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The Relationships among the Service Education Satisfaction, Service Involvement,
and Customer Orientation of Hospital Employees
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Purpose: This study was conducted to evaluate the relationships among the service education satisfaction,
service involvement, and customer orientation of hospital employees after yearly-planned MOT service education.
Methods: The data collection was done through the questionnaire survey in a university hospital located in D city
from March 15 to 31, 2010. The statistical analysis was done by SPSS/WIN 18.0 program. Results: The enrolled
employees were two hundred and seventy six. Among the characteristics of employees, adequate work load, good
payment, reasonable promotion system, suitability of work aptitude and good relationships with staff improved
the service education satisfaction, customer orientation, and service involvement of hospital employees. For the
customer orientation, old age and lower educational background were positive factors. The correlations among
the service education satisfaction, customer orientation, and service involvement of hospital employees were
significant. The factors that affect customer orientation and service involvement were found to be age, suitability
of work aptitude and service education satisfaction. Conclusion: In conclusion, customer orientation and service
involvement were related with the satisfaction of employees for working condition and service education. In terms
of good medical service quality, plans for maintaining adequate working environment and systematic service
education should be established.
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Table 1. General Characteristics (N=276)
Characteristics Categories n (%)
Gender Male 58 (21.0)

Female 218 (79.0)
Age (year) 20~29 39 (14.1)
30~39 70 (25.4)
40~49 137 (49.6)
>50 30 (10.9)
Education High school 46 (16.7)
College 115 (41.7)
University 84 (30.4)
Graduate 31 (11.2)
Job duration (year) =5 50 (18.1)
6~10 31 (11.2)
11~15 59 (21.4)
>16 136 (49.3)
Job position General positions 221 (80.1)
Executive positions 20 (7.2)
Contractor 35 (12.7)
Job type Nurses 112 (40.6)
Health workers 14 (5.1)
Office workers 60 (21.7)
Technicians 48 (17.4)
Others 42 (15.2)
Workloads adequacy  No adequacy 113 (40.9)
Adequacy 163 (59.1)
Pay satisfaction No satisfaction 108 (39.1)
Satisfaction 168 (60.9)
Promotion system No satisfaction 198 (71.7)
satisfaction Satisfaction 78 (28.3)
Aptitude adaptation No adaptation 65 (23.6)
Adaptation 211 (76.4)
Relationship with Inconvenient 70 (25.4)
supervisor Smooth 206 (74.6)
Total 276 (100.0)
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Table 2. The Level of Service Education Satisfaction,
Customer Orientation, Service Involvement

Variables M=+SD
Service education satisfaction 50.31+6.43
Education training satisfaction 20.9£2.60
Work satisfaction 14,7224
Psychological satistaction 14,6222
Customer orientation 49.315.58
Image management 9.3+1.16
Service mind 9.2+2.50
Service attitude 17.8+1.80
Service action 12.9+1.80
Service involvement 30.3+1.17
Service value 15.0+2 24
Job involvement 15.2%t4.11
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Characteristics
Service edu, satisfaction Customer orientation Service involvement
Characteristics Categories
M=£SD M=SD M=£SD
Gender Male 49.4%6.24 49.9%5.00 30.4£4.07
Female 50.6x6.47 49.2%5.71 30.2%t4.14
Age (year) 20~29 48,9%6.93 46.7+6.67 29.3+4.98
30~39 50.4%6.37 4891475 29.8+4.12
40~49 50.6t6.48 50.0£5.29 30.6+3.73
>50 51.1+5.69 50.8%6.13 31.1+4.38
Education High school 52.3%5.33 51.2+5.72* 30.9£3.48
College 50.2+6.23 48.4%5.58 29.6+4.27
University 49.3%6.25 49.7+512 30.7%£3.92
Graduate 50.9+8.42 49.27+6.02 30.7%+4.71
Job duration =5 50.4t7.12 48.7+7.37 30.6£5.00
6~10 51.1%£5.60 48.9%5.41 29.6%3.97
11~15 49.8%7.02 49.1%+5.65 29.9£4.29
>16 50.4+6.12 49.8+4.80 30.5%3.70
Job position General positions 50.1+6.32 49.31+5.08 30.0£3.79
Executive positions 51.6%=4.07 50.1%5.32 31.9£3.80
Contractor 50.9+8.08 49.21+8.28 30.8+5.81
Job type Nurses 50.9£5.60 49.314.22 30.4%3.47
Health workers 49.7£3.77 50.3%4.52 30.7£3.02
Office workers 49.4+7.02 48.6=6.15 29.614.60
Technicians 49.6+6.65 48.94+5.22 30.4+4.12
Others 51.2+7.91 50.6£8.10 30.7%5.21
Workloads adequacy ~ No adequacy 48,57 27+ 48.5%6.34* 29,14 40%
Adequacy 51.6£5.46 49.9+4 92 31.0£3.72
Pay satisfaction No satisfaction 48.7+6.99** 48.716.24 20.31+4 18*
Satisfaction 51.4%5.82 49.7%+5.09 30.1£3.97
Promotion system No satisfaction 49,516, 27 48.8+5.70* 29.7%14,10%
satisfaction Satisfaction 52.6£6.32 50.6£5.08 31.7%+3.83
Aptitude adaptation No adaptation 46,66, 407 46.1+6,05 2734 11%=
Adaptation 51.5%5.99 50.3£5.03 31.2%3.67
Relationship with Inconvenient 48,31+7.00* 47.9£7.20* 29.0+4,76™
supervisor Smooth 51.0%6.09 49.814.83 30.7£3.79
Total 50.3%6.43 49.3+5.58 30.3+4.11

*p<.05; #p< 01; **p< 001,
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Table 4. Relationship of Service Education Satisfaction, Customer Orientation, and Service Involvement

Variables ETS WS PS SES SV J SI M SM SAt SAc (¢0)
ETS 1.00 74 .08 .90 .53 .45 .52 .39 .46 .49 44 .54
WS 1.00 .82 .93 .55 .47 .55 .39 .46 .53 .41 .54
PS 1.00 91 .59 .53 .60 .37 .49 .53 44 .55
SES 1.00 .01 .53 .01 .42 51 .57 47 .00
SV 1.00 .75 .93 .50 .59 .56 54 .65
I 1.00 .94 .54 .64 .61 .58 .70
SI 1.00 .56 .66 .63 .60 .72
M 1.00 .70 .55 51 .76
SM 1.00 .70 .60 .85
SAt 1.00 .62 .90
SAc 1,00 .82
CO 1.00

Note, All values were statistically significant (p<.001).

ETS=education training satisfaction; WS=work satisfaction; PS=psychological satisfaction; SES=service education satisfaction; SV=service value;

JI=job involvement; SI=service involvement; IM=image management; SM=service mind; SAt=service attitude; SAc=service action; CO=customer

orientation,
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Table 5. Factors related to Customer Orientation and Service Involvement

Customer orientation

Service involvement

Variables Model I Model II Model I Model 1I
B B t B B t B B t B B t
Gender -0.94 -.07 -1.08 -1.24 -.09 -1.68 -0.23 -.02  -0.37 -0.44 -.04 -0.83
Age 211 .33 3.97%%  1.34 .21 2.95* 1.34 .28 3.55**  0.81 17 2.48*
Education -0.21 -.03 -0.54 -0.01 .00 -0.04 0.28 .06 0.98 0.42 .09 1.72
Job duration ~ -0.93 -.05 -0.72 -0.99 -.06 -0.91 -1.35 100 -1.47 -1.39 -.11 -1.77
Title -0.98 -.05 -0.72 -1.19 -.06 -1.04 0.46 30 0.48 0.31 .02 0.38
Occupation -0.87 -08  -1.16 -0.38 -.03 -0.59 -0.54 -.07  -1.01 -0.20 -.02 -0.44
Workloads 0.37 .03 0.51 -0.41 -.04 -0.67 0.97 120 191 0.44 .05 1.00
Pay -0.22 -.02 -0.29 -0.57 -.05 -0.90 0.32 .04 0.61 0.08 .01 0.18
Promotion 0.91 .07 1.15 0.28 .02 0.41 0.73 .08 1.30 0.29 .03 0.61
Aptitude 3.75 .29 4.74% 1,90 15 2.75* 3.21 33 572 193 .20 3.89%*
Relationship 1.17 .09 1.48 0.79 .06 1.17 0.53 .06 094 0.26 .03 0.54
Education 0.47 54 10, 27%** 0.33 .51 9.88**
satisfaction
Adjusted R? 14 .39 .20 .42
*p<.05; *p< .01; **p< 001,
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