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Table 1. General Characteristics of Participants

(N=174)
Variables Categories n (%) or M£SD
Gender Male 5 (2.9)
Female 169 (97.1)
Age (yr) 29.4+54
< 25 44 (25.3)
26730 75 (43.1)
31735 32 (18.4)
> 36 23 (13.2)
Religion Yes 85 (48.9)
No &9 (51.1)
Education < Bachelor 154 (88.5)
> Master 20 (11.5)
Marital status Unmarried 131 (75.3)
Married 43 (24.7)
Total career (yr) 5.9+5.4
<1 12 (6.9)
175 93 (53.5)
6710 38 (21.8)
> 11 31 (17.8)
Current department career (yr) 3.4+3.3
<1 28 (16.1)
175 111 (63.8)
6710 28 (16.1)
> 11 7 (4.0)
Department movement Yes 65 (37.5)
No 109 (62.5)
Number of night shifts per month (day) 5.7+2.2
<6 47 (27.0)
>6 127 (73.0)
Hospital accreditation Yes 96 (55.2)
No 78 (44.8)
Number of leisure activities per week (day) 1.5+1.0
<2 103 (59.2)
>2 71 (40.8)
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Table 2. Score of Emotional Intelligence and Customer Orientation

(N=174)
Sum of Score Mean of Score
Variables
M=SD Min"Max Range M+ SD Min"Max Range

Emotional intelligence 79.06+11.77 417101 167112 494+ 0.74 2.5676.31 177

Self emotional appraisal 21.12+3.46 5.98+ 0.87

Other’'s emotional appraisal 20.72+3.14 518+ 0.79

Regulation of emotion 17.35+4.47 434+ 1.12

Use of emotion 19.87+3.50 497+ 0.88
Customer orientation 53.59£5.77 37769 14770 3.83+0.41 2.6474.93 175

Reliability 15.87+1.74 3.97+0.44

Responsiveness 10.84+£1.69 3.61+0.56

Tangibles 11.67+1.33 3.89+0.44

Empathy 15.21£2.08 3.80+ 0.52
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Table 3. Emotional Intelligence and Customer Orientation according to the General

Characteristics (N=174)
Emotional Customer
Characteristics Categories intelligence orientation
M- SD toa F M SD tor F
(D) (p)
Gender Male 88201228 177 62.00+8.34 3.40
Female 78791169 (.078) 53.34£5.52 (.001)
Age (yr) < 252 76.27£11.05 162 50.61+6.12 7.65
26730 79571226 (187) 5371545  (<.001)
31~353 79.06+11.76 5528469 a<hb,cd
> 36 82.67+10.99 56.57+5.14
Religion Yes 79.65+12.79 -645 54.09+£6.33 -1.12
No 7849+ 10.75 (.520) 53.11+£5.17 (.263)
Education <Bachelor 7853+11.82 -164 53.19+5.67 -2.60
>Master 83.10£10.87 (.103) 56.70+5.75 (.010)
Marital status Unmarried 78391201 -1.31 52.90+5.81 -2.81
Married 81.09£1090 (.192) 55.70+5.18 (.006)
Total career (yr) < 1ba 80.09+ 2.34 051 50.25+8.93 5.40
175 7859+11.49 (677) 52.71£5.33 (.001)
6710° 78.08+13.04 54.40+£4.99 a,b,c
> 11¢ 81.16+ 12.39 56.55+5.34 <d
Current <1 82.25£9.82 1.85 54.96+8.14 1.08
department career 175 79.30+11.65 (.141) 53.11£5.22 (.359)
(yr) 6710 76.50+ 13.72 54.43+551
> 11 72.71£9.95 52.43+2.88
Department movement Yes 81.59+£1145 -221 5595534 -4.38
No 775511175 (.028) 52.18+558  (<.001)
Number of night <6 82.15+11.31 213 55.38+5.07 2.53
shifts per month >6 7791+£11.78 (.035) 52.93+589  (.012)
(day)
Hospital accreditation Yes 80.03+12.14 -1.21 54.16£5.22 -3.03
No 77.86+11.27 (.227) 52.15£6.12 (.003)
Number of leisure <2 79.65+1163 080 54.01+584 1.15
activities per week >2 78.20+12.01 (.425) 52.99+5.66 (.251)

(day)
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Table 4. Correlation of Emotional Intelligence and Customer Orientation

(N=174)
Customer orientation
Variables
r (p)

Emotional intelligence A48 (<.001)
Understanding of self-emotion .33 (<.001)
Understanding of other’s emotion .36 (<.001)

Emotion control 44 (<.001)
Application of emotion 39 (<.001)
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Table 5. Factors Influencing Customer Orientation

(N=174)
Variables B SE B t D
(Constant) 44.22 346 12.77  <.001
Regulation of emotion 0.39 0.89 .30 434 <001
Department movement (Yes) 3.04 0.76 .26 4.02 <.001
Other’s emotional appraisal 0.37 0.13 .20 2.93 .004
Gender (Female) -6.32 219 -18  -2.88  .005

R?=.33, Adjusted R%=.32, F=21.02, p<.001
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ABSTRACT

The Effect of Emotional Intelligence

on Customer Orientation of Hospital Nurses

Kim, Saeun

Department of Clinical Nursing
The Graduate school of
Industrial Technology

Directed by professor

Choi, Hye-Ran, RN, MPH.

The purpose of this study was to investigate the effect of emotional
intelligence on the customer orientation of hospital nurses.

The participants were 174 ward nurses in a tertiary hospital in Seoul,
Korea. The data were collected from May 17 to 31, 2018. The data were
analyzed through SPSS WIN 24.0 using frequency, percentage, mean and
standard deviation, independent t-test, ANOVA, Scheffé, Pearson’s correlation

coefficient, and multiple regression analysis.

The results of this study were as follows.

1. The average score on emotional intelligence was 4.94 out of 7 points.
Understanding self-emotion was 5.28+0.87, understanding others’ emotion
was 5.18+0.79, application of emotion was 4.97£0.83, and emotional control
was 4.34%£1.12 points. The average score on customer orientation was 3.83

out of 5 points. Reliability was 3.97+0.44, tangibles was 3.89+0.44, empathy



was 3.80+ 0.52, and responsiveness was 3.61+0.56.

2. Emotional intelligence according to general characteristics was significantly
different by department movement (t=-2.21 ,p=.028), number of night shift
per month (t=2.13, p=.035). Customer orientation was significantly different
according to female (t=3.40, p=.001), age (F=7.65 p<.001), educational
background (t=-2.81, p=.006), total clinical career (F=5.40, p=.001),
department movement (t=-4.38, p<.001), number of night shifts per month

(t=2.53, p=.012), and hospital accreditation experience (t=-3.03, p=.003).

3. Customer orientation showed a statistically significant correlation with
emotional intelligence (r=48, p<.001). As a result of correlation between
customer orientation and subdomains of emotional intelligence,
understanding self-emotion (r=.33, p<.001), understanding others’ emotion
(r=.36, p<.001), emotional control (r=.44, p<.001), and application of

emotion(r=.39, p<.001) were statistically significant.

4. The factors affecting customer orientation were emotional control (B=.30,
p<.001), department movement (B=.26, p<.001), understanding others’
emotion (B=.20, p=.004), and female gender (B=-.18, p=.005).

The results of this study suggest that emotional intelligence should be
improved to enhance the customer orientation of hospital nurses. A program
that targets subdomains of emotional intelligence such as understanding of

others’ emotion and emotional control among needs to be developed.

Key Words: Nurse, Emotional intelligence, Customer orientation
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