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Factors Associated with Customer Orientation and Nursing Productivity

Yeo, A-Ram - Lee, Haejung - Jin, Hyekyung
College of Nursing, Pusan National University

Purpose: The purpose of this study was to identify the levels of customer orientation in nurses whose work experience
was between 1 and 5 years and to examine factors associated with customer orientation and nursing productivity.
Methods: For this descriptive correlational study, nurses (N=164) were recruited from a University Hospital in B city,
from November 1 to 23, 2012. Questionnaires included measures of customer orientation, nursing productivity, or-
ganizational commitment, job stress, and turnover intention. Data were analysed with the SPSS/WIN 18.0 program
using descriptive statistics, t-test, ANOVA, Pearson correlation coefficient, and stepwise multiple regression. Results:
The mean age of participants was 25 years, 96% were single, and 54.9% had a bachelor degree. Organizational
commitment (3=.387) and job stress (=.280) significantly explained the variance in customer orientation (R?=15.8).
Customer orientation (3=.479), education level (3=.196), and turnover intention (3=-.184) significantly explained the
variance in nursing productivity (R>=35.3). Customer orientation was the most important factor in explaining the var-
iance in the nursing productivity. Conclusion: This study highlighted the relationship between customer orientation
and nursing productivity. Improving the customer orientation could result in increasing nursing productivity. Future
managerial intervention to improve customer orientation is warranted.
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Table 1. Levels of Customer Orientation and Nursing Productivity according to Nurses' Characteristics
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(N=164)

Characteristics

Categories n (%)

Customer orientation Nursing productivity

M=*=SD tor F M=SD tor F
Age (year) 22~25 94 (57.3) 3.60+0.42 0.93 2274035 0.80
26~29 63 (38.4) 3.68+0.40 2.29+0.37
30~38 7 (4.3) 3.71£0.38 2.45%0.34
Marital status Single 157 (95.7) 3.6310.41 255 2.28+0.36 0.52
Married 7 (4.3) 3.88+0.14 2.38+0.30
Religion Buddhism 37 (22.6) 375+0.38 2.20 2.394+0.40 1.58
Christianity 10 (6.1) 3.71+0.34 2.35+0.24
Catholicism 12(7.3) 3.4310.34 2.25+0.35
No Religion 105 (64.0) 3.61+0.42 2.25%0.36
Education 3 Year college 69 (42.1) 3.6410.41 0.01 2.20+0.38 6.95*
> Bachelor 95(57.9) 3.63+0.41 2341032
Length of clinical 1~3 97 (59.1) 3.63+0.41 0.12 2.29+0.38 0.06
experience (year) 3~5 67 (40.9) 3.65+0.42 2.28%0.33
Experience of No 144 (87.8) 3.64+0.40 0.01 2.29%0.35 0.49
ward transfer Yes 20(12.2) 3.63+0.47 2231044
Average monthly salary 100~ < 140 11(6.7) 3.69+0.39 2.96 2.28+0.46 121
(10,000 won) 140~ < 180 69 (42.1) 3.55+0.44 2241031
180~ < 260 84 (51.2) 3.70£0.37 2.33%0.38
Numbers of night shifts <4 40 (24.4) 3.70+0.45 1.65 232+0.31 0.58
per month 5~8 124 (75.6) 3.61£0.39 227%0.37
Note, *p=.009.
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Table 2. The Levels of Customer Orientation, Nursing Productivity, Organizational Commitment, Job Stress, and Turnover

Intention (N=164)
Variables M=*SD Ranges Possible ranges
Customer orientation 3.064+0.41 2.43~471 1~5

Reliability 3704046 2.67~5.00
Reactivity 3.58+0.47 2.50~4.75
Corporality 3.66+0.47 2.33~5.00
Consensual 3.64+0.51 2.25~5.00

Nursing productivity 2.29+0.36 1.13~3.47 0~4
Organizational commitment 2.93+0.42 1.60~4.27 1~5
Job stress 1.01+0.34 0.15~2.06 0~3

Physical environment 1.31£0.51 0.17~2.83
Psychological environment 0.91£0.34 0.06~1.94
Social environment 1.01+0.41 0.10~2.40
Turnover intention 3.83%0.67 1.92~5.67 1~7

Table 3.Correlation among Customer Orientation, Nursing Productivity, Organizational Commitment, Job Stress, and Turnover

Intention (N=164)
Variables ! = ) : >
r(p) r (p) r(p) r(p) r(p)

1. Customer orientation 1

2. Nursing productivity .53 (<.001) 1

3. Organizational commitment 31 (<.001) 30 (<.001) 1

4. Job stress 17 (.027) -.02 (.821) -.28 (<.001) 1

5. Turnover intention -.23 (.003) -.31 (<.001) -.60 (<.001) .38 (<.001) 1
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