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ABSTRACT

The Influence of Job Satisfaction on Satisfaction and Loyalty

of External Customers of Some General Hospitals

Kang Sung Tae

Advisor : Kang Myung-Geun M.D., M.P.H., Ph.D.
Department of Public Health Graduate

Schoolbof Public Health, Chosun University

This study speculates job satisfaction of employees who work for services and
satisfaction of customers who use services provided by the employees to
develop a base on which medical institutes can deal with rapid changes in
markets along with the opening of national and international medical markets.

For this, we identify what effect the degree of job satisfaction of employees
has on customers’ satisfaction and royalty through a multi-level analysis and use
the results to maximize job satisfaction of employees, to raise satisfaction of
customers and change royalty of customers.

For the purposes of the study, we interviewed 444 employees from 3 hospitals(

23 of medical staff, 261 nurses, 45 medical engineers, 68 of clerical staff and 31
of others) and 416 patients in three hospitals(2008.8.13~8.30) using a
questionnaire and analysed the data collected from the 860 subjects.
We carried out a t-test and an ANOVA to analyse the relations between general
characteristics, job characteristics, orientation, satisfaction and royalty of
customers and a hierarchical multi-regression analysis to identify the effect of
job satisfaction of the subjects and customer orientation on customer royalty.

In considering customer orientation according to specific variables, sex and

religion had no difference while age, education and marriage had significant

_iv_



difference according to socio-demographical variables. Pay, working period and
customer contact had no significant difference. And in relations between
customer variables and customer satisfaction, income, residential areas, hospitals,
frequency of hospitalization and time required to hospitals had no significant
difference. In reference to job satisfaction, organizational immersion and
customer orientation of the subjects, job satisfaction had positive correlations
with organizational immersion and customer orientation. The more job
satisfaction increased, the more customer orientation increased.

For the effect of job satisfaction and customer orientation on customer royalty,
the more frequencies to use hospitals, the higher the customer royalty, and the
higher customer satisfaction, the customer orientation had more effect on
customer royalty.

This study has limitations that the results of the study can not be generalized
as it did not consider regional characteristics of the subjects, and different
foundation types of hospitals targeting only some general hospitals. However,
hospitals should monitor quality of medical services and develop various
management strategies for further satisfaction, continuing to pursue job
satisfaction of internal customers. Internally, they should increase competitive
advantages in their management by developing optimal service cultures based

on voluntary motivation and maximum job satisfaction of employees.

Key Words: Service-profit chain, Job satisfaction, Customer

satisfaction, Loyalty
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