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ABSTRACT

Relationship between Job characteristics, Internal customer

satisfaction and Nurses' retention of experienced nurses.

Jeong, Ha Yung
Nursing Management and Education
Graduate School of Nursing

Yonsei University

The purpose of this study was to identify factors affecting to nurses' retention
of experienced nurses, and contribute to improving quality of clinical nursing,
managing nursing human resources in medical institutions by securing
experienced nurses. The participants were 177 registered nurses who had more
than four years clinical experience in three hospitals with 600—900 beds located
in Goyang—si, Gyeonggi province. The survey was performed using questionnaire
and data were collected from August 25 to October 15, 2012. Data were
analyzed using descriptive statistics, t—test, ANOVA, Scheffé test, Pearson's

Correlation Coefficient, and Multiple Linear Regression with SPSS WIN 20.0.

The results of the study were as follows:

1. In socio—demographic and workplace—related characteristics, 30—34 aged
nurses, and nurses with 3—year—curriculum degree were the most, and
single nurses were more than married nurses. Nurses with one child,
nurses who cared children by parents, and nurses cohabiting were the

most. Nurses with seven years or longer clinical experience, nurses
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working at general wards, and nurses who had left their work more than
one time occupied the most. Nurses agreeing with shifting the ward,
nurses working in shift work, and nurses with general nurse position were
the most.

. The mean of job characteristics was 3.494+0.32 out of 5 points, in which
task identity showed the highest, while feedback showed the lowest. The
mean of internal customer satisfaction was 2.91%£0.52 out of 5 points,
among them, satisfaction itself was the highest, while economic satisfaction
was the lowest. The mean of nurses' retention showed 5.23%+1.31 out of 8
points.

. As a result of analysis between participants' socio—demographic
characteristics, workplace—related characteristics, and nurses' retention,
age(/=9.205, p<.001), marriage status(/=-—2.990, p=.003), number of
children(#=5.589, p=.004), total clinical experience(/=-2.269, p=.025),
number of leave(#=3.307, p=.022), type of work(/=-2.190, p=.030),
current position(/=—2.893, p=.004) showed significant differences to
nurses' retention.

. Nurses' retention showed significantly positive correlation with skill
variety(r=.236, p=.002), task significance(r=.376, p<.001),
feedback(r/=.191, p=.011) among job characteristics, and also significant
positive correlation with organization environment(/=.437, p<.001), job
satisfaction itself(;/=.373, p<.001), organization communication(r=.216,
p=.004), economic satisfaction(r=.198, p=.008) in internal customer
satisfaction.

. As a result of multiple regression, controlling socio—demographic and
workplace—related characteristics, internal customer satisfaction(=.290,
p<.001) and task significance(3=.200, p=.018) in job characteristics

explained 26.4% of nurses' retention.
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The findings indicated that nurses' retention of experienced nurses were
affected by internal customer satisfaction, and task significance in job
characteristics. Therefore, we should improve organization environment, job
satisfaction itself, economic satisfaction, and organization communication for
internal customer satisfaction. Furthermore, we should make nurses realize how
their job affects patients or hospital, and prepare strategies for nurses'

motivation and pride.

Keyword: experienced nurse, job characteristics, internal customer

satisfaction, nurses' retention
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