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Purpose: This study was designed to assess the degree of Positive psychological capital, Organizational commit-
ment, Customer orientation of clinical nurses, and to identify correlations between these variables. Methods:
Participants were 230 nurses working in three hospitals located in Seoul. Data were analyzed using descriptive sta-
tistics, t-test, ANOVA, Scheffe test, Pearson Correlation, and Multiple Regression. Results: Mean scores were 3.32
(5 point scale) for Positive psychological capital, 3.03 (5 point scale) for Organizational commitment, 3.71 (5 point
scale) for Customer orientation. Positive psychological capital correlated positively with Organizational commitment
(r=.29, p<.001) and Customer orientation (r=.58, p<.001). Organizational commitment correlated positively with
Customer orientation (r=.28, p<.001). Positive psychological capital had a significant influence on Customer ori-
entation. and these combinations explained 34.2% of the variance in Customer orientation (F=25.68, p<.001).
Organizational commitment had a mediating effect between Positive psychological capital and Customer orientation.
Conclusion: The results of this study suggest a need for strategies to improve Customer orientation by enhancing
the Positive psychological capital of nurses. Furthermore, study to develop and apply a Positive psychological capital
promotion program should be conducted.
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Table 1. Differences in Positive Psychological Capital, Organizational Commitment, and Customer Orientation according to
characteristics of Participants

Positive Organizational Customer
Characteristics ~ Categories n (%) psychological capital commitment orientation
M*=SD  torF (p) M*£SD  torF (p) M=+SD tor F (p)
Age (year) 20~29" 120 (52.2)  3.23+036  9.70 3.02+£0.19  2.06 3.67+0.41 1.48
30~39" 90 (39.1) 337043 (<.001) 3.02%0.21 (.130) 3.75%0.45 (.230)
>40° 20 (8.7) 3.60%£027 a<b,c  3.13%0.36 3.79+0.29
Education Diploma® 21 (9.1) 3.18%£0.50 4.17 3.01£0.24 1.01 3.5210.42 247
Bachelor” 188 (81.7)  3.31+0.37 (.017) 3.02£0.20  (.367) 3.73+0.41 (.086)
> Master* 21 (9.1) 352+t041 a<b,c  3.09%0.35 3.77+0.44
Marital status Single 149 (64.8)  3.22+036  -4.81 3.01£0.20 1.19 3.66+0.41 -2.09
Married 81(352) 348+041 (<.001) 3.06%0.25 (.102) 3.81£0.42 (.008)
Religion Yes 129 (56.1)  3.37%+0.35 2,53 3.05£0.22 0.10 3.75£0.42 1.38
No 101 (43.9)  3.24£0.44 (.012) 3.00%+0.22 (.111) 3.67%+0.42 (.168)
Health Not healthy” 47 (20.4) 3.10+0.42 12.87 3.03%+0.23 0.19 3.83+£0.43 3.55
Average” 117(50.9)  331£035 (<.00D) 3.02£023 (828  3.264041  (.030)
Healthy* 66(28.7) 3471039 a<b<c 3.04%020 3.36£0.40 b<c
Type of Fixed (day) 25(109)  3.61+0.45 4.06 3.01+0.21 0.26 3.841+0.47 1.62
work shift Not fixed 205(89.1)  3.28+£0.37 (<.000) 3.03%0.22 (.720) 3.70£0.41 (.108)
Position Staff nurse 189 (822) 3274039  -391 3.02£0.21 0.40 3.68+0.41 -2.21
Charge nurse 41(17.8) 353+035 (<.001) 3.06£0.28  (303) 3.84%0.41 (.028)
Turnover No 31(13.5)  3.29£0.40 -2.44 3.03£0.22 0.05 3.6910.42 -1.79
experience Yes 199 (86.5)  350+032  (.016) 3.06+022  (551) 3.86+0.41 (.075)
Mento No 144 (62.6)  3.36%0.40 250 3.04+0.23 0.04 3.74£0.45 1.22
Yes 86 (37.4)  3.23%0.38 (.013) 3.01£0.21 (.279) 3.6710.35 (.225)
Clinical <5 90 (39.1)  3.20£0.36 9.29 3.02%+0.20 3.43 3.6310.41 257
experience 5~<10" 72(313) 3291036 (<.001) 298+020  (.018) 3.74%0.41 (.059)
(year) 10~<15° 35(15.2) 340+042 a.b<d 3.06+019 b<d 3.73%£0.42
>15 33 (14.3)  3.59%£0.37 3.12%0.30 3.85%0.42
Experience in <5" 137 (59.6)  3.26%0.39 4.44 3.02%+0.23 0.65 3.68+0.42 1.16
current unit 5~<10" 74 (32.2) 3371041 (.013) 3.03+0.21  (.523) 3.771+0.41 (.315)
(year) 10~<15° 19 (8.3) 3.51+0.30 a<c 3.08+0.22 3.68%0.41
Table 2. Mean Scores for Positive Psychological Capital, Organizational Commitment, Customer Orientation (N=230)
Variables M=£SD Minimum Maximum
Positive psychological capital 3.32£0.40 1.92 5.00
Self-efficacy 3.28%+0.55 1.17 5.00
Hope 3.38+0.51 1.67 5.00
Resilience 3.41+0.40 2.50 5.00
Optimism 3.20+0.38 1.83 5.00
Organizational commitment 3.03+0.22 2.47 4.33
Customer orientation 3.71£0.42 2.79 5.00
Reliability 3.77+0.49 2,00 5.00
Responsiveness 3.69+0.54 1.67 5.00
Tangibles 3.70£0.46 233 5.00
Empathy 3.69+0.51 2.00 5.00
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Table 3. Correlation between Positive Psychological Capital and Organizational Commitment, Customer Orientation

_ 1 2 3 4 5 6 7 8 9 10 11
Variables
r(p) r(p) r(p) r(p) r(p) r(p) r(p) r(p) r(p) r(p) r(p)
1. Positive psychological 1
capital
2. Self-efficacy 93 1
(<.001)
3. Hope 93 .85 1
(<.001) (<.001)
4, Optimism 85 73 76 1
(<.001) (<.001) (<.001)
5. Resilience 72 .55 .55 47 1
(<.001) (<.001) (<.001) (<.001)
6. Organizational 29 23 26 21 31 1
commitment (<.001) (<.001) (<.001) (<.001) (<.001)
7. Customer .58 51 .52 .53 44 .28 1
orientation (<.001) (<.001) (<.001) (<.001) (<.001) (<.001)
8. Reliability .39 .35 .35 37 .27 14 .83 1
(<.001) (<.001) (<.001) (<.001) (<.001) (<.001) (<.001)
9. Responsiveness 57 .50 51 55 45 28 87 62 1
(<.001) (<.001) (<.001) (<.001) (<.001) (<.001) (<.001) (<.001)
10. Tangibles .52 43 49 47 .39 26 75 48 .58 1
(<.001) (<.001) (<.001) (<.001) (<.001) (<.001) (<.001) (<.001) (<.001)
11. Empathy 49 46 43 41 .38 27 89 64 72 .58 1
(<.001) (<.001) (<.001) (<.001) (<.001) (<.001) (<.001) (<.001) (<.001) (<.001)
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Table 4. Regression Analysis for Positive Psychological Capital, Organizational Commitment, Customer Orientation

Model 1 Model 2 Model 3
Variables Categories
B(p B(p B
Characteristics Marital status Unmarried
Married .18 (.005)
Health Not healthy
Average .18 (.005) -.11 (.035) -.11 (.039)
Healthy
Positive psychological capital Self-efficacy .20 (.018) .20 (,028)
Hope .21 (.020) .19 (.031)
Resilience .28 (<.001) .28 (,001)
Optimism .19 (.003) .16 (.013)
Organizational commitment 12 (.040)
F(p) 7.69 (< .001) 30.58 (<.001) 25.68 (<.001)
R’ .06 35 36
Adjusted R* .06 34 35
Durbin-Watson 1.607 1.749 1.737
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Table 5. Effect on Parameters of the Organization Commitment of Customer Directivity and Positive Psychological Capital

2 2

Stage Independent variable Dependent variable B t P R Adj. R
1 Stage Positive psychological Customer directivity .58 10.68  <.001 33 33
(independent capital
— dependent)
2 Stage Positive psychological Organizational .29 459  <.001 .09 .08
(independent capital commitment
— media)
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(independent/media capital
— dependent) o
Organizational A2 219 .030
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