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Abstract There has recently been increased recognition of the significance of internal marketing activity towards
hospitals; however, few studies have investigated internal marketing towards hospitals. Therefore, this study was
conducted to examine the impacts of internal marketing and service orientation on hospital image and to focus on
the moderating effect of self-efficacy. The main results were as follows. First, empowerment, education training, and
leadership of internal marketing positively affect service orientation, with leadership having the greatest influence.
Conversely, internal communication and reward do not affect service orientation. Second, service orientation positively
affects hospital image, indicating that an influencing relationship between the two factors is formed. Third, the
moderating effects of self-efficacy towards the relationship between internal marketing and service orientation is not
significant an alpha level of 0.05. However, overall internal marketing in the high group of self-efficacy has a greater
effect on service orientation than that in the low group. Thus, the managers should enhance internal marketing and
service orientation to increase hospital image, and motivate employees to have self-efficacy.
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Fig. 1. Research Model
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[Table 1]ellAfe} o] FAHEFP AL A4
x*=1322.051  (df=674, p=0.000), xYdf =1.962,
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Table 1. Reliability & Convergent Validity analysis

Standardized

Items K S.E. | t-value |Cronbach' a| CR | AVE
Estimates

icl 0.88 0.057 | 19.301
ic2 0.805 0.060 | 16.811
IC | ic3 0.854 0.058 | 18.38 0.921 0.987 | 0.702
ic4 0.821 0.059 | 17.301
ic5 0.827
eml 0.893 0.044 | 23.121
em2 0.894 0.044 | 23.131

EMIem3 | 0928|0043 [25215] 094 | 099010809
cm5 | 0.881
rel | 0752 | 0.104 | 10.288
2 | 0845 0095 | 1L116

RE 3T 0.85% 0090 11200] 0850 | 09750702
rod | 0891
ol | 0823 | 0.047 | 18.641
e2 | 088 | 0.047 | 21.095

ET o3 | 087 | 0.046]20466] 0939 | 0990 |0.748
ot | 0882|0047 21053
o5 | 0867

lel 0.899 0.038 | 25.136
le2 0.916 0.041 | 26.448
LE | le3 0.934 0.037 | 28.002 0.960 0.993 | 0.830
led 0.903 0.037 | 25.477
le5 0.903
sol 0.84 0.047 | 20.698
s02 0.882 0.044 | 22.901
so03 0.901 0.043 | 24.161
SO | so4 0.892 0.953 0.992 | 0.758
s05 0.843 0.044 | 20.863
506 0.824 0.051 | 19.963
so7 0.826 0.046 | 19.959
hil 0.97
hi2 0.786 0.048 | 16.276
hi3 0.793 0.052 | 16.58
hi4 0.748 0.046 | 15.247
HI | hi5 0.873 0.048 | 19.230 0.946 0.993 | 0.686
hi6 0.788 0.046 | 16.425
hi7 0.681 0.048 | 13.368
hi8 0.903 0.044 | 20.353
hi9 0.873 0.045 | 19.253
x2(df)=1322.051(674), p=0.000, CMIN/DF=1.962,

RMSEA=0.056, GFI=0.821, IFI=0.950, TLI=0.945, CFI=0.951
Note: IC(Internal Communication), EM(empowerment), RE(Reward),
ET(Education &  Training), LE(Leadership), SO(Service
Orientation), HI(Hospital Image)

S50 B> AFEFTd(convergent validity)
7} gbdE/(discriminant validity) &2 EHR18}=H],
[Table 2.]01A AIAE B} o], HFQQ A Ao

0.7(+2l9* 1%), AVE(average variance extracted) #k
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Table 2. Discriminant validity analysis

Ave. SC IC |EM | RE | ET | LE | SO | HI
IC | 4717 | 1201 |.838
EM | 439 | 1.500 |.727 | .899
RE | 3.934 | 1.119 |.598 | .527 | .838
ET | 4.709 1.154 | .627 | .527 | .545 | .865
LE | 4352 | 1.176 | .698 | .651 | .631 | .716 | 911
SO | 4702 | 1073 |.640 | .615 | .584 | .697 | .803 | .871
HI | 4899 | 1075 |.689 |.610 | .570 | .636 | .757 | .779 | .828

The squared roots of the AVE values are in bold type on the diagonal.

4.3, 7H4EH

AMOS 21.0& AF&38le] TREFHEAMS A4
= [Table 3]0 A|AEE upe} 2Fo] wjfupA| g €]
WEAFU A1 AHI-1, -0.008)F HAHHI-3, 0.09
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Table 3. The results of hypothesis testing
H -> SC SE |t - value p
HI1-1 | IC->SO | -0.004 | 0.080 -0.052 0.959 Rejected

HI1-2 | EM>SO | 0.173 0.080 1.868 0.062 | Accepted

HI-3 | RE>SO | 0.072 | 0.070 1.352 0.176 | Rejected

H1-4 | ET->SO | 0.197 | 0.051 3.569 0.000 | Accepted

H1-5 | LE=>SO | 0518 | 0.068 7.017 0.000 | Accepted

H2 | SO->HI | 0.849 | 0.055 16.505 | 0.000 | Accepted

X(df)=1633.950(722), CMIN/DF=2.263, RMSEA=0.064,
GFI=0.792, TFI=0.930, TLI=0.924, CFI=0.930

Table 4. The results of moderator effect analysis
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Hypothesis | Antecedent Moderating Consequenc; * e i ) Efficacy(n=10) Constrained Model Ax3(1)
P Construct quency Standardizes Standardizes x¥df
. t-value . t-value
Estimate Estimate
H3-1 IC SO -0.182 -1.654 0.187 1.805 2465.547(1319) 2.607
H3-2 EM SO 0.245 2.121 0.124 1.056 2464.631(1319) 1.691
H3-3 RE SE SO 0.039 0.657 0.040 0.539 2463.196(1319) 0.256
H3-4 ET SO 0.225 3.014 0.130 1.781 2463.126(1319) 0.186
H3-5 LE SO 0.588 5.264 0.400 4.585 2463.196(1319) 0.256

Free Model: x>=2462.940, DF=1318, CMIN/DF=1.869, RMSEA=0.049

Note : IC(Internal Communication), EM(empowerment), RE(Reward), ET(Education & Training), LE(Leadership), SE(Self Efficacy),

SO(Service Orientation)
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