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The Effect of Perceived Intermal Marketing and Customer Orientation
on the Organizational Commitment of Nurses in Specialized Hospital

Kyoung-Min Lim', Eun-Joo Jo”, Jeong-Ok Kwon'
'Department of Nursing, Choonhae College of Health Sciences
’College of Nursing, Kosin University
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Abstract This study examined the effects of internal marketing and customer orientation on the organizational
commitment of nurses in specialized hospitals. This research was conducted from May 1 to 30, 2015 and involved
149 nurses at 5 specialized hospitals in Busan, The collected data were analyzed by descriptive statistics, t-test,
ANOVA, Scheffe's test, Pearson correlation coefficients, stepwise multiple regression by the SPSS WIN 18.0 program.
As a result, there were significant differences in the organizational commitment according to age, marital status,
education, clinical experience, position, work shift, working unit, number of beds, and experience of participation for
employee satisfaction survey. Organizational commitment was positively related to the internal marketing. In addition,
there was a positive correlation between the organizational commitment and customer orientation. Meaningful
variables that influenced the organizational commitment were internal marketing, working unit, education, and
position. The total explanation power was 58.5% and the internal marketing was the most influential factor. In
conclusion, to enhance the organizational commitment of nurses working in specialized hospitals, educational
opportunities need to be provided to increase the professionalism of nurses, and efforts will be needed to improve
the working environment and develop internal marketing strategies, such as regular satisfaction surveys.
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Table 1. Degree of Organizational commitment by general characteristics. (N=149)
izational itment
Variables Categories n(%) Organizational_commitmen
M+SD t/F(p) scheffe's
20-29 83(55.7) 2.67+0.74
Age(year) 30-39 48(32.2) 2.91£0.54 3.63(.029)
40 < 18(12.1) 3.0740.71
N 67(45.0 2.73£0.75
Religion © (45.0) 0.92(359)
Yes 82(55.0) 2.84+0.64
) Single 104(69.8) 2.69+0.71
Marital Status . -2.84(.005)
Married 45(30.2) 3.03+0.57
. College 95(63.8) 2.69+0.72
Educat -2.33(.021
Heation University 54(36.2) 2.9740.59 (021)
1-3° 34(22.8) 2.8140.76
ini i 4-5° 36(24.2 2.5540.77
Clinical experience ) ( ) 3.33(021) ac<d
(year) 6-7 23(15.4) 2.67£0.52
8d < 56(37.6) 2.99+0.60
Staff 117(78.5 2.71x0.67
Position all nurse (78.5) -2.70(.008)
Charge nurse < 32(21.5) 3.08+0.69
2 shift 77(51.7 2.90+0.64
Work shift st 517) 2.01(.045)
3 shift 72(48.3) 2.68+0.72
R . General unit 91(61.1) 2.89+0.66
Working unit . . 2.20(.029)
Special unit 58(38.9) 2.64+0.71
i > 199 30(20.1 2.90+0.54
Monthly income (20.1) 0.99(324)
(10,000 won) 200 < 119(79.9) 2.76+0.72
50-149° 17(11.4) 2.95+0.46
150-249" 23(15.4) 2.52+0.75
Bed Number . 4.16(.007) a,d<c
250-299 29(19.5) 3.12+0.67
300d < 80(53.7) 2.72+0.68
experience of participation for No 28(18.8) 2.73%0.75 0.53(.595)
employee satisfaction survey Yes 121(81.2) 2.81£0.67 T
i i N 42(28.2 2.59+0.77
Employee sat'lsfactlon o (28.2) 222(027)
Survey experience Yes 107(71.8) 2.87+0.64
3.2 CHAMXIe| LHEOAIE!, 12 X|skM, Z=X| 7P wsith didRe] aAA gAY ke Hd
2¢o| Mz 47.62+5.63(%= 91 13-65), A 3.66+0.43(H 1=
I Hol. 1.5)0 1) Alzlo] ZAIEOolo] AT i=
ote] Raplge] Ant Wit 67.60413.69(  Boh 1-5)O= HERTh gl 2xEe] e
3 - pz| At ) Py o3 A
THS]; 24-120), BHFHA 2.8140.57(H =S 1-5)0 J3t 19.58+4.85(=7HS; 7-35), HHHA 2.79+0.69
= 9.
2 uehde). olg shdelEe nekg ), oxpage)  (HEUT; 1502 HERIH{Table 2]
3.33£0.58% 7F =91, WSFH J o] 2.54+0.74 %
Table 2. The Internal Marketing, Customer orientation, Organizational commitment (N=149)
. Item Average
[+
Variables No. M=SD Range MESSD Range
Internal Marketing 24 67.60+13.69 24-120 2.81+0.57 1-5
Communication 5 16.69+2.94 5-25 3.33+0.58 1-5
Compensation system 4 10.95£3.99 4-20 2.73+0.99 1-5
Welfare 2 5.31£1.58 2-10 2.65+0.79 1-5
Work environment 4 10.70£2.95 4-20 2.67+0.73 1-5
Vacation & Leave absence 4 11.20+2.83 4-20 2.80+0.70 1-5
Education & training 5 12.72+£3.72 5-25 2.54+0.74 1-5
Customer orientation 13 47.62+5.63 13-65 3.66+0.43 1-5
Organizational commitment 7 19.58+4.85 7-35 2.79+0.69 1-5
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Table 3. The Relationships between Internal Marketing, Customer orientation, Organizational commitment

(N=149)
Variables Organizational cc t

r P

Internal Marketing .730 <.001

Communication 403 <.001

Compensation system 525 <.001

Welfare .604 <.001

Work environment .647 <.001

Vacation & Leave absence .606 <.001

Education & training 571 <.001

Customer orientation 305 <.001
3.3 CHaxiel UFALE|EHy - 2|2 2kE S0 3.5 oigdxtel =x2¢] o ges nlxl=

e xaEYol ¥ 29l
Bel A B4 mE 2B e 9Y  ARE 05k 24890 JFS AL 8L
(F=3.63, p=.029), AEF5-(t=-2.84, p=005), X5A4=  <lsy] Y& SHUARE T 222U o3 Ao
(t=-2.33, p:.ozl), %‘%ﬂoﬁ(F:&%, p=.021), A9 A7t AAJD WFeARL T DA G, 183 A 54
(52,07, p=008), TFBEN=201, p=045), ZHFHA T 2ABY} fol@ o]} AU A, AE, w57
(t=2.20, p=.029), B} —’F(F 4.16, p=.007), WE-2AT = QPFAEE, A9, LFH|, SFRA, B Ui
% A 5 (=222, p=.027)0ll wel TAKCR fof  ANE ZANE PSR AHE|sle] e RS A4l
@ Aol7k QlgiTh AFRAAS QA 7d o an.

ol 1-3dolAY, 3.5 o]} R, WA = SHUTFE tg 7S ASs] S8 veaadA
250-3007873¢1 ol 50-150773o1 A, 3008 o & EAF A, BN FAEAG] 0.980~0.995
ol #HT} 22AEAY Hxr) =4 Vel tHTable 1]. o WYE  0.10]40)a,  EAFEAClxK Variation

SFAM

al
S o

=<

B

3.4 CHEXte| LHFOIAH Y,
= Hzo| ZA

oAl e AEsh 2489 AR WA

InkZ Yyl

O

inflation factor, VIF)%<2 1.005~1.0202] HHZ 10°]3}
2 Yeh 5"t gegddde wAE stk
T3k Al HYA 3l Drubin Watson %<

T A3} 196307 UERE, 7] Aol ¢l Aow

°
qs< ¢

we & AR} A Aow Yepkor|=73, p<oon), oA
greblEe SRele 2RAY6, pool), ¥ ATRIE THL A, ANLIE feld Aew
25 A(=60, p<.001), F7t 2 FAG=60, p<001), 3 TEFHEIIF=53.16, p<001), 2Fef FAH AEAF
SFH(=57, p<.001), EAAEr=52, p<.001), &A= (R*)E 5852 A Aol 585%0]|0c}h. A<
E(=40, p<.001)9] w02 etk oAt max  hEAke] 2A B sb 2 daS nE adlogE
P Aok 2ABPYES] PAE B ¢ ARAE  WRIPIRE=703)0193,  WRepIRe] e
(=30, p<.00)= A o2 YEPYTHTable 3]. 529%°|9 oM, thgo R LFHA(B=157), LHHYE
(B=150), A$(B=.122) s=°]AtHTable 4].
Table 4. The factor of impact on the level of Organizational commitment (N=149)
Variables B SE [ t p Adj. R?
Constant 3.900 1.535 2.54 012
Internal Marketing 249 .019 703 13.16 .000 .529
working unit 1.555 527 157 292 .004 553
Education 1,507 533 .150 2.82 .005 573
Position 1.436 .629 122 2.28 .024 .585

Adj. R* =585, F=53.16, p<.001
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