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Abstract In this study, we analyzed the factors influencing internal marketing at hospitals on job
satisfaction and customer orientation among nurses in order to provide basic data necessary for
management of nursing personnel. From December 26, 2018 to January 4, 2019, the study surveyed 255
nurses at a general hospital in Gyeonggi Province. For data analysis, frequency analysis, factor analysis,
correlation, and linear regression analysis were performed using the SPSS 21.0 program. First, the results
of this study show that the effect of marketing inside the hospital on job satisfaction was statistically
significant. Second, marketing inside hospitals was found to have a statistically significant effect on
customer orientation. Thirdly, it was found that the effect of job satisfaction on customer orientation was
statistically significant. Fourth, the effect of job satisfaction parameters on the relationship between
marketing and customer orientation within the hospital 1st and 2nd stages appeared to have a
statistically significant positive (+) impact, and three steps were found to be independent variables. The
regression coefficients for organizational vision and future image, organizational attributes and systems,
communication, and education/training system by sub-factors of internal marketing at hospitals

significantly appeared.
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Table 1. General characteristics of the subject 3.2 SHEA0| EfEM Al MZE HS
Variables Categories Frequency(N) | Percent(%) 3.2.1 HE LHEOAHEIS| EfEM 2 MEE ZHS
Man 14 5.5 _
Sex o— | i 2 AFolAE uRalAEo] diet e 9 AlRlE
20-29 147 57.6 AZES Table 29} Zo] AASIgc QgAyEA Ay}
Age 3400‘? ;2 Z; KMO Z%L 09258 %A e, Bartlett®] 73
— : AN AR A 2 B %] o)
Assistant Section 198 776 d A4 23 x’=3788.782 (p<‘001)§ SAE A 2
Manager= B2HEigen values) 2 ETE 6714 8291& £&351911,
Position Administrative -
Manager 47 184 A AEEe 68402%2 UEhHth &, ad
Section Chief= 10 3.9 1(15.588%)< ‘HAF 9 HaSAA T’ 221 2(12.910%)
=1 77 30.2 ‘ -
! T £ RPN, 29 31094398 2344 2 A
Current 1- > 0 0 0
working 3-4 33 12.9 7’ﬂ s —9—011 4(1022843)‘\:‘ JJ—‘-ET"?:‘EL:]_X” B —8—01 5(9 086/)
pericd 5-9 36 141 £ 24ud 9 mal, 89 6(8.938%)1 LA
10= 53 20.8 , - =
Varmed = 4 22 sttt 671l 8219 A= 2= 0.40
arrie .
Marital status Single 180 706 ojo|ng Efgo] AFE ACE £ 4 AL, AlF:
Moving Yes 101 39.6 L 0.60 O]AC}O = 14—]:4—14— /‘k_ﬂ o]—l:l}o]— oz = /\ 0]
experience
during work No 154 60.4 ];]_
Total 255 100.0
Table 2. Validation and reliability of hospital internal marketing
Ingredient
Variables Question Factor | Factor | Factor | Factor | Factor | Factor
1 2 3 4 5 6
1 think the pay system is reasonable and fair. .853 .054 .093 .010 176 .166
Factor 1 The welfare system of our' hospital is satisfactory given the 756 105 083 056 342 243
c . circumstances of the hospital.
ag?gzgi_t;m Our hospital can take full advantage of leisure time (vacation, rest) | .704 .095 185 .016 .058 230
institutionl The degree of activation and support is smooth. .690 110 191 .160 .069 .078
My top manager gives appropriate feedback on the HR department.| .673 139 125 350 .038 .090
The personnel management and evaluation system is fair and reasonable. 612 .209 222 345 .220 .200
I communicate well with my colleagues. .001 793 106 .087 046 | -.076
I am in good communication with seniors. 125 .687 182 | 241 109 | .047
Factor 2 I am quickly getting news of the hospital news. 044 .670 .106 074 .188 218
Communication |The meeting I attend is clear in topic or purpose. 214 | 651 .094 | 300 | .200 | .190
I trust the decisions of top managers. 177 .626 139 364 235 161
Our hospital communicates well with other departments. 336 540 385 062 127 .082
Factor 3 Our hospital makes decisions quickly. 135 .078 750 161 164 171
Oz;c Or:iz tional Our hospital organization is making innovative efforts to manage change. .087 164 | 724 | 026 | 355 | .169
attfiiuteas an?i Our hospitals have clear roles and responsibilities among 254 206 69 208 121 188
systems departments.
Our hospital has good cooperation between departments. .299 326 .6601 074 .109 .077
Factor 4 Our hospitals are given equal educational opportunities for each individual. | .249 235 243 738 064 169
EZC c?rt' d Bosses are caring for employees' ability development. 153 329 131 720 115 193
tr;g;lloz satr;m Our hospital is investing a lot in talent development. 353 124 | 301 657 102 | .093
S I am trying to develop myself for my job. -.037 | 124 | -.060 | .554 .205 .066
Factor‘ 5 - The .goals of our hospital and the goals (values) I pursue are 216 242 243 193 809 072
Organization consistent.
vision and future|l am proud to be a hospital employee. 247 186 241 .190 741 148
award Our hospital clearly provides our employees with a mid- to long-term vision.| .205 .283 256 206 705 .168
Factor 6 The working environment of our hospital is comfortable. 207 123 218 .196 .168 .808
Work Our hospital is well equipped for staff to rest. 352 056 132 .059 .081 776
environment Our hospltal. is well equipped with the latest equipment necessary to 200 180 186 241 106 720
management perform business.
Eigenvalue 4.053 | 3.357 | 2.845 | 2.659 | 2.362 | 2.324
Distributed explanation(%) 15.588 [12.910 [10.943 [10.228 [9.086 |8.938
Cumulative explanation(%) 15.588 | 28.498 | 39.441 | 49.669 | 58.755 | 67.693
Reliability .882 843 .829 783 .883 .835

KMO=0.925, Bartlett's test x*=3788.782 (df=325, p=0.000)
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*=512.354(p(.00)Z EA=QI}. 184k EXE 17F
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Table 3. Validation and reliability of job satisfaction

Variables Question | Ingredient
Factorl
I think my workload is adequate given
R .889
my current abilities.
JF(;igtor 1 I think my workload is appropriate 877
satisfaction given my current position.
I am happy with my job. 819
I have the right responsibility for the job. 764
Eigenvalue 2.815
Distributed explanation(%) 70.386
Cumulative explanation(%) 70.386
Reliability .858

KMO=0.762, Bartlett's test x*=512.354 (df=6, p=0.000)

32.3 THXENO| Bl U M 2E

DA B @ A% A% AT Table 4
_]

o} Zt}. QQ1EA Ax KMO &EE 0.8658 &A U
ERtal, Bartlettd 84 A A 1°=822.912
(P<O0NZE A= 178 EHZE 1711 890

FEOIAL, AA A8 63.962%= WEhgal, 82l

Table 5. Technical statistics and correlation verification

1(63.962%) AAXFY o2 Pystitt.

Table 4. Validation and reliability of customer orientation

Ingredient
Variables Question | nerecient
Factorl
I know what customers want. .862
When reflecting on key points, I reflect 827
them from the customer perspective. :
I respond quickly to customer 312
complaints. ’
I am active in internal procedures and
Factor 1 R . .
system improvement that interfere with .804
Customer D
; . |customer satisfaction.
orientation
I am receiving company-level interest
and support when performing customer 750
satisfaction.
I am receiving appropriate education
and training related to customer 738
satisfaction.
Eigenvalue 3.838
Distributed explanation(%) 63.962
Cumulative explanation(%) 63.962
Reliability 884

KMO=0.865, Bartlett's test x*=822.912 (df=15, p=0.000)

33 7lEeSA & oA 24

F8 W55 7eEA U 2 MR YT 2
Mg Ao Table 59 2t 1454 24 23 39

WA sH 8.0 AFUACId (M=3.25), ‘1=

A
EERI!

AAM=2.78), ‘HF 9= FIFAYA
E=(M=2.23), 257873 B (M=2.22) &2 2 YEL,

Hospital Internal Marketing
Organizati OrgarTilzati E \;Vork Compensat| Education Job Customer
Variables M=SD on Vision atto'réa ros Communi | °™ 1L(znme ion and and satisfact| orientatio
and Future an cation Manageme benefits training ion n
Award systems nf institution system

fOrgamzatlon vision and 2.84+.790 1

uture award
= |Organizational attributes 278+.696 5064 1
_§ and systems
% |Communication 3.25+.570 582 564+ 1
5 |Work environment 2224855 | 458" | 498" | 425w 1
@ |management
=] .
® |Compensation and
= |benefits 2.23+.732 536 534 4758 568" 1
E;f_ institution
& |Education and training
= 2.97+.645 5197 489+ 599 481+ 5227 1

system

Job satisfaction 2.94%.735 585+ 568+ .593%* 4450 541 430 1

Customer orientation 3.46+.593 522 485 584 203 357k 498+ 521 1

#40¢.001

325



el

R

2] A214 A9=, 2020

A EREL Wit 2,947, TAXFAHL B 3.46H0F
Uepsit

Z} A7 ATAE 243 23 B YEoA" e
skl aQld ZZuA & ngiHr=.585, pd.001), XA

&4 9 A (=568, p<.001), AFUA (=593,
p<.001), 274 BE(r=.445, p<.001), A 4 &z
FAAE(r=1541, p<.001), WEEAAE(r=.439, p<.001)
= AR BARHCE [onet F(+)9] AITAt
U= Ao Yehl, B WRAHAE e shelacid =
AU 9 ouEd(r=.522, p<.001), RA&E 2 AA
(r=.485, p<.001), AFUAIA(r=.584, p<.001), TF
7 BWE(r=293, p<001), BA 9 EIsgAw
(r=357, p<.001), ASETAAE(r=.498, p<.00D)E 1L

92 50.0%°17, H74L EAHoR fouls Aow
BAEQIHF=41.336, p(00]). EPHsEzE B

WHoHARS] skelesld ARUA (=290, p<.001),
ZAu1A 2 ujEii(=.213, p{01), B4 E Ha|5A8
A=(8=.196, p<.01), A& 9 AA(8=.175, p{.01)
ZRurEo] BAFHCZ Foulgt H(+H FFE 1]
= Aog el

DA GEA] w|R= FFF] £4ET} SlARF A
BEL 42.3%0]11, A4S BAKCR |ouH|gt A2
2 BEAEAtHF=30.299, p<.001). ZHHSERLE o
A yRuAgel shelacld  ARYAIA(s=321,
p<.001), ZAHA & v]4H(8=.208, p<.01), A&EH
A (p=.182, p<.01), A& L A|A(B=.151, p<{.05)

rr

ARG FAHOR GOuIE WO ABIWATL I £ Al AR Rojulat Ao S
= Aoz yehgth ES FEUE(=521, p{001) HAE ZoE et
DANPAT BAHCE foluat H(He] AuAL
e AoE et 35 XSOIZ0| TAXFA Olxl= 29l
o] TAXFA] VXL 22E AEH] 9
o =
3.4 S¥ USOPAIS0| HEURA IAXSS0 O o geesiyimsde 4A3E 23t Table 77} 2ot £42
X= L9l T AR APYL 27.2%0|1, A4S BAHL
Y gRepigel ARREs nAGyd mas = RO AR EHANNF=04437, pCo0D).
_8_?_“%‘ @—%—6}7] _(_H—aH T Zﬂﬂ_gj\q% /I\___]}\]—(}j_ 753’/} %%zl\"i/\_] Z‘I]_‘:l[_?_}é( :.521, p(OOl)% _1—17—]11]63:}2;0“
Table 67} 7t} A=urzo] BAAT} 3| 7hw o] Ay BAAHCE [Fougt H(+) JTFE vA= AR U
et
Table 6. The effect of hospital internal marketing on job satisfaction and customer orientation
Job satisfaction Customer orientation
Non- X o Standardiz
o Standardizat Non- Standardization R
i Standardization . ation
Variables . ion factor factor :
factor t p factor t p
B Standard 8 B Standard 8
error error
(constant) 309 199 1554 121 1.264 173 7.330 .000
Organization
vision and future| .198 .059 213 3.387** .001 156 051 .208 3.072™* .002
award
Organizational
attributes and 185 .066 175 2.797** .006 129 .057 151 2.247* .026
systems
Communication 373 .081 .290 4,581 .000 333 071 321 4721 .000
Work
environment 046 .050 .054 922 357 -.056 043 -.081 -1.295 .197
management
Compensation
and benefits .196 062 .196 3.174** .002 -.030 054 -.037 -.557 578
institution
Education and | =_ g 070 -058 -951 | 343 | 168 061 182 | 2771 | 006
training system
R’=.500, Adj. R°=.488, F=41.336***, p=.000 R’=.423, Adj. R*=.409, F=30.299***, p=.000

*p(.01, ***p{.001
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Table 7. Impact of job satisfaction on customer

orientation
Non- Standard
Standardization | ization
Variables factor factor t p
B Standard 8
error
(constant) 2.218| 131 16.897 | .000
Job satisfaction 421 .043 521 9.718** | .000

R*=.272, Adj. R*=.269, F=94.437**, p=.000

**p{.001
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Table 8. Mediating Effect of Job Satisfaction in the Relationship between Hospital Internal Marketing and
Customer Orientation

Mediating
Variables Effect B t p F-value R Adoption
Test Stage
Stage 1 585 11.483** .000 131.868*** 343
Organization Stage 2 522 9.7417* .000 94.890"* 273 Partial
vision and future . _ ", mediation
award Stage 3 330 5.246 .000 65,907 344
Stage 3** 328 5.211%* .000
Stage 1 568 10.980%** .000 120.552*** 323
Organizational | siage 2 485 8.819"* .000 77.767°* 235 Partial
attributes and . ” mediation
systems Stage 3 279 4.429 .000 60,498 324
Stage 3™ 363 5.771%* .000
Stage 1 .593 11.725%* .000 137.485** 352
o Stage 2 .584 11.448™* .000 131.067** 341 Partial
Communication o
Stage 3* 424 6.930™* .000 mediation
80.009™** .388
Stage 3** 270 4.406™* .000
Stage 1 445 7.894%* .000 62.307** .198
Work Stage 2 293 4.868™** .000 23.698"* .086 Complete
environment . diation
management Stage 3 076 1.269 .206 48,137+ 276 me:
Stage 3** 488 8.151** .000
Stage 1 541 10.23 1% .000 104.663*** 293
Compensation | grage 2 357 6.076*" 000 36.913" 127 Complete
and benefits . mediation
institution Stage 3 .106 1.663 .097 48.932%% 250 iati
Stage 3** 464 7.302%* .000
Stage 1 439 7.776** .000 60.461** 193
Education and Stage 2 498 9.133*** .000 83.412%* 248 Partial
training system Stage 3* 333 5,048 000 mediation
71.321%* 3601
Stage 3** 375 6.693"* .000

*Ind **Med **p<.001
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