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AT AL AL UFe| & TS = 29
2 24 yelA Q1Y) &7 TS A% AAZE Ha 9
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o 7=q]
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AZAZE QA WieA, Apas, 2459 9 v
Aol AES AR d(Table 1), WErHIES e 3
I 3.07 (0.56)01H oM, ARl A== et 3.06 (0.36)
Mo el F Bl 242 (0.73)HoE 7P okt
A= AEE WAt 325 (04n)301glem, nAXFY 9
s A 353 (045 0% SRRl AlEAde] 3.62 (0.49)
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Table 1. Perceived Internal Marketing, Job Satisfaction,
Organizational Commitment and Customer

Orientation (N=505)
Variables M (SD)
Internal marketing 3.07 (0.56)
External activity 2.88 (0.68)
Employee-oriented measures 3.15 (0.61)
Communication Management 3.10 (0.68)

Job satisfaction 3.06 (0.36)
Pay 2.42 (0.73)
Professional 3.56 (0.60)
Administration 3.18 (0.47)
Work requirements 2.48 (0.51)
Interaction 3.64 (0.55)
Relationship between with 302 (0.71)
doctors and nurses

Organizational commitment 3.25 (0.47)
Affective commitment 3.66 (0.55)
Normative commitment 3.17 (0.48)
Continuous commitment 2.91 (0.68)

Customer orientation 3.53 (0.45)
Reliability 3.62 (0.49)
Responsiveness 3.41 (0.54)
Tangibles 3.58 (0.51)
Empathy 3.49 (0.53)

UF S0 w2 DRISHAS| Xfo|

AuE S| WE TANFYY] AolF sl HH(Table
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Table 2. Customer Orientation according to Characteristics of Participants (N=505)
: : o Customer orientation

Variables Categories N (%) M (SD) F/t (p) Scheffe
20~25" 163 (32.3) 3.42 (0.41)
26~29" 167 (33.1) 3.46 (0.43) 16.279

Age 30~34° 89 (17.6) 3.58 (0.46) (<.001) abe<d
35<! 86 (17.0) 3.80 (0.41)

Educational College 389 (77.0) 3.48 (0.44) -3.927

status University < 116 (23.0) 3.67 (0.43) (<.001)

Marital Unmarried 340 (67.3) 3.46 (0.43) -4.442

status Married 165 (32.7) 3.66 (0.46) (<.001)

Position Staff 409 (81.0) 3.47 (0.43) -5.844
Charge < 96 (19.0) 3.79 (0.43) (<.001)
Ward® 284 (56.2) 3.49 (0.46)

Work unit Special(ER, ICU, OR) 131 (26.0) 3.47 (0.41) 265(;)18 ab<c
Other® 90 (17.8) 3.73 (0.41) (<.001)
<200 330 (65.3) 3.48 (0.46)

Income 200<~<250" 142 (28.1) 3.57 (0.38) 13090516 ab<c
250<° 33 (6.6) 3.84 (0.44) (<.001)
1<~<5" 245 (48.5) 3.42 (0.42)

Carcer 5<~<10° 157 (31.1) 3.51 (0.43) 28.306 ab<c

years . (<.001)
10< 103 (20.4) 3.80 (0.41)

Table 3. Correlation Among Internal Marketing, Job Satisfaction, Organizational Commitment, Customer Orientation (N=505)

Customer orientation

Variables Total Reliability Responsiveness Tangibles Empathy
r (o) r (o) r (o) r (o) r (o)

Internal marketing 319 (<.001) 255 (<.001) 321 (<.001) 250 (<.001) 280 (<.001)
External activity 265 (<.001) 219 (<.001) 243 (<.001) 220 (<.001) 238 (<.001)
Employee-oriented measures 208 (<.001) 171 (<.001) 232 (<.001) 51 (<.001) 171 (<.001)
Communication Management 351 (<.001) 271 (<.001) 346 (<.001) 280 (<.001) 320 (<.001)

Job satisfaction 452 (<.001) 359 (<.001) 448 (<.001) 357 (<.001) 406 (<.001)
Pay 155 (<.001) .108 ( .016) 198 (<.001) 180 (<.001) 150 (<.001)
Professional 519 (<.001) 460 (<.001) 487 (<.001) 401 (<.001) 446 (<.001)
Administration 292 (<.001) 276 (<.001) 258 (<.001) 237 (<.001) 240 (<.001)
Work requirement 254 (<.001) 289 (<.001) 146 ( .005) 112 ( .009) 194 (<.001)
Interaction AT5 (<.001) 409 (<.001) 433 (<.001) 407 (<.001) 401 (<.001)
Relationship between doctors 362 (<.001) 258 (<.001) 351 (<.001) 296 (<.001) 348 (<.001)
and nurses

Organizational commitment 573 (<.001) 457 (<.001) 505 (<.001) 494 (<.001) 529 (<.001)
Affective commitment 591 (<.001) 493 (<.001) A87 (<.001) 531 (<.001) 537 (<.001)
Normative commitment 363 (<.001) 300 (<.001) 312 (<.001) 303 (<.001) 340 (<.001)
Continuous commitment 439 (<.001) 325 (<.001) 420 (<.001) 368 (<.001) 410 (<.001)

2), AH(F=16.279, p<.001)> 344] o]} K.t} 354 o]ito] ¢ 105 o]Akel o] 104 vwkel Frth Foa o ¥ Ao

F AoR yehgton, HEFEHE(F=-3.927, p<.001)> 34l
Y TR 4dA FY T ol gYo] o wtE A2
Hl(t=-4.442, p<.001)i= 7]&0] n|ERT o 2 AoR A9
AYZEZAE o] FRl o] ARKES

(t=-5.844, p<.001)= A< T AF BT}
B sEakom, SHAIF=11.508, p<.001)= 7B SHE
o] WE 5FFA B ¥ m2 ZoR JETh Bes

(F=10.956, p<.001)= & 2507k o]Atel o] ¢ 2507k vl
r‘xlo

A RO O w2 Aow, A E(F=28.306, p<.001)
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Table 4. Regression Analysis for Customer Orientation (N=505)
Model | Model |l Model IlI
B t (o) B t (p) B t ()
Career years 301 7.084 (<.001) 152 4.055 (<.001) 106 3.044 (.002)
Interaction 266 6.338 (<.001) 162 4.018 (<.001)
Professional 346 8.179 (<.001) 144 3.243 (.001)
Continuous commitment 162 4.249 (<.001)
Affective commitment 333 7.648 (<.001)
R’ 091 351 452
Adjusted R’ 089 347 446
F (p) 50.181 (<.001) 72.262 (<.001) 82.177 (<.001)
ol dAkaT, o T, Y T sow aAATFITY datsion, ARY AFEE 1226028 TAXCE {5t
AL Sl Aow vehyith AR {08 ok A Rt p<.001). E3ARY AR GFE A=
FBRA (=452, p<00)E B} oH, -l Fol= AL W AR 4=346, p=001)7 FZAE( =266, p<.001)
o] AR T w=E AT Qe ASE YER: o7 AW Azl 52 sAPE aAA o] =
o A= ol ko] AduaA(=573, p<.001)7F 3431 2 9 g stk Y 0 AWEe 3510%% Y 1
omn 3Rl Fole AAMA =Y, A& =4, A = Hlal] Aol 26% 3=
Q] Fo® AWIATE w& FOoRE Yelgt) wEbA FEAL 2dl M 2E o] 2AES] sHteclew x4 =9,
7b QAgE WA, ARk 2AESlo] Ers 1 A =Y, AE4 B FYeien, IHRE A%E

T Al TS w]xz

O 0= ‘{’:/\/\ = _VO—% %Xﬂ}\]
1 F, Y, AFREs 25Bel wANFY v
A A P Avus) 8 AAH FARhe A
Atk Table 4). BRI IANE Q, AFs, AEg,
49, DRPA, wE SEAEE, v Do wd Lo
e, AR e, BY MelE wd e
24BY LS SUNFE dgon, ur F YA
o AFsk, AzAb, A9, DERAE HuRsE A2

of EAsIelty 55 Wl ke FAFEHA|(tolerance) = EE 1
o M= 68-97, Bl Mol 68-93, B9 IMolME= 55-.89
2 5 10082 YR o, FAFYA A (variance inflation
factor, VIF)= R4 TolAs= 1.117-2.828, &2 MoAe=
1.077-2.799, 29 oM 1.002-2.8072 7|53 105 94

.‘1
v o
oy aauaas v Lo “eAl Wt 7@}94

A A JFHYEE UERE FoE AR
A= 501818 EAACE FolsiAl UERdthp<.001). é,
THAE(£=301, p<.001)°] =2 SAPF AP0 =
om o] gish A Ee 9.1% %2 LERTE

o

B9 T 29 o by speclos 49 34,
S BE, ALE WY ARUE Q0T B A
24, SRLEAL WA, WA, QL

n

, BT AE WrE

7| 27t= 53] X| 19(4), 20124 1€

T 821772 BAFO R FsA YERATHp<.001). TFEALS]
AAEe IS AT WFe ZFEE(6=106,
001), FFA(F=144,, p=001), FEZE(F=162, p<.001),
%?J(B—léz p<.001), XA E4(8=333, p<.001)2.
o] Wil At duagol =AU M =
3 iﬂr A&7 E90] w2 TALY] uAARY HeTh w2

= & ik B T AW 452%% B IO

1%, & T ol B3] 36.1% =T

=
ol
m)v
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i)
o
=

2 ATl EAR] UReAY AP EE i 3.074
T= A3 Do9k Kim (2012)9] 5418 3.03

3.097, Chang¥ Chang (2007)8] 74 %9
IRES AFs 2 A7ARet ARSIt &t
88Fo = 7P v AgE UEhd 9FEsdY
%XJAI?V] AaliM= Aolvt di-edel wE Ass)
Har Alske warE g o] deido]l oqtHy, A

2 B4 A Ade B85Ye gl

J

3.06 % Bae (2007)2] 3.23%,
Lee, Han®} Kim (2008)2 338@ Hu} $eko™ Mun (2008)
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Factors Influencing Customer Orientation of Nurses

Do, Eun su”

1) Assistant Professor, Department of nursing, Kyongbuk Science College

Purpose: This study was done to identify the factors influencing customer orientation of nurses. Method: The
participants were 505 nurses who were working in 13 hospitals. Data were collected with structured questionnaires
in Feb., 2012, and analyzed using descriptive statistics, t-test, one way- ANOVA, Scheffe test, correlation
coefficient, and hierarchical regression with PASW (SPSS) 18.0 program. Result: The average score for internal
marketing was 3.07 points, for job satisfaction, 3.06 points, for organizational commitment, 3.25 points, and for
customer orientation, 3.53 points. Customer orientation was positively correlated with internal marketing, job
satisfaction and organizational commitment. The significant predictors of customer orientation were professionalism,
interaction with job satisfaction, affective commitment, continuous commitment to organizational commitment and
length of career. These variables had an explanatory power of 45.2%. Conclusions: The study findings suggest that
internal marketing, job satisfaction, and organizational commitment should be reinforced to improve the customer
orientation of nurses.

Key words : Internal marketing, Job satisfaction, Organizational commitment, Customer orientation
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