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Abstract This study is to find out the casual relationship among nursing organization culture, job satisfaction,
and organizational commitment that affects customer orientation. The participants were 261 hospital nurses. Data
were collected through questionnaires and analyzed using SPSS and AMOS programs. The result of this study
can be summarized as follows. First, job satisfaction, and organizational commitment showed a direct effect on
customer orientation of hospital nurses. Second, nursing organization culture, Job satisfaction, showed an
indirect effect on customer orientation of hospital nurses. This implies that, to achieve enhancing of hospital
nurses' customer orientation, enhancing job satisfaction, organizational commitment while simultaneously nursing
organization culture for an organization is more effective.

Key Words : Convergence, Customer orientation, Job satisfaction, Nursing organizational culture, Organizational
commitment, Nurse.
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Organizational Commitment Questionnaire (OCQ)E
Kim [30]°] 74, R&st &35 AFSSIT) o] =7+
% budes AM4 59 613, T4 B9 458,
A&EH Y begez FAHUL. Hao Wele
Likert 502 ‘A8 18] et} 154 9 1
5H0R A7t =858 2AEY 457 =2 A
m g}, Kim [30]€] 159141 Cronbach’s ai= 819]
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Parasuraman, Zeithaml$} Berry [32]7} Av]~ #4 =
AR 7P SERVQUAL (service quality) S Moon
[33le] 4, E4s =& AMESFAIT) o] e F 14
Fo2 AFA 4538, v 38T, F384 38T, &
W 4o 2 =S ] M9l Likert 552
&, 48 24 ooy 144w 280 5 0m 3
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[33]1¢] Aol A Cronbach’s af= .85 o], & oo
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th 23] AdEe AE Al Chi-square (x2),

7] 24 A4 (goodness of fit index, GFI)$} 24 2 ¢t

$(adjust goodness of fit index, AGF]), 22 gx|F&

H] 2L & 84 4= (comparative fit index, CFD) 2} F5% §HA]
Z*(normed fit index, NFI), 28] 3 7Hg & g=|4=21 A}
AP AFe] o]FHroot mean squared error of
approximation, RMSEA)E 319

3. gd+tZq

3.1 CH&xte

o] QARRIs A 5
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Al £l 57.5%,

WHEAR 7} 86.1%, AEAEE
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=

o] 559%% UEbst<Table 1>.

(Table 1) General Characteristics of subjects

(N=261)

Variables Categories n (%)
Gend Female 219 (83.9)
render Male 32 (12.])
< 30 161(61.7)
Age (year) 31-40 72 (276)
> 41 28 (10.7)
. College 150 (57.5)
Fducation level > University 111 (425)
Ward 131 (50.2)

Work unit Special(ER, ICU, OR) 81 (31.0)
Other 49 (18.8)

. Single 117 (525)
Marital status Married 74 (475)
Posii Staff 222 (85.1)

oston > Charge 39 (149)
Income < 200 33 (126)
(10,000Won/ 200-250 145 (55.6)
month) > 251 83 (31.8)

15 146 (55.9)
Career (year) 6-10 75 (28.7)
> 11 47 (154)
3.2 gFHSo| J|&X EA U AR
2 AT 7HA BYedA AMEE Mg AMed F
AS BA3 A3 9 (skewness) 9t 3 & (kurtosis) #F
o] Azt 22 ¥ &9k, Kolmogorov-Smirnov 7%
S AAS A7 p> 6ol e ® AfAde TSt AL
Z HUYS-EHE AEste] a3t F BeRE 4
STk
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24 WEBe] I BAE Sl Ao gy
o3

ATH<Table 2>.

(Table 2) Correlation, and Descriptive Statistics

for Measured Variables (N=261)
1 2 3 4
Variables ror ror ror ror
M+SD M+SD M:+SD M+SD
1 1 58t 63F 461
2 1 65t 43t
3 1 55
Total 64.43+8.72 | 66.63+6.83 | 50.18+6.93 | 48.90+7.20
1=Nursing organizational culture; 2=Job satisfaction;

3=Organizational commitment; 4=Customer orientation;
+ p<001.
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TSl AgelA] ekal, A4 (Critical ratio, C. R.)
frolahA] S A=27F o] 7HA By gigk 54
Jdast Ao YEPT<Table 3>.

(Table 3) Goodness for fit tests  (N=261)
Goodness | x2 Ll\dIE\I/ RMSEA | GFI | AGFI | NFI
Hypothetical

path model 0 0 50 96 93 96
Modified

path model 1.48 1.48 05 99 96 99

CMIN=Chi-sqaure value; RMSEA=Root mean square error of
approximation; CFI=Comparative fit index; AGFI=Adjust goodness
of fit index; NFI= Normed fit index.
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(N=261)

31t
A2t

17
54t
56t
A43%

Total effect

LA5T

L3ET
Customer orientation;

6%
20%

Indirect effect

N-ths

X3

Organizational commitment; y:

Xz

31t
261

17
54t
A43F

Direct effect

31t
.26t
Job satisfaction; x3

Parameter
Nursing organizational culture

— job satisfaction
BT,

Nursing organizational culture; x2
S

(Table 4) Standardized direct, indirect, total effect for path model

[Fig. 1] A path diagram of the study.

— organizational commitment
Nursing organizational
— organizational commitment

Nursing organizational culture
Job satisfaction

Organizational commitment
— customer orientation

— customer orientation
+ p<.001.

Job satisfaction
— customer orientation

x1
+ p<.001.
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