137 o2 e}

1

DR LR

3.8598, °

o ISO

=

<

o

3

i

1}

_86_



vzl

A

!

N

%

B!
—_—
o

p—

0

B!
e

,_lryl

jze)

—

Y
Hin

I
o
-
i

el
Njo

pu—

0

A ™ Fkol 6.00501™ 225 <] 0.001(p<0.05)= et Y

Al

-
R

Z et mebd 7hd 4-1-4

=ttt

(2) 74 4-29 HA

74 429 ARAEE et 2

-
L

okt

of me} Mujs7

Ak
of
QO
)l

he!

A

4-2-2.

71l w2} A u] 27

o
o

4-2-4.

® 744 4219 2H

4-11>3 2

<3

S
=]

o}

a3=

ki3

]

2 A

ol T-testE

)

_OA

3} 7]

[e]
= a4

¢!

A 37k

_87_



Levene] Hyt ol T YA
AFHY | N A | FFHA| T 2A 3 -4 A
F |[#9%F& t o9&

9001 213 | 3.5427 6374
1.592 208 -2.939 .003

170 | 3.7447 77050

Mgk A3}, Levene HAZAY Fgho]l 15920]3 Rl &o] 0208= e
p>0.05 o sFE7] wEel Jeke] Fate] Aue AFPEAE 77EA e
o mepA TRl VMR EE & ¢ ANIL, tgho] -29390]W o] g E o]
0.003(p<0.05)0l 22 F HAee] Ht2 FTAHCE F93 o7t = AL

etk wekbA SEAES IS

al

dol AAA "ol ik g5 Fo= o ISO 9001 TS I53 7
P
T

o
©
S
S
—
i
P—
[0p!
o
[—
N
)
S
—

‘O,
01)1
filo
ot
i

ol
ol

_88_



4-12> A" fr 5o w

hyA
st

<

CI 8
RO| o B ™
T

(9]
el e 2
—

C 3

o_uﬂ_. SH
1vmo
R
N E e o

O —

S|

_ e .
—_

,_HM_ 0| 00| 0
= AN | - | O
o~ O | <
N 2| Q
el
[aN]
=) ﬂ o~ @
S| OO
e o5 | D
NI M| ™M
—
Z QD=
oF
EO
o o -
el
H
~
NI
o
[

i

3ol

5

Aol 2 B AHEA (ANOVA)S

‘g]
A3 Levene &%l 0.058°]1 f28&o] 09442 el p>0.05 o

)

i

0]
pal

LS|
o

By, A

< 714EA X

=

i

o

725

=
g

o)
)

—

<= o]

i &= 7]

o|J
o

o)
Y

-

~H

0.235(p<0.05) 0] B &

4-13>7 2

5T
3t

<

_89_

7] 4 = At

==
=

“QF A av|grel weh Auszleel 3

® 7t 4-2-39] #HA

et WA A4 4-2-2



o ERAY
TrTZSG W o o] o
% 5 DT WRND WD R o
ol SR 8 i~ o 3R = e
—~ o) ,ul 4 N ,9-‘_ - < :
o N il < ® of oo o
ﬂ_rm rvze] T ‘__lnwﬁ < —_— N ,UI i} OW ;.o‘_
o 2 o o W a AR < - o
© ‘w A —~ Lv\_ OL wA o ) ﬂ_—Hl T
o ™ 98] ‘_IﬁAr N \ul o X ..ﬁ =) OL ﬂmm :i
| g o o K Mgy "
Mo o3 o ol T ox T om o T = mr
H - ol o= o = 7w
T —_
~ o mip Mh %.ﬁ ~<© :.L W_r., oF @ = - T Eo L
jul7 ofF ®f N ECl S N L b <3
o = - NN > CLECISE mo —~
®e = 0 (e M_OI B = Tn g R N
TRlEw o 1= - e EEE « 5T
= O = N n o o el = T - i
T 1 | i, : p
2 % o — =y - iy .9 o BN e _ i
o (S = o < T o .
= o — M- o= o ) N =
- TGN mﬂﬂ%s,&ﬂ @ ol
- HEE -2 i el iy N
E = N : -
: RN s i%wﬁ Woa T ﬂw
B e er o A = o = ~ :
3 F TR Y5 F 2 N T
518 i & 5 N Nr 1o ey
~ N <9 1 i ) Sz
S| S Y = o 'y 7 i 5
. ) QO | B of < = E = & ® A
EO N | M| ™M —_ ﬂ7_” ‘O| H_T_ n_@l N = 2 M ,D|. ,_.mo
o © \wmo ﬂ © o~ o ) Eﬁ
A= S 3 =
SI2|F %%.ﬂmﬂL T g & 7
Z E el ﬂ&u.%%%ﬁﬂ%z%u;%ﬂ
~ ~o ﬂ,OI V B 1) ~E OE MI Jﬂ 1_,.Al ,DF % 5 T
of e o W b n_w_ W 5 = m D R o M % " z JmM
R | l= oo e B o W od o 3 o 2 =
i (@) ﬂﬁc =1 5 o T : - 2
— o X — —~— _i_l _ ﬂ/u.A _
Z#o N = | = W N ,AO o \UI E ..M S -
o) N oy o — o o g
) z_o@r@.ﬂmﬂﬂo Tow oL P o
W o) o 1H T T e o 2T X
N % N o o= L 5Tz y
s R T T

A 4-2-3& A9
_ 90 —_

71l wep A u 7]

Atk whekA 7t

A~
e

A=K

@ M 4249 AA

al



4-14>¢9} 2+

A
It

<

(o]

=

t}

-

L

2t

i

0]
pal

hyA
st

<

T
i ~
=T o 5 do O
= ol ok BT ~ e
S ay
o - =
CE Rl S o = N
o — -~ N
o
aw o &
OT ﬂﬁ [@p] ﬂ .,Og
O ,ﬂul o
DR z o
O = nAéj HI |
W &S R X
e My o
- Al
) ~
5 8|3|58] X
N e|g|8|g Clp
I EIM
-
Ju % % M m ,mu_ 2
[ToN I e Bo) Re») = T
2 cle|s|® o 5
BB |F| e = ?
mo o
0| w0
Z 982 & o
=
o) | o) || oY T X
- ° —~ o
N I ~ 5
o 1o x| R | "R Ho M
= - | 7O | R| o oroL -
||| T o
No of
H or
= -
N o X
e 2
=

1o}, oje}

hud

0|

I
o~

71 2b ) A
o] 1568019 2] 2 o]

1

BA

A Tz
717b 9o
_91_

=,
.

ges 2y,

o

R

R 7ha

of wel Au 27l A5

A

I A3} Levene FA®o] 012403 Feojg&o] 094602 YEIY p>0.05
7} 4-39] A

2 vEbsn w7 4-2-4

(3) 7F4 4-39 AA

-

L

[e)

2}

0.197(p<0.05)= e} o]

4-3-2.



4-3-3. 91 =2 Q7|7+ wrEl Mulav)de]l AEA s ZFolsl dS Aot}
4-3-4, 5 %70 upg} Aulx7]de] AFEAE 2o 7 A Aot}

D 4-3-1¢ A4
“EAAF A W Amz)gel AT Aolsh gL Ao i

ARAAE AR Astel T-test® ANT Ao 0 <E 4-15>9 2

<E 4-15> FAASHFEA wE AFE e Aol

Levene? Hr o] F YA
A5+8 | N A | EFHA | T4 A4 g t-@1 A
F |F9%8& t ol g s

9001 213 | 31252 .8547

A -7 2} .837 .361 -3.339| 0.001
170 | 3.4157 8347

AN

ISO 90010 F RS & 53k An] 27197 ISO 90012 14001
955 Azl @ AL Aol7h e A BAT A

3} Levene AA A Fgrol 0.8370]x 9 &&o] 0361= YEY p>0.05 o
AwE s WEe Yol Biol Pt ARAAL AHA 2o mEA
A

_92_



@ 4-3-2°] HA

Al

-
R

R

0

[e]
= A

J)

of we} AH] 2]

4-16>7 2

=

<

[e)

=

t}

1

R

2 3}

}

k9
“

A A

AR ] Aol

=

R

57]
o6 ol

)

S|
=

A4

: G L
T x| ok @Y -
!
o0
—
G =
oF ®F ©
ﬂmO
A
N E e _
O —
S <
e .
_ Me
—_
X L [ O —
B N oo | <
N RS
A | S | =
O | 0| O
* Z22E
B A || S
4] o o
—
z R o|
\HO
0 k- h
~ °F -

4-16> 71

]_/\-1

3T
3t

<

e
i

oy

el

AR A} Aol s BAEH(ANOVA)

=
-

71 ol uwh
A3} Levene & Al #o] 046103 F2]&E0o] 06312 YEY p>0.05 o 3l

}

9
pud

I

al7

_93_

s

kA 7HA 4-3-2% 7174 E AT

® 7Hd 4-3-39

Jep et

0.186(p<0.05) 0] =2 Al



ARAAE AA7) dste] BARAE AN Ade T <® 417> 2
ot
<E 4-17> =428 77b0 WE AFA Y zfo]
3 7 9]
Levene?| &4t %%Oﬁoﬂtﬁw
?_]_%_/J\_.\OJ_ 7&;(& o
A | N| %P | EERA F 474
b Levene | 9 n 5 9]
A% | 9% 85

670 mwk| 124 | 3.0215 8770
A | 6-9704 | 116 | 3.2299 1682 2.005 136 | 9.818 | .000
97N o] | 143 | 3.4755 8572

_u
ol
-

Jlﬂ

at7] Asto] Q% 7]zte] mE AFA R AolE T4
2}

7l fieke] Ae73kE ‘6/lE mIRE, ‘6-9784d’ 9/ d o] o w 7}z

i
4
2

o] ‘97id o] 7IHe AFAHH o] 34755017, 6-97/hH’e] Aed VY
o] AFA o] 3.2299, 67/ mREQlL Y4 o] A FA o] 3.0215= o

f5atn 9 o 288 7B ARA



@ 7Hd 4-3-49) 24

“QAF A5 Bl ma Aulzr)del ARATE Aol Qg Al b

ARAEE A7) Ashel RARAL ANF Ao g <E 4-18>3 2

<E 4-18> AF Y S5F7 wE AFAA ] Aol
3 1t 9
Levene? 541 )
A9 5 . 4 e s
3 X FET 7‘320
%7] N o AL Al ‘%‘X}_ F
Levene | 9 F 9
sA% | g8 S
UlEA 9ol | 145| 3.2989 8414
3 A A g o)
Apags | SEARY 125 ] 3143 ] 58633 510 | 676 |5952| .001
AAA Qe | 52 | 3.6474 7877
o)A ael | 61 | 3.0437 8574

>
@)
l-lO
o|\
_l |
A
offt
)
=2

e AR FolE BAG7] Aae] 455

=
=
WRA e, #AA 4, FAA L, WA ed'o 727 el B

1 A¥ Levene A #o] 05100]a F93Eo] 067602 }EFL} p>0.05
of idE7] wel Feke] FAake] e AFIMAEL 71 4EA X w
A SAte]l A E S & 7 AR, HAATATE Fgho] 5952011 # o g E o]
0.001(p<0.05)= el Al Hete] Hd& FAACZ fFog o7t = A
o= et

BAAA QQlew dste ISOUTS 5% A5 AFAHY] A

364742 71 =4 YElyew O tFoz ulFEA Q0o 93] ISOFTE

o

[e3
—

g59 490 ATgTe Wirol 320892 T WA A 4345
LEEFES
Wetd EARGBED FGAT ol $dAR ANS 4TS



X
%

¢

o

b
el
)

o

al

ul
=

7ol F44

}

9
pud

OX]‘

i

I 140012152 5 Aol

=

¢}

R

Q]

ol ISO9001

o

0
o

ISO 9001

N
=

¥ 14001

=
o

<l

o] A1 ISO 9001

o

or
o

of

J)

+

B

0

o
oy
™

B} 2

ISO 9001 ARl =157 ¢

459

Al

4-19>9} &t}

-
it

<

o
o
]

B

Nfo
eyl

_96_



ok
2

4-19>A7F M A Y 2

A
ar

<

T =
B/ " M g
3 N x -
~ =
X
_ :
S
™ ﬂu muﬁ |
_ | H
|2 |
Bo )
ze)
e [T x =
i § E )
) h o lv_,l HM
4 £ i : BN
¢ =R : %
Z I [ w :
J-E -
B% = N : :
£ 1w Hi
: . : o o 53 X
3 : M T E M - vy T a-
lonz ~ O & z 4 Mﬂ ﬂ_H
£222 z - |z N ~ e X
w|X° X e ) - : 3
: Va £t . < | 3 3 {| Py
o P b w s w : e . : : :
B =« |z G ) - S
ey s Nl Ny e ) 3 gy 2
& ox ﬂ ﬁ?ﬂ = ; £
o ° ° | f‘ﬂ Jl
\.n_-w i e - 3 < oF ~N op =
=55 T G ur o Njo N KT
. T N o] —
OE . o |
__1 o Xq
o5 — o : ;
\WL » , , i —_ zo
N : i i B = uir
: D R e B
N - i :
: % T
i il
< <

_97_




)

A5 4

shol et =S} Al T 7]

beach,

)

=
T
il

[e)

™

—_—
o

—_

I~
N

[e]
=

H

= oAuze] FAZE o5 S

M a71d e 37 s

3
=y

—_—

SR EL

)
B

—_—

X

NF

bol $2ihee] Abele] A

[¢]

ol =)

9 129 =7t=
de 7)9oF & Aot}

=

do

X

a

=l AMu 7]}l

w

Bl
o

Jo
—_

oA ISOFZEE A =

o]
H

3.

A n] 22 7]

}

=
k9
“

1= ISO 9001 152 H=

R

e}

=

XV
Hip
|

o

o

Ajm
Tor

oy

pze]

o
Mo

ﬂl

jze]

B

A u) 7]

Foi o,

6]

o=

oy

< B 7]}l

A 271 9]

B

ool
ﬁo

w
i
=

™

—_
o

)

NEREE

ISO 9001

°]

=
=

A A 2719

]

RELA

e

-

L

Aol A

=

N

o

_98_

Fo et

)



bl ot

[¢]

azzt

oy
<A
o
1
X0
o
o

shel ok,

)

e s

[e]

A =

. /\].ﬂlﬂ.

AE7|=0T)Y, Ay An] 2], v

o

—_
o

—_
o

oF
iy

O

il

Aol A =

=

47%]],

A

o]

o

ojth, 744 2 “Au] 27l e

o

oy
frss

s
OO

)

bl

47

=

=

Aol

1
R

a3 744 13 7Hd 2

dAsto] £

N

ol

—_
o

oy
<
il

ﬁO

el s g om, 7h

s

A Z
2y

7% 4 3t

714 9

o]
Ho
il

T
00

ﬁo
Hp

] 22719] o]

712k of

3

d

a

oy
100

ket B Qg el Aol

3

o o

fL

A
o] Au] 2719 ]

=
=

o

o

stol Muja7i]iel &

Hatst AgYRE TR

T
OO

o}
)
o
Nfo
el

oy
;On_

-

}d
_99_

°

w7 =

=

=

%3 4 3}

[e)

JLA

r o
o
beict.

G

3}
=

7

%

73



o)
Ho
o

T
OO

ﬁO
0
B

|

o

oF

—
o

7o
gy

mpy
,_lr\”

ze)

T
OO

T
o)

] 227) 9] o]

-
R

°]

FT A7

0

17 2

0|
pul

A2 AT

Bl

o wal Au gl

71&E
H

-
R

[e)
R4

7
S g A7

=

stol A7 A

)

of i

o]
H

A 2 7]

&

bol o} @
A= o

o

=

sho] 7% 3 ool

°©

)

o

=

3}
A AL

=

=

%
714
) 7 =

-
=

=

=
=

%3 4 3}
Aol A o

SR

o
R

-

R

-

R

beict
°l

3}
=

=
o

[¢]

shel ot

%

o
_
)

el

%

]
H

bzl el Aol 2]

)

T2

Bl

BK
BK
e

0

=

o

b 23

(€]

& A9 ddes

A

A
fus

4

il
o

2ol &=l -]

] 3

W97l s E

-9

Foglold mE Au s

B
)
il
.&O

&p
b

rvze)

el
oR
&
N
<
W
el

zel

LpEf A

=

=

A2 3}

Th
-

vze)

_Zrl
=

ol

B

Al & 2 7}

Ea

Lol A

el <f

[e}

g el
g ol

=

=

==
=

shei7lol 43kl

)

2AE 7HA

)
-
,_._mo

—

w
iTl

|
s

T
hin

el
&

o

- 100 -

1 A

A



3
~
ety

i

S
o

o A ]

i

vzl

A
el

ol

2 3} 9}
bol

tel 7

]

J)

A

373 7kek A

(e}
[¢]

o
R

)

+3}

N

fol Al A7 A

]

o
o

3}
=

—_—

o]

ISO 9001
54 AuzgFds 434 A7/ hac

3

AR, Aul=7]del o

o Hadod

A1 H]

o

X
ﬂ.o

=

o
oy

s
OO

ﬁO

—

bolst &

A 7174

oF
i
Nlo

—_—

o ISO ¢

i

N
4
oy
<

=

¢

’

9 A

)
B!

%

- 101 -



oo
TS =3
O = i
.;Ir'yl ;O.ﬁ? JO._I H ‘._m_ur‘._ ]
o) o B . N ”
—_ o _ o H "
o G ©° ) ﬂ:ﬂ ,ITD Jl Lf
(o) S ‘Ix_ﬂ ) —
= x 3 - i S
ey X <2 ° e £l ol
umo -~ gmrL o \_.,_mo ,_Ir‘” ,_lﬁ_v.‘._ —_ m
T o~ T o o3 & o W kil X
= X ) o - = _ ) =
X 4 K S = noF & ie} o
LE s - : z
% 5w g 5 e T+ 5 T X e A
— w ) N B 0 = e ° o -
n LI o Hir A S % { — 100
T_ Y e n_Al, = e A\ § L < o Bo
A o X o AN = 3 s 0 E 9w o
KO X pal o o Ho s
P ~ ® . On_ —_— - . = _ﬂ_ S ‘ﬂ o - D X
o B S x S @ 8 T A
PaZE ﬂﬂm@ﬂiﬂ & T LT
_ X o W i OSIE = i s
T o o o o B G - i}
JED - ﬁO —_ B i ;II‘ML e pzel
n =~ . o TO » 1 R oo ~ Ny X
»ﬁ ‘MH L N (@)} ﬂ‘._ ﬁo OO [aN] o w m_l eyl
o= o K N = o ok 7 oD Tm S BT
< N7 o= < 4 e ! sy CIE! Mo &
ﬂaé%ﬂ,muo%%é,n«,7,@LM
Mo ® t+ = X =0 faus ERy o W o gy &
. X 7T S X o < 7o 7 & -~ <] = fy
S 5 B O o 2 £y T o= < = £
N =1 Ho T v oF 0 o R < o — a Bo X . ee
) o ol ra = o~ ° s o o - . ° o ©
o — o X ol K ~ T el i b < - T
= T [N 2 o x-S0 63 - R A
it @;Zomuiq;sjoﬂ FoR ok
= : e % s IE R g o n 5w R HR
.. : T X O - e B N
I T B W > = F O R L % I
~ o & By & oo oo B &
o jof oo BT o & M VR o - B o O
L% G oD ot o o G-
NN B A R o X 6N =
N o = BoAE TR I - o D
N = Jy = o T i B ol
1 N R i i -z :
N o Eo OT go R
7 N of @ﬂo A
N mz ol
7ﬂ ﬂD

71444 el

, 2004,

<

- 102 -

3E 2
WA A =TTQ
- M) o]

ol &) 5
Objfﬁ]J,Xﬂél

% ol A

A

‘6]‘;?[— Zﬂ = 7]

EA
’



)

}

9
pud

A, A

o

13
of

2003.

b

71374 el

T

A A

A

, 2002.
a5}

A Al 2]

of &g A"

)]

<

4

7

:‘qu16
=2

, 1999.

& F9A

e

Oé o}

R

+719 %

fud

3]
A, A28A 3

SR

, 1998.

i

0|
pa

<

d,

s okt gk al, 2002.

of

dAT
94 1

= e e I i . .
B/ B B - =
= ok B
Nlo o - - e B i/
=1 = o o ol
) S T R
) 3 _ Tr o -
2 0T 0z 5 v Iy
AL
e e k& T 5
fr— I’ o ~ 2 o o
S e} &O_I 1|y ;00 ,_Imw_
—_— ‘lﬂ O
N o I W B © W
X W T R % s
o} =y \ﬂv m e M 760
Mﬂ cy = ) g e 3o
E « 3 = :
= ra MM Jm, = Mm wm < M
~ . N . mo e B N 7o 2: m W
= E ) :

S S o) o SR o ~ =
R BT P o T oo T
- R\ B W S Nomo W
N ;i =L _!n_ jo° m ;Iq_./l = < Fm %o
g DGR R =

= 7o ) T T - 8
j, T Y NN X T = { . B m
A 7RG Broof A do . A T
ZiinG fi e X 2"
Tl B . X -2

1 o 7o To
v Yk Ty Ra o ewmoak
~ _IT o (] ﬁ T — “L._i ko] ﬁ
H | H Al = 3 ~y O U ~
= g = — 1;_% S N ~ < I_.U oy T R
T xTeT g HMyggs opnw
sProirers Ix ke
R L wE S ZawoegR Do
Y mw__ WM_UH MH:.U M wmb o b ,.‘lm._._ = ~H MM.U L Eo
. X ® = N ® . f =

[ - - HW‘_ - % . - M - - -
= T I TS T S o @
3o " - e TR 63 A op
o7 o B! of A2 ok Y

- 103 -



%, , Al124, 2004.

A5, “FA49 Ak YAEA Axde] z@Edl I AT @
S3AGRE ,, A29, 2004

A, “TQMe] A2d SAd @, o asha vhabekgl i, 2000,

Z400, T LISREL 2944 2d, , A% 92854}, 199,

2§, TeEue Aulzage) A48 Amger, , LG AAAT L, 2004
2, UERAFAR BF0 QAT HAE 2AEH] @ AT

W f sk 9AL 8RS, 2004,

AN, AR SRS E | A& 8HAL 1999,

W, AL g Bl AW - B - S M2 E SR ERAL, 1991,

g A A(KAB), ' ISO 9000 & FAFe &l A, , 2000.

<T ol B>

Ahire, S. L., D. Y. Golhar, and M. A. Waller, “Development and Validation
of TQM Implementation Constructs,” Decision Sciences, Vol. 27, No.
5, 1996.

Banks, J., The Essence of Total Quality Management, Englewood Cliffs,
New Jersey: Prentice—Hall, 1992.

Berry L. L., and A. Parasuraman, “Listening to the Customer-The Concept
of a Service-Quality Information System,” Sloan Management Review,
Spring, 1997.

Black, S. A., and L. P. Porter, “Identification of the Critical Factors of

- 104 -



TQM,” Decision Science, Vol. 27, No. 1. 1996.

Bossink, B. A. G., J. F. B. Gieskes, and T. N. M. Pas, “Diagnosing total
quality management-partl,” Total Quality Management, Vol. 3, No. 3,
1992.

Burati. J. C., Matthews. M. FandKaildindi. S. N., “Quality Management
Organization and Techniques,” Journal of construction Engineering and
Management, Vol. 118, No. 1, 1996.

Broh, R. A. “Managing Quality for Higher Profits”, New York:

McGraw-Hill, 1982.

Camillus, J. C., Strategic Planning and Management Control, Mass,
Toronto: Lexington Books, 1986.

Carlsson, M. H., “Consistency in Quality-A Baseline for Achieving Total
Quality = Management,” Quality = and  Reliability = Engineering
International, Vol. 9, 1993.

Carr, S.,, Y. T. Mak, and ]J. E. Needham, “Differences in Strategy, Quality
Management Practices and Performance System Between ISO
Accredited and Non-ISO  Accredited Companies,” Management
Accounting Research, Vol. 8. 1997.

Chang, Y. S., George Laboritz, and Wictor Ronsansky, “Making Quality
Work,” Harper Business, 1993.

Crosby, P. B., Quality is Free, New York: New American Library, 1979.

Daniel, S. J., W. D. Reitsperger, and T. Gregson, “Quality Consciousness in
Japanese and U.S Electronics Manufactories : An Examination of the
Impact of Quality Strategy and Management Control Systems on
Perceptions of the Importance of Quality to Expected Management
Rewards,” Management Accounting Research, December, 1995.

Edwards, C. D. “The Meaning of Quality,” Quality Progress, October, 1968.

Feigenbaum, A. V. “Quality and Business Growth Today,” Quality

- 105 -



Progress, Vol. 15, No. 11, 1982.

Feigenbaum, Armand V.  Total Quality Handbook, 3rd, New York:
McGraw-Hill, 1983.

Flynn, B. B., Roger G. Schroeder, and Sadao Sakakibara, “A Framework
for Quality Management Research and An Associated Measurement
Instrument,” Journal of Operations Management, 1994.

Franklin, R. L., “Moderated Goal Setting in Quality Control,” Doctoral
Dissertation of Arizona State University, 1986.

Garvin, D. A., “Quality on the Line,” Harvard Business Review, Sep—Oct,
1983.

Garvin, D. A., “What Does ‘Product Quality’ Really Mean?,’ Sloan
Management Review, Vol. 26, No. 1, Autumn 1984.

Garvin, D. A., “Managing Quality”: The Strategic and Competitive Edge,
New York: Free Press, 1988.

Ghobadian, A., Gallear, D. Woo, H. and Lie, ]J., Total Quality Management
Impact, Introduction and Integration Strategies, The Chartered
Institution of Management Accounts, 1994.

Gronroos, C., “A Service Model and Its Marketing Implications,” European
Journal of Marketing, Vol. 18, No. 4, 1984.

Henderson, J. and S. Lee, “Managing I/S Desing Teams @ A Control
Theories Perspective,” Management Science, Vol.38. 1992.

Hendricks, K. B., and V. R. Singhal, “Does Implementing an Effective
TQM Program Actually Improve Operating Performance? Empirical
Evidence from Firms that have won Quality Awards,” Management
Science, Vol. 43, No. 9, 1997.

Irving, E. L.“Marketing Quality Practice”, Doctoral Dissertation of
University of North Carolina, 1995.

- 106 -



Juran, J. M., and Frank M. Gryna, Jr., Quality Planning and Analysis, 3rd,
New York: McGraw-Hill, 1993.

Keaarney, T. J., “Quality of Service Under Airline Deregulation,” in 1988
AMA Winter Educator’'s Conference-Marketing: A Return to The
Broadly Dimension, Chicago, Illinois, AMA, 1988.

King, C. A., “Framework for a Service Quality Assurance System,” Quality
Progress, 1987.
Kristensen, K., J. J. Dahlgarrd, and G. K. Kanji, “A Comparison of TQM:

Performance in the Nordic and East Asia Countries,” Proceedings of
the First World Congress, 1995.

Kume, H., “Quality Management by ISO 9000 and by TQM,” EOQ ’'93
Helsinki Proceedings, Vol. 3, 1993.

Leffler, K. B., “Ambiguous Changes in Product Quality,” American
Economic Review, December 1982.

Lewis, R. C., and B. H. Booms, 7The Marketing Aspects of Service
Quality, in Emerging Perceptive on Service Marketing, Chicago :
American Marketing Association, 1983.

Oakland, J. S., Total Quality Management, N.Y: Butterworth-Heineman,
1989.

Parasuraman, A., Valarie A. Zeithaml, and Leonard L. Berry, “A Conceptual
Model of Service Quality and Its Implications for Future Research,”
Journal of Marketing, Vol. 49, Fall 1985.

Parasuraman, A., Valarie A. Zeithaml, and Leonard L. Berry, “SERVQUAL.:
A Multiple item Scale for Measuring Consumer Perceptions of Service
Quality,” Journal of Retailing. Vol. 64. No. 3, 1988.

Robbins, S. P., Organization Behavior, N.]J:Prentice Hall International, 1996.

Saraph, J. V. P.GBenson, and R. G. Schoeder, “An Instrument for

Measuring the Critical Factors of Quality Management,” Decision

- 107 -



Science, Vol. 20, 1989.

Saving, T. R. “Market Organization and Product Quality,” Southern
Economic Journal, April 1982.

Schonberger, R. J.,, “Is Strategy Strategic? Impact of Total Quality
Management on Strategy,” Academy of Management Executive, Vol.
6, No. 3, August 1992.

Tamimi, T., M. Gershon and S. C. Currall, “Assessing the Psychometric
Properties of Deming’s Principles,” Quality Management Journal, Vol.
34, No. 3, 1995.

Tuchman, B. W., “The Decline of Quality,” New York Times Magazine,
Vol. 2, November 1980.

- 108 -



606-791,

o

—

<

B
+
Bl
o
%

—_—

<7

: B 051) 410-4388 (AT+4)

X
o]
=
~
o
e

A Y 72

A

\.WO

o

< s ga,

tel A%

)

Tor

AL
o0
=
"o

o

I

—

| A o

ofsff FMHAM s

AL A 99 F

=

)

Ao,

=1

gl

of YoM FMate] FAW v A

o

9

gl

2005

-
B
o RO
Tor ml.
= M_-
ﬂ jint
o
= o
20 o
T RO
oop
o "

sbko@Kkfqg.or.kr

o m &

C.P : 010-3107-7631

- 109 -



el

ﬂDvO
X T ol
T !
¢ o
N ol ~ T ®
AN Ne o T
1o° ! W ol
- m DT o — IH
~ = B < ok T Ew - 5
® s
= g T FT © R ; 4z
< 3 N = — TP woX o X o
- ~5 N .0 — ! g -
< A = L = °9% o
o e AR S w® oy S
iz b JPooT = e i o Fa o
TR : W R - & ¥ YL Tpls
. X o ~ o o o Eo X o nh off =R oI o o o
A]o qA_M m N o g i N mi & e = L > =5
,Mgu , W%Mm R S _ = L\ ™ MM@ o Mﬂm}mm
= = T R~ B : -\ o YR
— = 0 —oh I A ‘w \Ul ‘Drﬁ - o X - JJJ o & T
-7 ¥ o ke = o )/ e T i~ _
- il g © o 5 WW _ D o) — = h T = EoﬂﬂﬁTﬂL °
ST S P e T g ey o de Trdgd
- R i W o 70 o M/,_ N o T & o Hir R
= Lﬂwu\ujm Mnoﬂuﬂu oy ﬂrI we ©  ur Eﬁmmﬁﬁimﬂ
- He o T =n ™ o#u o ° @ B o © = INOS Ko ol T
5 seo®s Mg by of fa o o
HQ .N,.Q ‘mo ‘ml ,Nﬁ ,IL' @ ”V Oﬁ ‘ul LIL ‘mﬁ OME \ul O#E OME ‘_,IAE OL ;o.._
&~ 2 PR = o ol o & o) g iny = o = de o Y- oF
o ° 2R < T o F R Njo SO T ZS= ST
TJ e lar) - =) £ 0 q © =) S o
m N . T mo Nro R _ T o o <2 S © S K - Ko il
o = 3 o S~ L T _ o4 A
- @ @ @ a3 ‘Dr A X NP Eo z_o o o o S
o FF_E P HT T g TR 2o LV wT
2o ) Teaawm |z W oo by oo go o2 = S
2R AR AR c e X T LT = f RN Njo Moy B0 M X
T _omw Boagey ®¥FF Y gr ¥2 -t oy oy g B
T T mEE SN S O oF oo w N w s R e R oo M=
- FERZNE DS g A S N g T R
wron R T Tmp s g PR K & TLT _ Fogmg
Tmr TR T EN o_” B w o o =Q T o =L LT
~r o - T = el
Phmc 8 AT 4T Crg VT =2 Tl TH zwATS
T TToeTHTH @ Hw T —~ To Txao Tao Toa®o
@® oo < 5O © — o o <

110 -



A2

ag

=
3

< 7HA

]
=4

A
o4 743

o
PR

=
()]

=
e EE R

[e]

5

o

@)l dsl )
EDFEE 9

AMH A7 7197 Gl

Eal
ol

AH]

A |
THAA Aol .

o3} oldol gl

L
L
L
L
L
T

L

L

L

L

o,

9\1
2. HA3 G
2 34

2 34

al
0
3. %1

4

o]

<

MEEELE

3. gzt

1.
2.

Ny
e e T T 0o 1o Lo
il
< < <
< < < v
ny
REERCEC o M m ™ Se)
1o
7
AN < AN NS AN o
T
1
— = By = o~ —
" ok
=
—_—
o ‘.#
2 ~ Mo
W
X 1 o] jui s
=) E Toa e
5 =) 23 zﬂ
R £ SIS %
P T o 0w
o o oy
U.r-;n.v_.o ] o ofr
X | £3 . o
%) o mr ™ B =
U_Lu;ﬂ L a 1__/l‘..h_muﬂw‘_ =)
T o m e oo &
G o oW o
TN G W
- B _%W.d =
< - 7o o~ A K
EN N ) of of = m
T Re RIS 3
5 )l
paop F 0 pTR o
~ X x ~ x X ~
ol -y o I
TW W o TWWE Wy
o o o _!n_ o of o R o e
<15 O ® —aied

A=A,
111

[e3]

AH (3

]

L

=

=
i

¢

g BAbe wsEHo] AAR =g H

o]

5

A A

5.
6.



™

culny Uy U
b ﬂ_ml_ﬂ ToRTe) o o o 0 ﬂmﬂ 0 10w 10 o o N ﬂmﬂ o o
~ ~ ~ ~ < ~ ~ < < ~ ~ ~ ~ ~
Y Y iy
o ™ ™ Mmoo o M» MmN M ™ Sp) o ™ o
o o 4o
=) =) ™
e e e
M M M
R 38 R 38 = 38
B W) G e
Z A_u _—
o ﬂw o o =y m ﬁ Mo
< o
o | 3 R U o = =
55 B ET g _Ewmell (7 Loz
i) oo o E._ EE W m‘_ X _é.o 7 X ml
HE N me o I ANY e
T o= o 3 oy R . = o uo
S = Y o R Y & o) el
e o T T S ) ¥ i
~ =° <A N BNy X G
. X ol X ol o N U2 ) S
) iz} N ~o H Ak KR b xR
‘U! o o) 7 o k- UT =y S %o & ol Dl ) = Hin o
.H i o W = %_ H_._ ~T 5 — Bo°
T p W X N lE ReE ° doo 3] 2
o1 M i T o) ) o P e X o N i woom
_ L X I~ s
% G 2 TS ow % % X w T
B —_— N T oy X ~ o —_—
- N ~ . 1o el ol 3]
) I N s Ao ™ S N S B
. e Ll < =% ol ) o =T = o
H N = N | oy o OB W _ X i
_ T T R= A oEeMd e ® O®H 2 N
< R T w < oA w o T T T R
e CLAS E R o AT kDR T < R
o T - R " o ] ;
il K E K P Ja bWowwm= w7 <] A" ul o
X wwP ow oA . X T wHE wowmaE M ? o
| —_ kB
B ook TH of oW HE o ok m R o T H T o Mo o T o 2
& SN o <8 @ N I R T- Y- B @ -«

112 -

o AAE Dol HaLH F o]Fof

=
=

af

5

]

S
it

o)

1

=
1
Z_]

b,
4. 58 A AH G

i3
2 w7}
5. 92 A

]

S
it

o
&
=]



oI
al7)
!
7

o

csl

gt

o Au~E

RV
5o

o Al

]

1Ho
o|J

e

:fL

ol
a3

ERE

3.

1

Gt

H7he wa g,

AZLE7E S7H .

o]

p

3T

Z25Y

i
=2

i

o a7

Fel o AuaEd

5

4.

o
sl
4
3

)

™

o

s

s 234

s

s

A
ol

0
o

o
oF
KR
—.AO

1

=0 T
= E

o

o
<

1. F4UFISO 9001 ol %

akoltt.

5]

[

o]

(IS0 9001) o5 <=o]%o] F7}

] o

W

Hp

fony

]_O

o

1

NH

(ISO 9001) ©] 5 H] o]

Ko

] o

R
Hin

113 -



@ FARJAFISO 9001)e] ¥ F A Fel g APyt
#] & =274 A]
N
1. A= Aua(EFZ)e A o] A=At 1 2 3 4 5
2. A R EREL7I7F SAHAG 1 2 3 4 5
3. 477 xEsE 2840 FEEHAT 1 2 3 4 5
4. 7194 9] om A7} & =t 1 2 3 4 5
5, FAAF] TAMYTE ZZ A7} e Qe 1 2 3 4 5
6, P-D-C-A o #4 A45AA7L 45 = A, 1 2 3 4 5

FF AT Adks wol BAZE A e £ ool Hol FAM FRslo]
= AEY

THHE T

AR B e

- 114 -



ALl 2

2

B

KSA,

KPC-QA , BVQ]I,

T4l KAB,

o] w=Fo] 47 7

ol

et
o

i)l

o
T
o

A A F

T38l,

KOBI ##,

| =903 A2,

(o)

]

o T
R =

B

fve]

i

oAA o] =&

=

=
= =

WA 7
200549 124¢

115 -

718178 25w oA

=
T

Aol BT



	제1장 서론
	제1절 연구의 배경
	제2절 연구의 목적
	제3절 연구의 방법 및 구성

	제2장 이론적 고찰
	제1절 품질경영의 의의
	1. 품질의 개념
	2. 품질경영발전 과정
	3. 품질경영시스템 및 활동
	4. 서비스기업의 품질경영

	제2절 ISO 인증과 경영성과와의 관계
	1. ISO 9001 품질경영인증
	2. ISO 14001  환경경영인증
	3. ISO 인증과 경영성과


	제3장 연구모형 및 가설설정
	제1절 연구모형의 설계
	제2절 연구가설의 설정
	1. 품질경영활동과 성과간의 관계에 관한 가설
	2. ISO 인증활동과 경영성과간의 관계에 관한 가설

	제3절 변수의 조작적 정의 및 측정
	1. 품질경영활동
	2. 기업성과
	3. 설문지의 구성


	제4장 실증분석
	제1절 자료의 분석
	1. 표본의 특성
	2. 측정변수의 신뢰성 및 타당성 검정

	제2절 연구가설의 검정
	1. 연구모형의 적합도 검정
	2. 가설검정


	제5장 결론
	제1절 연구결과의 요약 및 시사점
	제2절 연구의 한계 및 향후 연구방향

	참 고 문 헌
	부록: 설문지

