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The Effect of Internal Marketing on Customer Orientation of Dental

Hygienists

Byung-Ho Lee” and Jung-Sool Kim'
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1Depar’[ment of Dental Hygiene, Choonhae College of Health Sciences, Ulsan 44965, Korea

The purpose of this study was to reveal association between internal marketing and customer orientation, Internal marketing was composed of
empowerment, educational training, reward system, internal communication and management support, We thought these factors affect to the
consumer orientation, For this study, 191 dental hygienists in Busan, Ulsan and Kyungnam are participated in this study. The data were analyzed
with descriptive statistics, t-test, ANOVA, pearson’s correlation coefficients, and stepwise multiple regression analysis with SPSS 18,0 program.,
In conclusion, we obtained the next results, First, the mean of internal marketing behavior was 3,22 out of 5, In terms of sub-domain, educational
training (3.88) is the highest, followed by empowerment (3.35), internal communication (3,10), management support (3.05) and reward system
(2.79). Second, the internal marketing factors of internal communication, reward system orientation, management support, empowerment, and
educational training had positive correlations with customer orientation (r=0,189~0.381), Third, the influencing factor in customer orientation were
educational training (3=0.277) and empowerment (3=0.276), adjusted R?=0.202. As dental patients’ desire to medical service quality becomes
diversified, the analysis result is considered to help the future dental service management,
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Table 1. The General Characteristics of the Subjects

Variable Data
Gender
Male 6(3.1)
Female 185 (96.9)

Education level

College 164 (85.9)

University 23 (12.0)

Graduate school 4 (2.1
Married status

Single 173 (90.6)

Married 18 (9.4)
Career (y)

<1 41 (21.5)

1~3 59 (30.9)

3~7 70 (36.6)

=17 21 (11.0)
Monthly income (10,000 KRW)

<150 77 (40.3)

150~200 91 (47.6)

200~ 250 15 (7.9)

=250 8(4.2)
Main job

Assistance 152 (79.6)

Prevention 16 (8.4)

Consultation or management 23 (12.0)
Total 191

3. &4 &4

39 A== PASW Statistics for Windows ver. 18.0
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fo ML ox H
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1. iAol QIFALE[ SN EM

AT g Q1AL A 2402 Table 13} 2t} &5
A= 3~7d0] 70%(36.6%), 1 ~3d0] 59(30.9%), 1A
n|vko] 419(21.5%) 2] o2 ZALE AT AA| AAle] F
Jo| UBAE IERZ7} 1529(79.6%) 2 71 B9ro.
o, 3E 2 LT 239(12.0%), A X 167(8.4%) 2
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O1)E 7P B2 2o 2 Yepgon, 2505k o] 8
WH(4.2%) 0.2 ZAE ).

2, W{FoiA 81t x|k
A Zeo) 5 71e] XA gt WEeAE J=e
3.22, AFgAA e U Qdaztel thE AT A=
3.8602 Yl Wi uAIR S R QQIEE AHEA
W5F 4 3.88, AFYY 3.35, YRAFYUA A 3.10, 73
95 A4 3.05 £ 2 eyt o ] HAFA|2H o] 2.79% 7}
2 37 ZALE QI tH(Table 2).

Table 2. Internal Marketing and Customer Orientation

KRW: Korean Won.
Values are presented as number (%).

Variable Data

Internal marketing

Empowerment 3.35£0.56

Educational training 3.88+0.61

Reward system 2.79+0.88

Internal communication 3.10£0.63

Management support 3.05£0.69

Total 3.22£0.50
Customer orientation 3.86+0.51

Values are presented as meantstandard deviation.
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Table 4. Correlation between Internal Marketing on Customer Orientation
Variable 1 2 3 4 5 6
1. Customer orientation 1.000
2. Empowerment 0.380** 1.000
3. Educational training 0.381** 0.375%* 1.000
4. Reward system 0.201** 0.259%* 0.255%* 1.000
5. Internal communication 0.216** 0.416%** 0.343** 0.480** 1.000
6. Management support 0.189** 0.430** 0.388** 0.566%* 0.577*%* 1.000
#%p<0.01.
Table 5. The Effect of Internal Marketing on Customer Orientation
. Model 1 Model 2
Variable
SE B T (p) SE B T (p) Tolerance VIF
Educational training 0.056 0.381 5.658 (<0.001) 0.058 0.277 3.964 (<0.001) 0.859 1.164
Empowerment 0.063 0.276 3.947 (<0.001) 0.859 1.164
Statistic R’=0.145, Adj R?=0.140, F=32.009, p< 0.001 R’=0.210, Adj R?=0.202, F=15.577, p<0.001,

Durbin-Watson=1.763

SE: standard error, VIF: variance inflation factor, Adj: adjusted.
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