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<Abstract>

The purpose of this study is proving the effects of the internal customer satisfaction management on
worker’s job satisfaction at general hospital. In the relationship between the management and the
satisfaction, the study also finds the moderating effect of the organizational support awareness and the
organizational justice. For this study, it was surveyed targeting 270 employees who work in seven
general hospitals in Busan. As the result, 246 questionnaires returned. All of these questionnaires were
used in the final analysis. The method of analysis is descriptive statistics using SPSS VER. 18.0,
correlation analysis, regression analysis, factor analysis and reliability analysis.

The main results of empirical analysis were as follows: First, in the effect of the internal customer
satisfaction management to worker’s job satisfaction, it has positive effect to internal communication and
the commission of authority and it has positive effect to worker's job satisfaction. Second, the
organizational support awareness & the organizational justice have moderating effect on the relationship
between the internal customer satisfaction management and worker’s job satisfaction. Third, the study
proves that supporting management hierarchy shows positive effects for all socio-demographic
characteristics in the organizational support awareness and the organizational justice.

Key Words : General hospital, Internal Customer Satisfaction, Job Satisfaction, the Organization
Support Awareness, Organizational Justice
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<Figure 1> Study model
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<Table 1> General Characteristics of Study subjects

Variables Category N %

Male 62 25.2

Gender Female 184 74.8

<24 62 25.2

25-29 68 27.6

Age 35-39 46 18.7

35-39 41 16.7

>40 29 11.8

<3 113 459

! 3< and <7 54 22.0

Continuous 7< and <10 28 1.4
Service Year

10< and <15 30 12.2

>15 21 8.5

. Under high school graduate 12 49

:ic\i/zlcanon College in school/graduate 128 52.0

University or higher 106 43.1

Nurse 90 36.6

Occupation Admlinistratiye 74 30.1

Medical Articles 51 20.7

Others 31 12.6

Employment Full~time 203 82.5

Irregular 43 17.5

Staff 152 61.8

Position Senior Clerk 59 24.0

Chief 23 9.3

Over Manager 12 49

Total 246 100.0

<Table 2> Correlation among major factors

Variablest A B C D E F G

B 0.584xxt

C 0.391 % 0.500%*

D 0.580%* 0.665%* 0.711%x

E 0.615%* 0.622%% 0.560%* 0.747%*

F 0.614%x 0.513%% 0.459%x 0.563** 0.603**

G 0.623* 0.601%x 0.522%% 0.694x* 0.755%% 0.622%%

H 0.571* 0.554xx 0.534xx 0.666%* 0.687xx 0.700% 0.739%x

T#%p<0.01, *p<.05
$Variables = A: Communication, B: Education Training, C: Compensation System, D: Management Support, E:
Empowerment Mandate, F: Job Satisfaction, G: Organizational Support Awareness, H: Organizational Justice
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<Table 3> The Influence of the Internal Customer Satisfaction Management on Job Satisfaction at General

Hospital and Moderating Effects of Organizational Support Awareness

) Model 1 Model 2 Model 3
Variables

B Std. t B Std.3 t B Std.3 t

(Constant) 1.372 10.065+*  1.309 9.654+ 1.327 3.389x
A 0.285 0.352  5.562xx  0.249 0.307  4.815%x  0.364 0.449 1.802
B 0.045 0.063 0.943 0.031 0.044 0.663 0.158 0.223 0.910
C 0.074 0.115 1.730 0.068 0.107 1.631 0.243 0.381 1.478
D 0.037 0.056 0.632 0.009 0.014 0.156 -0.716  -1.076 -2.857xx
E 0.177 0.241 3.182%x  0.103 0.140 1.725 0.307 0.417 1.334
G 0.178 0.233  3.049x=  0.196 0.255 1.304
AXG -0.043 -0.305 -0.626
BXG -0.047  -0.344  -0.810
CXG -0.059  -0.427  -1.047
DXG 0.256 1.886  2.940%=
EXG -0.083 -0.589  -1.008
Re 478 497 621
AR? 478 .020 .024
AF 43.934% 9.295%* 2.301+

and_Significance

T*xp<0.01, *p<.05

IVariables = A: Communication, B: Education Training, C: Compensation System, D: Management Support, E:
Empowerment Mandate, F: Job Satisfaction, G: Organizational Support Awareness, H: Organizational Justice

<Table 4> The Influence of the Internal Customer Satisfaction Management on Job Satisfaction at General
Hospital and Moderating Effects of Organizational Justice

Variables Model 1 Model 2 Model 3
B Std.3 t B Std.B t B Std.3 t

(Constant) 1.372 10.065%* 1.159 9.050++  0.737 1.961
A 0.285 0.352 5.562+ 0.222 0.274  4.666%+  0.251 0.309 1.389
B 0.045 0.063 0.943 0.027 0.039 0.631 0.483 0.680  2.798xx
C 0.074 0.115 1.730 0.043 0.068 1.106 0.120 0.188 0.789
D 0.037 0.056 0.632 -0.023 -0.035 -0.431 -0.638 -0.959 -2.939xx
E 0177 0.241 3.182x 0.067 0.092 1.270 0.201 0.274 0.963
H 0.356 0.446  7.015+x 0517 0.647  3.507+*
A XH -0.014 -0.098  -0.226
BXH -0.159 1111 —2.766%*
CXH -0.021 -0.149  -0.400
DXH 0.221 1.583  2.904xx
EXH -0.059 -0.412  -0.810
Re 478 .567 591
AR? 478 .089 .024
AF and Significance 43.934% 49.216%* 2.719*

t*xp<0.01, *p<.05

fVariables = A: Communication, B: Education Training, C: Compensation System, D: Management Support, E:
Empowerment Mandate, F: Job Satisfaction, G: Organizational Support Awareness, H: Organizational Justice
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