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Abstract

The Effect of Social Enterprises’ Success Factors and

Internal Customer Satisfaction on the Corporate Performance

-Focusing on Jeju Region-

Tae-Hoon Kang
Department of Business Administration

Graduate School of Business
Jeju National University, Korea

Supervised by Professor Hyoung-Gil Kim

There is a growing interest around the world in social enterprises as a
potential means to deal with arising social problems like economic inequality,
aging society and regional imbalance. Even though a project to create social
jobs was undertaken in 2003 in Korea, it was unsuccessful in
continuouslycreating jobs. What we learnt from this project for social jobs is
that "it is important to create jobs, but it is more important to sustain them”.
In other words, since what makes it possible for social enterprises to
continue on 1s not getting a subsidy or support fund, but securing
competitiveness of the business through economic activities, it is important
for companies to identify factors that will allow for such sustainable
operation. While much is known about the relationship between management
of external customers and performance, only a scant amount of research has
been conducted on the management of internal customers and its subsequent
effects on firm performance. As such this study aims to examine some of the
factors that contribute to successful management of internal customers and
how internal customer satisfaction in turn can influence corporate performance
with a particular focus on the Jeju region.

For this study, we collected data from 18 enterprises(11 social enterprises and

_Vi_




7 preparatory social enterprises) in the Jeju region. The collected data was
empirically analyzed to test the hypotheses of our conceptual model by using
SPSS 12.0 program. The summarized results are as follows:

First, strategic factor, entrepreneurship, organizational factor and social
network factor were shown to have positive correlation with internal
customer satisfaction while business environment was shown to have no
correlation.

Second, reward satisfaction and job importance among internal customer
satisfaction of social enterprises were shown to have positive effect on
profit-making performance.

Third, job satisfaction, supervisory satisfaction and job importance among
internal customer satisfaction of social enterprises were shown to have
positive effect on public interest performance.

Fourth, business environment and social network factors of social enterprises
had positive effect on profit-making performance.

Fifth, strategic factor, entrepreneurship and social network factor of social
enterprises were shown to have positive effect on public interest performance.
The present study has some important policy and managerial implications.
First, it 1s advisable to increase wages and provide internal customer
education programs In order to improve internal customer satisfaction.
However, it is also important to install strategic education settlement program
and develop ways to promote social enterprises through differential budget
support systems. As a managerial implication, the closeness of social
enterprises should be increased by the development of corporate talent
fostering program and internship linked program. In addition, it is necessary
to cultivate a creative and professional business mindset among Jeju—based
social enterprises so that they can operate without having to overly depend

on government finances.
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1. AISS I

D) AEH 71309 A

A}3) A 719 (social enterprise)ol] ek Aoj= AF7pEE 23 Absto] wet thekd A9
7h EAT AR 719 ARIA BAE 7R Ie R IAHWA v g
(non—profit enterprise), A 9A}3] #lA(community wealth venture), AFE4 H47]
(social purpose enterprise) & TH¥3F o]0 2 Eg]u 9ltk. OECE(199) & 4132 7]
AL “FYS Y3 B AMA7EEe] Ao m 23} Ho| x| EFHS 4299 Iy
sh7b obd A -AbsA Ege) Al AL, ARSA A9l AEAll theke] HAlH
QA A S AN F7Fo] Q= v B4 W4 dsTo R Aotk

=, 77 7S s Bue AR =S S5 By 2 TS
© Alzyzz 1A Pk

mm
ot

9] Social Enterprise London(1999)2 A}s|% 7]194S “Als|d A4S z2h= A9
Fef’etar golstal, A A 71942 AFs| A Al AdAde] shEoletal Htkth Wb o
TAF= A8A 719 FEY AT o9 SUgtE flsEl B EYAE S Hohe

2 Aol AFA JPE AL #FElE 2Aow AYsta rHSocial Enterprise:
A Strategy for Success, 2002). 3-8 DTIoA = AFEZ 7198 “9el4el 719 &%
= B3 TS AEct FEE 72 AEA HAS fd ke VTR Ao
tH(Department of Trade and Industry, 2002).

ARk S0 Ao Z = Campbell(1999)2 AF31H 719d& “ALRA BAS Zhs ARgle

2 AGarsold] Bew she s % AHAE Ausn PER A0S Agehs B
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