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Abstract The aim of this study was to identify the effect of organization culture perceived by nurses on the
customer orientation. The participants in this were 442 nurses and data were collected from October 1 to 15,
2014. Data was analyzed using SPSS 21.0 programs. The nursing organizational culture positively correlated
with nurses' customer orientation. The amount of customer orientation had interrelation with relationship
orientated culture, rank orientated and task orientated culture, in charge nurse, and non-shift work as a working
type in nursing organizational culture were significant variables which allowed to expect customer orientation.
Therefore, hospital managers should put efforts to develop nursing organizational culture filled with internal
members in order to improve nurses' customer orientation.
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Convergence Study of The Effects of Nurses’

Perceived Nursing Organization Culture and on Their Customer Orientation
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(Table 1) Characteristics of subjects (n=442)
Categories n %
Age
20-24 years 150 346
25-29 years 137 316
30-34 years 80 184
35 years 67 154
Marital state
Ssingle 330 74.8
Married 11 252
Education
3rd year college 203 459
4th year college 205 464
Graduate 34 77
Career(month)
~200 152 34.8
201~250 1% 4.6
251 ~ 90 20.6
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(Table 2) Job characteristics of subjects (N=442)

Characteristics n %

Employment

Contingent 13 29

Regular worker 429 97.1
Work

All shift 378 85.7

Day only 63 14.3
Total career (year)

<1 70 159

1~5 18 42.0

5~ 10 A 214

10< 91 20.7
Career in current hospital (year)

<1 91 20.6

1~ 5 220 498

5~ 10 83 188

10< 48 109
Position

Nurse 39 90.7

Charge nurse 28 6.4

Head nurse 13 3.0
Type of unit

Ward 240 54.4

ICU 66 150

OPD 40 9.1

Others 5] 215
Establish

National 41 94

Private 395 90.6
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(Table 3) Nursing Organizational Culture, Customer
Orientated (N=442)
Categories Mean+SD Mini Maxi
Nursing Organizational Culture
Innovation orientated
Relation orientated
Rank orientated
Task orientated
Customer Orientated

2.90+0.55 117 5.00
2.93+0.66 1.00 5.00
3312053 1.00 5.00
3.0640.58 1.25 5.00
3.63+0.49 1.05 5.00
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(Table 4) Nursing Organizational Culture by characteristics of subjects

(N=442)

Nursing Organizational Culture

Categories Innovation orientated Innovation orientated Innovation orientated Innovation orientated
MeantSD  t/F p MeantSD  t/F D Mean+SD  t/F D Mean+SD  t/F 2
Age
20-24 years 3.03+052 718 <001 308059 472 003  322#047 35 014  296+054 1101 <001
25-29 years 2.82+0.53 2.87+0.65 3.32+0.51 3.01:0.4
30-34 years 2.72+0.63 2.760.79 3.35+0.63 3.03+0.61
35 years 2.98+0.54 2.92+0.63 3.46+0.50 3.41+0.56
Marital state
Single 292+049 036 718 2.83+064 088 381 340+051 218 030  328+060 480 <.001
Married 2.90+0.57 2.94+0.67 3.28+0.53 2.98+0.55
Education
3rd year college 298+053 532 0005 304058 828 <001 329+050 024 786  3.00+056 210 123
4th year college 2.86+0.55 2.87+0.71 3.32+0.52 3.10+0.57
graduated 2.68+0.62 2.59+0.69 3.34+0.71 3.17+0.66
Career(month)
~ 200 3.05+047 11.34 <001 305059 584  .003  330+046 392 020  3.05t052 546 005
201 ~ 250 2.77+0.54 2.81+0.66 3.26+0.53 2.98+0.59
251 ~ 2.93+0.64 2.95+0.75 3.45+0.60 3.23+0.61
Employment
Contingent 314+038 159 112 3.08+0.61 084 403 328041 024 814 2944042 -073 466
Regular worker 2.89+0.56 2.92+0.66 3.31+0.53 3.06+0.58
Work
All shift 2.89+057 -093 356 294+067 099 321 330+053  -150 134 300£056 -549 <001
All day 2.95+0.42 2.85+0.63 3.40+0.48 341+057
Total career (year)
<1 324+045 1310 <001  3.27x061 841 <001 333+043 387 009  3.09+051 1312 <001
1~ 5 2.83+0.53 2.88+0.63 3.22+051 2.92+0.54
5~ 10 2.76+0.52 2.79+0.63 3.34+0.53 3.00£0.54
10 < 2.94+0.60 2.90+0.71 3.45+0.59 3.35+0.60
Career in current hospital (year)
<1 315+046 835 <001 316+062 630 <001 337044 1.8 138  313+054 328 021
1~ 5 2.84+0.55 2.90+0.64 3.25+0.53 2.98+0.59
5~ 10 2.81+0.50 2.74+0.64 3.38+0.52 3.09+0.53
10 < 2.85+0.65 2.88+0.76 3.34+0.64 3.22+0.60
Position
Nurse 289+054 047 623 291+066 074 476 329+051 442 0013  303+057 539  .005
Charge nursse 2.97+0.69 3.070.76 3.42+0.66 3.21+0.59
Head nurse 3.00£0.40 2.92+047 3.69+0.45 3.500.60
Type of unit
Ward 2.88+054 086 464 297+0.63 117 322 331050 127 284  298+056 601  .001
ICU 2.84+0.68 2.83+0.77 3.23+0.62 3.02+0.57
OPD 2.94+0.44 2.82+0.59 3.28+0.49 3.36+0.57
Others 2.97+052 2.92+0.70 3.39+0.53 3.15+057
Establish
National 3.18+064 346  .001 339+056 484 <001 346+058 190 .09  315#055 106  .291
Private 2.87+0.54 2.83+0.65 3.29+0.52 3.05+0.58
SHHEe = wrfFe] 360+0.467, H]mLT)Z o] 3 APY 35940467, A QA7 39640594, %
386£050% 0% HIeld Felk DA G0l Beke. A} o)ae] 415020 AT 85 E DX P
H(p<00l). F 27 A= 1d v]vke] 364+046%, AF7F =9 (p<001). <52 A5 FeolA= =39
1-51d w|xko] 35340454, 5*10Lﬂ wlRko] 363404074, o] 38040664, AFHol 362+046%8 0.2 =-FHo] 1Y

109 o] 4ol 384+0608 0% F 2 =
AR T A7) %9}4(p<001) & A elell A= dut

A& A57F o =UH(p=.021).
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(Table 5) Customer Orientation by characteristics

of subjects (N=442)
Categories Mean+SD t/F p-value
Age
20-24 years 3.56+0.43
25-29 years 3.62+0.44
30-34 years 361045 991 <0001
35 years 3.92+0.54
Marital state
Single 3.72+0.54
Married 3.60+0.46 220 0028
Education
3rd year college 3.57+0.45
4th year college 3.67+0.50 334 0.036
graduated 3.76+0.59
Career(month)
~ 200 3.60+0.42
201 ~ 250 3.62+0.48 272 0.067
251 ~ 374058
Employment
Contingent 3.51+0.50 _
Regular worker 3.64+0.49 0% 0352
Work
All shift 3.60+0.46 -4.01 <0.001
All day 3.86+0.59
Total career (year)
<1 3.64+0.46
1~ 5 353+0.45
5~ 10 3.63+0.40 s <0001
10 < 3.84+0.60
Career in current hospital (year)
<1 3.64+0.46
1~ 5 359+0.46 _
5~ 10 367+0.42 206 0.107
10 < 3.76:0.68
Position
Nurse 3.59+0.46
Charge nurse 3.96+0.59 1573 <0.001
Head nurse 4.15+0.42
Type of unit
Ward 3.63+0.45
ICU 3.56+0.49
OPD 376061 149 0217
Others 3.64+0.51
Establish
National 3.80+0.66
Private 3.62+0.46 231 0021
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(N=442)

p-value
<001

Task orientated
r

0.420

p-value
<001
<001

r

0.506
0.466

p-value
<001
<001

<001
goll ma} Aol7} Qi Aoz epkon] el

Nursing Organizational Culture

Innovation orientated Relationship orientated Rank orientated

r
0.360
0.259
0.375

<001
<001
<001
<001

Perceived Nursing Organization Culture and on Their Customer Orientation
p-value

1
0.714
0.334
0474

0.329

Rank orientated
Task orientated

Innovation orientated
Customer Orientated

Relationship orientated

Orientated
Value

Nursing
Organizational Culture

(Table 6) Correlation among Quality of Internal Services, Nursing Organizational Culture, Customer

Convergence Study of The Effects of Nurses
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