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Health and Customer Orientation

Kyoung Won Cho', Mi Sagong®, Seong Min Kim'
"Department of Health Care Administration, Kasin University, *Choonlae Hospital

<Abstract>

Objectives: This study was conducted to analyze the effect of hospital social responsibility(HSR)
activities on organizational health and customer orientation. Methods: We conducted an online survey
with hospital employees and analyzed the questionnaires of 206 selected respondents. A regression
analysis was performed to determine the relationship between independent and dependent variables.
Results: First, ‘consumer issues’, ‘community involvement and development, and ’fair operating
practice” factors in HSR influenced 'medical environment suitability’ in organizational health. The ’fair
operating practice’ factor in HSR affected ‘management environment suitability’ and ‘community
orientation’ in organizational health. The ‘labor practices’ factor in HSR affected practices suitability’
and ‘vitality’ in organizational health. Second, the activities on "consumer issues’ and ‘environment’ in
HSR have influenced "Reliability’, ‘Reactivity’ and "Tangibility" in Customer Orientation. The activities on
"consumer issues’ have affected 'Empathy’. Conclusions: The results of this study provide a positive
direction for medical institutions as they conduct HSR activities and provide a basis for establishing

effective HSR strategies.
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<Table 1> General Characteristics of Participants

Type of Hospital N(%)

Variables Total - - - -
Hospital General Hospital ~ Tertiary Hospital
Male 101(49.0) 33(48.5) 44(50.6) 24(47.1)
Gender
Female 105(51.0) 35(51.5) 43(49.4) 27(52.9)
20~29 57(27.7) 17(25.0) 21(24.1) 19(37.3)
Age (years) 30~39 96(46.6) 42(61.8) 36(41.4) 18(35.3)
>40 53(25.8) 9(13.2) 30(34.4) 14(27.5)
Christianity 58(28.2) 16(23.5) 21(24.1) 21(41.2)
Catholicism 40(19.4) 10(14.7) 19(21.8) 11(21.6)
Religion
Buddhism 20(9.7) 8(11.8) 9(10.3) 3(5.9)
Others 88(42.7) 34(50.0) 38(43.7) 16(31.4)
Staff 92(44.7) 26(38.2) 37(42.5) 29(56.9)
Position Middle management 58(28.1) 21(30.9) 26(29.9) 11(21.6)
Administrator 56(27.2) 21(30.9) 24(27.6) 11(21.6)
Less than 5 years 86(41.7) 27(39.84 36(41.4) 23(45.1)
5~10 years 55(26.7) 26(38.2) 16(18.4) 13(25.5)
Career 11~15 years 25(12.1) 10(14.7) 11(12.6) 4(7.9)
16~20 years 18(8.7) 3(4.4) 10(11.5) 5(9.8)
More than 20 years 22(10.6) 2(2.9) 11(12.6) 6(11.8)
Medical 76(36.9) 32(47.1) 36(41.4) 8(15.7)
School 60(29 ) 4(5.9) 23(26.4) 33(64.7)
, Social welfare 2.4) - - 5(9.8)
ownHe(r)sSrgltal . Corporate ( 5) 2(2.9) 1(1.1) -
PO Foundation 73) 4(5.9) 10(11.5) 1(2.0)
Private 42(20 4) 25(36.8) 16(18.4) 1(2.0)
etc(religious, special) 5(2.4) 1(1.5) 101.1) 3(5.9)
100~200 beds 55(26.7) 45(66.2) 8(9.2) 2(3.9)
201~300 beds 50(24.3) 9(13.2) 39(44.8) 2(3.9)
Beds
301~500 beds 25(12.1) 4(5.9) 17(19.5) 4(7.8)
More than 501 beds 76(36.9) 10(14.7) 23(26.4) 43(84.3)
Total 206(100) 68(100) 87(100) 51(100)
Zpolqr, AHAE| 9} Fofg) H, FAH-FHY & PHTHp<.05). ol 57T AEE AU
Z50] E2TE A ATY] et & 59 FATFBY8Rlo] AYIAHIAA T4
oo B 3Andge 382%2 AuEe yet A FEFge vt B ¢ o B IHARY
Woh Ysr|d ABA Adedsy FALFRY < 47 237.%, 265%9 AHEE 77tk 957
898 AYBARAJAATL FEAATA H(+)o] B T AEE AYEFe] =5Hd e 5
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<Table 2> Influence of HSR on Organizational health
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Organizational Health

Medical

Management

Practices

Variable environment environment suitability Vitality Cormmunity
B t B t B t B t B t
C‘i’:;‘;”;er 374 5.089+++ 102 1249 090 1207 -0.071 -938 .13 1.417
Labor 010 -1.22  .040 448 359 4.410%x» 338 4.070%++ 123 1.398
p(act\ces
HSR Community ivolvement g, 5 455, 419 1088 087  1.018 107 1234 023 254
& development
Fair operating practice 177 2.057« 212 2214~ 097 1.113 165 1.860 222 2.369+*
Environment 010 421 125 1319 089  1.034 137 1551 148 1592
F 26.298 % 13.747%x% 24 812 %+ 22,561 %% 15.7744x%
Re 372 256 383 361 283
(Adjust-Re) 382 237 367 345 265

*p<.05, **p<.01, ***p<.001
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<Table 3> Influence of Organizational health on Customer orientation

Customer QOrientation

Variable Reliability Reactivity Empathy Tangibility
B t 8 t B t B t
Medical 309 3.635kxx 245 2552« 368 4.056%+x 310 3.291%%
environment
Management -093  -1.084 -098 -1.077 -100 1154  —.041 - 458
Organi— enwrorl\ment
zational Practices 276 2.304+ 240 1.892 174 1.445 127 1.023
Health suitability
Vitality -128  -1.070  .039 306 -033 -275 059 470
Community 263 2654« 161 1.530 240 2408+ 174 1.689
F 03 437x%x 16.616% %% 22995k 18,6944 %%
Re 369 293 365 319
(Adjust—R?) 354 276 349 301

*p<.05, *»*p<.01, **xp<.001
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<Table 4> Influence of HSR on Customer orientation, Mediating Effect of Organizational health
Customer Orientation
Model1 Model2
Reliability ~ Reactivity Empathy  Tangibility — Reliability ~ Reactivity Empathy  Tangibility
§ t B t ] t B t ] t B t B3 t § t
Consumer a0 5,482 300 3380 441 540 312 3841 304 4146 31 2883 335 4177 207 2]12
Labor
practices
Community
HSR involvement .002 .022 .086 .889 .071 .759 .128 1.364-.053 —.634 .039 .425 .013 .158+ .075 .848
& development

Fa';;‘éﬁfe“”g 010 .110 -.016 161 055 573 —.024 —253-.070 —.818 —.082 —.880 —.034 —.392 —.104—1.138

Environment 250 883 105 1.987 089 933 217 2290 209 2497 155 1681 045 530 .178 1987

Variable

- 162-1.834-.048 - 524 —.108—1.206 —.049 —553-.290 3397 - 183-1.949- 217 72-486_ 1391 523

Medical 209 2237 139 1.362 226 2.368+ .191 1.919
environment
. Management _ _ _ B _ _ B _
Organi e 122-1.464-.115-1.256—.105-1.224 055 —.620

-zalio practices

nal - guitability
Health

324 2193 959 2000 497 1588 125 996

Vitality -.012 -.099 .099 .763 .074 .610 .095 .750
Community 179 1.859 113 1.065 .182 1.843 .134 1.307
F 16.0115xx  10.379x%x  14.110%x%  13.988*x*  16.031#xx  9.976+x*  14.364x+x 11.606%**
Re 273 .206 .261 .259 451 .338 424 373
(Adjust-Re) .253 .186 .242 241 423 .305 .395 .341

*p<.05, **p<.01, ***p<.001

Q&dlA FoF 9L e S HAET AraAATdS e aAAFE Aol
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