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An effect of the intermal marketing policies of financial institutions on
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Abstract This study examined the effect of the internal marketing policies of financial institutions on the job
satisfaction and customer orientation of employees. Many studies have examined internal marketing policies. On the
other hand, these studies focused the employees in the service industries (e.g. travel agencies, airlines and hotel, etc.)
With the drastic change in financial institutions in recent years, financial institutions are conscious of the importance
of customer service and have increased their efforts to manage and train their employees (e.g. expansion of
empowerment, education and training, management support, and compensation system). The authors conducted an
empirical analysis based on the assumption that these internal policies are effective in increasing the job satisfaction
of employees and further influence the customer orientation. The results showed that 'empowerment, management
support and compensation system' of internal marketing policies have meaningful effects on job satisfaction, whereas
the education and training does not. In addition, job satisfaction has a meaningful effect on the customer orientation
and on a mediating effect between internal marketing policies and customer orientation. These results indicate that
the internal marketing policies of financial institutions can help improve job satisfaction and customer orientation.
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Table 1. Demographic characteristic

Spec Respondents Percentage
Male 156 48.8
Gender
Female 164 512
20~29 59 18.4
30~39 110 344
Age
40~49 101 31.6
50~59 50 15.6
Single 110 344
Marriage
Married 210 65.6
High school 40 12.5
Level of College 10 3.1
education University 252 78.8
Graduate school 18 5.6
Employment Full time 266 83.1
state Part time 54 16.9
under 5 99 30.9
5~10 71 222
Work years
11~15 25 7.8
more than 16 125 39.1
Chief clerk 108 338
Agent 43 134
Position Section chief 118 36.9
Team leader 36 113
Manager 15 4.7
Quickness 29 9.1
Private 76 238
bii:f:s Company 123 38.4
Vip 11 3.4
Head quater 81 253
All 320 100
42 212N U ME 2N
Ao AR e ZHPE Hyush A
=3 2457] 915te] SPSS 18.02 o] §le] B44 &
ARG AN, aQFE Won TN B
A, W B2, D99 10 o4kl folw FEed
ot
[Table 2] °] QQ1EA A} QA L5 0.6
ol HEsoln Bl ST e o

EE ZPUNFE A
DRSS
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Table 2. Factor and reliability analysis result

Variable Division 1 3 3Fact0r loadlng4 5 6 Cronbach'a
1-1 101 018 082 191 861 081
Empowerment 12 181 034 164 028 73 131 791
15 -.002 123 134 170 776 002
21 667 173 015 108 096 130
] 22 805 110 135 115 084 061
Ed“;:xgga“d 23 826 014 037 .050 041 134 853
24 833 027 135 061 056 1006
25 729 018 162 071 113 087
31 039 058 628 124 207 324
32 047 054 779 124 157 245
Me‘sﬁiﬁem 33 039 094 807 147 148 157 849
34 208 097 a7 110 078 -.047
35 188 107 722 114 046 091
] 43 071 084 225 139 117 71
C""S‘;’:;sr‘:"’“ 44 239 167 211 032 093 670 645
45 189 024 193 347 024 653
51 132 075 217 619 155 017
52 069 188 227 741 178 -052
Job satisfaction 53 -.021 249 081 675 135 -.044 778
54 171 1099 014 682 044 228
5.5 054 047 084 691 001 249
6-1 059 626 135 280 026 187
62 -010 802 098 180 039 003
()Crf;gzz; 63 075 809 034 004 037 005 860
6-4 119 847 066 065 064 036
6-5 061 807 070 127 043 083
cigenvalue 3.306 3305 3171 2.862 2.181 1.691
dissipation rate 12716 12710 12.197 11.008 8.389 6.504
accumulation rate 12.716 25.426 37.623 48.631 57.020 63.524
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Bartlett Valiidation p-value .000

431 71 AS

Table 3. Hypothesis 1 regression analysis result

mdeplendent depelndent Beta |t value |p value | VIF
variable variable
empowerment 183 3.522 .000 1.160
education 064 | 1211 | 227 | L.191
training .
" job
MAnAgEMEnt | gy icfaction | .145 | 2519 | .012 | 1.419
support
compensation 302 | 245 | 000 | 1418
system
R= 514 R2= 264 Durbin Watson= 1.732
o578 FnARAA 47) 831& SHUTE
AREg FHE5T DFATNRAS AT Aok
Table 3) 3 20, Seel S50 el gkl
A 5140, RAFLE 264 07, o= SHHF ¢
2919, mEAF, AYEAY, WA FER
A5kl digk AA A9ES Ydle Aolth
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Table 4. Hypothesis 2 regression analysis result wkxl & gl
independent dependent
Vazable Vsﬁable P e e | Table 5. Hypothesis 3 regression analysis result
empowerment .073 1.264 207 1.160
cgzlcﬂ:;n ool 1516 | 1o | Lot indeoendent | dependent | Beta | t value va‘;ue 3:2’;2
customer -
management | orientation | 143 | 2234 | 026 | 1419 b CUSIOMET 1 364 | 6958 | 000 | 1864
support satisfaction oriebtation
C"T;Zf:fm 13| 1926 | 055 | 1417 R= 364 R2=.132

R= 309 R2= .096 Durbin Watson= 1.826
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Table 6. Hypothesis testing overall result

Hyp.othes independent dependent | Beta |t value |p value accgp !
is or reject
job
H 1-1 empowerment . . A83 | 3.522 | .000 | accept
satisfaction
o | Cducation " 064 | 1211 | 227 | reject
training
H 13 | Mmenagement " 145 | 2.519 | 012 | aceept
support
H 14 | Compensation " 302 | 245 | 000 | accept
system
H 2-1 empowerment ctAlstom‘cr 073 | 1.264 | 207 | reject
orientation
joo | Cducation " 089 | 1516 | 130 | reject
training
H o3 | Mmanagement " 143 | 2234 | 026 | accept
support
H .4 | compensaton " 123 | 1926 | 055 | reject
system
H3 job satisfaction " 364 | 6.958 | .000 | accept
434 7184 AS
QAR A A DA G BAlel o A

Zo] w7 25 ER1817] 913 Baron & Kenny <] 3%
Al w713 752 2 Sobel test= A3 tE Sobel test
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[Table 7] 7 2t}

Table 7. Hypothesis 4 mediating effect result

indendent | parameter | stage | Beta |t value Va}l)uc acrc:jztctor S:::l;fl
1 326 | 6.144 | .000 | accept
empower | job 2 |73 (339 002 | " | 4399
ment | satisfaction | 3(ind) | .061 | 1.113 | 266 | reject | ***
3(par) | .343 | 6.219 | .000 | accept
1 257 | 4.750 | .000 "
education " 2 192 | 3.486 | .001 " 3.766
training 3(ind) | 105 | 1.956 | 051 | reject | ***
3(par) | .336 | 6.250 | .000 | accept
1 373 | 7.172 | .000 "
manageme . 2 | 253 | 46721000 | " | 4403
nt support 3(ind) | .137 | 2.450 | .015 " e
3(par) | 312 | 5.592 | .000 "
1 444 | 8.826 | .000 "
compensat . 2| 243 44771000 | " | 4635
ion system 3(ind) | 102 | 1.762 | 079 | reject | ***
3(par) | 318 | 5.475 | .000 | accept
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