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SAL 71E AdFEAA ALY MY &5 (Saxe & Weitz, 1982; Narver &
Slater, 1990; Reardon & Enis, 1990; Hoffman & Ingram, 1991, William &
Attaway, 1996; Rafiq & Ahmed, 2000; Donovan et al., 2001, Brown et al.,
2002; A5, 2005, &4, 2005, &7, 2006, G7Igk €], 2007; o8& A], 2008)
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z23 A9 SA g5 APAT
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cof | mAH @ A7 (AA2, 2009)
(H=2 5, 2005),
co8 AB| AT & AL (F715, 2006),
(g 718k <], 2007),
co9 a3 L BA AEHA (]84, 2008)
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29 W A A 0131% J——%)\."T M rgﬂ'a AID+ Cronbach
%: = - Cronbach a a
co2( ek o) 308 750 943
T | co3GAst of: ofd) 808 877 927
i cos(aL Ao Al AR AF) | 887 913 | 4119 | 31684 920 945
AR [coamaaT Abd she) | 883 | .864 028
cob(AEA] A =2) | 730 753 947
2 2T =9) 858 833 935
A [ib3etelte] A< 3w) [ 881 848 906
gz | ibdetolto] dF =9 849 sog | 3022 | 219 907 40
ib5(5 44 ¥ A 824 741 934
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KMO and Bartlett’s test KM0O=.855 g
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== = =
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ps6 903 185 17754 815
ih2 854 261 - 739
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(215) | (.455)

waAe | 530 | o | s | 2 | A5 | 2%, | 813

e - 307 | B8 | B2r | AL
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1< Y Ee 3840184 AdAFE, 2007022, o] S A3 Fod A
AN ARG o 2 747F dokd on gt gtk oyl SwoA E oA
v Z271EY Y ?0s(537)=5294.2831 A1 x%005(440)=1264.561=2 ATt o] &

Z7IRPRY HFEFY AFert s BY W AdrdA el vEdd e

<E NV-7> AFEZ ] H3A| 4
) Z2712Y HERY
- 2 A7 EA
FAA FE£AqR FAX FEAE
x> > A=A 5294.283 1264.561
A 23 d.f - 537 440
9| awm D. >0.05 0.000 0.000
3 BRI x2/d.f <3 9.859 2.874 T8
& RMSEA <0.08 075 T8 .062 g
A w e GFI >0.9 7 .848
2 @ﬁg 3 AGFI >0.9 733 .858
PGFI >0.5 640 T+ 757 S8
NFI >0.9 754 .943 e
fl'% (i 5 TLI >0.9 773 910
Z]j';i = 3 RFI >0.9 717 .910 S8
CFI >0.9 772 .909 S8
%g 2y PNFI >0.5 591 & .614 >4
x| BEA PCFI =05 606 =& .629 =8
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FEETL e AT FARFE HFTEIPAA = 0.848F YEY +& JMEe &
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Hol & Aol AAZ Ar 9 AFAAY BEAde] R FAAMTES Vx
2 % AFATRIL ogstel HHAZTE v Tt 9t Aoz vy
i, RS A5 A, <Oy V-1>3 2n

<ad NV-1> WReA", 244402, daldls, nA4x3d b J2e

: 2l BB

s

Nz e, :

235 127 %, S

X V

-

k!

@‘ s

%

Hums

TEPeS 7 oss " o

ms"’ "”

-:4“ Hstg|ol . ,:’El;o — P<005%20|

G IR ElE > P>005=220]

epd
¥® =1264.561(df=440, p=0.000) CMIN/DF=2.874, TLI= 910, GFI=.848, CFI=.909, RMSEA=.062

2) MR A} 24 A A4 3te] 7

<IHA1> tE AZ A3, <3Z IV-8>°] e vRe} o] yREulAE gl

F A9GZ=AYt=2.131, AF3=0.127), BAA =8 (t=7.754, AT7t=0.491), W}

F(t=2.096, AlG#=0.128)2 A AU AH(+)e] J&gFS vz go] <7
=

1-2>, <IPE1-3>, <ZHA1-4>= AgEdoy s d 3 A9

N



<E NV-8> WReAg s 224914 5] 1A
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<E N-11> 244994, 8% nax gz w7
7} = Estimate | S.E | t-value D 21]1 _if_
H4-1 | 2 AR A <———Z 2 2] QA 467 .060 7.725 .000" A €
H4-2 ARG <A Y F 151 .081 2.176 .030" A e

#*p<0.05, ***xp<0.001,
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ABSTRACT

The Effect of Internal Marketing on Perceived
Organizational Support, Innovative Behavior and

Customer—Orientation

Kyeng—-Ae Kim

Department of Business Administration
Graduate School

Jeju National University

Supervised by Professor Yong—Cheol Hwang

Traditional studies on marketing have been concentrated on external
marketing, a marketing activity for external customer. On the contrary,
internal marketing can be categorized as service marketing and is a kind of
marketing activity for human resources inside of the organization. The
purpose of this study is to examine the effects of the efficient internal
marketing policy for Bank and Security company to employee's customer
orientation behavior. In this study, internal marketing policies for the financial
mnstitutions of promotion, education and training, management support, reward
system, internal communication, and empowerment are selected as the main
factors. Also, these factors increase perceived organizational support(POS),
innovative behavior and should Influence on employee’s customer orientation
behavior.

A survey questionnaire was distributed to 400 customers in D’s securities

branch and K's banks branch and 362 responses were collected, 36
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responses were deleted lacking proper information fill in. A descriptive
statistical analysis was applied to the remaining 326 responses. The statistical
techniques used for carrying out hypothesis—testing are EFA(Exploratory
Factor Analysis), CFA(Confirmatory Factor Analysis), SEM(Structural
Equation Modeling) in SPSS 18.0 and AMOS 7.0 statistical programs.

The empirical results are summarized as follows,
First, internal marketing factors has a positive(+) effect to POS. Test

results,

management support, reward system, internal communication is POS had a
positive impact on awareness. However, training and empowerment was no
significant effect of the delegation.

Second, internal marketing factors has a positive(+) effect to innovative
behavior. Test results, management support, reward system is Iinnovative
behavior had a positive impact on awareness. However, education and
training, empowerment and internal communication was no significant effect

of the delegation.

Third, POS has a positive(+) effect to employee’s innovative behavior. Test

results, had a positive impact.

Fourth, POS and employee’s innovative behavior has a positive(+) effect to

customer-oriented behavior. Test results, two factors influence both positive.

Fifth, internal marketing factors has a positive(+) effect to customer
orientation behavior. Test results, had a positive impact. Therefore, effective
internal marketing which led to the employee’s satisfaction, enhancing

employees’ customer—oriented behavior has been reported.

Sixth, POS and innovative behavior will be acts as an intermediary the
internal marketing and customer orientation of employees. Test results, effect

of two factors, both showed that the parameters.
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In the above results, We have the following marketing implications.

First, internal marketing of financial institutions 1is based on the
organizational culture that they must arrange an effective policy. In other
words, the employees have been recognized. The importance of internal
marketing  factors, education and training, empowerment, internal
communication, reward systems, management support was thinking.

Second, employees feel the organization supports efforts are required to
strengthen the awareness that I will. This should be preceded by effective
internal marketing policy is also imperative. However, even if good internal
marketing policy support organization for employees to feel self-awareness is
not high will not be motivated.

Third, efforts of employees are customer—oriented behavior. Financial
mnstitutions to deal with the money markets. Thus, from a customer’s trust is
an important asset and source. In order to, customer-oriented employees to do

the self-motivation to allow companies to establish a policy, you will want to

try.

This study, however, reveals several limitations as followings,

First, this study is only for employees of financial institutions because there
1s a limit to generalize the findings are.

Second, selection of the sample of the survey in Seoul and Gyeonggi area of
bank, securities and because the survey sample is representative some
deficiencies that will strip.

Third, in this study, we proceed to study the cross—sectional nature of the
service industry having been a corporate environment and policies for each

business sector, due to employees’ perceptions of the working environment

may be different.
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