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Summary

A Study On The Influence of Internal Customer’s

Satisfaction On Service Quality

Hyo-Sook Pyon
Department of Business Administration
Graduate School, Cheju National University

(Supervised by professor Hyoung-Gil Kim)

There are several ways in which to categorize customers. In this paper
two groups, internal customer group and external group, are discussed. These
groups clearly could have differing goals and objectives in their interaction.
Increased expectation for the service quality of social welfare accompanies the
rising demand by internal and external customers.

The purpose of this study is to inquire the relationship between
satisfaction of internal customers in social organization and external
customer’s estimation for service quality.

To accomplish this purpose, this study uses two methods, a theoretical
approach and an empirical approach. That is, domestic and foreign books and
data were used for the former and a questionnaire survey was used for the
latter and 600 internal customers in social organizations and external
customers using social service in those organizations were given

questionnaires of which 534 were returned of which 487 were used for



empirical analysis.
This study consists of 5 chapters:
1. Introduction
2. Theoretical Backgrounds: Internal Customer and Service Quality
3. Design of Research
4. Empirical Research

5. Conclusions

Frequency, Reliability, Factor, T-test, Oneway ANOVA, Regression and
Cluster Analysis by a statistical package, SPSS(Ver.10.07) were used to
analyze each vanable.

The frame of this study is as follows:

Service Quality
Estimated by
Extemnal

Variables
Related to Task

Hs Customers
) Degree of
Variables Hs Satisfaction of
Related to | ———>» Internal
Organization Customers
Hs

Internal

Variables Customers’
Related to Recognition for
Demographics Customer

Satisfaction

According to the model and theoretical backgrounds, major hypotheses
were established as follows:

Hi: The degrees of satisfaction of internal customers will be significantly
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different according to variables related to task.

H2: The degrees of satisfaction of internal customers will be significantly
different according to variables related to organization.

Hs: The degrees of satisfaction of internal customers will be significantly
different according to demographics variables.

Hsy: The higher degree of satisfaction of internal customers, the more
positive estimating for service quality by external customers.

Hs: The higher degree of satisfaction of internal customers, the more
positive recognizing for external customers satisfaction.

Hs: There will be some relationship between estimating for service quality
by external customers and recognizing for external customers

satisfaction.

The result of hypotheses test can be summarized as follows:

1. The degrees of satisfaction of internal customers is not significantly
different weather internal customers have a certificate of qualification
or not and according to employment conditions.

2. The higher degrees of satisfaction for task support, task environment,
physical environment, achievement and empowerment, the higher
position of internal customers.

3. The internal customers who work in the administrative section have
higher degrees of satisfaction for task support, task environment,
potentialities of growth and welfare than the internal customers who
work in other sections.

4. The internal customers who worked less than one year have less stress

for tasks than the internal customers who worked longer than one

- vil -



year.

Male customers have higher degrees of satisfaction for task support,
task environment, achievement and empowerment, potentialities of
growth and welfare than female customers.

. The internal customers in their twenties have the highest degrees of
satisfaction for potentialities of growth and welfare.

. Service quality in view of reliability, empathy, assurance, tangibles and
responsiveness is positively related to the degrees of satisfaction of
internal customers.

The degrees of Satisfaction of Internal Customers are highly related to
internal customers’ recognition for customer satisfaction.

There is some positive relationship between estimating for service
quality by external customers and recognizing for external customers

satisfaction but the degree between them is not strong.

Limitations to this study are as follows:

1. Previous studies to this field, social welfare were little.

2. Samples of data for this empirical research were collected in specific

area, Jeju.
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&9 Mulaz) vt ATE Aulas 2N o wase, AF ARUAIH A
go] Ml egw Sl B4 G3 AR ePRED 2Ho] REFHAL ¥
A, A ARUA e okEe zAo] Aelo) A, E Bef FFRAY Foh b4
ol 9 A97 2 olfolg.
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Myl =g e A3 AlEa FA4Z ], Parasuraman $< AL
2-5>9¢ el vlel o) ¥ 7bske 107}
AFoAM HAstHE

mAo] xR g

<E 2-5> Mu]2=A9 AH g9l

8 9 F8 yg 8 o
Mol Fant oA Pante] AdyA
2184 - A A e HE A Ny
(Reliability) | - 257189 Aa4 HEles Z A
- Mul2 FEAIZke YA
Hh9 A Mul s AE AL A& dg g/ Mqula Al71e HEA
o - A Aol Y B2 53 Myl el Al A
{Responsiveness) CAZ2E Ay A W E
Mul 23 FYE 5 de 71ed A4y Bi
= oK E g9 A &
S =i L = < =, =] 2 aui-pd
(Competence) AMRa el 24, 7)E, Aule A s
ZA 9 ZAEH
AL 7beAn HAE fol4
2] 3} o 9,]§_L na ol Al
e Sorag 6ot s Ao e s
(access) | . el Aol o2 E
Mul 2 AT Ao #Hyd 943 97
TAHEYe] HAYT
Qﬂ—o*] N R R Ay | F A2
(Courtesy) |- maizz adle 239 §2, %%
A9 oldE 2 7 UE JAAE 7Y
AL AT - Ayl apAel] o A a7 re] ofAbAE
(Communication)| - A4l 2 vl &0 g dd 71&
- U EE 1 Mulx shxe] dig MY
n7ol A AT
A1 A 7143 T Mo] Q1A &=
(Credibility) 71dol] W Ha AHE
aAHE ALY AAH E40 g X
QHA A 15‘ Ao AA
(Seeurity) |- BOH 4WA - ARH duA - 71UA e s
ol#| 7t A  [2ulAte] &FF oldstnzl st =¥
(Understanding | - =49 &% &F =9 Av)zp &7 ¢
Knowing —’7“01] g HEH F9 8 2 ¥
the customer) |- % 274¢] Q1|
Aujz9 BelW ZA
o & - B3 olgA 4
s - ME] 2 Adye] g s M=o FEA4
(tangibles) | . sy 2g ABes] Ag 4y, =7
Aol 2o F¥E3(ETE F)

A&: A. Parasuraman, V. A. Zeithaml and L. L. Berry, "Communication and

Control Processes in the Delivery of Service Quality,” Journal of

Marketing, Vol52, 1988, pp.12~40.
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2 ABo=Ar nAe 7 9L FE T

57, A9 B, A4 AFUAelde & & Ak = Aul2Ae Briste o
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Z+g: A. Parasuraman, Valarie A. Zeithaml and Leonard L. Berry, "A
Conceptual Model of Service Quality and Its Implications for Future
Research”, Journal of Marketing, Vol.49, Fall, 1985, p.48.
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<& 2-6> Mul=d A2

& 9 o A4 A
%84 | 2Har 9Y EAHAA, A, FdL BE

e s o1e oo 1g AT B &S Auls
DAY | AET e dud 4

¢

AL 531 AEE Mu2E ATt
e | SR B8

He oA

T A4z def, 22 WA
4| w4, oAl B, HB8A

AHE £ ¥7] A% 59

719del Mulzg ATsts nAd o
THA | AT, AMRE, 17 oF A

Zt&: A. Parasuraman, Valarie A. Zeithaml and Leonard L. Berry,
"Communication and Control Processes in the Delivery of Service
Quality,” Journal of Marketing, Vol.52, 1988, p.47.

a2 F Mula FA AP did AR o8 dF, A7 statgdd oI <&
>o Uebd upel o] trakdtA ol Foly oy xAbAI YElE Adlx FF
}91-& Parasuraman $°] A713 A39& A "dojyx = Aoz e

2-

~J]

NG

E3|, Brensinger?} Lambert= PZB¢] SERVQUALS A3 2 LHZALE T3}
o dMu]ze digt AFTATFE A A=, 2AMEF SERVQUAL AL ES A
Rigo g Azbg  FAA digd Awgol FEF Aoz yewr. oM
SERVQUAL W55 718 A 7 Aol g F248 138 RAe AA}I

94) J. M. Carman, “Customer Perceptions of Service Quality ; An Assessment of the
SERVQUAL Dimensions”, Journal of Retailing, Vol.66, No.1, Spring 1990, p.37.
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<i 2-7> SERVQUALSY d+

A HZ
A+ dx ?‘i?%o}:(g%tﬁ%) 7—(}_%0_»,-_ Al
Parasuramanan = | loga| #EA, 3AFAL, B 54 49 | 80~.93
S lagp| A (1991 | (199D)
Carman 1990 | SOl FAAR, A6 g | gz 15
Bresinger and Lambert| 1990 | X} % & &AM 8] 2 45'}]13?] 64~.88
[e]
Finn and Lamb 1991 o2 ZF/2 Avjd 5 59~.83
Babakus and Mangold | 1992 | A u] A~ -
Babakus and Boller 1992 | A 7], 7F2 A1 A4 3) A} 5 67~.83
O3 A=) i
Cronin and Taylor 1992 Zg,}f_‘é%*ﬂ We, AL, -
O’Connor % 1994 | ¥l Qg Aju]~ -
8] 2] A s el 3
olf A, BFE, AAY 1996 | 2y FIIA =Y T3 -
. Aol A ] AR e pa = 0 %
o) % ¥ 1999 | A=A 2 ABRH | 6o 05
Az AEAM, AR Au L 7dolu A7t QIHU AL E e mAHEA
Lol nlAe G #T3t A7, ehalste =5 oIty it 2002,
p.80el 4 % B

A Au2AEA YFAM M 2de B Martinde Aul2zo] A
Aelzslzs drade BEd AQH Auarizel Agse At FHAYs
, 27b ANSE BaE Aoz s)Zeld AEF Auag nadA ATE ot
Aol 71%H AAE Wb Aotk <E 2-8> Uehd ule} go] o] Aulx

71Ee TN gEoz FAH QU 8 QA Mulx 7EL o

95) W. B. Martin, "A New Approach to Understanding and Teaching of Service
Behavior”, Hospitality Education & Research Journal, Vol.11. No.2, 1987, pp.256~257.

_48_



<& 2-8> M2 HroE

BRA A 27)% AN Al 2o %

(1) 7 &} & (attitude)

(2) 2] g (attentiveness)

(1) F$accommodation)

(2) o 7 (anticipation)
(3) ©}Z(tone of voice)

(4) W3H(body language)
(5) A A (tack)

(3) A A](timeliness)
(4) FF 4 2 organized flow)

(5) 9 A} A 2 (communication)
(6) %% (naming names)

(7) et (guidance)

(6) 117} 3 o] = ¥l (customer feed back)

(7) %= (supervision) )
(8) AltFrol(suggestiveselling)

(9) & A3 4 (problem solving)

&1 William B, Martin, “Defining What quality service is for you”, The
Comell HR.A. Quarterly, Vol.26, No.4, 1986, p.36.

(2) Gronroos®] Au]23 2§

Gronroos®'oll eated Al xdel djgh 212k e Ao A APy Aux
o Ao Aolz B gt vl HEAQA vAY BE AE, odLR], 7,
A Aol ol FFE Low, A HPd MulaEs BAY 58 T 27}
28 T4, olvlAY Ut Ak 9714 olnAE s1gde) MFEE Mula 2R
Aul s Agdyel o8 Jbg 2 Fge @A Hu =3 mAe) AYE A B
#F 5T, 7 AFuAeld a28n #Fmny FuHe 2L mAYEE 2o
HE 71l dE nAe o]njAo] FHMHE x}o]E WolA I

o

N

o

96) C. Gronroos, "A Service Quality Model and Its Marketing Implications,” European

Journal of Marketing, No.4. 1984, pp.36~44.
97) R. N. Cardozo, "How Images Vary by Product Class,” Journal of Retailing, Vol.50,

1975, pp.85~98.
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<% 2-7> Gronroos® Ay|Az w3

AwAulz e AMzAS) AF e Aza dus

HEAQ vALEF
(J’bl_,'v_v ?_]Z n‘}n , PR, )
HAAA 5) o] m] 7| -
AE, old&=27], :
Tl 9
SECE
?} e L - 7 ;]] He  9m =
T edd 28Ed A P EE FE | g
ARE D A2 A 2 2

Zt5: C. Gronoroos, “A Service Quality Model and its Marketing
Implications”, European Journal of Marking, Vol.18, No.4, 1984, p.40.

(3) SERVPERF o] &

Ml 2AdE Myl F£8AR 71z FHslnz e A= Cronind
Taylor®)el] ola] HHHA. o] &L ‘Mul2FAL & 47 (Performance) &t 34 &
¢33 SERVPERF&tx £33t}

Oliver®e AH|AEL 7Idid AF A vliud 7]zxsd 7Ifdd AR o

HeA 2Rt Z2Rggn FEGAL oRne MEgHozE iAol 7ldg)
BoE vlaste) o AfolE AdEFHoz ANE F ddn sigx Al o) &
XHAY o] @ol &, i Ee HAAFEo] FHA Zo| oty mEe) A
W& grd=d ol gol

98) J. J. Cronin, Jr. and Steven A. Taylor, "Measuring Service Quality; A Reexamination

and Extension, " Journal of Marketing, Vol.56, 1992. pp.55~68.
99) Richard L. Oliver, "A Conceptual Model of Service Quality and Service Satisfaction ;

Compatible Goals, Different Concepts, ” in Advances in Service Marketing and
Management; Research and Practice, Vol.2, Teresa A. Swartz, David E. Bowen, and

Stephen W. Brown, eds. Greenwich, CT:JAI Press, 1993.
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Zldsh BAAE7 §88 AFolMe suate BUxg Asgre olg3 F
22 7 AL, Oliver 52 2% HEE Foots RuSoA oat = =
A WFES AASATY. 29T o] 2o Hri} wEo) g 2za HEo FFs
AT e melFodn. ojels wWetdA SERVQUAL BHEs g

Sh ARSI mhebA LMt EA AN XIS4T g wm, Boe 44 e
2t 2 E fth 24 PZBIE 19859 % 19889 = ol EA A a5UH
T 2RAY AHA FAN N2 Mu2ER Goie wE gelg

oo
AR RS ARG FELS AVASIIRG AusA 2ug gEajole] 7y

7 #EE Mulad B8 AM el Qe Nl e A sty gt
Cronin® Taylore PZBE H|#dle B2 23S 14 sttigl = SERVQUAL}

SERVPERF A=t Aulx £4& 2487 918 =724 mod ot = &y
o MM A BEs ZHets) A% Holh AAZ Moo 7|z A2
A Ec dd A 23 oledd P v FEEYo
dAEE Aul2d LudnRe] ZRHQ TEHo| gE Ao Eos HojgEo
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Cronin® Taylor!®+ o}9} zro] SERVQUALH e ot H 3 3l Ao
Z1xste] MEl2dg ZAsE Aol F7AQ Mu2Re gy Bre Z3st=d
U 2 Fo4s 2ede 28 42978 B8 nozqn. <, Cronin® Taylor9]
SERVPERFAH =2 X2g MulxFde 47-712 24 Mulxrge gose

100) J. J. Cronin, Jr. and Steven A. Taylor, "Measuring Service Quality; A Reexamination
and Extension, " Journal of Marketing Vol56, 1992, pp.55~68.
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<E 2-9> AnlaF 3 Rde b

TE SERVQUAL SERVPERF EP
Bdol 74 A 3-71d A =} A -0l A
71dle] A9 THA 7Y 71t v A ol FA A3t

- R 572k 5702 570 A
ZA g L 5 5
2270 8 & 227085 1071 &=

AR AEA, CRAVE, AR, A)QelElA QU LG Lo g mAFA
Eof mlxe FEol #Be AP, WA=, G gy s, 2002,
p.85.

4. ALBEA A W F Ao ek
D A BA A 54
(1) A8l 521 x=49 71
ALBlE A Al o] Al Fste AR EA MBI 2 1960d T Fate]l dHF AU 8o
2 o]yl AlRged, 1950dd o] Mol AbbottloD9} Clarkel?s F5 &3
Wy FAREE ZFZstn dow, 19603 dlel FFIE—1& a3 ZF Fofe A

WS FHEE HPe =z, Titmussi®We Mo EXE Wilensky?t Lebeaux1i0d)

T AEEA e 7l5s a8 A133] FAALEALY 3o H a0 X = Q13

101) E. Abbott, Social Welfare and Professional Education, The University of Chicago,

1942, pp.76 ~85.

102) J. Clarke, Social Welfare, 1953, p.3.

103) ZEE -, "ab g X JEAREH,, T A HD, 1960. pp.32~45.

104) R. M. Titmus, Essays on the Welfare State, London: George Allen & Unwin, 1963,
p.43.

105) H. Wilensky & C. N. Lebeaux, Industrial Society and Social Welfare, N.Y: The Free

Press, 1965, p.138.
106) The 13th International Social Work Conference, “Pre-conference Report”, Washington,

Septemnber, 1966.
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107) A. Dunham, The New Community Organization, Thomas Y. Crowell, 1970, p.14.

108) J. M. Romanyshyn, Social Welfare, N.Y: Random House, 1971, p.3.

109) A. Kadushin, "Developing Social Policy in Conditions of Dynamic Change”, 1972.

110) W. A. Friedlander and R. Z. Apte, Introduction to Social Welfare, 4th ed., Englewood

Cliffs, N.J.: Prentice Hall, 1974, p4.

1) AFA, “BXdH HAHH o&FAHd #Hd A", uvAleg=& odduistn gy,
1974, pp.37~39.

112) 9=, "FFA BAE,, &AL, 1983, p.12.

113) A&, "EAPAE,, djFdsa S35 1983, p9.

114) A, "2 E202,, A3 AL A+, 1984, p8.

115) 7% - A4, A EA 2, 84 E8A), 1991, pl2.

116) #04, "8 SAPHE,, g &34 1993, p.56.

117) g - & - 93}, "FoAdEANE,, T4, 2002, p.17.
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wgehsl MR Az BANA o FGFe] 24V 2 WAE gARAGL 4
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o At BYRE @R IRGE 249 4 goo FHger U AL F
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A9y FHo] ARG BH%D GAUH Az 2159 ZzAe A3

118) James. M. Kouzes and Paul R, Mico, “Domain Theory: An Introduction to
Organizational Behavior in Human Service Organizations”, Journal of Applied
Behavioral Science 1979, pp.449 ~4609.



APl B 2] B GETY FEE ARSI EA A ©eie] Aol S
FAstele A5 71xstdq A998 5 ded, Kouzes? Micol20& Ap3] &2
A9 AW E9E olah, #YA, A § THAE FAHALE FEEA
i1, Boysi2he #eja, ool A, At dela 5 HA 37MA & FHoR 723
Fow, Mount!22&= A} MulAAGHRE FAoz a8]al Woodardet

Doreian!23& xExpet QUM A3 Ez|ALZ Falo

o FEAHYA TEMFE HA R, #8HoR 229 FHE FAHste @
22t 9 A r=a}et |4 Mul2E Aeste At @R}, APEE XA, Aqul s

119) ol&dF, “AF R A4 FAAUY AL FA-FoAEA FAxE FHAR", ¥4t
Aw=d, Aedigtn sk, 1997, pl7.

120) James. M. Kouzes and Paul R, Mico, op. cit., pp.449~469.

121) Grace A. Boys, “Linking Services for the Chronically Iil: A Study of
Interorganizational Relations”, Unpublished doctoral dissertation, Case Western Reserve

University, 1984.
122) Jeanine K. Mount, “Convergence in Interorganizational Relations: Comparison of

Organization-Level and Individual-Level Networks”, Unpublished doctoral dissertation,

Purdue University, 1985.
123) Katherine L. Woodard and P. Doreian, "Utilizing and Understanding Community

Service Provision Networks: A Report of three Case Studies Having 583 Participants”,
Journal of Social Service Research, Vol.18, No.3, 1994, pp.1 ~41.
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