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Comparative Study on Factors that Affect Outsourcing
Performances in Medical Institutions
and Hotel Industries

Ryou, Se-Seon™ - Lee, Jun Bom™* - Jung, Mun Suk***
Abstract

The current research was conducted to examine the factors that affect outsourcing performances,
and further investigate whether a discrepancy in performance exists between the medical
institutions and hotel service institutions. The study surveyed both medical and hotel
administrators for approximately two months, who managed outsourcing tasks. Total of 325
responses out of 350 distributed were collected. However, due to inadequate responses, six
responses were excluded, amounting to total of 319 (155 medical institutions, 164 hotels)
valid responses included in the final analysis.

First, the informal outsourcing relationships between representatives of outsourcing service
seekers and providers did not appear to have significant effects in terms of the levels of trust in
neither medical institutions nor hotel industries. However, the relationships affected outsourcing
degrees exclusively in medical institutions, showing the disparity between the two service
institutions. This was explained due to the continuing long term efforts required to establish
an informal relationship in medical institutions. Second, communication was shown to have
positive effects on levels of trust in both medical institutions and hotel industries. This indicates
a prominent outsourcing trait that emphasizes the significance of mutual cordial communication
that contributes to establishing positive relationships. Third, opportunistic behavior of the
outsourcing service providers appeared to negatively affect the levels of trust as well as
outsourcing degrees for both medical and hotel industries. Therefore, opportunistic behaviors
were found to have more tendencies to causing tension and discomfort rather than creating a

relationship based on mutual credibility or conviviality. Fourth, the effect of service infrastructures

* Ph. D. Candidate, Division of Business, Chosun University
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on the level of trust did not appear to be significant on medical institutions, while showing
positive influence on hotel industries. Additionally, service infrastructures were found to
positively influence the outsourcing performance levels for both sectors. Fifth, trust between
outsourcing service seekers and providers did not appear to have noticeable impact on the
outsourcing degrees for either institution. On the contrary, trust appeared to have positive
impacts on performance for both institutions. This further indicates that, when engaging in
outsourcing, strengthening relationships through mutual partnership with outsourcing entities
rather than establishing contractual relationships leads to improving the reciprocal trust, which
in turn improves work results. Lastly the outsourcing degree of service seekers appeared to
have positive impact on the outsourcing performance for both medical institutions and hotel
industries, indicating the causal relationship between the affectability of outsourcing degrees

and the following performance results.

% Key Words: outsourcing, medical institution, hotel industry, communication, opportunistic

behavior, service infrastructure, outsourcing degree, outsourcing performance
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