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Abstract

In this research aimed to deduce internal marketing factors, purpose, and their practical application

by analyzing preceding researches on internal marketing of Korean medical service organization and

investigating the recent trend of its research. Subjects of research are ten preceding researches that

have been published in KCI records for the last five years from 2011 to 2016. Summarize result of

researches, first,

internal factors that were most frequently used were internal communication,

compensation system, and education and training, which were used by 8(.8). Second, occupations that

had most interest in the internal marketing research appeared to be nursing(.9) and administration(.3).

Third, the practical application of the internal marketing appeared to be job satisfaction(.8), followed

by customer orientation(.6), and organizational commitment(.4). Suggestion do, necessary to develop

subordinate factors regarding the realistic

internal

marketing, such as both-sided internal

communication enhancement, education and training, compensation system differentiated by individuals

and teams, fairness in performance rating, work environment improvement, delegation of authority,

career development, shared organizational

vision

in order to maximize job satisfaction, job

commitment, and organizational commitment of employees as internal customers, before establishing

strategies to satisfy patients and guardians who are external customers.

» Keyword : Medical Service Organization, Internal Marketing, Internal Marketing Factors,

Job Satisfaction
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2.Purpose of Research
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[I. Research Method

1. Research Object
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Fig. 1. Research Model

[ll. The Proposed Scheme

1. Occupation by Internal Marketing Factors
and Research Objective Analysis
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Table 1. Advanced research, analysis of occupation

advanced research

(2011-2016) Occupation of research

nurse, medical technician,
administrative job

administrative job, nurse,
medical technician,

Cheon-Kook Kang(2016)

Hyun—Jung Choi, etc.(2014)
ancillary staff

Ji-Hyoung Han, etc.(2014)
Son, Youn Jung, etc.(2012)
Yi Eun Ah, etc.(2012)
Choi, Hyo Jin, etc.(2012)
Do Eun Su, etc.(2012)
Seon-Hye Lee, etc.(2011)
Oh Suk Hui, etc.(2011)

dental hygienist

nurse

nurse, medical technician,
nutritionist, pharmacist,

Yong-Jin Han, etc.(2012) administrative job

technical post

2. Internal Marketing Factors and Research
Purpose
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Table 2. Advanced research, analysis of research purpose

internal marketing factor Frequency of use(%)
leadership 1 (.10)
Internal communication 8 (.80)
working environment 6 (.60)
Reward system 8 (.80)
benefit systems 4 (.40)
Education and Training 8 (.80)
management class support | 1 (.10)
Empowerment 1 (.10)
Vacation policy 2 (.20)
pgrsonnel management 2 (.20)
fairness

Central staff 2 (.20)
external activity 2 (.20)
Organization vision 1 (.10)
Motivation 1 (.10)
;taff management 1 (.10)
ideology
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Table 3. Advanced research, analysis of research objective

Internal Marketing Obijective Frequency of use(%)
Customer Orientation 6 (.60)
Engagement organization 5 (.50)
Job Satisfaction 8 (.80)
Job Commitment 1 (.10)
Emotional labor 1 (.10)
conflict 1 (.10)
turnover intention 1 (.10)
Empowerment 1(.10)
management performance 1 (.10)

3. Analysis of Advanced Research Result
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V. Consideration
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Table 4. Result Analysis of Advanced research

Advanced .
research(2011-16) Frequency of use(%)
Cheon—-Kook Kang | - Internal marketing statistically makes a relevant influence on customer orientation
(2016) - Internal marketing statistically makes a relevant influence on loyalty.

Hyun—-Jung Choi, - Internal marketing factors influence job satisfaction, job commitment, and organizational commitment.
etc.(2014) - Job satisfaction, job commitment, and organizational commitment influence customer orientation.

- The higher level of education, the higher level of ability to accept internal marketing factors.

Ji-Hyoung Han, - Motivational factors : opportunity for creative task performance, appropriate educational opportunity
etc.(2014) - Hygiene factors : hospital policy, work environment, colleague relation, monthly office hours, public welfare

- The most important internal marketing factor was communication.

Son. Youn Jung - The fewer internal markelting activity, the higher sense of emotional Igbor and turnover intentiqn. .
' ’ - Work environment analysis is necessary to reduce the sense of emotional labor and turnover intention.
etc.(2012) o

— Mentor and career development programs need to be vitalized.
Vi Eun Ah - Internal marketi.ng factors makes thg greatgst influence on empowerment.
’ - Internal marketing factors influence job satisfaction.
etc.(2012) , . , . .
- Nurses’ empowerment turns into a strategy to increase customer orientation.
Choi, Hyo Jin, - Intemallmark.eting is a precedence factor of job lsatlisfaction anq organizational commitment.
etc.(2012) - Job satfsfactfon is a preceqeqce factor of orgam;anonal comm|.tment. o .
- Job satisfaction has a mediation effect between internal marketing and organizational commitment.
- Internal marketing factors influence job satisfaction.
Yong—Jin Han, - Job satisfaction internal marketing factors were working conditions followed by compensation
etc.(2012) system, education and training, and organizational vision.
- Internal marketing factors influence external customer orientation.
- Internal marketing factors make differences in job satisfaction and customer orientation.
Do Eun Su, - It is necessary to provide administrative support and foster evolutionary organizational culture
etc.(2012) in order to improve job satisfaction.
- It is necessary to understand the need of internal customers before satisfying external customers.
- It is necessary to have education and training that meet diversity in work.

Seon—Hye Lee, - Internal marketing factors have positive influence on communication, departmentalization strategy,

etc(2011) and job attachment.
- It is necessary to expand job autonomy and compensation strategy by duty unit.
— Positive awareness of internal marketing makes a positive influence on job satisfaction and

Oh Suk Hui, organizational commitment.

etc(2011) - It is necessary to improve public welfare system for job satisfaction and organizational commitment.
- It is necessary to develop measuring tools of internal marketing.
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