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The Effect of Internal Marketing on Employee Job

Satisfaction and Turnover Intention

— Focusing on BPO Companies —

Jang, Eun Sae

Department of Tourism Management College of Business Administration,

Pukyong National University

Abstract

As the service industry develops, customers' demand for excellent
services continues to increase. Companies are seeking differentiation
through service marketing that starts internally in various competitiv
e environments. This study is to verify the relationship between the
internal marketing of a company on the job satisfaction and turnover
intention of employees of a BPO specialized company.

In addition, it was investigated whether there was any change in th
e effect of internal marketing on employees' job satisfaction in a spe
cial environment called COVID—=19. Therefore, in this study, first, ba
sed on previous studies published in Korea, five major leading variab
les in internal marketing that have a profound effect on employee sat
isfaction were identified to confirm the association with existing stud
ies.

Second, the relationship between the changed internal marketing fa
ctors and the employee's job satisfaction in the COVID—19 situation
was verified.

Third, the influence relationship between employee job satisfaction
and turnover intention was analyzed.

Fourth, the relationship between job satisfaction and turnover inten



tion was confirmed in the relationship between the residence of empl
oyees of companies subject to BPO specialized services.

Finally, through the presentation of effective employee satisfaction
and service improvement that can lead to customer satisfaction to su
it the characteristics of BPO companies targeting the service industr
y, academic and practical implications for BPO companies' job satisfa
ction and turnover after the COVID—19 situation.

Key words : internal marketing, BPO (Business Process Outsouring),

COVID—19, employee satisfaction, turnover intention.
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22] %A (Fringe Benefits) ol tfsle] o]dzt 5(2020) FHAE=AA
A2} A4S ERete] 2529 AR Ao b S fste] A
QA RAAS st UHviAY &350 d3to=w g
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AtH(Kotler, 2019). T3, Lambert(2003) 2] A7elME F94U9
o) o] wtow A}, A% 45 9 739 FFeo) dTFE ot 7]
o] Aatel TS A F Aok s3I

Wong (2013) 2] &9
T UFEe A7 TIde &

e
2 N 4y

>
rlr
ofN
e
o,
10
N
-
=
APy
=
o
o

o] & % (Turnover Intention) &t FH o] Fo1z
2 7oy o8 JdFoRE old E dA¥stE st AEFd AHE, &
oL} BRelel olaf dAAH T A CE afo] FREE AHE o9t
o AA AR Ve FHPomAL S EV]ea, vE Yoyt
ohE A0 R olFshE T k(o] AA, 2019). I FHHo]l =
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o] Ao A olgsteldtE o] th(Tsai & Hsiao, 2005).

S v S (2017) °] AFellM = olH Tt 5 el TAY
o] A= olgstE sk 7M1 Al wEgolu AdEEA Al ¥
SOlAFE A AETAE B olEs e, Add AH 5=
net, 53] BF ARG o]FEo] A UEhde AH| A= A
A e FielA v T8k vFolAl= FolEhal shATH(-Alv,
2015).

THLE=Y oA ETt FobAH 7de 25 &7l o EFS vIAA
Hol 7o HxgAed Wert He ale] Hal Fdd 5% A
HIAFEA dtetg AL CEAG- LU R, 2014). =3 2 o 3w
o] Ao dd¥ FHAES dF #AF3} SO Gl TAAA 7
Ao Hx 9@ Ao FAHAQJ JdFS wm X (Abbasi & Hollman,
2000).

53], Aujage] ZFote FHLES ARle AR AHAE AlFete
oA 28] AFFao BFele A5 AFJETt ol g (o] A &
o|A3], 2019). SHAIRE &A1 o] AF-Fof RESHEA] Xdl= A5 o]F 9
5 7HAA ", ole MHIAEAL AsE 7hA et 7Idel Aol i
e wSFdol tet =3k 2 WA (T AT
24, 2021).

ABl A AR S g e ® sk BPOZIYE] S $d9 olFew <l
AR ST o R QIgh Ayt 1ol RAHT|ZEA L] ARE A8
oF A9 Aad W T &8s AstE 7HA & F Udrk(e]d Al

44, 2013).
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- uE5EdY T S
- wSEdEY TEI 7HA
(2) BAANEE
BAANARLS F9UE T3 Aoz QA F4st Hrel At
3l S8 Fojstel iAo r IR g gle e 28 o

Ao A= Mazzarolo & Mainardes(2021), o]& 3t 5(2020), W
+47(2016), Kanyurhi(2016), A& (2012), #2533 47]§(2011) 9
ATollA AHRE FEES & A7 SHAE 74 2 Bekste] % B 3
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<E 3-2> HAA|AH 5485

- 5% o AAud e wgAsY
- Age wael A
- A8% Frke AF

(3) WFAFUAIA

2 AT E UHF-AFYA ] A (internal communication) S Z2] W el
Al THLY AR el ARE wEste B OoE F stk (Anwar &
Shukur, 2015). Mazzarolo®} Mainardes(2021), °]&d3 5 (2020), ©]
A3} F9IF(2019), o3} 29 F(2018), WEF(2016), AGF
olzH (2015) " XAAL GE B E TS S B Ao gA -
¢hato] YRAFUACIAS 7MY AR 3= SHETHeE TSI

o, Likert 78 HEE A3

o
N
.

(4) AR

W3t Y (empowerment) = 7142 FAlAQ1 AE fst dA =3°

:

2 (Malik & Sarwar, 2021), 719 Ao #oAsta JFEHS 7%= A

p

o7 AgErt(Mills & Berthon, 2020). & A Fo|A= o)dxky) ¢kolF
(2019), o]ty 2935 (2018), Kanyurhi(2016), ¥4 3 (2013)2¢ A
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— ALY FH Y Ao A F

- T4 AF3d ds Fof

(5) A

2] (fringe benefits) ol thste] FAL=ANA EX ¢ A4S =R
st 21 wALS] #Alof FFS flete] FAQl HARS Ste U
A d5o 4oz Fog(oldxt-AE 5ol H, 2020).

BoAFoaE o]d kT k9 F(2019), olstital 293 (2018), A
Z(2012), vr2=3F A7]3k(2011) 9] APATE HlIFOZE 2 AF F
Ao A £ 2 Bste] HTAAS Y A v¥ES SHYHFOE

TR e, Likert 74 &S ARSI

— & Aol Hlel JS BAAE £
- A BAAEY FF
- ARG RN FAAZ
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TUYY A HF =% (job satisfaction)= A 150 Faide AF-o

o gtof gt Q1 AREAQN A A A S oJu|sttt(Sarker & Ashrafi,

2018). T3 A Fo] gzt Bz sfelo] Aol =FAle] A Fo ths) 7}
(e}

Ae SAAA AAX AEHE Yuidt =, 2020). 2Ean A RS

FA9 ATBELe] stel HAAT FYF(2020), o|WBH F9F
(2019)8 wFOoR ¥ AFe HHo) B 4 U nes] FYU AR
BE 3709 AT PE 24FEow P00, Likert 74 LS

AFg 3T

<E 3-6> 29 AFVEE 2495
— FHAQ A

- 2o Ry

— Aol B Ay

o olF %

ol Fde] Folx BAL Erlkm o Mo} dE 9%
om o4 wi Adsteis AH Az, Ao Bl oa] AAA
e gpdow wgoel FREE AHE Jusd, @4 Aol /1919
ZowAY AR ¥rea, e el G 240w oEe
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= Ao AYsint (o] ZF- A A+, 2019).

Ao E FAE 52021, AA4F 5(2020), ure-3y g
(2020), AE3H(2019), olgdst 295 (2018), b3} w4k (2017)
o] AFE Htgo® AT HA O giA 4 9 melkete] oA orE 3
o, Likert 78 HEE A&t

Mo Ae 2@ SAEEeE TS

3

X 3-7> olAx SAYE

- olF< 9% B 3AF 23
— ol F el that Yzt
— s A EIAF o gF
2 AT HEA AL <E 3-8>7 At
<E 3-8> A%A A4
¥ 5 =38
s AT wgEES 0 £ UAES J]IAE AT
BEFE | A aSFEA ZrgRg SR e dygsia Qo
A wEEE RIS S 7HA7F dvka A Zehy
A RAAEE §F Al mle) 2 wo] itk
BHAA AR | AR A GE (A oEFY 5) S AFsha ok
A AR F7HAIEZE
FAbs 7 247 @Y Ut g9 2 o) el
WA (0o oAl 9e W e ot sRd A
ks Aol Bed 4% JuE 2 THEDE =1
sAE FAdol JFae geld dag sus mekErt
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° 2 yeld BPO 7199 547 500 $247F 71 =4 vt RS
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ek A= | 090 127 158 .006 710 | 213 125
A Fof | 258 .068 020 | .340 .616 307 183
= ERE 109 211 129 | =106 | .184 .805 .014
=
ahin
&HA 275 | —=.018 | .021 291 221 .686 .226
Lk
o]/‘\:]_ A 310 —
SE & 025 | .263 VAW 187 .215 .682 .226
HAAE | 137 071 102 294 147 .200 | 736
kY
A& &g A5 | 091 278 100 | —.116 | .437 | —.094 | .638
%1
F7F A= | 306 111 294 137 .008 317 .630
I3k 2.308 2.284 | 2.274 | 2.233 | 2.209 | 2.085 | 1.692
g At 10.992 | 10.877 | 10.827 | 10.632 | 10.521 | 9.929 | 8.057
A AL 10.992 | 21.868 | 32.695 | 43.327 | 53.849 | 63.778 | 71.836
Cornbach’ s «a 815 791 783 758 .681 781 .800
KMO .881

Bartlett 7374

|

o|X

2? =1944.968, p=.000
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= HgFAe] 815, o]F=rt 800, WHE

O o
Hol] 791, @3k Ydo] 783, AFRFHo] 781, WH-ARFYAlHe] 758,

B Ao AT AHAelA AN WSS 7k BAAS T35 9

stol ¥ o= A (pearson’ s correlation) =ATHIHS o] 231

A 2~®] (r=.431, p<.0l), HHFAFYA A (r=.395, p<.01), @I
(r=.435, p<.01), B A (r=.497, p<.01), A9=A€ (r=.495, p<.01)
2 BE Fost A(+) 9 AATAES B

()9 A3z w&FH (r=-.349, p<.01), HAA2E (r=—.471, p<.01),
WEAFY Al A (r=—-.409, p<.01), PFFIU (r=—-.455, p<.01), =
A (r=-.576, p<.01), AY5ALr=-.536
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A, FAY AT F(+H) 9] #Fo3 dF= A= AR yEy vb
AL AEEgdT olyd A= d3¥ A+"=(Conduit & Mavondo,
2001; Kanyurhi & Akonkwa, 2016; Mazzarolo & Mainardes, 2021;
AA-F9%, 2012, ¥AEE, 2013 AYF-olsH®, 2015 ¥WEF,
2016; olstvk-2 P35, 2018; oldZ-FSF; 2019, o|dAxH-71g 3]-o] A,
2020) ¢ Ay} AA gt o]y Ft A Ay WHuAR S A ws

Ao vepd 5344, A BALS FHY AT SR folsh J
ZAow yeidtrs AqEFRet FEoh(Gronroos, 1990;
Kanyurhi & Akonkwa, 2016; Mazzarolo & Mainardes, 2021; #F2=-.
A71%k, 20115 AT, 20125 AFA-F9x1, 2012; vtA S, 20135 #<Y
=-o]l5H, 2015; W5, 2016; °|gF-ePs, 2018; o]dA%-7 ™ 3.0
A, 2020). ©]= BPO A 71949 Fddel dhste] 71 2o =4
A, A 1o o] Fdd A

o
=
N

Ir

NS S A vHE & F

At

H1-3. WFvAI" o -7y Aol do] 4 AFrRtSEe 4 (+) 9
P& v Jojgke 7HE S ATs] fd RE e & dEFHAE 24
st A2 YHFAFYAIHL =500, t=6.884% p<.000 FolA F
de AFRSEe] 4 (+H) 9 dFe A AR YEy o] XY
Atk ol AyATY] A (Gronroos, 1990; Kanyurhi & Akonkwa,
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