EE 3 A A5A A3E, 20108 8
Vol.5, No.3, August 2010. p.421~434

g S RARIZEY, o AuI2EY, AP,
243N L AYTUA B BAY a7

ez

ALgw Achst

The Study on Internal Service Quality, Service Quality to
Patients, Job Satisfaction, Organizational Identification and
Job Identification of Physical Therapists

Taek-cheol Jung, PhD

Sahmyook Health College

<{Abstract>

Purpose : The purpose of this study is to understand the attitudes to internal service quality between coworkers,
service quality to patients, job satisfaction, organizational identification and job identification of physical
therapists in medical organizations.

Methods : Data were collected from physical therapists working in medical organizations. 195 questionnaires
were analyzed. Participants' total mean, group mean by age, sex, career and type of medical organization and
the variables' correlations were examined.

Results : The attitudes of physical therapists to five variables were very positive. Especially job identification
was strong. The significant differences between groups were found in some variables. All variables except age
and career were positively related to each other. The correlation between age and carcer was very high. Age

and career were related to some of variables.

Conclusion - To improve organizational performances it should be a top priority to understand the attitudes of
physical therapists in organizations.

Key Wonls : Internal service quality, Service quality to patients, Job satisfaction, Organizational identification,
Job identification
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BE AF9 2Fd #3 Aotk & AFMe 3
o A3 ARUE, YEAMu2FLD E 27A
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Hld 24FAAE 7iEl AATUAE AP
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AREe AT AFEANM AL
Aum 4 Hrrs 48K Bettencourt?t  Brown,
1997). 18lBg2 7444 g ojdis FFdt
Zd) dizt HrlA eddidol M I Ade
ZAAZ Jepdtia & 4 Jrh

MU 2EA B ATEL YA 2A0] XA}
© 9% MRl2Edd 23& FA2WK(Teas, 1993a;
1993b) A v 2HPFATAA ARl
Ao URnAe] Faio| BZEHAX(Reynoset
Moores, 1995) 5 mze] MulaELe] AAL 2
7] ARk WREAE2=ERL EX8Ate 2
o] FYAYPT &3 ALY Yol 27H=
MuzfEoM 53 Fasith dustd B8 T
A MulaFgo] Q0] gt AT Muj=F
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o8 94% UYRAMHAERLE $4e FAHl
E7o| AA ZHolvi(Lings, 1999; Varey, 1995) &
o] AHuwby Azle] HPZFAReynosot Moores,
1995)e12km & 4 Stk AF7A EAuIAEFR
o #F Ave AMulx AF F 3o A=
MulaFEdd F2 23L& FUHBrown 5, 1993;
Zeithaml %, 2002). 18|28 WRTHAL Ale]
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(Gwinner$} Swanson, 2003) Z3d| i3 2AHA
A 2 Ao Jeg ulATHAAE, 2006; Mael
3 Ashforth, 1992). ZAFUA} BE4E 2250
Hd ASL WiEgHez AZsm xFd dig
Aol ZRFoF wslele 2L AYslEe 7
49 =83} gFoz oAHAAEN AT,
2006). 1H{BEE EIXSAMY Q87| did F
LA gt Hrhe osv)del An iy By
sted v v Qe FEIF 2 Aolth

AT E EAZAIEC] AEA &3in
7| Tddt AR e FEIFEE EINE
AFE] Aol gt AZg olEised ZlgE ¢
Fe Hlolgkn dddte] dpddoes Hasy
ok AR Gkt AER 250 23 W FEIAE
E7Sn AA5EAd dFd Ayt aFsigE A
AN HAFLAl dig Hrks A2g A=
@ g Aok

£ A7 yEL aokstd the zr

A, WEAMHI2FA, AR 2ER, FRQE,
ZHFAA ¢ ALdFLA e HagEsy gdad
HHFE vk

EA, Hlzte] AEAAELS A F)

AR, A28 A3,

. o+ g
1. XA} CHAt

2008 11¢¥ 1958 119 2371/ ML = o
Swe] distede] At F2A 3 EYAIAEY
Zgog HARZAE 3iPck 1€ 198 g
168744 171919 HEA7} 3o EA4HF
AEAE AT 14795 B4 231 dEe
1Y 18Y5H 239U71A] FUF oz Ao
359 607 F 48vi7} Aol ALEEHo] EAd) A}
|8 F HAEAE 1957 olch

JAEHEQ-AY BN %, TS FADE
2353

1) WEAu2EA

PR AFD L ARSP3 ARl FES
HEl wre MulAZAZ Ao URAMulAZEA
27 322 Parasuraman 5(1988)9] SERVQUAL-&
AHgstG o n, MEAERAL ARE 7RE 3= &
A7t o #8815} 2(Cronin Taylor, 1992) &
o2 Aiuts ZAEHT B2 x5S SERVQUAL
< AMgske AR #Est YR oA R
237t dade RS ZERIUAM JREAu2=Ed
=L A% die Hx gy EeARE F33
S cKBruhn, 2003; Reynoso®} Moores, 1995). HHH
o2 e SERVQUALAEE Wi Mul2x 3
Aol AHE37) HEiME OA 2 folo Zae]
gttty 348 ckFrost®} Kumar, 2000; Kang
= 2002). SERVQUAL®] WHAMuAER ZAd
AGgA] B AAF] BAZ A7|HT YA,
YEME2EA S ZFH3=d® SERVQUALS|
2519 (Brooks 5, 1999), W-AZ(internal market)
AN AL 8 = e A FE3] §F54 AT
I (Wildes, 2007) &2 & SERVQUAL®] 5744 2+
£ ol &34k

2) SEAMuAER

R 2FRL FEXBEAPE EAAA AT
e 1F, rled AMuFEE Aotttk E¥X|
BAPL Hrkske RAMHIAEFRL BAURNA
B EA A dig 9o FHEED. ot
st EEiXFo] Ui FAREL AlZE A% A
o, 3zl Wizt AXTH ZE ETASAIE] 1
F4 A3FAEE wdske dEEF diRE ¥y
7] o[ (Beattic 5, 2002), £3F &8 H]2d|
g aATEL aMEo] oSAHAFZ s
AZse Aoy AEH §-gel7] wEo]
TR LA, 2007). Wekr B2l o)
g HESA=TE EYABAEAdAE Y 9
B2 2AY=7E AMRE 4 Slda ddd
ok dwrFo g $xte] oAte] Uid UFS AL T
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2 A9sks dizly uE, AE g9E grlslke
#34 BE ¢ A8VIES Wik 71eFd U9
22 FEHNDiamatteo} Heys, 1980). FA=9]
B gE TEE BEASA] Ad &
A AE A2 E9e FoA IR 5, 2002).
azeg B Apdie Edxasd 943 89
2 Beattie 5(2002)9] Hwta #XTFHQQ] F 44
o] 5L Muste] B A7 APsA FAsN
o, AERAAQNe FEA F(2002)9] AEAA
7 #4898 2ds FuEd 4] F5& MNEsidch
AAT SAHYEL A=A AR

3) e

ARuige FUPEL AvE 4L FYske
"HH(Dubinsky 9} Hartley, 1986)3} 2+ 2| 5ut&e)] o
FE Fe ME 2U(face)oll h 279 Y(Fisher,
1980)0] Ut B AFMe JAFuHEd dig Ayt
7 2L ZAF ARUE L ANHo T 229
do] gt w02 3T Dubinsky$} Hartley
(1986)7} A8 AHWHA ARwE SHYE F 2
% Ue o] & 3= Ho| Vb E ANl 3
Ae) dEoz A3t

Table 1. The characteristics of respondents

4) HYFLEA S FYETLA

HAFONE ‘Je ¥y dArEln Adse
Aog Aostn Mael# Ashforth(1992)7F AHS-3H
ZAFYA 2 FE 58 A3 SAsh

AJFAAE vt gL dAren Aelstn
Mael#} Ashforth(1992)8] ZAFLA FEE 5 A
dsdrd AFPY Ao AUFHE ] FREL
AHS3le] SA3ITH

ABE SPSS 12.0& o83l st £4
wwe g, ASIEES, ReRd, BI3nE
A, EERE TA%, d9uXELEA 9 4994
A4g A3tk

m. ¢+ &1}

’

..'

(=}

00

)

J

L2t F FAo] 1038 oA 927old dwr|H
FEEEE 100~29984 o] 68¥LE I
Bon HE dA5e 29494011 FF T 4

Male Female Total Mean
Clinic & social welfare center 13 29 42
Type of medical Hospital(over 30 bed) 21 23 44
organization General Hospital 1(200-299) 40 28 68
General hospital II(over 300) 29 12 41
20-29 years 47 63 110
30-39 51 25 76
AGE e e 29.49 years
40-49 4 4 8
50-59 0 1
<35 vyears 66 61 127
5< >10 B8 n 50 4 years
Career 10< =15 5 12 &
15< >20 0 4 4 9 months
< 2 '
Total 103 92 195
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FEIE 2ol

3 559 Mdedde A58 sk of
ollligk 1odel 89e FEIEF dtn weHx
IAME Agst] FAH 2ARAE AASTh
SRAEAL 289 o] AT

1) WREAEAER

SERVQUALE o83 UREAMHI2EFZ LS 5714
Agoz FRHA GotiTable 2). 24% &%
e 2 Adeg Jeygon I ) g§E(F
B2oA Hdstn U RE ¥ 4 Qo 3 3
Aathat =8 Ul #=(F8c 45 gad

ARE A8 AFs| Fohe] @Y AEE /A3
A Ealel 33 B A SR UmA FE
5o E4L aA AR EREJD. IS &
94 2 34 1] IEEES @ 4= Aol
Haltho] gd 89lez Jehdon o] FEEL
Faole] AMAAY 2HE T3 ok A=A 40
guI FA4 V) FEEEES QT i S
3 2o} Qthe 72 89108 Jepgon of 3
252 4EAAY 238-& 53 Aok FEEEELS
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¢ onf Je BAAE HAF F X EA}
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FEA g Mulx @Holela Hate] ARg-gict

o rlo

N

Table 2. Factor & reliability analysis results of internal service quality

Factor Measuring Items REQ JOQ SCE
FEE 4FadE o5 & A7 263 67T 162

U 45y EA44 saddas 391 729% 075

Reliability 55 AstA A=d 391 7 189
AF-EH AEE FEE AT 545 655 074

gy wengt 494 656% 046

o] Hge 34l EEXEAH g -.168 336 640%

Tangibles EBYXEAS AXEY 109 086 820%
g Ee]AEAL 57} S 239 076 744*
EREYL AAEe] # HUS 361 081 61*

FET 9rad Xyo] FEF 330 607* 298

M dUE RE E 5 U 511 656 196

Assurance g 585 527 197
,,,,,,, FE9 ) gt Aol HE 615* 475 104
TR W 47 #4 J 676* 414 152

AF ool MelEA BAHL =Y 759+ 289 141

Empathy ) HelE wE 723+ 352 244
W HEE olEislea & 781* 280 211
,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,, TER de FEE ¢ 5 682 262 052
S8E ARRog J Y4B o= 775* 317 074

. A ) 4% =oiE TI9* 294 112

R 3

CSPOISIVENESS  o1m o) Yste] 2R o= gudt 711* 395 152
2E A4S oA e EEE TLT* 336 174

Eigen value 7.691 4.862 2704

Cum, % of varance 32230 54328 66.620 .

Reliability coefficient(numbers of item) 943(10) .868(5) 759(4)

Relational quality: REQ, Job quality: JOQ, Service environment: SCE,
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Table 3. Factor & reliability analysis results of service quality to patients, organizational identification, job

identification, job satisfaction

F Measuring items o) EXP PEQ JOS JOI
P #xelA B8 U4 49F 115 353 660* 120 -182
S 24 gg ARG 067 .063 781% 232 156
E  AFo 73 9T 138 208 779% 131 179
R Xz A3 dg 215 199 .599+% -014 384
A% - N
Q gz 34wt & AXE 047 T15* 302 192 .106
g R AR AErle Eqd 160 .800* -.006 203 173
A BAOA Bed A8AE AF 182 806* 206 085 11
L AT AR gEE 145 798+ 218 091 029
segd ARsE Wl B we A e o0 o w21 %
0 e H©3 el Ao 94 2 818% '082 46 174 '083
I oRsie B34 2234 ola 606* 280 088 140 410
o] tﬂo_] A tﬂ b 7q O . . - . K
TR A= Wk e R 28 723% 151 010 308 347
I EYXEANGEA UE vdsle R 2 389 138 233 -177 562*
0 EX8AIE £/ U3A 7R & 321 .070 180 053 .803*
I Y Eowl 333 BXaAy & .085 146 073 375 JI51%
1 AwEoE g} gl Yo BEF 154 243 238 799* 087
0 Nk oz zZRgol Yo g 268 142 195 J77* -.037
S o 4 3= As Bl 294 159 046 820* 212
Eigen value 3.548 2.950 2516 . 2.506 2.202
Cum, % of variance 18.676 34.200 47.440 60.629 72.221
reliability coefficient(numbers of item) .902(5) .850(4) 174(4) .867(3) .735(3)

Service quality to patients: PSERVQUAL, Organizational identification: OI, Job identification: JOI, Job satisfaction:
JOS, Personal quality: PEQ, Expertise: EXP

2) YFRMUIEEE, 2HFTUA, JATYA, HE
T
vl o] el dig 4 ed¥AA e
S (Table 3)3} o] WAl FEHO Mdetzd
do] FHENSE AUt 53] ARAuIAE
2L EYXEAPT 8AA EElXse #AAFY
Z distn Jdsin AFEA diste S @
& ARk 829 U3 d$&Ey g F
S & vepsta T AP AXE s Al
ARE =€ F e AR & AFde AEAY
FHo2 FEHSG weba o] FREE R
2FAL A7 A FEAH ARPOE FES
AL

3 A= A

of

Zh wle] digk A=Y HAFE s 5 W
A 4d#A4L JYelE Cronbach' aAlFE 891514
. 1 dd BE w9 M= AgTt 0.7014L
2 Jeht AgAde] qltkn wgrgc) A A
£ (Table 2)$} (Table 3)d| vJeRt Qlch

4. RGN

EE WIS BT 53 oM & #e UE
WoKTable 4). o|Z2 A7|EI(self report)dF<l
Aog G & ot A R o] #ejzt
Hrt 2} dHAS(Oliver$} Anderson, 1994) o
22 AL YA R de2AAE G
4 7] tfEll(Organ, 1988) AAE HFg2 A=
g it ddEc 53] AYsdAE tE |
e HEgEd /1 =4 Jeit EEXEAE
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Table 4. Mean analysis result
Variables Mean SD SE
Relational quality 5.2769 95060 .06807
Job quality 5.5405 .88151 .06313
Service environment 5.2987 92304 .06610
Personal quality 5.6795 73558 .05268
Expertise 5.3000 90517 06482
Organizational identification 54646 1.06050 07594
Job identification 5.8838 87745 06284
Job satisfaction 5.0376 1.19648 .08568
ol Al tia] Aol Ag ez B 4 9th 2) 9571% A¥E ddg B4
EF WRAEI2EZY B3A F5 Y #AY YA REAHEA S AAE B r1AREE A
HAETE AFAA Y 4o o & Aoz olZ AZY Ay AFHFAY ZAFTIANE A
A3 ARAuaFAR AN E AN AFAAR EE AN /% o) ' RAe: kg
the Aol QA o & HE4E RAd¥ iTable 6). AT ko] zolE ERIE] st

Ao eyt

1) AEEAZ Y

il 7ol WAEY B Aelrt deA F
A7 LAt SEET FAL AXSETh o
23 BT 8Ate] AEAL AT ZE WA
Troldt zlolg Holx YUktiTable 5). ST BAL
o] ARAL o] ANt 4% RAeg Hel
THA-2 1 EE .002).

Table 5. Mean analysis result by sex

Scheffe SAI3-E o834t A 2t Aold tig
F= Aersig

BAEFAL A, BEADAA 7P =4 U
eyttt BAEA L 2ol 47t g8r|BET #
o3 Zolg HYTh FFFAE A 71 =
A vehgon HAG0MA o) AT frogt
zolg BYch MulA 732 160~299%739 TF
Helo] 7P & Aoz Uehdow WY b #
o8k zolr} Qe Rog uehgdth dyEAde 9

Variable Sex Mean SD SE Pvalue

R pmme  sous o1 ot o5
,,,,,,, R e g5 25 s

I R S
™ ses e oM
AAAAAA B P som ss20 el o0

o P s o123 o5 3
,,,,,,, o P s 60 o 20

T
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Table 6. Mean analysis result by type of medical organization

Variable Clinic etc. H(bed. 30-) General H1 General H2 P-value
REQ 5.8381 49773 5.1750 5.1927 .000
JOQ 5.9381 5.1136 5.5382 5.5951 .000
SCE 5.2917 5.0341 5.5662 5.1463 .014
PEQ 5.7381 5.5170 5.7757 5.6341 293
EXP 5.3393 4.9545 5.3603 5.5305 .023

(0)1 5.6095 5.1682 5.4706 5.6244 .161
JoI 6.0000 5.5303 6.0082 5.8049 .007
Jos 4.8254 4.6591 5.1961 5.3984 .013

717 2t F93 Fo|rt A=A ggton] A
A2 30084 o] TN A =& F%
yehdlor Hdd fog xolg Yyl H
ASDAE 87|1F 3o Rolrl UehiA e
A AATLAE HdH 100~299%39] F3E
el Fold Aolg e 9tk ARUEL 300
Bl g FEdel MY 2 RAog Jehge
o Bede fE Aol7t de Aoz Yelyrh

’

i o
of

2"

¢

3) 9% WG B
SRR BEAZWAHE V1Z22 294 ol

(Table 7). 2 A% BABARILE 036, HEA
(FAZE 000) 2 AFVEHAZE 00DAAN &
9% Aok vtk wolrt Bess Fasle|
A7t O Fool BeAzd dg ARA] o
Be oz AT FF A%o] ¥L5F T
o wEshs Aoz nad,

A HE oRAEE 439 9/d@.759)0]
. HES JIEoE SHAE F AveE FES
o EX3Hen 4d 971g oI5} 1149, 1 o

(11078)%t 304] o858 L2 T3t E43IGct o] 1ok £4E7 #AFR, ARY, 23T
Table 7. Mean analysis result by age
Variable Age Mean SD SE P-value
year<29 5.1518 1.01401 .09668 ,
REQ 30<years 5.4388 .84008 .09112 036
<29 5.4636 .98909 09431
joQ 30< 5.6400 71234 07726 150
<29 5.2614 .98869 .09427
SCE 30< 5.3471 83371 .09043 S13
<29 5.6341 .80400 .07666
PEQ 30< 5.7382 .63610 .06899 314
<29 5.0068 91274 .08703
EXP 30< 5.6794 74364 .08066 000
ol <29 5.3600 1.13519 .10824 17
30< 5.6000 .94466 .10246 ’
<29 5.8636 .90563 .08635
jol 30< 5.9098 .84420 .09157 e
<29 4.7788 1.19911 11433
jos 30< 5.3725 1.11319 12074 00t
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Table 8. Mean analysis result by period of career

Variable Period of career Mean SD SE P-value
years <4.75 5.1526 1.00997 09459
REQ 4./75<years 5.4519 83518 109280 030
<475 5.4825 97828 09162
_________ joQ 4.75< 5.622 712180 08020 252
. <475 5.3026 98746 09248
rrrrrrrr SCE - 82990 09221 943
78859 07386
FEQ 64805 07201 142
92366 08651
EXp 74614 08290 000
1.12389 10526
ol 91765 10196 005
91432 08563
for 82616 09180 336
1.30587 12231
Jos 83020 09224 000
Al g FRuEA g 7 je Aoz yspdtiTable 9). S84 7A€
I icKTable 8). & = Aze o B ARAA(888)7) J=HeE U
< EA& 1 53] g dde A utgs Fn S ¢ s Ik o
o ¥ FUAFHE F= Bl Ade YRMUAZAFHAEL, 45F4, &
ZHa frag FAV el ggkon RAfu
5. AFIRIEA FARAEL, AEY) T A4 /A% dA0L

Table 9. Correlation analysis result

Be Ao el A volzt ¥ ETXE
AL A5E BYREAY FEo] B AeE B
[S3an e ’4""‘:1’_1";;‘15:‘7’]'5— %‘0’1%\}: /\&3’1’_"

0
H
ol
re
ofi M
B
o
it
[o

Variable REQ JOQ SCE PEQ EXP Ol JOI  JOS  Age Career
REQ 1
10Q 793 1

i e

o e
EXP 361 385 323 506 T

AAAAAA ol 404 441 354 403 419 1

ot 380 419 324 396 357 568 1

‘‘‘‘ 108 302 332 390 39 437 529 348 1
Age 123n  .075n 0270 0780 378  .1l6n  036n 250 1
Career .103n 06ln  -054n 068n 311 1200 044n 221 888 1

g ALE 2E WdEe

o1& ¥ o8 BA &
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AL e ALE Yy o3 dAE )
7 ETYABAIRA g¥ThE AL 1 FR4
37] wEQl Ao B o A3 Axz B
UEAME2ED Hrl 290 FAER, 45E2
2 AMEEEAELS AGFTLA(380 419 324)Ec) =
FEAA (404 441 3540 O 2 FHo] e A
22 Jeiit. RAquaER Hrt a9lel AFE
A3 ARAE FAFEYA(396 35T Z2FAZY
Al(403 419)¢} o FAHo| 22 Aeg Yehdrh
AEGET YEAMUIAERA] FANME AT
T Mu2873(390), JF-EA(332) € BAF
Ao s BYo] e RoE JEhdth FAE
TEF QEANIAEFAZNY] BAlE AEA(437)0] 2
AEFA(396)HET} ¥ B FL& Aoz Jehgth

v.o #

WRAHI2E o= 53 AW BAd 2%
e ARREC] e =AY ZHEASAA AT
Bhe Aul2E(Stauss, 1995) WHEAMH[ AT AL ¢
o] A ARE FPsh=d] oM 2 FE
U FAZEE AFEHE Aulzd dig g7 2
71T, 2005). & WRAHIAEZLE 27 Y A
2o gk T TFo T YRMuIAER] =
STE FUYUNEERE olH YEMuAEAE
ZolthHallowell 5, 1996). siukstd ujyajulx
FAL WRIADES Tl RIAVEAAE
dAA7Ie 9L §17] & o]ckBruhn, 2003).

QEMUAERAL R TAgA AFshs MUl
F4olt}. HZ B0] &554FY P Tt o
AE 53 dsMuARR FH @doE oai]
A7 #A LAY FEFRe] sRYPUNos
A9l eEAnI2T} ofd A FFo HPF 98
MulAE Ad3iE e Aol ZshA Jehda Qlok
o|AL fEin|A} EARIAFEAY ¢S W
3 Ax 8L wkgdith ol9} e FA oA
EE 87|82 AHApt Y3l osAulx £3
FEg 2317 3 =F3A & 4 fiok 53
gt AEQAEEHE AFHe g =2
29 F4& 7] HMe AEQIEY "HE

9} P Ui FE7} aFHh

CARUEe AR #@d" #3Faql-F8, AL
A3 T8 Aga-F4, £ T g =
oty & 4 ok F FAFUEL U] AR B
€ W dig Hrpane o3 FAdEe Ay T
33 7% FeIENetemeyer 5, 1997) 738l
g 33F AL Aol a9 2o FAL
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