DOI = 10.5392/JKCA.2011.11.1.266

HEEH ZtsAte] MEXHY0| ZFUE, DAX|eRY L AH|A

AR == =
&0 0|Xl= g
Effect of Nurse's Professionalism on Customer Orientation, Job Satisfaction and Service
Delivery Level in Specialty Hospital

ol
ol 979 8

Jung—Woo Lee(ljw57@dju.kr)

OOk
L=

o] A& o] Wl glol A 7t 7P B W obuel Mul2 AlE dgel A ahe] A4 A
Al Kol 7P miwg hoAte] A Aol AFEat uAR g B Au| 2 AF = el WA=
A} TxA AAS BAMste] TP R stolF FA] MuAE AFeted Bad A Welks ©
=% BHon FYHYY

ATE Sl T2t HEAE ol §ste] AeAGe 67 AT T 12 o RN ARE T
Aste] A&nutE a9} SPSS 20KE o] &3 220848 A3l

AT A AEAGE S wAA PG Aol () 9] GFE vz ou AHlz Al el 4
(19 Y= mAA Ekom, 2 ()9 G nF whde] AR5

Abstract

The main purpose of this study is to examine a influence factor of professionalism which is
effected on nurse’s customer orientation, job satisfaction and service delivery level in specialty
hospitals. And this study has reviewed the theoretical background of specialty hospital system,
professionalism, customer orientation, job satisfaction and service delivery level, and set up the
hypothesis to test the relations with nurse’s professionalism, customer orientation, job
satisfaction and service delivery level.

Data were collected from 142 nurses in 6 specialty hospitals in the Seoul region using a
standardized questionnaire. For reliability and appropriateness, Cronbach a and factor analysis
and SPSS 12.0K for the actual proof were used.

The research findings are summarized below. The professionalism influences positively on the
customer orientation and the job satisfaction while it does not on the service delivery level. Also,
the customer orientation influences positively on the service delivery level, it does not influence
positively on the service delivery level as the research is analyzed.

Therefore, the courses that are emphasizing the customer satisfaction and the importance of
service should be included in the curriculum of the Department of Nursing Science and the
nurses in active service at speciality hospitals should be trained persistently for the importance
of customer management.
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