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Analysis on Customer Satisfaction and
Job Satisfaction to Organizational
Performances : focused on community welfare
organizations *

Park, Kwang-Duck™

< Abstract >

literature review on analyzing the effects of customer satisfaction and job
satisfaction to organizational performance can be easily found in business
organizations but not in community welfare organizations. Futhermore, this
study encompasses organizational performances as service quality included
esteem for clients, individualized care and services, protection for client
safety and human rights, and professionality for services. And the view of
service quality as organizational performance seems to fit well with the
character of social welfare organization.

This study hypothesized that Hypothesis 1 "Customer satisfaction of
social welfare organizations will have a positive impact on organizational
performance” and hypothesis 2 "Job satisfaction of social welfare
organizations will have a positive effect on organizational performance”.
Finally, the relative influence of two independent variables was compared
through hierarchical regression analysis. As a result of the analysis, it was
confirmed that job satisfaction has a stronger influence on organizational

performance than customer satisfaction, which is statistically significant.

Key words: Customer Satisfaction, Job Satisfaction, Organizational

Performance, Service Quality, Social Welfare Organization
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