creative
comimons

C O M O N S
& X EAlI-HI el Xl 2.0 Gigel=
Ol OtcHe =2 E 2= FR0l 86tH AFSA
o Ol MHE=E= SN, HE, 8E, A, SH & &5 = AsLIC

XS Mok ELICH

MNETEAl Fots BHEHNE HEAIGHHOF SLICH

Higel. M5t= 0 &

o Fot=, 0l MEZ2 THOIZE0ILE B2 H, 0l HAS0 B2 0|8
£ 2ok LIEFLH O OF 8 LICEH
o HEZXNZREH EX2 oItE O 0lelet xAdE=2 HEX EsLIT

AEAH OHE oISt Aele 212 WS0ll 26t g&
71 2f(Legal Code)E OloiotI| &H

olx2 0 Ed=t

Disclaimer =1

ction

Colle


http://creativecommons.org/licenses/by-nc-nd/2.0/kr/legalcode
http://creativecommons.org/licenses/by-nc-nd/2.0/kr/

SApE}S) = 2

R 97|&8A 57|20 AR A
m) 2= YSopA g o] o

- s} 22029 AT} ZATAO] 27

T

(
%
i

ZJOE -

20149 8¢



@) HIZE SR SYEMT

JEN NATIONAL UNIVERSITY LIBRARY



é}

HyrA g9 o

n A=

e
[ ]

il
2

TR &

S

H

20145 8H

i3 =

A

EFEGO £ER H8

& 11 Y8

4
K
I

OIK

0K

K

O

K
B KK KK KK KK

BINKBE K

20145 8RR H



@) HIZE SR SYEMT

JEN NATIONAL UNIVERSITY LIBRARY



The Influence of Internal Marketing on Customer
Orientation of the Institute for Regional Innovation
Advancement
-Focused on Mediating Effects of Empathy and Organizational
Involvement and Moderating Effects of Organizational

Innovativeness—

Bong - Doo Joa
(Supervised by professor Hyoung—Gil Kim)

A thesis submitted in partial fulfillment of the
requirement for the degree of Doctor of Business
Administration

2014. 8.

This thesis has been examined and approved.

Thesis director, Yong%ng, Prof. of Business Administration

Bu-Eon Ko M/ 6/« e~

Kyu-Hyun Lee /@ﬂ %m 7466/
Jung-Hee Kim %A\ka\,
g

Hyoung-Gil Kim \
Aoy oo, W
2014, 8

Date

Department of Business administration
GRADUATE SCHOOL
JEJU NATIONAL UNIVERSITY



@) HIZE SR SYEMT

JEN NATIONAL UNIVERSITY LIBRARY



Abstract

The Influence of Internal Marketing on Customer Orientation of the Institute
for Regional Innovation Advancement
-Focused on Mediating Effects of Empathy and Organizational Involvement and

Moderating Effects of Organizational Innovativeness—

Bong - Doo Joa
Department of Business Administration

Gradute School

Jeju National University

Today’s marketing activities of enterprises and other business entities target
not only their external customers of enterprises and other business entities.
Given that the ultimate goal pursued by an enterprise is to satisfy what
external customers need and want through building customer-oriented mind by
satisfying its internal customers, it is a widely recognized phenomenon in the
business circle that marketing approaches are also essential to suit the internal
customers’ tastes. Marketing carried out within an organization can specify
what is needed to achieve customer satisfaction, provide appropriate
information and training programs that internal customers are eager to receive,
and enhance the overall quality of the product and service. The methods
applied to help produce creative ideas and yield insightful knowledge on how
frequently the customers’ desires change, which, in the end, brings valuable
feedback to the organization. Up to now, the research for internal marketing
has predominantly been conducted by the profitable service industry. However,

customer-orientation has become a hot button studied not only by



manufacturers but by non-profit organizations and the public sector, as well,
including government institutions. Unfortunately, few studies have been
conducted investigating the relationship between internal marketing practice and
level of customer satisfaction within institutions established to promote
technological innovation at the local level, such as a “Technopark.”

The primary purposes of this research are as follows.

First, to construct a theoretical structure of the institution for promoting
regional technology innovation by referring to case studies in the past with
regard to the key components of the internal marketing, empathy, immersion
into the organization, customer orientation, and organizational innovation.
Second, to demonstrate how the in internal marketing elements influence such
behaviors as empathy among individuals within organizations and the level of
their devotion to the organizations, and investigate how significantly empathy
and variations of their devotion to the organization will impact customer
orientation.

Third, to prove whether the innovation of the organizations could assume a
mediating role between independent variables and intervening variables and
between intervening variables and dependent variables.

FOurth, it may provide meaningful results regarding customer orientation of
regional institutions for the sake of promoting technological innovation based
on the results of the empirical analysis.

In order to pursue these research purposes, models and hypotheses necessary
to carry out the research were established, followed by empirical analysis
based on prior research on how the internal marketing tactics affect empathy
among individuals and customer orientation. For the empirical analysis,

individuals working with the local Technopark, as a local institution for



promoting technological innovation, were surveyed for the purpose of
collecting relevant sources. Surveyed materials were scrutinized by employing
the statistical packages, SPSS 18 and AMOS 20. The peculiar quality of each
source was identified through frequency analysis, and factor and reliability
analyses were each introduced to make sure that analyzing tools within
research models were reasonable and trustworthy. In addition, a confirmatory
factor was utilized along with a structural equation model to test proposed
hypothesis and research models. In order to decipher what mediating roles
group innovation takes in relationship among concepts within the research
models, an effectiveness analysis was executed.

Following are the test results of the proposed hypotheses.

First, it is believed that education, training and rewarding schemes among
internal marketing elements have a noticeable influence on the empathy factor.
Second, any supportive and after-performance incentives given by the
management have a positive impact on the immersion factor.

Third, to study how empathy encourages individual devotion to the
organization, and the devotion factor leads to a positive contribution to
customer orientation.

moreover, the role of moderating variables was investigated on the empirically
analyzed results. Subsequently, the regulating effect of the group innovation on
those  internal marketing factors, empathy and customer orientation, was
analyzed, and it becomes meaningful only in the relationship between
managerial support and empathy. As for the relationship between the internal
marketing factors and devotion to the organization, the regulating effect of the
group innovation was significant. It also showed the significance for the

relationship between education/training among inbound marketing factors and



the customer orientation, and finally between empathy and the customer
orientation. However, it does not seem to be very effective on the relationship
between the devotion factor and customer orientation.

Here are several suggestions to activate the customer-oriented internal
marketing practices in a Technopark, a local institution to boost technological
innovation, based on the empirically analyzed outcomes.

First, given that among the internal marketing factors in Technopark, an
agency to promote technological innovation in local community,
education/training and rewarding schemes influence on the empathy among the
group individuals and these variables affect the customer orientation, it is
necessary to tighten the level of the training programs in a more effective and
organized way and to improve the employee reward and recognition systems
Second, managerial support and better rewarding systems among the inbound
marketing factors are to be found to affect the level of one’s devotion to the
organization, which contributes to customer orientation. Therefore, the
managerial support and reasonable rewarding schemes should be put in place.
Third, because the empathy factor plays a significant role in the level of
one’s devotion to the organization and the customer orientation, and so does
the level of one’s devotion to the organization on customer orientation, more
attention should be paid to the relationship between the empathy among the
group individuals and the level of their devotion to the organization, resulting
in a customer-oriented mindset.

It is advisable to implement various professional training programs and to
make effort to create a favorable working environment in order to see
satisfying results in the area of customer orientation.

Fourth, the regulation effect of group innovation proves meaningful in the

_iv_



relationship between the managerial support and empathy, education/training
and the customer orientation, and empathy and customer orientation. Therefore,
a bond among the group individuals should be established through -efficient
employee training programs where management emphasizes group innovation,
through which the customer-oriented employees are more devoted to attaining

the goals set by the organization.

Ket Word : Internal Marketing, Customer Orientation, Empathy, Organizational

Involvement, Institute for Regional Innovation Advancement.
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0.274 0.147 0.080 0.257 0.784 0.783
0.190 0.846 0.180 0.181 0.113 0.829
Ak 0.266 0.737 0.167 0.295 0.226 0.780
0.361 0.712 0.149 0.302 0.222 0.801
U] FuhA 0.121 0.073 0.850 0.135 0.101 0.771
I HAA A 0.190 0.170 0.823 0.083 0.065 0.754
0.330 0.203 0.765 0.165 0.167 0.791
0.176 0.175 0.110 0.858 0.122 0.825
B9EA 4 0.247 0.376 0.210 0.685 0.237 0.772
0.263 0.447 0.212 0.639 0.242 0.780
0.850 0.152 0.269 0.106 0.111 0.842
0.747 0.253 0.150 0.236 0.263 0.769
AW | 24YNA
0.731 0.250 0.309 0.230 0.161 0.771
0.636 0.434 0.134 0.233 0.239 0.723
A+7H(Eigen Values) 2.878 2631 2.419 2.130 1.752 -
HAH(78.73%) 19.19 1754 16.13 14.20 11.68 -
KMO$} Bartlett2] 7174 KMO=0.927, x*=4311(df=105, p.=0.000)
0.802 0.232 0.231 - - 0.751
0.789 0.209 0.211 - - 0.711
=4 W 5 0.785 0.162 0.249 - - 0.705
s 0.708 0.133 0.067 - - 0.523
= 0.695 0.148 0.033 - - 0.506
0.149 0.151 0.871 - - 0.805
A EY 0.282 0.297 0.769 - - 0.760
0.131 0.372 0.742 - - 0.707
0.211 0.862 0139 0.806
i 0.238 0.843 0.254 0.832
TEWUF | A EA
0.220 0.831 0.260 0.807
0.202 0.652 0.425 0.647
a1f%k(Eigen Values) 3.176 2.983 2.401 - - -
H2H(71.33%) 26.47 24.86 20.01 - - -
KMOS$} Bartlett®] #4 KMO=0.907, x?=3042(df=66, p.=0.000)
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