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<Abstract>

This study confirmed that the organizational health of nurses have an effect on customer orientation.
This survey was conducted March 1 to 31, 2014 and a total of 210 questionnaires were used in the
analysis. Descriptive statistics, t-test, ANOVA, factor analysis, and regression analysis were used to
analyze the collected data in the SPSS software package.

The findings are summarized as follows: First, the business environment and community-oriented
organizations on health factors had an influence on customer orientation(p<.05, p<.001). Among the
demographic factors, graduating from college as relevant to customer orientation. Seniority and rank in
the lower tier showed that customer orientation is vulnerable.

Second, when leadership was added to a conventional model, it had no significant effect on the
dependent variables. The influence of community-oriented business environment factors on customer
orientation was statistically significant(p<.01).

In the result, we should apply proper organizational health factors to hospitals by investigating

leadership, because there was difference in customer orientation according to type of leadership.
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m. a+4d3 <Table 1> General Characteristics
Variable Category N %
20~29 118 56.2
A Uz EA4 .
L a7oidte] dubs - 30~39 74 352
gev 40~49 6 76
2 A7 gt AFe 2007} 118%(56.2%) fAOa:ne - 7§ 3212
2 714 i—'ig)cmr], 300 74%(35.2%), 400h 167 Martal SEUS e 197 652
(7.6%), 50t 28(1%)E TAHE AEAHE vl Graduation from a 71 338
N (6 og 0 technical college )
< 137 ( 2%) 0.2 71& 73%(34.8%)°l HIs| 2ul Education Graduation from a ., ¢4
Aok HFTHEL 49 111%(529%), 39E 719 university '
o e RN BSN 10 4.8
(338%) % TiFEE A3k o8 RN BSN-2 109 Graduate 18 86
(4.8%), HHAEAL 189 (8.6%)01UF. ZFTH Ward 134 638
L UubgE 1349 (638%) 7 F8A 447 (21.0%) Post o noal
9 é‘:}o] 84% %2 T AAsI o, fezlE} Supporter 18 8:6
E 198 B9 WML 943 slg AeA U Sotion Coreles % e
9 SFA A ouly o o :
"(8'66 ) E3A "*Iﬂr' e AT 1909 0% less than 3 years 67 319
0V5%E AAsIHoH, A A & % A<l less than Byears 50 23.8
HEA S EARE 2 Ug( 5%)0l itk 2F-FE Career less than 9 years 29 138
‘_ _ Lol EAr . oz s less than 12 years 25 1.9
© dexAe] 544 3wzt 173 0(82-4/0)E 2 more than 12 years 39 18.6
AP on ggoezes FH 2%(105%), 22 less than 3 years 72 343
= ) less than 6Byears 55 26.2
ez % ] %)o o]E9] AAA
12 °<5'7/)' 718 3 0(1'4/) 150 olE °’e g:rr\:ittl:r;uous less than 9 years 27 12.9
g3 2449 349 st 7 679(31.9%), 72 less than 12 years 23 1.0
(34 3%)§_ 7} =9kt<Table 1> more than 12 years 33 15.7
- _ = _ day—duty 22 10.5
A S5 A A MFEel AriEE m Working 2 shifts 2 57
ZEXE AMRT] YA d= 9]- ATE =3 pattern 3 shifts 173 824
Ash 2t 309, YRt 0vReE HTFEL — —
7S S5 A F t<Table 2>.
<Table 2> Skewness & Kurtosis of the general characteristics
Mean Standard Deviation Skewness Kurtosis
Age 25.33 6.787 1.084 0.696
Career 7.47 3.925 0.229 -1.506
Continuous service 7.1 3.836 0.385 -1.366
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<Table 3> Customer orientation according to the general characteristics

Customer Orientation

Variable Category Reliability Reactivity Empathy
M£S.D MzS.D MzS.D
20~29 3.79+0.39 3.48+0.51 3.68+0.45
Agelyears) 30~39 3.95+0.34 3.68+0.43 3.74+0.44
40~49 4.16+0.40 3.98+0.55 3.75+0.58
50~ 4.38+0.53 4.17+0.24 4.00+0.57
F(p) 6,938+ 7,294 % 0.595
Marital Status Married 3.85+0.39 3.565+£0.50 3.70+0.45
Unmarried 3.9440.39 3.66+0.51 3.73+0.46
F(p) 1.589 1.470 0.511
Graduation from a technical college 3.80£0.38 3.5610.52 3.24£0.56
Education Graduation from a university 3.89£0.39 3.5610.50 3.12£0.65
RN BSN 3.90+0.39 3.6310.46 3.00+0.49
Graduate 4.1140.36 3.87+0.46 2.97+0.55
F(p) 3.241% 2.084 0.147
Ward 3.88+0.39 3.57£0.49 3.70£0.42
Post ICU 3.90£0.32 3.66£0.49 3.85+0.40
OR 3.88+0.39 3.69£0.53 3.61+0.58
Supporter 3.79+0.58 3.562+0.67 3.49+0.62
F(p) 0.361 0.646 3.019%
Position Generalist 3.85+0.38 3.57£0.49 3.70£0.44
Manager 4.1440.38 3.78+0.61 3.80+0.56
F(p) -3.162 -1.789 -0.935
less than 3 years 3.71£0.38 3.45£0.53 3.69+0.41
less than 6years 3.90+0.32 3.55%0.44 3.73£0.43
Career less than 9 years 4.01£0.37 3.74£0.40 3.77£0.44
less than 12 years 3.82+0.32 3.59+0.40 3.65+0.50
more than 12 years 4.08£0.43 3.784+0.59 3.72£0.55
F(p) TATT#%% 3.398+* 0.316
less than 3 years 3.7510.40 3.47£0.53 3.71+0.40
less than 6years 3.90+0.33 3.5310.46 3.68+0.47
Continuous service less than 9 years 3.95%0.35 3.77+£0.37 3.77+0.44
less than 12 years 3.88+0.39 3.6810.45 3.71£0.48
more than 12 years 4.07£0.42 3.76£0.58 3.72+0.55
F(p) 4.441 %% 3.271* 0.179
day—duty 4.02+0.47 3.77£0.62 3.69+0.55
Working pattemn 2 shifts 3.85+0.48 3.64£0.64 3.58+0.54
3 shifts 3.86+0.38 3.57£0.48 3.71£0.43
others 4.00£0.00 3.44£0.19 4.27+0.23
Fp) 1.222 1.186 1.845

* p<0.05  ** p<0.01  »»x p<0.001
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<Table 4> Moderating Effect of Leadership

Customer orientation

Variable Model 1 Model 2 Model 3 Model 4
B t B t ] t B t
Age(years) 0.225 2.363 0.169 2.057« 0.175 2.120% 0.162 1.992+
Graduate(University=1) 0.069 0.936 0.088 1.388 0.088 1.397 0.088 1.437
college(University=1) -0.045 —0.648 -0.134 —2.165* -0.130 —2.093* -0.130 —2.140%
Career -0.016 -0.082 0.100 0.572 0.081 0.462 0.098 0.576
Continuous service 0.034 0.177 -0.019 -0.112 -0.005 -0.029 -0.043 -0.269
Medical environment 0.019 0.250 0.012 0.161 -0.209 -0.592
Management environment 0.156 2.059+* 0.146 1.915 -0.402 -0.949
Practices suitability 0.048 0.567 0.063 0.730 0.846 1.661
Vitality 0.152 1.831 0.137 1.639 -0.243 -0.465
Community 0.278 3.677**x* 0.247 3.063** -0.666  —1.689*=*
Leadership 0.075 1.091 -0.884  -2.789*=
Medical x Leadership 0.365 0.626
Management x Leadership 0.796 1.261
Practices x Leadership -1.166 -1.579
Vitality x Leadership 0.496 0.713
Community x Leadership 1.460 2.463
F 3.391%x* 10.219%** 9.407**x 8.397***
Re 0.077 0.339 0.343 0.410
Adjust-R? 0.054 0.306 0.307 0.362
* p<0.05 ** p<0.01  **x p<0.001
v 2z =2 o] IAAGA FAHH FEFE A ALeE
et Mu|~gsl Qo] E45, 23 5Y
B A7) Ade] mE ANEE T 2t Ah 255 AR 4ol T eR ve
AR, 22AA7A 0] HH= Agke] Tjeh thaksk wt &, 23S sy FEAE JAstn ful
A7E APsta Y= FSA NS 2 AR e EY5FE IAAFY FHY dTE e
AolA-Akd @AY Ty @ AR & 5 Utk AT aclolA 243 Aol
ANA A®)e) FFe mAE Ao AZ0]H e AlFol aAREg Hokgto] AARE AT
Ay, AT AR 7 2o Q8HEl OJAILE & AR o] HQ3d MulA FAYEE 1A
3 dEmEoT 9l Zo| g /A So) o] Folgk A7|A Mu|x AV 1AETE o
MM Aoz wha 8. EzAL Ao S WEAFE W B0 HATH21] JYERE <
2 3 B A7= zAARAMY AdANA Y TAZ T S IAXFYE Fola uAH
A= 7+ 20
TEAA G| AR T EAHNOZ Holu]gt o FHBAE =7l M BIAH &<
_ o shalst 2 vt o
Qe WAL o= Uehgthp<os, pooon.  ood BL7F ST
= o =] =
RUAY FPRY 429 A AR wAyy A SR AReA XE 228 08
B A AYS garoz wAxEAd mH= & goie] RE3ta wAb 7k gEo] & o]FR|A
AL AWE AFMINE 22 o AR o BN OIS ¥ 2EdxE QAR
FHAYAYEUNY 24E5HE A4S £ Ad7Y
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