Journal of Korean Academy of
( 2 Nursing Administration

J Korean Acad Nurs Admin, 2012 18(1) 56-66

F20f
L2opie, Keaks,
AR, 2BAL
Key words

Internal marketing, Job
satisfaction, Customer
orientation, Nurse

Correspondence

Do, Eun Su

Department of Nursing,
Kyongbuk Science College
262-20 Sanin-dong, Dalseo-Gu
Daegu-city 704-809, Korea
Tel: 82-53-632-8957

Fax: 82-54-979-9475

E-mail: dodo-rose(@hanmail.net

= 31 220119 59 169
£ H 2 2011d 6Y 24Y
AAretZ 2l 2012 29 28

A

olg) | 28 U3 AP} 2X|ol= WSOHIS,
2

= JAXISA0 OIXl= 322! Hlul

A ZEHY ZAoE -

£ 2 2.4 o o

Comparison of Internal Marketing, Job
Satisfaction and Customer Orientation of
Nurses by Size of Medical Care Institution;
Small-medium Hospitals and General
Hospitals

Do, Eun Su' - Kim, Mi Ye®

' Full-time Lecturer, Department of Nursing, Kyongbuk Science College
? Professor, College of Nursing, Kyungpook National University

Abstract

Purpose: This study was conducted to compare internal marketing, job satisfaction and
customer orientation between nurses in small-medium hospitals and nurses in general
hospitals, Method: The participants were 470 nurses were working in 8 small-medium
hospitals and 5 general hospitals, Data were collected with structured questionnaires in
July, 2010, and analyzed using descriptive statistics, x*-test, MANCOVA, t-test, One-way
ANOVA, and Scheffe test with PASW (SPSS) 180 program, Results: There was no
significant difference between small-medium hospital nurses and general hospital nurses
in internal marketing and customer orientation, But nurses in small-medium hospitals had
higher levels of job satisfaction than general hospital nurses, Conclusions: These
findings demonstrate the necessity of developing programs that will help to improve job
satisfaction in nurses,
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(Table 1) General Characteristics (N=470)
Small-medium General Total
Variables Categories sized hospitals hospitals n(%) e p
n(%) n(%) ’
20~25 50(23 4) 106(41 4) 156(33.2)
26~29 68(31.8) 93(36.3) 161(34.3)
Age 30~34 49(22 9) 29(11.3) 78(16.6) 3043 <.001***
35~39 21(9.8) 12(4.7) 33(7.0)
40< 26(12.1) 16(6.3) 42(8.9)
College 175(81.8) 191(74.6) 366(77.9)
Educational background University 33(15.4) 51(19.9) 84(17.9) 403 133
Graduate school 6(2.8) 14(5.5) 20(4.3)
Marital Unmarried 128(59.8) 197(77 0) 325(69.1) 1672 (001"
status Married 86(40.2) 59(23.0) 145(30.9) : :
Staff 167(78.0) 214(83.6) 381(81.1)
Position Charge 22(10.3) 28(10.9) 50(10.6) 591 052
Head 25(11.7) 14(5.5) 33(7.0)
Word 134(62.6) 129(50.4) 263(56.0)
o~ Icu 219.8) 27(10.5) 48(10.2)
unit ER 12(5.6) 12(4.7) 24(5.1) 2419 {001
OR 30(14.0) 25(9.8) 55(11.7)
Others 17(7.9) 63(24 6) 80(17.0)
<150 13(6.1) 72.7) 20(4.3)
150<~ <200 139(65.0) 148(57 8) 287(61.1)
Income 200<~ <250 54(25 2) 82(32.0) 136(28.9) 8.64 064
250< 8(3.7) 19(7 4) 27(5.7)
1<~<3 46(21 5) 69(27 0) 115(24 5)
Career 3<~<b 36(16.8) 81(31.6) 117(24.9)
s 5<~<7 34(15.9) 38(14.8) 72(15.3) 2403 £001*
Y 7<~<10 43(20.1) 31(12.1) 74(15.7)
10< 55(25.7) 37(14 5) 92(19.6)
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(Table 2) Multivariate Tests by the Size of Medical Care Institution (N=470)
Variables Effect Value 7 Hypoc;(?ess Error df P
Pillai's Trace 019 2978 3 463 031*
el TG Wilks'l LLambda 981 2978 3 463 031*
Hotelling's Trace 019 2978 3 463 031*
Roy's Largest Root 019 2978 3 463 031*
Pillai's Trace 113 9754 6 460 {001,
Job satisfaction Wilks' Lambda 887 9,754 6 460 001"
Hotelling's Trace 127 9,754 6 460 001
Roy's Largest Root 127 9,754 6 460 {001
Customer Pil.lai's Trace 009 1,033 4 462 390
orientation Wilks' Lambda 991 1.033 4 462 390
Hotelling's Trace 009 1.033 4 462 390
Roy's Largest Root .009 1,033 4 462 390
Pillai's Trace 077 12,884 3 463 {001
Total Wilks' Lambda 923 12 884 3 463 {001
Hotelling's Trace .083 12884 3 463 001
Roy's Largest Root 083 12 884 3 463 {001
(Table 3) Test of Between-Subjects Effect (N=470)
Small-medium General
Variables hospital hospital F p 72
M(SD) M(SD)
Internal marketing 3.03(.60) 3.09(52) 3.368 067 007
External activity 2.84(72) 2.92(65) 5281 022¢ 011
Employee-oriented measures 3.13(.63) 3.16(.60) 179 673 .000
Communication management 3.00(.74) 3.15(.61) 5498 019~ 012
Job satisfaction 3.14(37) 2.99(34) 13,492 {001 028
Pay 2.38(.76) 2.44(70) 2504 114 005
Professional 3.61(.64) 3.50(.56) 345 557 001
Administration 3.24(48) 3.11(.46) 8.411 004 018
Work requirements 2.62(.50) 2.37(.51) 29.641 {001 .060
Interaction 3.71(55) 3.56(54) 3.713 048" 008
Relationship between doctors and nurses 3.16(.72) 2.89(69) 12978 001" 027
Customer orientation 3.56(.48) 3.49(43) 154 694 .000
Reliability 3.67(49) 3.57(49) 1120 291 002
Responsiveness 3.45(57) 3.37(.53) 012 912 .000
Tangibles 3.63(55) 3.54(48) 543 462 001
Empathy 3.50(.55) 3.46(53) 198 657 000
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(Table 4) Difference of Internal Marketing, Job Satisfaction and Customer Orientation according to General Characteristics of

Small-medium Hospitals

(N=214)

Small-medium hospitals

Variables Categories Internal marketing Job satisfaction Customer orientation
M(SD) F/t(p) M(SD) F/t(p) M(SD) F/(p)

20~25 3.14(46) 3.19(37) 3.53(46)
26~29° 2.92(59) 1810 3.04(.35) 3.094* 3.41(43) 3.960*

Age 30~34 2.94(.66) ( ] 28) 3.09(.38) (.017) 3.61(.51) (.004)
35~-39° 3.03(.67) : 3.16(.40) a(c 3.75(54) alb,c
40<° 3.21(.60) 3.32(32) 3.75(.37)

Educational College 3.01(58) 0175 3.13(37) 0,051 3.52(47) 3,048

background University 3.06(.65) (840) 3.15(.38) (950) 3.71(.51) (051)
Graduate school 3.13(.49) 3.14(50) 3.83(.30)

Marital Unmarried 3.01(.57) -0.306 3.10(.37) -1.640 3.49(45) -2.665™

status Married 3.04(,63) (.760) 3.18(.36) (.102) 3.66(.49) (.008)
Staff* 3.01(.56) 1913 3.12(.36) 3.256* 3.49(45) 9,937+

Position Charge” 2.89(.67) ( 1 50) 3.05(.41) (.040) 3.64(59) ( <.001)
Head" 3.22(68) : 3.30(.33) b{c 3.92(.36) a(c
Word 3.02(.56) 3.11(.37) 3.52(47)

Work ICU® 2.73(.76) 3.944* 2.95(.29) 4133 3.31(.38) 4,685

unit ER 3.26(.48) (.004) 3.28(.48) (.003) 3.61(41) (.001)
OR 2.94(55) alb 3.18(33) alb 3.72(42) alb
Others® 3.41(52) 3.38(.33) 3.87(,53)
<150° 3.01(51) 3.21(27) 3.47(44) 319"

Income 150< ~ <200° 3.00(.53) 2.266 3.09(.37) 2517 3.51(.49) ('025)
200< ~ <250 3.01(.72) (.082) 3.18(37) (.059) 3.64(41) ab (o
250<° 3.56(.61) 3.41(.39) )
1<~<3 3.00(.52) 3.16(.36) 3.52(.40)
3<~<5° 3.14(49) 3.10(.36) 3.38(.44) 5,253

ycea;reser 5<~<7 2 90(55) ?f:; 3.05(37) ?-;183; 3.48(52) ( €.001)
7<~<10 2.98(.68) : 3.13(.39) : 3.52(.46) a(b
10<” 3.07(,65) 3.19(.40) 3.79(.46)
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(Table 5) Difference of Internal Marketing, Job Satisfaction and Customer Orientation according to General Characteristics of

General Hospitals

(N=256)

General hospitals

Variables Categories Internal marketing Job satisfaction Customer orientation
M(SD) F/t(p) M(SD) F/t(p) M(SD) F/t(p)
20~25° 3.08(47) 2.94(33) 3.41(42)
26~29" 2.99(49) 428" 2.96(.32) 2401 3.44(41) 8.893"
Age 30~34° 3.10(.60) (.002) 3.07(.37) (.051) 3.50(.34) ( €.001)
35~39 3.36(.60) b<d 3.12(.32) 3.88(.41) ab,c(d
40<° 3.50(.53) 3.13(.35) 3.93(20)
. Collegea 3.08(.49) 2.96(.33) 3.43(42) 8,432
Egsﬁg:fu”:('j Universityb 312(53) ?gg‘; 3.04(34) 2 ;24; 35839  (<001)
Graduatec school 3.07(.76) : 3.85(.40) : 3.85(.40) a,b(c
Marital Unmarried 3.03(52) -3.168™ 2.94(33) -3.909* 3.44(42) -2.861™
status Married 3.27(.46) (002) 3.13(.30) ( <.001) 3.62(41) (.005)
Staff* 3.03(51) 13491 2.95(33) 6.942* 3.44(42) 11 416
Position Charge® 3.27(.39) ( <.001) 3.13(.31) (.001) 3.61(.35) ( <,001)
Head" 3.69(.39) a(c 3.21(.33) a(c 3.94(23) ab(c
Word® 3.07(48) 2.93(31) 3.43(.44)
Work IcU® 3.13(.45) 3.416™ 3.01(.31) 5,729 3.37(.37) 4 855™
unit ER° 2.84(.66) (.010) 2.84(38) ( €,001) 3.45(43) (,001)
OR° 2.86(.56) c,d(e 2.90(.38) a,c,d(e 3.40(.38) ab,c,d(e
Others® 3.24( 54) 3.14(32) 3.68(.36)
<150° 3.14(47) 3.17(41) 3.48(.36) 6 891+
Income 150<~ <200 3.01(.50) 1121 2.95(.33) 1496 3.41(43) ( < 001)
200< ~ <250 3.02(52) (314) 3.02(.33) (216) 3.53(.36) o
250<” 3.25(.64) 3.00(.37) 3.85(.40) a
1<~ <3 3.06(.48) 2.94(34) 3.40(.41)
Career 3<~<5° 3.00(,53) 4.688* 2.91(.31) 4.834* 3.38(.43) 10,209
yoars 5<~<7° 2.97(.38) (.001) 2.93(.30) (.001) 3.46(.36) ( €001)
7<~<10° 3.16(.56) b,c(e 3.10(.32) b,c<e 3.54(.36) ab,c,d(e
10<° 3.39(.52) 3.15(.36) 3.85(.32)
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