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Abstract

Lately there is an increasing recognition about the significance of marketing activity towards
the internal staff of a company as a group of customer. However, there has been little study
on the marketing towards the internal staff of Hospitals. This study aims to provide basic
information enabling the planning and implementation of internal marketing of hospitals by
illuminating the impact of it on the management of staff.

The conclusion of the study shows that the internal marketing and organization effectiveness,
it was revealed that the higher the degree of recognition on the working environment, regulation
on leave, participation into decision—making, education in the sphere of internal marketing, the
higher the organization effectiveness, and that there is no meaningful association of
compensation with the organization effectiveness.

B keyword : | Internal Marketing | Organization Effectiveness | Hospitals |

LM 2 Fo AQFR B 5 ek et aARARE
ANE) g8 Azl Ak AL v Au
Aulzs 71ell A 7HE F a8 Abghe B2 Aot 71QolA] Adehs ZATAHLS giato 2 4= yEn)
] FE BAE FAGE Zlol A=A A ey, = usuiAEolg AEY AuAS 2
Haes : #100118-008 MARIZY - 20104 032 312
HMEURL: 20104 012 182 WAXAL: M2, e-mail : nolbujung@naver.com



334 stZIEEIXsH3|=2X| '10 Vol. 10 No. 5

2

Al 27] Aol AA FFANA = Pzl npA
IHolel & 4= 9=l George(1990)+ 7S HEA]
171 $18iAE 7199 22 Le A Aok st}

an sFieH22].

)

Ny

Berry & Parasuraman(1991)2 31702 A3} 7
& A - EAAP o mZA a3 7)Y dsgte] A
oFEE MEA FEdte 7120t He A" S4H e
2 71gelA 7he Fas B2 T shivt aAew
aA el A &AQ AL AHE W Vg A= &

K

o]7] W&o wAS BEF] e =T
97 gelal=rtol w7199 7M1 H b
olgla 3t THIS] ©o]9} o] 7] e W
|2 7199 A% THLE 2 24 f 74
2 ol WA vHIY 2k T8
g ok, weld NgLgL
A ZFE oJgA Felsh=rtel wet

o

B N T~ R N
w9
o

S
0%
P

ol
—_

1>
9 o
o
_);{_:‘

8ol

Fooog e 2y
x
juv)

a3} 247
geba Zlolt,

o} vl s A5 Kotler(1996): 9]
N4 BEZ sk AN s, A5t B
A #A L BNPG AT PRA vhgole &
& ol ol @ BEEE Q2 Y1319 A9
A QR s Aoleka shelekul

B CE I E
olut Hul2gEe FAE FAlo
1908 20001 = e =
& A7 AEY oL, e H% FHoR
onl A A9 tgow s Qe

r:i Ne)

po)

ox
ot
©
I

2
M
ok

oy

[o o,
o
o
bt
N
s
e
™
il
i

(o}
:(I)l:'
oy
>

N o
N
i)
J.\.;
ro
iy
4

~
>
ol
o
2
ofl
n
g
o
o
N
lo
)
i)
g
At
=
N
N
N
of
ol
2,

o
e
ACA
3
ojf
L
f

i,
=

FAAEe] o7 eelA
Aol Ao ol e

r
)
-
2
>~
rir
T o &
i
N
a=)

>
o
o
=
30
rlr
=

d
-

olefdt A o EslwEe] E&Aon EHH

QR Sy A 8 71 2He Jug AT

=
#3h Aol Ao el A

AR AFE 5 drkzd 1 slel7t 9)

Il. O|2X HiZ

1. LHROEHE
Hulz 71%0] AgAon SEelw w24
FAY BFE 2 pelslobtt @tk olgle] Al 7]
o) Abgelolth, AHlAE AlFE A4S 981
Aole} grb, AL WEaAlth, &)
o she vhge SRy Ee B

D J
Yoleha gri, WIS thgom sk rhlge
N

WropA” ot} 3 7|3t o] v HHEE

o
-
>
oX
5
0
R
ot
v
=)

L EESER ORI

A4 A WA (internal market) 0.2 ¥ 4 ok

Asaow Aol F Ale 1A EE

7

o A

ol EASE web F1ge F A e we e

AAEoF gtk o] F 7RA|= o] 3 JRA L A&

AAE qrenl YRelAEe o ReEe) A

Az

=21

o=, WFAe] WE glo] gaAe] nEe B}

5 Bt SR e] Ak yRebl g sk

A, 71ie] Aol AdEn

W oA e 19e] pade] B8 Relshe
o 2L Fa, 71990 39 8700 et FAl &
FE FFA7)E Aol AFuAS) §T78 UEAY 5
Q= 7199 SHe] AguTh g Jzx2 Bk
W R 2ABNAE BTN WG F &
24 ol 7122 FQ90 0lE 571%0E T2 2
FIAZ s YA, DA Azl FGAL

do (o
o dlo o\

T



dHo| R0 2278 335

= UFAE(Interal Product) 2.2 7H8Fe] Y5117 9]
o8 S5 ST UF AF 2N AFE Al
Rl A= o°.2 #9]3}4) 2 H[17], Norman(1984)-2
AH| 2 AZol oA =& BAE
ok v A7 F71skE R stolg =
o AR AEAS FAEH stEE FA4U
2har aFeATH29].

George(1990)[22]19} Kotler(1996)[24]=  WH-mHAH

JEN

rlo m
4 o o

=

o

ol TYPAE x| A0 E WA TEA AH] A~
vRRIEV 3 A &Y AL E HojFH o 22 43E
T ALE F7|E Folshe EFolgta Aol e
, Berry & Parasuraman (1991)2 A H]27| 4L 9| &
Ao AlE dEs Arfsta, WA AE FEo

Prolo it /OB ok

AR5 FoiRTha SN, WeHIE e 24 Uy
F992 o WAske Y BEOE A%
M) RIAS WEAT)E Aol BEe o9
o8]
[e)

FQ9Ee] 14 AGAela s AGHo] HEg
F715elE A7)E o)) whitel ol sl Ul
wziw FQ9el WE FAL Aol 2

Ao FFA BAAE 2A4E Fishers
Aole], 244 BAHES SHeE AR
Aol AR Sl A b

(Organizational Commitment) <2 ¢ HEo] 447+
oL} Aoz B AjolF} xHe] Az del A9

Felete A ofgrh(Lee, 1971)[25].

AEE YER E} HeJshdA, 24545} 73S
FaslE e 3k Ado® SUA(Identification) 3}

= 4%, 2AS f8t] AEE 2E8S slee x| =
219] ol ZH(attachment), 4ol A& Hol o= &
T2A 9 2% (continuance)s 3719 s doR B
AA o] AHslaf27], Allen & Meyer(1990)&
Mowday 59 /Nd& LAAA 24EU0S AH4 &
Y (affective commitment), 944 &% (continuance

commitment) TFHZA =< (normative commitment) 2.

EL FERE REEDEESRESESE)
ma}o% WAH O e 2 £A3) QAL e
A2 sty A BYe PR £43te] B
o4 B ool oj7lske] Belal HE 2
& ouisha, FHA BYe 249 BHol} o)o)e
deke WFoz PEele T AAE origvn
s gAdow Beebl Hu 247450 B
ob 2o WA H AL elvathn sheict

O'Reilly & Chatman(1986)<& 761
A19] Agfo] £ tl el gk HA|

L

t

oZ:
2N g =
[
o
ol
ol
A
L

o W%l

T Ag gt FAsty 2AEYS 7HA
sl BdA 744, ez thE fdoer A
o5t om[30], o] 8H199R) = ZAENS M =
2] ko] B 7RRAR 7 2A 559} 7R S 2ekE
A gt 24E 918 =97} S-S teks 454
ol gejzta 3FATH10]l. T Steers(1977)E 24
Y 20 2255 24 E ThsAdol =
a1, 2R E]e] AR T AR S T
o1&FATH32l. olol E Aol e AFEYS FAHF



336 sH=EHEI=SHs|=2X| '10 Vol. 10 No. 5

12k 10 el 3044 AR olul A} %, 2000
999 AAE Y 27A7HA) 219k A7) BEstel
B 248 AT ATchaRe Qi 54

o,
i)
-4
o?L

2 27} 69.8%(3008) = HA 30.2%(130
ol Hle] Ekom ABEEE 304 vk 486%(209
) 30-404 36.0%(1557) 4041 o4 15.3%(66™) 1%
ok agAHEE AEWE o8 735%((316%) thetul
o’ 265%(1147) o] Atk A& TFS Al 37.0%(1597)
9|5 7]AF 305%(1319) 34 2 ]2 326%(14078)°]
1, AAFEE= oo 686%(295H) vk 31.4%(135
w)olick TE717he 1 ek 14.2%(619) 1-313 1
9k 34.29%6(1479) 3-513 MR 17.7%(76%) 5-100d w vk
17.7%(76™) 101 o4+ 163%(70%) 01, 25 98
719 FFE 29 51.9%(223%) W9 4819%(207)
o] 3ltt.

>

B 1. S70iARll bty S

g 8T | H[E
2 ol 2
U N Rl ® | o
24 | 159] 37.0
LA
ga| 55 |00l soglmm| =W | 131] 305
° ’ Si% ®al=l | 140| 32.6
304 Ojgt
L | 30-a0a1 [299] 488lxx| g2 | 205|686
) Tpar | 195] 360lca| qs | 135|314
[ 66 15.3 T Ma .
40M| o1
= ojgr
| 61f 142
S T | 18E R 7] aa
D% |HegEols| 316| 735|24(3-54 ojzt| 1471 342
He |ofstm oy | 14|  26.5] 717| 5-103 :
o 76| 17.7
romop | 70| 163
S| mammer | 223] 51.9
o SESd
A 430| 100.0 ;E il s D

2. ARET
2 Q79 ATETE A77194 e 24
oI 0}04 Asisen, 24 A5 4
007413 B3 001(5) Fol A e
2ok 2l ARL5D 3%

oL

T

T

Z
m

-~
oL F{ o
_?‘_I,
fof o rd r2 o = oof

o, F-}i it

O 1A
z A7, 2%
=3
il

7

“H
Ho
o,
l'vﬂ

4o o ¥ mzt' mlo
oxl
e
e
o =
2

lo,
ol
N
r_E‘
o[-}J
4m 1
K J
oo
=i
)
ot
ro,
1
ol
o

E(:L
=\ gl

), 24

o

M=, AbE Xé%"q ﬁ%vﬁr?ﬂ
3 AFE(NA, A, 7R
o) o w TSk, 2] 2
YAE 53 HER %Xéﬁ}ﬁ?\r/}. *—i—"fxlh = 41055
wjEste]  HFA O &
oﬂ;]_

AzAE] 2L EAy o2 SPSS packageE o4
st om, WiuAR S 24584 1He] BAE shot
871 918k 3741 (Regression analysis)S A A| 3}
sk

ok [
rjg
ox
foir By
o

= A
T& g 2 g
MY [y o mems
Nesy |5 Nz, 2ok 29 dmk 38

W 5 wllE] e 2 (varimax) B4 & 01 O}Ojdr 22l
Mele QAR el Adlghe] 050302 AAS
o, o= g alol] HAHA KAV wapA A7}
A== S At 432 Cronbach” a
ATE o] &3 A= HSE AT Ao}, eAE
ZAWF] AN EE 08480]9en, ol Alg



337

f

o st

H

e

A= 0698, SAREA

0.780, 7

2

S ~ "o e
g e S 8 )
S e S
= o
~
= N
= N N~ 0 © [} < o < < [To) < ™ ~ S|~ ~o
od () (o230 BeN] o [s2] [} © < o o (32} [ o [e0) ) M~ X
®© B
& gE (@ Lk (5 [x [® (@ |z |2 [w o
- ol | T b ) Fy| 0 — KU &/ K =0 23
o T o oF =} w = K
S T I e - = VI o T - B AN e
K0 = x 41z 19 |y ¥[8 |K % W_E ES SO
S A T I P I 4
Kio ws (¥R (Fr® 2 |2 |6 |BE (¥ |k = N
— R gl i KM | %o 5 || Rr w
D =1 I I O i T i R U S o | = = o
T ) A0S — =T |0 ofl I 4 Klo I ) . 0 =+ O
or (ofF |H(ofE |BO|E o |® % |25 |=x g |o% R N
w |1 R|EF |F (B |dmls = |9 B s |4 |- Al ook oy
Sl L e I o N =30l I R I I = = T = |2 = i)
= . |V HE (= X (2 I | 2|2 - 0l =
= ol | = il o5 3 = By D | =1 | KO Ul 3| ®
> o ) S R g Wik (= |2 |@E| gl o g3 = —_ s Bl
UL Bl g o e T, O o = = I el TN Tl 2l 2 el o] %° i
o |<|®|ordl|dro |0k | R0 olio | < B ol | | @l |ohol |oHIT | S1S N N
ko) | | S| KFo8 | R &< [ SIRL | OF < | 27 <K | oDkl | BOTT | S %I | kMo | Boo2 | TOl| ©| © _n_l _A/T o M
z Ry oF )
0 te a RO =T 8l TG =
< 0k of [y Ho o | &M . o N R
5 [ ~ 0 R M| JF > - 0 ok
— ) 4 ©
H o M S o © ~ =} 0 W «©
woS 8= 8 3 & ® s 2o 4
M dm =) S 52
i)
- Hml — o [ @ — o — © © @ @ @ © o < ™ o]
= ol | = ||| = - ) S - - =) - « @ @ S N
m % E of | 2 =
S W h.____ ] = P
Elﬁ D‘I —_— N < wn ()] [} 0 © oo} — — oo} [} ~ © o < [T
— =) o =r fse) — — @ S < Ies) © [N ~ IN — o) I5e) I o ™
T X a Tl ol [~ |&]o| & ~ N - - S S - S S Q @ ~
wo ® X IH | o = g
)A —
</ pilg ol
unl el © e} N~ (o)) < ()] — N~ N — o <t o o ™
—_ E R fay] < < © o < o Ise} — 79} © ™ o) < @ ~ ol
= o) mm_ — — ) — o - e — =) s '] ~ — 2. © M.
S E B iy 5
s ® X 2 © ™ @ ) © 0 © o < — [ IS} - o o)
o = — - [} [} [s2} N «© [oe] N~ ~ © ~ <t (22 <t ~ ©
) KO Elo od S — 3 — — © © ~ ~ o — e} Y] ~ Mw.
B g |
o %o IH Sl (2 ®|d|x |5 |3 |28 | B8 |®k| _=]| x| x| 3| e
™ o © o o Mo | w | = | ok ioE = RUKD | RURD | ey B <= m < < <1 2 > 2
ol Tl ||| 5| o] M| ohdo | <Ko | <30 | ®X | Dof | oor | ohor | M0 S mig
. oF . G W | < | WF | R | OFR | 31~ | orko | ormo | BoF | T | wr | wE | ofH c | B3z
— —_ —— — I~ [0}
M NS @ | ol o RO Ny ZRE o ! %0 o | 3
S N T H | o rid 0F = of R &0 R B o} =




338 st=IHXS3=FX| '10 Vol. 10 No. 5
2, AFEA4 T A%, AT, 25713 Byl AFH 2 fFuA” o] 2AFE ol WA= ks
AALE orAA Fol= RIS F Y, 4%, & AuEdA [ 6-1] [E 6-2] [E 6-3]13 2] 13A=
A, AFEA T A%, AT, 25780 guA TR - TR - AEA A RAAAE, o7
o] AN, WKFAL NRIEA F JH A= & AR 2T AMAA o], A e FUHA
Hdo] Adslen, BAAEE JIRIEA F A%} A TR o] - wgFHe] 2AFEA folet
de] Atk F(+)e] YIS WA= 890" ATl mhef A
230l FEFS A= UFuAR 8]lo] thAi Apol7t
B 5. XEQ{=y, L0 dH EY 7t M A= Aoz YN
B 25 | 2t | dA | g | 24
SEM 3lA HAX™ == - _ -
TES | 88 | NE | 28 | ¥ [ AE | g e-1. Zt5A0l ZEQEN HE HROBIE 29
£%| 5
54 | e HIERS AT | gzst A4 o
ass7 | 475 |1 - B |Ezea| HE P
SIHAIE (505 |.374%** |1 N 550 | 185 » 968"
QAZT |.547*** | 335%* | 438*** | 1 Eaart 151 | .061 178 2462
= = 229 | .060 262 3.787"
mARH |,40877 5287 28T 22T oAfZE Ho{ | 312 | 085 | 305 4.769"
EARIE 3717 | 323%** | 313" | 3507 | 429" |1 ngEY 170 | .054 214 3.157
BHMH T . . . .
ma |14t | 106" [182™ [ 1347 [154™ [052 f 14 | o8 | 017 239
o2 | 207*** | 108* [.206™* |.269*** |.098* |[.148** R =.516 Adjusted R® =.500 F(p): 32.607
o X kk
WS™E (066 | .025 |.065 [.129** |.009 |.057 * (05, ** plOT. ** p(.001
ZZE (080 | .051 [.161** [.133* |028 |.025
;SPQ_}‘L?'__?_ .247*** 063 .207*** .329*** .047 .088 6 2 OIEjIAI.Ol §_A°0.|| EH°|- LH_I?I_DI.;." | |_|
J4 066 | .035 |.205"* |.188*** [075 |.054 TEEL
ZZF3 T3 A
2Lz |.085 [-.076 |-.069 [.052 |-.075 |.007 CTES T EES AT t(p)
B |EZzext| HE
* *% *kK
p¢.05, ** P01, *** p¢.001 A sa | 208 -~
228k 231 | .054 307 4296
= L ods 7= 112 | .060 136 1.854
2. WEOHAE0l 2HRad0 DlXl= 3 SN Aof 312 | .068 1363 4564
~ e o1s - nSEH .094 | .056 120 1.667
WirepAR o] 2AF A nAE J3S e ytin= ‘051 | 061 065 836
A7 [F 6]7 2ok dFeA" e Ao FeAe R® = 456 Adjusted R° = .435 F(p): 20.991 "
WA RS Aefst 2784 - F7HAE - oAbAH %
|25 A€ T2 - FIHE - JAEA " 0008, ™ pLOT. ™ (001
of - wEFHo] 2AfFEA FAHLE FF
(+)9] FEE A= A= ey E 6-3. #i™xiol =xIg& Mo chst LiROHE 29!
. HIEES AT | gx3) A o)
_ _ _ aT — p.
# 6. LIFOFIE0| ZXREM DXl BE B |Ezex| HE
. BIEFS AT | ZFs AP A 637 | .231 2.756"
=T B |E=Qxt| e tio DREY 124 | 065 138 1.915
IHR= 258 | .065 .302 3.967
a 625 | 120 5.225 QAZH ol 246 | 070 268 3.522"
orEd 178 | .034 | 213 5.304 2gsH 157 | 064 | .184 2.459'
F7HNE ) 197 .035 .232 5.660_, HARIE 043 060 053 708
oA Hof 290 | .038 310 7.561
Ty 141 | .033 A74 4.329 R* =.450 Adjusted R® =.429 F(p): 21.926
HARE .037 | .033 .046 1113
R* = .475 Adjusted R* = .469 F(p):76.768" * pC05, ** pCot, ** p001

* pC05, ** pd.01, *** p¢.001




339

f

| LIROFAIE

9

o] o}

-
= 2=

Ao] o] 2 Aol

z‘sc]:

A]

il
o

Iv.

i

FATH13].

Aol A

=1

&3t FAlol AEA

]

L
L

]
Zal

33

|

Aol A

2

A"

a

o 4

]

T
Rl

[e)

of we} T4

EICEREE R

o= 3

=
o

Ao
]

ZHA

&
<

CF7HA

g ERCIon, oRs|AbA e

)

2] o,
s

we

=

A7 71
et}

=

ICREEE

°

7ol
3} AR e, W7

=
=

3=

o
- oAb

glEen,

Aol 7}

kel

sl

S

ghe}aL
=z0
T -

k3]
v,

o Aaso]o}

=
=

-

o
gl

1]

S
il

()

4

9 3

SHATH32].

S

=]
5

RS

A 2AFRAC] AHEH AL Y Steers(1977)= 34
[e]

gl

oy

o}
i
—_

=

o

v gt 71 efel o

L
L

Ahmed(2000)

A
Noble and

AEH, 7

3

Ak
=

A

L

o

Aol oJAbz

+o]

S

1

3} v
w2

=

=

Z

YT

=

=

ol A3}
(1993)[1] #Boshoffe} Tait(1996)[19], 4 44

Mokwa(199)[28], 7t

A

7}

TU

A

L

o/

L
L

ATk

ol
1o°
Bo
7o
=
;ﬁ
o)

NI

ol

o

)
o

o
.

(2007)[14]

Caruana and

=

(19971213 <Al

}

ke
pal

s

S

pos
= o

=

=

b2}

b
gl

—
=

- AA G 005)[12] -

23
Calleya(1998)[20]2} Conduit and Mavondo(2001)[21],
(199W)[7], ztZA

o

QEAA
=

(2005)[3]

2

I

FEol e A

9]

Mathieu®} Zajac(1990)+= 22 E<)
[26], Storey and Easingwood(1993)

oA 744 oA

W

-
X

I

vAE e

=)
5

gk 4 713H2002)

ATH33.

grebE 80l F o4t

L

o] &A1 (2003)[8]:=

T

ke
pal

o=



10 No. 5

44444444 ~
HAMH_. Mo ol X &
N o l,,%xmn_:Z, ;r
z.r:.,:_._u o T l‘Ll‘ﬁlA_lﬂl _‘Iﬂ‘mﬂ ,ﬁ ,
v Wrm Ho LN T T A oL Wl X o ~a 0
ne w T F T e W< ) By B LS S
A oo o o = a X T~ J Mo No 2 3]
S R T . us aE P oy X i
T TEE_BIDF S ix
T o EIY a2 R T * X = = 2 or Re
o T o ol — 53 T n o) W By |
o o R o " _— = = = &
TR N N G T = i 1o o o Sl
m Tw 2 = TE oo® oy Lo N B
er B o X v N R Mr " ,OJT_ s Kl ‘_Ilyl Bo N ﬁ; ._.WL
M R o XK © T N 60 oy o — - rk
H Xy TEF e Ve P X - s o B =¥
m 2wz bW K o . Y TER o=
~ 8.3 NI iy o A F N = = < w2
%Wl%%ﬁ L E R R = X 1 E T DE o -
0 %o ~— ~ = ~
ﬂﬂ%@%awwmﬁw T I® % BT b
. N B | L T x al¥] oo M oo
Bo T L - iy WW To o~ M mmv TE s 0= NG
) erﬂ\WDMﬂ‘lﬁqSy _§7L EW]A ‘I%.ﬂoﬂdllr =
T OE R ok o T BN R e I SN B omo B i F
Ar 1.|1$dﬂ0t1.|77 J & N 3 —~ © = _—
Sl S~ o korouz r = =
= LR TR WOR oL ) LR 2
= = R LTS EETET -
,,,,,,,, - he = %uuﬁ%mﬂﬂﬁu%l%ow@
= —= = o o T X
o) = S v N
=t = N
o = —
;o‘._ .ﬂDH_IrL‘LI B
P EERLZ Y
omM%4,%mﬂtﬁa 4T T .
= Mo o o oF
= o ﬂo OT K Ee BL B S o ,wﬂ M o _
TR e T TR R AT R PEET AT
T gy ZThpxE® H%ﬂ%ﬁygé
EE.A Ju‘_.dﬁ,lﬂ @Ll,lﬂm_ou = = - oF o
o R 9 X 5o L Bx o o U o o
~ El — 0 mﬂ — yHE Ee mwﬂ
iﬁl%dﬂﬁf o D w9 T Mlo» Uh.li W o T
_ Ho T O o T o T o W o R el X oy ah
o_ﬂu?u%%ovu'uoom.&%mqﬂoﬂ %aﬁtwrdr@%ﬁ
%ﬂﬁ?qﬁ;%%%ﬁ w g R
é%%ﬁgzgﬂ%ﬂaqﬂrw m%mmﬂ_mgma%
,&ﬁm%_d%frm%i%i%%./&m %E%ﬂxskﬂ
of o ur ® H o o o = o T A+ +— X o % o X m M o
g, wﬂbkﬁ%@mﬂw@v AR R R
Mo%UrdruTAo]L77ﬂn_rm]delA HMJEVuTﬁrmo
jof ©F o S Mo T o B X L o=
= 1 7 _ .
HE 2T 2P EEE T o EE gt
A o B oo o T % o e 2 g Mo N
A op I = B Eﬂri% ~ o W E T
MO Se et e eﬁuﬂogwr]wx
w H N op = %o N X
= o Q Bo° — ~ oK T ® T o o oM o
ooﬂaﬂquﬂ 1|1or1rEm_.o R T ~ w2
Bo B0 = O & o K . M WoR ox o T
o ! 5- A = o ol oy =
“ % o xr M :L o R w o B = Mo g o x° mK of
CHE W&ﬂﬂ@ Rl ﬁm%]%mﬂﬂoﬂ
O _— o~ o " —
Eﬁo V HLMQOELMOHM,W.MOP
dﬁﬂﬂasokx
w o

, PP.293-301, 2007.

3

=

AF

AP, 1908

5

87, 4139, A3

A: 7k
pp.190-207, 190,

1

key

1

o
4

kel

. OlA _
oA AA Hof A

R8s
- 212

p
g
a

A

&7

A, oE7) B ZARb

fel4e

3]

b
AN

tt.

=i



HEo| RO Z2REH 341

[12] 94 ,“LHTuwﬂw F710e), AEEARE
} 3%

*;7 o AERPTE, 155

[13] Xé &, WA A FATG A P
of peh ol FASHL vhetel vhALekg) i
2002,

[14] spubd, whgm], “giepAs ol EHT'SJ ¢14]
AE7t HezAG T A= &2, o
At A134d, A23, pp.7-16, 2007.

[15] N. J. Allen, N and J. P. Meyer, "The
Measurement and Antecedents of Affective,
Continuance and Normative Commitment to the
Organization,”  Journal — of  Occupational
Psychology, Vol.63, No.1, pp.1-18, 1990.

[16] H. S. Bansal, M. B. Mendelson, and B. Sharma,
" The Impact of Internal Marketing Activities
on External Marketing Outcomes,” Journal of
Quality Management, Vol.6, pp.61-76, 2001.

(171 L. L. Berry, The Employee as Customer,
Prentice-Hall, pp.8&5-89, 1984.

[18] L. L. Berry and A. Parasuraman., Marketing
Service: Competing Though Quality, New York
the Free Press, 1991.

[19] C. Boshoff and M. Tait, "Quality Perceptions in
the Financial Services Sector-The Potential
Impact of Internal Marketing,” International
Journal of Service Industry Management, Vol.7,
No.5, pp.5-31, 19%6.

[20] A. Caruana and P. Calleya, "The Effect of
Internal Marketing on Organization
Commitment among Retail Bank Managers,”
International Journal of Marketing, Vol.16, No.3,
pp.108-116, 1998.

[21] J. Conduit and F. T. Mavondo, "How Critical
is Internal Customer Orientation to Market
Orientation?,” Journal of Business Research,
Vol51, No.l, pp.11-24, 2001.

[22] George and R. William, "Internal Marketing

and Organizational Behavior: A Partnership in
Developing Customer-Conscious Employee at
Every Level,” Journal of Business Research,
Vol.20, No.1, pp.63-70, 1990.

[23] J. L. Heskett, T. O. Jones, G. W. Lovemen, W.
E. Sasser, and L. A. Schneider, "Putting the
Service-Profit Chain to Work,” Harvard
Business Review, Vol.72, No.2, pp.164-174, 1994.

[24] Kotler and Philip, Marketing for Hospitality
and Tourism, New Jersey: Prentice Hall, Inc,
pp.319-324, 19%.

[25] S. M. Lee, "An FEmpirical Analysis of
Organization Identification,” Academy of
Management Journal, Vol.14, No.2, pp.213-226,
1971.

[26] ]J. E. Mathieu and D. M. Zajac, "A Review and
Meta-Analysis of the Antecedents, Correlate
and Consequences of Organizational
Commitment,” Psychological Bulletin, Vol.108,
No.2, pp.171-194, 1990.

[27] R. Mowday, R. Steers and L. Porter, "The
Measurement of Organizational Commitment,”
Journal of Vacational Behavior, Vol.14,
pp.224-225, 1979.

[28] Noble and Mokwa, "Implementing Marketing
Strategies:  Developing and Testing a
Managerial Theory,” Journal of Marketing,
Vol.63, pp.57-73, 1999.

[29] R. Norman, Service Management, New York:
John Wiley & Sons, 1984.

[30] C. A. O'Reilly and J. Chatman, “Organizational
commitment and psychological attachment,”
Journal of Applied Psychology, Vol.71,
pp.492-499, 1986.

[31] M. Rafig and K. Ahmed, "Advances in the
Internal Marketing  Concept:  Definition,
Synthesis and Extension,” Journal of Services
Marketing, Vol.14, No.6, pp.449-462, 2000.



—_

342 stZEEIXSHS|=2X| '10 Vol. 10 No. 5

[32] P. M. Steers, "Antecedent and Outcome of
Organizational Commitment,” Administrative
Science Quarterly, Vol.22, No.1, ppd6-56, 1977.

[33] C. Storey and C. Easingwood, "The Impact of
the New Product Development Project on the
Success of Finance Service,” The Service,” The
Service Industries Journal, Vol.13, No.3,
pp.40-54, 1993.

X X A 7Y

o] A ¥(Sung-Ho Lee) X
+ 20104 2¢ : AtEYYE
A AN E A g
= 20009 ~ @A diEdE W
A =7 g7 A
2004 1Y ~ EA R

Y A5

Ton
o

_jo
=

~

8 ol
o

A4

o
oo
I

(Yong—Chul Lee) 3
+ 19999 12¢ - AA T B
g} ukA}

<BAEoE> 1 BA, police & Law, H]ZH 2~

A £ 2(Yong-Mo Jung) Pl b
* 20041 8¢ ¢ QAT st B AE)

AAHE D FHE)
= 20073 8¢ : QlAltEkaL B
Bl

B} Ao} el





<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /All
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveEPSInfo true
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputCondition ()
  /PDFXRegistryName (http://www.color.org)
  /PDFXTrapped /Unknown

  /Description <<
    /FRA <>
    /ENU (Use these settings to create PDF documents with higher image resolution for improved printing quality. The PDF documents can be opened with Acrobat and Reader 5.0 and later.)
    /JPN <FEFF3053306e8a2d5b9a306f30019ad889e350cf5ea6753b50cf3092542b308000200050004400460020658766f830924f5c62103059308b3068304d306b4f7f75283057307e30593002537052376642306e753b8cea3092670059279650306b4fdd306430533068304c3067304d307e305930023053306e8a2d5b9a30674f5c62103057305f00200050004400460020658766f8306f0020004100630072006f0062006100740020304a30883073002000520065006100640065007200200035002e003000204ee5964d30678868793a3067304d307e30593002>
    /DEU <>
    /PTB <>
    /DAN <>
    /NLD <>
    /ESP <>
    /SUO <>
    /ITA <>
    /NOR <>
    /SVE <>
    /KOR <FEFFd5a5c0c1b41c0020c778c1c40020d488c9c8c7440020c5bbae300020c704d5740020ace0d574c0c1b3c4c7580020c774bbf8c9c0b97c0020c0acc6a9d558c5ec00200050004400460020bb38c11cb97c0020b9ccb4e4b824ba740020c7740020c124c815c7440020c0acc6a9d558c2edc2dcc624002e0020c7740020c124c815c7440020c0acc6a9d558c5ec0020b9ccb4e000200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /CHS <FEFF4f7f75288fd94e9b8bbe7f6e521b5efa76840020005000440046002065876863ff0c5c065305542b66f49ad8768456fe50cf52068fa87387ff0c4ee563d09ad8625353708d2891cf30028be5002000500044004600206587686353ef4ee54f7f752800200020004100630072006f00620061007400204e0e002000520065006100640065007200200035002e00300020548c66f49ad87248672c62535f003002>
    /CHT <FEFF4f7f752890194e9b8a2d5b9a5efa7acb76840020005000440046002065874ef65305542b8f039ad876845f7150cf89e367905ea6ff0c4fbf65bc63d066075217537054c18cea3002005000440046002065874ef653ef4ee54f7f75280020004100630072006f0062006100740020548c002000520065006100640065007200200035002e0030002053ca66f465b07248672c4f86958b555f3002>
  >>
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


