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Abstract

Service industry can be divided largely into commercial industry, banking industry, insurance industry,
advertising industry, and tourism industry. Of these, banking industry is playing an essential role as it
constitutes the backbone of economy. Banking industry, which belongs to financial industry, is sensitive
to external environment. In this kind of industry, internal dynamics of an organization is very important.
The purpose of this research is to find out what kind of influence the relation of internal dynamics
perceived by members of Nonghyup organization has on customer orientation via quality of internal
service. For the purpose, we have reviewed preceding studies on variables that affect customer
orientation and developed a measuring tool in a form that fits banking organizations. Internal service
quality, job satisfaction, and organizational immersion which play a mediating role in the model of this
research not only turned out to have a significant influence on customer orientation, they also turned
out to have the strongest influence. This research has academic significance as it carried out a
research with an emphasis on variables that affect customer orientation of members of Nonghyup
organization. Regarding practical significance, it was intended to present useful data that can be utilized
for an analysis of internal service quality management and capability of human resource management.
Keywords : Interdepartmental Dynamics, Empowerment, Internal Service Quality, Job Satisfaction,
Organizational Commitment, Customer Orientation
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<Table 1> Demographic information of sample

Item Frequency %
Cender Male 164 58.6
Female 116 41.4
20~29 11 3.9
Age 30~39 74 26.4
40~49 147 52.5
50~59 48 17.1
High school or less 99 35.4
Education 2 years college 101 36.1
level 4 year college 75 26.8
Post graduate 5 1.8
marital Unmarried 34 12.1
status Married 246 87.9
Between
1,000,000—1,990,000 10 3.6
2,0001,306(;2})\[—631,’1990,000 [ 251
I.ncome Between
(in womw |5 500,000-3.990,000 120 12.9
Between
4,000,000—-4,990,000 o6 200
> 4,000,000 22 7.9
Employee 24 8.6
Assistant Manager 190 67.9
Position Manager/Deputy 45 16.1
General Manager
D men
Man::;i:;Difeztor 21 75
Employ Permanent employee 263 93.9
—ment Contract worker 7 2.5
status Intern 10 3.6

: Table 29} #th. SAdE F
SMC(Squared Multiple Correlations) @t 0.4 m]gk,
%3} A g 0.5 olFE YERdt Ze

B ST gt sAATE FAACE {2
Zo % Vet tifEe] SAWTE 3538 3]
= 71 0.7 ol
4(0.662), JS 4(0.696) °] F+ S5dW+= 0.7 olst=
yebsth T2y 7)EA o] ARk AT Fest
SOl 2R AASHA] Yokt

e S

vl

A= B4 4yl 42=613.971, df=323,
CMIN/DF=1.901, P=0.000 GFI=0.870, AGFI=0.836,
RMSEA=0.057, CFI=0.956, TLI=0.949, NFI=0.912
2 Uept gEnkel AR et p 2%k &
olFl Aol7} = Ao YeRter,  CMINDF:
TETE 2 ook ERt A3k ERIsIic A
A5l GFIS} AGFIE B85 0.9 oRF &
u|XA Rk AFE] st RIS Rl 9, ARt
A4=%1 CFI2} TLI, NFI7}F 25 P8l AgeS
HojgEy Qlo] xR Ee] WutAel 3w 4838 vt
sichar yhdetar 7PIES ARSI

<Table 2> Confirmatory factor analysis

Sandad
Variables Loadings —ized
Factor a SMC (CR) loadin “
—gs
IDCN6 | 0.516 1.000 (Fix) 0.718
Inter IDCN4 | 0.674 | 1.211(12.656) | 0.821
departmental 0.84

connectedness | IDCN3 | 0.581 | 1.089(11.842) | 0.763
IDCN1 | 0.527 | 1.175(11.301) | 0.726

Inter IDCNF4 | 0.439 | 0.737(3.822) | 0.662
departmental 0.76
conflict IDCNF3 | 0.856 1.000 (Fix) 0.925

IS4 |0.598 | 1.227(12.664) | 0.774
Internal 1S3 0539 | 1.000(Fix) | 0.734
service quality | 19 [ 0.752 | 1.352(14.21) | 0.867
IS1 | 0.644 | 1.119(13.16) | 0.803
EP1 [0593| 1.000(Fix) | 0.770
EP2 | 0592 | 0.952(16.102) | 0.770
EP3 | 0.695 | 1.051(15.112) | 0.834
Empowerment 0.93
EP4 [0.700 | 1.099(15.182) | 0.837

EP5 | 0.800 | 1.166(16.522) | 0.895
EP6 |0.787 | 1.128(16.35) | 0.887
JS5 | 0.608 | 1.000(Fix) | 0.780
JS4 0485 | 0.925(17.132) | 0.696
JS3 | 0613 | 0.875(13.7) | 0.783 | 0.90
JS2 | 0.728 | 0.986(14.883) | 0.853
JS1 [0.700 | 1.056(21.092) | 0.837
oCl  |0.761| 1.000Fix) | 0.872
Organizational | OC2 | 0901 | 1.061(25.131) | 0.949 096
commitment 0C3  |0.923 | 1.073(25.925) | 0.961
0C4 | 0.897 | 1.032(24.986) | 0.947
ol |0.756| 1.000(Fix) | 0.869
Ofyjégﬂi; CO2 |0.884 | 1.058(22.52) | 0.940 | 0.93
CO3  ]0.789 | 1.001(20.563) | 0.888

0.87

Job
satisfaction

* Note: @ = Cronbach’ a,
Values in parentheses are critical ratios and all
the values are significant (p< 0.001).
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<Table 3> Results of Research Hypotheses

Testing
Hypothesis Path Estimate CR. Result
H Inter departmental
1 connectedness — 0.488 6.21 Lk Supported
a Internal service quality
H Inter departmental
1 conflict — Internal —0.108 —2.140% Supported
b service quality
H E t
mpowerment —
2 powern A 0.431 6.035%+ | Supported
Internal service quality
a
H E t Not
mpowerment — o
2 powermen - -0.057 | -0.593
b Customer orientation Supported
H | Internal service quality
3 — Organizational 0.579 8.837kx Supported
a commitment
H | Internal service quality Not
o
3 — Customer 0.003 0.025 .
. . Supported
b orientation
H Int 1 i lit
nternal service quality
3 1 duaih 0.716 9.307+++ | Supported
— Job satisfaction
c
H Job satisfaction —
saustaction - 0.218 2.628%+ | Supported
4 Customer orientation
. Organizational
- commitment — 0.553 8.08 L Supported
9
Customer orientation

Note: ™p < 0.01.”p < 0.05

Organizational
commitment

Empowerment

Inter
departmental

connectedness e
0431 o5

048"
2057

Internal
service quality

Customer
orientation

0.003%

0108° 0

Infer
departmental
confliet

g™

Tob
satisfaction

[Figure 2] Results of path analysis
Note: ™p < 0.01.,"p < 0.05., ns not significant.
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