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ABSTRACT

Objectives: This study aims to investigate the impact of clinical dental hygienists on customer
orientation and prepare basic data for the rational and efficient human resource management
of dental hygienists. Methods: A self-reported questionnaire was completed by 220 dental
hygienists from July 7 to August 8, 2019. Data were analyzed using the IBM SPSS Statistics 22.0
program with a significance level of 0.05. Results: The customer orientation of clinical dental
hygienists was 4.09, internal marketing was 3.10, organizational citizenship behavior was
3.97, and self-efficacy was 3.91. The variables that most influenced their turnover intention
were those related to organizational citizenship behavior. These factors showed a 28.8%
variance among dental hygienists. Conclusions: This study recommends the development and
application of a program that enhances dental hygienists’ customer orientation, recognizes
them as internal clients, and improves dental productivity.
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Table 1. Reliability of instrument scales

Variables Item Mean=+SD Cronbach's a
Customer orientation 6 4.09+0.75 0.912
Internal marketing 28 3.10£0.79 0.963
Organizational citizenship behavior 14 3.97+0.63 0.929
Self-efficacy 17 3.91+0.66 0.956

2. QUUHE| EM0| 2 TR 47
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Table 2. Customer orientation according to subject's general characteristics ~ Unit: Mean£SD

. . .. Customer

Characteristics Division N C——- tor FQJ*)

Gender Male 12 3.96+t1.14 -0.425(0.679)
Female 208 4.10%0.72

Age (yrs) <25 57 4.08+0.73% 4.534(0.012)
26-30 78 3.91+0.82°
>31 85 4.2640.65

Marrial status Single 131 4.0740.73 -0.428(0.669)
Married 89 4.12+0.79

Educational level College 134 3.98+0.78 -2.821(0.005)
University 65 4.27£0.69

Dental office type Clinic 153 4.09+0.75 0.031(0.976)
Hospital 46 4.09+0.75

Career (yrs) <3 33 4.05+0.78% 5.423(0.005)
4-7 78 3.9040.81°
>8 88 4.31+0.61°

Monthly income <200 33 4.11+0.71 1.306(0.273)
201-250 68 3.99+0.74
=251 98 4.18+0.78

Working hour <8 147 4.10£0.73 0.132(0.895)
=9 73 4.08+0.77

Four major insurance Yes 215 3.98+0.78 1.589(0.114)
No 5 4.2710.68

Position General hygienist 102 3.98+0.74 -2.061(0.040)
Manager hygienist 118 4.19£0.75

" by the t-test for two groups and one-way ANOVA (post-test Scheffe’) for three or more groups
> The same character indication shows that there is no statistical significance
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Table 3. Correlations among customer orientation, internal marketing, organizational citizenship
behavior, self-efficacy

. Customer Internal Organizational
Variables : - . citizenship  Self-efficacy
orientation ~ marketing behavior
Customer orientation 1
Internal marketing 0.341" 1
Organizational citizenship behavior 0.515" 0.479" 1
Self-efficacy 0.589" 0.453" 0.768" 1
"p<0.01 by Pearson’s correlation analysis
Table 4. Influencing factors of organizational socialization
Variables B SE B t p  Tolerance VIF
(constants) 1.614  0.274 5.895  0.001
Educational level
(College/University) 0170  0.086 0113 1979 0.049 0.992 1.008
Career(4-7/>8) 0240 0.092 0150 2612 0.010 0.982 1.018

Organizational citizenship behavior 0.581  0.068  0.489 8495  0.001 0980  1.020
R’=0.298, adjusted R?=0.288, F=30.582(p<0.001), Durbin-Watson: 1.827
"by stepwise multiple regression analysis at a=0.05
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