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Hsinchu, Taiwan, Republic of China
Abstract

Along with the expense condition change, the enterprise increasingly takes the customer
degree of satisfaction, but in enterprise's staffs in establish and maintain the strong character
which the customer relates acts, causes the enterprise to realize the service personnel in the
service transmission process essential status, thus guides, the work to staff's customer meets and
internal service need arises at the historic moment. But actually discovered in the past research
that, the non- privately operated enterprise the obtained result often is inferior to the privately
operated enterprise in the strategy implementation, the related measure which when this research
goal lies in the discussion enterprise-to induct internal service idea executes, regarding staff's
customer guidance and the work satisfied influence and its“the result, and attempts to understand
under the different property rights condition the enterprise carries out the internal service the
measure, guides influence the idea regarding staff's customer, whether can have a difference to
cause the enterprise competitive ability the drop.

Convenience sampling method was applied to select front-line service counter employees
from ITRI, Chunghwa Telecom and Taiwan Mobile to answer the questionnaires. Structural
Equation Models was used to test the proposed hypotheses. SPSS AMOS software was applied
as the analyzing tool in this study. The results showed that Internal marketing had positive
impact on employees’ customer orientation; Employees’ customer orientation had positive
impact on job satisfaction; Internal marketing in private enterprises had much more significant
impact on customer orientation than that in state-owned counterpart did. According to the result,

we recommend some suggestions to both the practitioners and the academics.

Keywords : Internal Service,Customer Orientation, Customer Satisfaction,Customer Loyalty
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