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Purpose: This study aimed to examine the effects of compassion competence and organizational commitment on
customer orientation in hospital nurses. Methods: The participant of this study was 223 nurses who have worked
at a tertiary hospital in Chungcheong Province for at least one year. The general characteristics, compassion
competence, organizational commitment, and customer orientation of the participants were collected, using
self-reported questionnaires, from June 15 to June 29, 2018. The data were analyzed by descriptive statistics,
independent t-test, ANOVA (Scheffé test), Pearson’s correlation coefficient, and multiple regression using an
SPSS/WIN 22.0 program. Results: Customer orientation was significantly associated with organizational commitment
(r=.51, p<.001), and compassion competence (r=.74, p<.001). Compassion competence (3=.62, p<.001),
organizational commitment (3=.17, p=.004), and marital status (3=.11, p=.034) were identified as the predictors
of customer orientation. These variables explained 59.1% of the variance in customer orientation. Conclusion: This
study confirmed that compassion competence and organizational commitment may have an impact on customer
orientation in hospital Nurses. Therefore, to improve customer orientation in hospital nurses, it is necessary to
develop interventions and education programs considering these factors.
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Table 1. Characteristics of Participants (N=223)
Characteristics Categories n (%) or M£SD
Age (yr) <25 78 (35.0)

26~30 81 (36.3)

>31 64 (28.7)

29.6%7.1

Gender F 217 (97.3)
M 6 (2.7)

Marital status Single 156 (70.0)

Married 67 (30.0)

Education College 29 (13.0)

University 167 (74.9)

> Master 27 (12.1)

Religion No 139 (62.3)

Yes 84 (37.7)

Position Staff nurse 213 (95.5)
Head nurse 10 (4.5)

Current work unit Medical unit 93 (41.7)

Surgical unit 74 (33.2)

Special units* 39 (17.5)
Etc units ' 17 (7.6)

Total clinical career (yr) <2 48 (21.5)

2~l3 81 (36.3)

>6 94 (42.2)

6.851+6.98

Type of work shift Full-time 25 (11.2)

3-shift 198 (88.8)

Placement of Yes 107 (48.0)

desired work unit No 116 (52.0)

*Traumatic intensive care unit, emergency roomy TOphthalmology
outpatient, cardiovascular center, comprehensive nursing care
service wards, pediatric ward, emergency ward.

Table 2. Descriptive Statistics of Study Variables (N=223)
Variables M=SD Min Max Range
Compassion competence 3.61+0.39 2.44 4.63 1~5

Sensitivity 3.78+0.46 2.20 5.00 1~5
Communication 3.65+0.42 2.38 4.75 1~5
Insight 3.36£0.48 2.00 5.00 1~5
Organizational commitment 3.15£0.48 1.45 473 1~5
Sense of duty 3.18+0.56 1.75 4.75 1~5
Pride 3.16%0.61 1.00 4.60 1~5
Desire to maintain membership 3.10+0.67 1.50 5.00 IS5
Customer orientation 3.62+0.41 221 4.93 1~5
Reliability 3.77£0.45 2.67 5.00 1~5
Tangibles 3.65+0.47 2.00 5.00 1~5
Responsiveness 3.56+0.47 2.00 5.00 1~5
Empathy 3.55+£0.54 2.25 5.00 1~5
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Table 3. Differences in Customer Orientation according to Characteristics of Participants (N=223)
- . torF (p)
+

Characteristics Categories M=£SD Scheffé

Age (yr) <25° 3.53£0.36 8.52 (<.001)
26~30" 3.58+0.42 a b<c
>31° 3.79£0.39

Gender F 3.62£0.40 -0.40 (.693)
M 3.70£0.63

Marital status Single 3.54+0.37 -5.06 (<.001)
Married 3.82+0.42

Education College® 3.61+0.36 7.32 (.001)
University” 3.58+0.39 a,b<c
> Master" 3.89+0.45

Religion No 3.61+0.42 -0.50 (.617)
Yes 3.64%0.39

Position Staff nurse 3.60+0.39 -3.26 (.001)
Head nurse 4.02%+0.49

Current work unit Medical units 3.58+0.44 0.79 (.504)
Surgery units 3.65+0.32
Special units* 3.60+0.41
Etc units ' 3.6610.32

Total clinical career (yr) <2 3.5410.39 4.83 (.009)
2~5° 3.56+0.37 a,b<c
>6° 3.72+£0.43

Type of work shift Full-time 3.87+0.46 3.39 (.001)
3-shift 3.59£0.39

Placement of desired work unit Yes 3.6710.40 1.92 (.057)
No 3.57£0.40

*Traumatic intensive care unit, emergency roomy TOphthalrnoIogy outpatient, cardiovascular center, comprehensive nursing care service wards,

pediatric ward, emergency ward.

Table 4. Correlations between Study Variables (N=223)
Customer orientation Compassion competence Organizational commitment
Variables
1) r () r (p)
Customer orientation 1
Compassion competence .74 (<.001) 1
Organizational commitment .51 (<.001) .50 (<.001) 1
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Table 5. Factors Influencing Customer Orientation (N=223)
Variables B SE B t p
(Constant) 0.82 0.20 421 <.001
Compassion competence 0.64 0.06 .62 10.73 <.001
Organizational commitment 0.14 0.05 17 294 .004
Marital status (single) 0.10 0.05 11 2.13 .034

R=598, Adjusted R*=.591, F=86.28, p<.001
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