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AAEQl WRIAREL AgATet 669** 2 tha A Uy, fHe &
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(3 4-8) EdHSet THHUS(HIAAT F BAFREAa
oy A= df Bt A& F folgtE
S AEA | 41.533 6 6.922 | 27.363 | .000°
1 ZF=} 34.910 138 253
A 76.442 144
a. =& W5 A9A4T}
b. dl&H4: (34, A9, 224, g, A, 24, 719
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4.090(p=.000), 71&19] t3t-2 2.287(p=.024)2 F&Ho| FAHCR {2t

o
()] FFS vAE AR YEL, 299 32 -.452(p=.652), 22
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(F 4-13) S5} FEHESUFEIA ) 7 24E4a
23y A= df B3 A& F ogE
S|AEA | 42.936 6 7.156 23.641 .000°
2 Zk2t 41.772 138 303
A 84.708 144
a. F& W5 RIS
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HHFE9] VIFEES 1.691 ~ 3.1532=2 10.0 mj¢te =z
(]

2 #lEen, gFAZHde S| Adgs

BE
o H| EEA| 4 g2 . j‘j 44 FA
B | Exex | wg = 1 sgox | VIF
&) 416 .293 1.421 | .158
<9 -.044 097 | -.044 | 452 | 652 351 2.848
2] o4 .193 076 189 | 2.528 | .013 .591 1.691
1 7R 404 .099 394 | 4.090 | .000 357 2.798
Z274=3 024 .068 029 | 354 | .724 .504 1.985
71 206 090 232 | 2.287 | .024 321 3.117
21 .055 092 .055 | .600 | .550 .399 2.505
) 384 277 1.385 | .168
=9 -.045 091 | —.046 | —.496 | .621 351 2.848
2 o4 155 073 152 | 2.134 | .035 .582 1.718
3 7H .330 .095 321 | 3.469 | .001 .345 2.900
Z 2443 -.031 066 | -.037 | —.469 | .640 483 2.070
714 168 086 190 | 1.961 | .052 317 3.153
21 -.005 .088 | -.005|-.062 | .950 .388 2.576
WEIATE | 305 074 321 | 4.142 | .000 493 2.028
a. T& W4 F94T

(E 4-24)2 HH, miagel#2s 23, 124194 2184 (p=.013), 7H
A(p=.000), 71 (p=.024)2 WHFLAY 7o FAZHz Folt H(Hf ¥
Fe Tt AR ueHn 3dAA il R w=o) tgho]
4.142(p=.000)= FEHRl BF40 el FAALE FonlstA H(H)] IF

= HXe Aeg ey fijanrt e s & 5 Utk
I E= SAZ2 I SPSSE HAAY ¢ Baron & Kenny(1986)2]
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7} Bamsol AL SAASCIEES % EESH} FRle 7
H FEui7l &3 (Partial Mediation Effect)o]il, FoJm|stA| frAstH <
R & TH(Full Mediation Effect)etal 25t =, 2018).

WA o] FAAGALH 2P A94T Aolo] AZ o)
et Aok Fpel it AHATE ok (& 4-25e} gou, w4z}
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T arna wae duan 3949 Aolel BAE WA Aele | A
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Stepl Step2 Step3
T& FEEHSHIAN) | EEHe YR IATS) | ESHS FIATD
B | E} B | E} B | E}
&) 416 .106
X -.044 -.044 .006 .005 -.045 -.046
254 .193 .189 123 115 155 152
ikl 404 394 243 224 1330 321
Z A A5 024 .029 .180 204 -.031 -.037
7] 8] 206 232 124 133 .168 .190
A1 .055 .055 .198 .187 -.005 -.005
=]
q*jj_’;_ﬁ 305 321
R’ .543(.523) .507(.485) .594(.573)
F 27.363 23.641 28.650
Durbin= 1.923 2.023 1.989
Watson

$olgHE 1 *p (.05 *Fp (.01 ***p 001

(& 4-2608 HW, BAFGALAY 274G F G4, A4, 719
3 KT HHO GFL nAE Aoz BAHO
v, BAAGALET B0 wEe] GFBANH FARCE FT 4
gsjoleh 2ea WERA gl Aol
BAEe. satoE AT ATeHE

AGA 2T BRI Aol MAGEE s 0
2 gk 293 BRGNS 9T FFTANA o
gHEo] o4, AHe REOALRE, /|8 AWALLE Holt o=

w459,

7y gl HAAYALH aTAYT FHTre] JFUANA
WART e 7M7Y AT ol (I 4-4>9h Tk,

- 59 -



FARIA R

— — [} R =
| /1121—3@- | ’
| 04 K .193(»)
| 7]9] /
| A |
| £ |
404 (+24)
| Al 7
(1Y 4-4) HHEIA gr=o] 24745

= Al et M H2A

-305 (+22)

ESBEESLE R ERED

ANE ot (E 4-27)°] F gofsiaith

(E 4-27) A37Vd AAFAy} QoF
5 et | A%
- (o2E) | F3
FHBYMNA-Y] e AR A gl it 71+
4 | 2RSS ATl ot Ao TS wE Aol 029 2}
1-1 | . (.724) B
714 . o s 189 g
1-2 42 A FATel Fogt H(+)9 FFS nE Aotk (013) A=
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ABSTRACT

A Study on the Effect of the Management Performances
by ISO 9001:2015 Quality Management System
— Focusing on the Mediated Effects of Internal Customers
Satisfaction -

Park, Se-Hwa
Major in Management Consulting

Dept. of Knowledge Service &
Consulting

Graduate School of Knowledge Service
& Consulting

Hansung University

The economic outlook at home and abroad is expected to absolutely
depend on the development of COVID-19, and it is difficult to quickly
determine the economic recovery, and if the economic recession prolongs,
the competition for survival between domestic and foreign companies will
intensify and compete accordingly. It is true that the importance of
acquiring and maintaining a quality management system is being
emphasized as one of them will require a management strategy for
superior or comparative advantage.

This study seeks a realistic approach by considering the satisfaction
of internal customers, where the operation of the ISO 9001:2015 quality
management system has a significant impact on management performance,
and is further subdivided and revised in 2015 than the existing standard

- 79 -



(2008). Quality management by empirically analyzing the impact of the
requirements of the established quality management system, that is, the
organization's situation, leadership, planning, support, operation and
improvement on business performance with internal customer satisfaction
as a parameter. We want to increase competitiveness by operating the
system effectively. In addition, the purpose of this study is to study how
the satisfaction of internal customers, the subject of operation of the
quality management system, which had low interest as a research subject,
has a significant effect on the creation of business performance.

In this study, a survey was conducted through online and offline
methods to conduct an empirical analysis on executives and employees
who have operated or operating the quality management system and its
processes in companies that have obtained ISO 9001:2015 quality
management system certification. The questionnaire was composed of
questionnaire items through operational definition in order to meet the
research purpose based on the prior researches surveyed in advance.

As a result of hypothesis verification through empirical analysis
research, it was found that leadership, planning, and improvement among
the requirements of the quality management system had a significant
positive (+) effect on management performance. The improvement,
organizational situation and support were found to have a significant
positive (+) effect on internal customer satisfaction, and internal customer
satisfaction was found to have a significant positive (+) effect on
management performance. In addition, as a result of analyzing the
mediating effect of internal customer satisfaction in the influential
relationship between the requirements of the quality management system
and management performance, it was found that it had a significant
positive (+) effect on leadership, improvement and planning.

In summarizing the results of this study, it was confirmed that
among the requirements of the quality management system, leadership,
planning and improvement had a significant effect on management

performance, and there was also an mediating effect on management



performance through internal customer satisfaction.
The implications of this study are as follows ;

First, the top management shall establish quality policies and quality
goals with strong leadership and willingness to operate an effective quality
management system, provide resources necessary to maintain the system
and invest a lot of time in management activities. The quality
management system is not an area only for practitioners, but a
company-wide quality management activity in which all executives and
staff members including the top management participate.

Second, the organization needs strategic thinking and planning to
create long—term results, establishes an operation plan according to
strategic goals, and takes measures to thoroughly deal with the
organization's risks and opportunities through planning.

Third, there is a need for continuous and practical improvement
activities through various quality management, such as nonconformity
improvement activities, data analysis and management review through
internal audit in which all employees participate under the responsibility
of the CEO. It is to realize customer satisfaction through corrective and
preventive measures to identify customer needs and eliminate the cause of

complaints.

Fourth, it is necessary to create a favorable work environment so
that employees, who are internal customers, can actively participate in the
operation of the quality management system to satisfy the company's
sustainable growth and business performance, and systematic training and

support must be entertained.

[(Key  words] Quality ~Management  System, Internal = Customers
Satisfaction, Management Performances.
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