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Self Efficacy, Organizational Commitment, Customer Orientation and
Nursing Performance of Nurses in Local Public Hospitals
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2Department of Nursing, Kunsan National University

Purpose: The local public hospitals in Korea are regarded as institutions that must consider the provision of good
quality public health services, as well as profitability. Therefore it is important to improve nursing services to produce
positive change in local public hospitals. This study was done to examine the relationships between self efficacy,
organizational commitment, customer orientation and nursing performance for nurses in local public hospitals.
Methods: For this study, 5 of 34 institutions were selected through random sampling: and 134 nurses working in local
public hospitals were selected. Data were collected from March 28 to April 8, 2016 using self-report questionnaires.
Collected data were analyzed using independent t-test, one-way ANOVA, Scheffe test, Pearson correlation co-
efficient and multiple regression with SPSS/WIN 18.0. Results: The major findings are summarized as follows: (1)
There were significant positive correlations between self efficacy, organizational commitment, customer orientation,
and nursing performance. (2) The factors affecting nursing performance were self efficacy, organizational commit-
ment, and customer orientation, in that order, and these variables explained 57% of nursing performance.
Conclusion: Administrators in local public hospitals should use the results of this study to develop a strategy for
improving nursing performance.
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Table 1. General Characteristics (N=134)
Variables Categories n (%) or ME£SD
Gender Female 132 (98.5)

Male 2(1.5)
Age (year) 33.3£8.81
<25 34 (25.4)
26~30 9 (21.6)
31~35 23 (17.2)
36~40 7 (12.7)
>41 1(23.1)
Marital state Unmarried 78 (58.2)
Married 53 (39.6)
Others 322
Religion Yes 51 (38.1)
No 83 (61.9)
Education level College 65 (48.5)
University 59 (44.0)
> Graduate school 10 (7.5)
Work department General wards 109 (81.3)
Intensive care unit 25 (18.7)
Clinical experience 9.948.23
(year) 1~<5 54 (40.3)
5~<10 20 (14.9)
>10 60 (44.8)
Experience in 8.2+8.04
current unit (year) <1 9 (6.7)
1~<5 57 (42.5)
5~<10 25 (18.7)
>10 43 (32.1)
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Table 2. Level of Self Efficacy, Organizational Commitment, Customer Orientation and Nursing Performance (N=134)
Actual range
Variables Possible range M=+SD -
Min Max
Self efficacy 1~5 3.71£0.47 2 5
Organizational commitment 1~5 3.37£0.53 1 5
Sense of duty 1~5 3.53£0.59 2 5
Pride 1=5 3.39£0.64 1 5
Desire to maintain membership 1~5 2.9910.68 1 5
Customer orientation 1~5 3.76+0.41 2 5
Reliability 1~5 3.81£0.46 2 5
Tangibles 1~5 3.78+0.44 2 5
Empathy 1~5 3.62+0.60 2 5
Nursing performance 23~115 87.06£10.14 60 115
Independent nursing 9~45 32.77+4.21 18 45
Dependent nursing 9~45 30.99£19.35 21 40
Interpersonal relationship =25 19.35+£2.45 13 25
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Table 3. Difference in Self Efficacy, Organizational Commitment, Customer Orientation and Nursing Performance according to

General Characteristics (N=134)
St Or gamz.atlonal C}lstonTer Nursing
. X commitment orientation performance
Variables Categories torF () torF () torF () torF ()
or or or or
+ + + +
M=SD Scheffé M:SD Scheffé M:SD Scheffé M:£SD Scheffé
Age (year) <25° 3541044 041 3.28+0.55 048 3.61+042 3.85 82.294+9.17 4.02
26~30° 3.60+0.53 (.014) 3.13+0.56 (.015) 3.69+0.41 (.005)  85.93%+8.90 (.004)
31~35° 3731044 a<e 3341049 b<e 3751037 a<e 87.96£9.70 a<e
36~40" 3.77£0.49 3.541+0.47 3.81£0.40 89.18+11.49
>41° 3.95+0.38 3.61+0.47 3.97£0.35 91.52+9.97
Marital stage ~ Unmarried” 3.58+0.47 0.30 3.25+0.54 0.27 3.66+041 6.58 84.14£8.37 8.67
Married” 3.89+0.42 (.001) 3.53£0.48 (.015) 3.90+£0.36 (.002) 91.23+11.15 (<.001)
Others* 3.71+047 a<b  358+0.66 a<b  4.03+041 a<b 89.33£10.06 a<b
Religion Yes 3751047  0.49 3471044 327 3.80£0.44 0.88 87.841£11.15 0.70
No 3.68+0.48 (.823) 3.31+0.58 (1.64) 3.74+039 (379)  86.58%9.50 (.485)
Education College 3.67+0.53  0.67 3.38+0.57 022 3.76+045 0.04 87.28+11.15  0.04
level University 3.73+0.39 (513) 3.34+0.53 (807) 3.77£0.39 (963)  86.78+9.34 (-961)
> Graduate school  3.84%0.50 3.45+0.40 3.7310.29 87.30£8.47
Work General wards 3.70£049 -0.50  3.40+054 1.61 3.76+042 -0.04 871711041 025
department  Intensive care unit 3.75£0.37 (.109) 3.21£0.51 (.109) 3.76+0.35 (.966)  86.60+9.08 (-803)
Clinical =< 3.58+0.52 0.26 3.28+0.58 3.79 3.64+1042 446 83.80+£9.62 6.44
experience 5~<10° 3.65£0.37 (.013) 3.20+0.46 (.025) 3.76£041 (.013) 86.35£897  (.003)
(year) >10° 3.84+043 a<c 3.50+0.49 3.87+0.38 a<c 90.23+10.12 a<c

Experiencein ~ <1° 3.34+049 052

3.07£049 279

3.39+042 5.16 76.781+6.97 14.20

current unit  1~<5° 3641048 (025) 329+058 (043) 3.69+040 (002) 84.82+9.08 (<.001)
(year) 5~ <10° 3741038 a<d 3381043 3814040 a<d 89124961 a<c,
>10° 3.86%0.46 3534051 3.90+0.37 90.98+1028 a<d,
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Table 4. Correlations of Self Efficacy, Organizational Commitment, Customer Orientation and Nursing Performance (N=134)

S . Organizational Customer Nursing
Variables elf efficacy commitment orientation performance
r(p) r(p) t(p) r(p)
Self efficacy 1
Organizational commitment .50 (<.001) 1
Customer orientation .67 (<.001) .53 (<.001) 1
Nursing performance .63 (<.001) .53 (<.001) .68 (<.001) 1
Table 5. Factors Influencing Nursing Performance (N=134)
Variables B SE B t p
(Constant) 24.26 7.13 3.40 .001
Self efficacy 5.08 1.76 24 2.88 .005
Organizational commitment 317 1.38 17 2.30 .023
Customer orientation 9.97 2.06 40 4.84 <.001

R’=57, Adj. R’=54, F=23.39, p<.001.
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