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ṕ ḛ ▫ᴮѤ ḛ ▫ʺ 2010. 6. 11. ̰╥ᴮ QA ́ ὥҍ , 2010.
2010. 11. 5. Korea Healthcare Congress⁄Ἄ ḛ ˦╙ ▀Ṩ ὡ♬ ▫ᴮ▐.
ᾒבֿ ᵦ ͙⁄ ҍ Ͽ↔╘ ḛ ▫ʺ ̑⁵ <Ὰᵙ∞ᾅ: ╥ᴮṪ☺ ˺╥ Ựᴛ⇔
<▐ѻױ (2009, Ц╥Ợ, ͟ , Ḗ◓₅, Ḗ ↨, ╪ˆ ̑⁵)̓ ḛ ▫ʺ

2007Ц Ὰᵙ∞ᾅ╥ ᵞ▫╬ җ͎ √ ᾏ̓ ╬ Ṿ Ͽ↔╙ ͙ḙ╖ᴛ ̆
▓╛.
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͙‰ ─͙̕ᵙ ἒ 10+Ц╥ ˺ᴝ

ḖỢ̓♬⁄Ἄ řỢ̓Ś⁄ ҍ
⁷̯ᵑ ˭ ӈ ͙́
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ר♣ ᷾ѱ ╪Ἢ ἒ 10+Ц╥ ˺ᴝ:

Whose mouth is better?

ŚLxś
mouth

ŚSgdhqś 
mouths

My strengths

O
My weaknesses 
(mistakes, wrongdoings) O
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Why Disclosure?

Ợ ♠ ᵱד

͙‰╥ ᵱד

─͙̕ᵙ╥ ᵱד
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ở ♅ ᵮא: Transparency

ÅSocial computing 
technology

ÅHorizontal culture

ÅLoyalty
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͖‭╢ ᵮא: Customer Complaints

ÅWeb 2.0 ᾎҍ, ἵẋ▫
Ṭᵣ╪ ̑ˌ ӇѤ
ẋ═╘ ͕ἶ ѥ‡϶

Åἵẋ▫ ᾏ╥̾ל ˆ
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⌐͖̒ᵖ╢ ᵮא: Denial or Disclosure?

Åⱳֹו (͙‰)╥ ᾒὡ (mistakes)/◄ᶣ (wrongdoings )╖ᴛ
─͙ Ợˠ (crisis event)╪ ḛỸ ╙ ԅ, ͙‰╪ ὡ
▓Ѥ ӎ תּʺ Ḣ

ÅTransparency⁄ ╥ denial╪ ♩ ө‡ ̆תּ ▓╛ Ą
╘ ᴛ ─͙̕ᵙʺ Ἓ̑ ὡ ▓Ѥ ᵉ╘ ♩
ө̆‡ת ▓╛.

ÅᾒὡϮ ◄ᶣ╥ ▫ḛ♠╬ řЯ Ś╘ ─͙ ̕ᵙ⁄ ͗♬♠
₅ ╙ Ϧ ὡ ▓╛.
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̑ˌ Ợ̓╥ ẍҵὡ ʺשּ ╪
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Data gathered: 1) ŗPublic apology (Kong-gae-sa-gwa)Ř in chosun.com; 
2) ŗPublic apology, apologize, and apologyŘ in nyt.com 
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21Ἒ͖, ̎ˉ ở̐› Ҋ ῾ᴌ̐ ᾏ♫ ̎ˉ ở̐╢ Ὕѡ ˪ ʷצּ ̃ ▐╘. 



ҍ ᴖ̓ ̑ˌ Ợ̓ ŕ ̰╥ ˿↕
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News (headline search only) and blog post search by Naver using ŗỢ̓,͟ ₅Ừ,Ř 
ŗỢ̓, ͟ҍַא,Ř ŗỢ̓, Яᶴ ,Ř and ŗỢ̓, ╪ᶘḖŘ were conducted April 18, 2010

͍› ₡Ὕᴙ ̎ˉ ở̐› Ҋ ῾ᴌ̐ ᾏ♫ ở̐ Ὕѡ ̐˛ „џ ԂṏѸ
Ѣ„ϫ̃ ▐╘. 



ҍ ᴖ̓ ̑ˌ Ợ̓ ŕḈ̰╥ ˿↕
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News and blog search by Google using ŗapology, clinton,Ř ŗapology, bush,Ř and 
ŗapology, obamaŘ were conducted April 18, 2010

ḅ̭ϼ╢ Ҋׂש ᵭ ϫ Ẅᴘ͋₫ ˆ╕ ἲἨ ḅӭ„›ἉҲ ḅ̭ Ҋ ᴓ╢ ở̐›
Ҋ Ẉᾉ ╧ᵎ ᶙ˳ Ὕ ▐╘. 



Disclosure Program :
Ḉ̰ ╥ᴮỢ̆ ̕ᵙ╥ Ựᴛ⇔ ▐ѻױ
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98,000
╥ᴮỢ̆ᴛ ╬ ⁷ʼ ▫ Ợᵬ Ὠ▫

(Institute of Medicine, 1999)

3,000
9.11Ợ ᴛ ╬ Ợᵬ Ὠ▫

Ḉ̰╥ ˿↕
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14,000 (7,000)
╬̯ ҍẋ Ѿὣ ẋ̪ᾎ (╥ᴮỢ̆ ḛỸᵉ╙ Ḉ̰╥ ♥ḙ╖ᴛ ◌╙ ˿↕)

7,600
Ợᵬ∟╬ 5─ ̪ Ợ̆

̰╥ ˿↕?
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ᾒⱠᴛ ‬ᵡϮ ᵤ╘ ▫ʺ ─ ⁄ Я Ӈ‡ ▓╙ͥ? ╧ừ╪ ↕Ợ╢Ҋ ₆ḟ╢ ̧Ὕʺ

♬ ᵑ Ͽй ѻ. ╪̪ὡѤ ϱתּ 12∩ ˠˆṒ ᾔỢ ʺ∟⁄Ἄ ▫ Ό♣╥ ̰ϿΩ

ҿ ⁄ ҍ ˺̓ᵑ ḛ ѻ. Ḉ̰╥ ⁷̯бᶷ⁄Ἄ Ợ↔ ṪἍ Ḣḹ╙ ϱתּ

ˠˆṒ ́⁷Ṓ⁄ Ϯ₣ ˠˆṒ ░∟ ▫ ὡ⁄ ♠↔ ѻ. 2009Ц ░∟ ▫

5ḥ35ᵣᶘ Ἄ⁄אַ ─ Ợˠ ḛỸ ˠὡᵑ, ─ Ợˠ ḛỸ ▫ אַ Ợᵬ▫ ὡᵑ ʻʻ

ḥṪ═ᴛ ́ụ ѻ. ͎ ˺̓ ░∟ ▫ʺ ᴮבֿ ̓♬⁄Ἄ Ữ ᵑ ░Ѥ ẋ═╪ ͌

9.2%ᴛ Ϯ Ϲѻ. ╪ Ἄ⁄אַ 43.5%Ѥ ₉Ḣ ὡ ▓Ѥ Ợˠ╪‴ѻ. ─ Ợˠ ḛỸ ▫

אַ Ợᵬᵉ╘ ͌ 7.4%ᴛ ︡́Ӈ‴ѻ. ╪̪ὡѤ ŗּשᴫ ̐♩›Ἁ ởᵩ ѡ ởד╧ ⁴ʹ

3ᵠ6 ᶕ› ╧ᵍѸ. ἲᴘ ◄ῳҲ ⁴ʹ 1ᵠ1 ᶕ╖ ВѡѸ. ⁴ʹ ̧ ở̃ ởᵩ■ʷ

7 ᶕ Ἅ╩ ˣ̐ Ẉ̧ ᶑ ♅╕ Ὕ ʷ ῳѮѸ. ̪ Ợ̆ Ợᵬ▫ ὡᵑ ͙╪ת ─ ἌѤ

⁄‡ḥ╙ ἒ ˞Ϯ ᾐ ́ᵑ ṉ˿ Ѥ Ӯ╥ Яᴏ╙ ᵣ, Ṏ∟⁄Ἄתּ ╪┬ҵ ᶛ

ᵎ̆ Ѥʺ‡ם Ợז╙ ủᵙᴎѤ Яᴏ╘ ῷᶴҵ תּ ΏѤѻ. Ḉ̰Ɩ₅̰Ɩҧᵡ Ɩךᾅ Ӯ

ἐֿ̰בө╘ 1990Цҍ ḙṨ ▫╥ Ό♣ ⱳỢ₮ ҍ ὡᵞ⁄ ϮἌ̆ ▓ѻ. 

ҥ׳͎ ̰╘ ͋ᶛ₮ ᾔʻἛ⁄ ҍ ⱳỢƖ⁷̯ʺ ╪ᴴ‡ּתּת Ώῷ ♬

ⱳ Ὸ תּ ᶣ ̆ ▓ѻŘגᶒ╥ᴮ Ợ̆╥ ᾔʻἛ╙ ἒᶘ ѻ. 

(ᾎỢ♇В 1109 , 2011. 1. 19) Hoh Kim 2011 15



679 Ą 1,169
Ữ̆ᾔ⁄ ₡ᵐ ╥ᴮỢ̆ ˠὡ ( : ҍḹ∟ Ợḹ⁷ˁ ́)

450 Ą 1,093
╥ᴮ Ἄẋᾅ ̯Ⱡ ♪ὡˠὡ ( ̰ ἵẋ▫ Ṓ ∟)

╥ᴮֿ̓ב ▫ʼ╥ Ṫ☺
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Univ. of Michigan Health System
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2001У(Ҳ█ ♆) 2005У(Ҳ█ )

⁷ʼ ἵἾ
ẋ↔ 300ᵠṩ 100ᵠṩ
͌ἵἾ
˺͙ʼ 20.7ˉ√ 9.5ˉ√
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ᾒᵦבֿ ͙ ᴛ͎ע ҵ░ , 
╥ᴮ Ợ̆ᴛ ╬ ἵἾ╥ ♠ἶתּ ˁἵ
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Source: ŗA better approach to medical malpractice claims? The University of Michigan 
experienceŘ (Richard Boothman, Amy Blackwell, Darrell Campbell, Jr., Elaine Commiskey, and 
Susan Anderson, Journal of Health & Life Sciences Law, Vol. 2, Number 2., January 2009)Hoh Kim 2011



1987Ц, ӎ ˠ╥ ╥ᴮỢ̆ ἵἾ, 150ᵣ Ҁױ תּ
Ӱᾅ ᴛ♇ ᴛ͎ע ҵ░, 19Цʼ ᾒ

$15,000 vs. 98,000
(ἵἾ ˠ҉ ͌ ẋ↔: ḽ ך ‡ ‡ᾅ Ṏ∟ vs. ẋ̪ҍỮ Ṏ∟)

2~4 ˌ∩ vs. 2~4 У
(ἵἾ ˠ҉ ͌ ͙ʼ: ҵ░ vs. ҵ░ ♣)

Veterans Affairs Ṏ∟╥ ˿↕
(Kentucky)
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╥ (▫)╥ Ợ̓⁄ ҍ ̕ᾔ?
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⅝ל …ᴝ╥ ̕ᾔ
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