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Relationship between customer orientation toward physicians or patients and
job performance of employees in pharmaceutical companies:
Focusing on the mediating role of proactive behavior

Tomohiro MAEKAWA
(Ritsumeikan University Graduate school)

Katsutoshi FURUTA
(Hosei University)

This study aimed to examine the relationship between customer orientation
and job performance of employees belong to pharmaceutical companies
developing new drugs. In such companies, two types of customers were
assumed as the main customers: physicians as purchasers and patients as end-
users. Therefore, we evaluated effects of pharmaceutical employees' customer
orientation towards physicians and those of patients on job performance.
In addition, focusing on the Model of Proactive Motivation Process, the
mediating effect of proactive behavior was examined. Analysis of employees
in pharmaceutical companies developing new drugs (n=905) showed
that both customer orientation towards physicians and that of patients had
positive effects on proactive behavior, but the effect was greater for customer
orientation towards patients. In addition, the effect on job performance
mediated by proactive behavior was found only for customer orientation
towards patients. This suggests that the effects on the outcome variables differ
depending on the target of customer orientation and in the aspects of the effect
on job performance, it is important to increase customer orientation towards
patients.

Keywords : Customer orientation toward physicians, Customer orientation
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078 5 094 OHENIZH o722 & h b, %
K F 2 J7E 3 5 RE DG FENE K O I i 72
ENTWD EHEL, ERTFERRTA2HEO
PIEEEREEE L THwEZEE L &

B, EEPOIERGEFEEE2 IR

®1 HEHENEFAIMCELZZETIVOBEESELR

model X2 H e CFI AGFI | RMSEA | RMR AIC
SHEFET V| 746.085 206 0.959 0.908 0.054 0.025 840.085
4 W¥ETINV | 570187 203 0972 0.930 0.045 0.021 670.187
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x®2 EAKREE

P | BEHEfRZ | Cronbach’s a
PR R~ D% ) 373 0.76 0.89
BENOBREN 3.80 0.73 0.89
TUaT 7T 4 TITH 361 0.66 0.94
(iR 1) S 3.59 0.71 0.78

3.2 {REHDIREE

9, AT B OB AT O R %,
FIIRT MBS ORE LY, ERI~ORH
R L BENOBEEMOMHMRED 081 &
FECH 5720 L Lad s, REFZECIEER
ORI & BENOBEENDZNENDS,
— I OBREN LG Lo Ta T 7747
178), HFROREIG 2 5 HEZFMT 5720,
PAREDSHTIZ B W TIE AR L [ — € 7V IZH
AL, RHOWFEEZIT 5720

BRI~ OB B & EE~NOBE B AT
07774 778 L ALROBRIZG 2 5B
N7 a7 77 4 TATB OB R A HRT 5
72812, Baron & Kenny (1986) @447 T-#i
EZbEOF, IHOMGEEE HED 2, 7HTICH
w72y 7 b = 7%, IBM SPSS Statistics 29
Thbo BRIFIITOMREFRAIRT 5
ZhwTid, MABELEmHZEE LTH,
720 9, ERI~NOBEEN L BENOBEE
W& TR, R ORREEERE L T 5 E
BFSAT (model 1) =47 - 72, ZOEHE, &
BHANOBEEMIEFROBRRIIS L, AERIE
DB G 2 TV, Ei~OBZ B AL
HOBRIZG 2 5 BIE, MAICEE TR
Motz LD, REH b RS, G
laldZF s roiz,

W2, BERi~OEZEER R CEZE~OEEE
M T T T 7T 4 TATEN G2 5 B MR
5729012, EHi~OBEER & BENOBEE

WEMNEL, a7 s T4 TR R ER
&3 2 EMJRSH (model 2) Z1T->720 ZD
FER, TRT T TR, ERiNOBEE
MK EENOBEER OB IZAE R IEOBR
AR ENTze AEER LY, KEH 2a KOG 2b
B Ry

WU, ERNOBEEN R BB NOFEKE
B237 027 774 TG 2HBORE S
IZoWT, #EE @) CEOERET 2, £
DFER, BENOHZEM2STAT 7747
TEI~DEE (B =039, r=027) &, EHli~
DEEE NS TOAT 75 4 TITE~DHE
(B =019, r=013) &t L T@E <, Kii4a
EFEE N2,

Wiz, ERi~OBEEN R O EENORE%
FIR, Fa7 774 TAEE AL TEFHEOK
RIEZ BB R Lz, tEFROBREIEE
R L, BH~OBEZER, EENOFEKE
MMz, 7072774 7T Mo ke L
TEL, ERJESH (model 3) %47 - 72,
ZORER, TaT s T4 7B EHFEORE
EDOMIHBERIEDOBREI R SNz T2,
model 3 IZBWT, BENOBEEMIMEFD
BRICHBERIEOEELHEZTnizbon, Z
DOBFRIE model 1 & ILIEL CTE5F » 720

BB\, TuT 7T A TITE OB % i
BT 5729, 5000 YT bk
DT = FA Ty THEN L BN T ZEIEE
AEHEX T FEE L, EENLBEEE 1T
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x4 ERMRFIMOFER

modell model2 model3
WEAEK OB TaT 7T 4 TETH) [
p t r B t r B t 7

A -0.04 -1.07 0.04 0.05 1.65 0.06 006 2211 007
PRSI —

Bk (BWATTY—)

Ttk 0.03 078 0.03 -0.01 -0.33 0.01 0.03 1.10 0.04
FES I —

HiE - BPEREE -0.04 121 0.04 -0.01 -0.31 0.01 -0.04 122 004

PN (BlHFITY—)

REBERE 0.05 1.25 0.04 0.04 1.14 0.04 0.03 078 0.03
WAL 5 3 —

— Al H A 4 (BRA 7T —)

PN 0.06 1.74 0.06 0.01 031 0.01 0.05 1.84 0.06

AR Y 0.10 297 010 0.08 236° 008 0.06 205* 007

FBEANY P 011 334 011 0.09 295* 0.0 0.06 213 007
WAl 5 X —

TFEHLE -0.06 -149 0.05 -0.07 -1.90 0.06 -0.02 -0.61 0.02

BH 5 6 1 0.04 098 0.03 -0.04 -1.02 0.03 0.06 1.74 0.06

R -0.04 -1.00 0.03 -0.12 288 010 0.02 054 0.02

PR (BRA 7T —)

PETRM -0.05 -148 0.05 -0.02 -0.65 0.02 -0.04 -1.34 0.04
B I —

HEZE HEL 300 ADLT -0.02 073 0.02 0.01 049 0.02 -0.03 -1.14 0.04

PESEEF 301 ~ 1000 A -0.04 -1.09 0.04 -0.05 157 0.05 -0.01 -0.34 0.01

fEFEE 1001 ~ 3000 A -0.01 -0.28 0.01 -0.03 -0.87 0.03 0.01 0.19 0.01

PESEH ¥ 3001 ABLE (B S 7T —)
& i~ D B2 I 0.10 1.88 0.06 0.19 3927 0.13 -0.01 -0.13 0.00
BB ORI 0.33 642" 021 0.39 829 027 0.11 247* 008
TaT Yy T4 TITE) 056 1762 051

AL A R 022 035 043
F i 17.35" 3174 40.29"

™ < 001, *p < 0L * < .05 73R REERT,

720 ZDFER,

BEANOEEE D S RO
RANOZEL, BNEBE L5707 747
T MMA 722 L THEICEA L, MEDRD
BOEIZBWTHEBEREMNRP O SNz (F

FEICH = 95% © TR = 163, L= 276), L
FORRPS, BEANOBEEMITOT 7T
THEEEN L, HFORRICHERIEORE

AL ZTWDLI LD
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Moiziz®, TaT 7T A4 TATE R A L 7oAl
FHOPRNDOIEDZBEO MR SN h o720
&, R 3aldsZFE S g, RE4b 133Z
Frans,

4. £ 8

ARRRGETIE, b e 2 5 2 S 43
TEEBMH T 5 EM~NOBEEN L TEE~D
FHEEMPEFHORRIG 2 5 HEIIONT,
Model of Proactive Motivation Process Dl ri 2>
LIRFEZAT o 720 ZORR, HEEMEMAED
A & DR Z BN 5 ERE L Tz 7'e
T 7T A TATENIR L, ERi~ORBZ R & B
HENOBEEMIFELZEORE YR LT, 2
Ly, HEERONGIKS§, BEEAENE
EBOBERENE®mDHL LT, TUT I T4
THEDERIND Z LEHTRIE SN2,

=7, TuT T4 TR RO
52 5 IE 058, B~ &R & K
L, BENOEEEMTIY)RE o7 &
72, BENOHELMIIAE ORI
EOFELZ G 2 Twiz2s, ERi~OBHE LN
BHEORRICERE R EOREY S 2Tk
Mholze TORIZEL, TAERIEREETER
L T\ % Patient Centricity ® 528 & O Dawis
& Lofquist (1984) 2S#E7R~ L 724k =5 5 o B &y
(Theory of Work Adjustment) DS H 5%
By D,

CNFETITIRART X/, BIEAFEL, B
BFO=—RBR BEHEMERIES 2 EBZH
9 (BEAR, 2023)s MMZ T, BEHLOEHFEN
DEHEPE L AT, BEMEIIBVTH, &
FHORBRH 2 EARELHBIErT L OHE
ZWDEHR SN TETwD (M, 2020),
Patient Centricity (& E H.0, & 5 W IZEE

ITEIRL 25 37 &85 1

FER LRSS NS TH D, HARESE
14 (2018) 13, Patient Centricity @ %
WREICAEB L, [BErOBEEICIEZOX
B BHEMAEZE U TCATLAZEBEON %4
EEICIE2§ 2 & | % Patient Centricity i
BhEmEsl Twb, HARBEE TR 2 (2018)

HYELHE A ZE B5 At W RATFENE L 72 A
% &, 96 % D 13 AN IR BA 58 B B T Patient
Centricity DIFBI2SHE/Z L E 2 T\ b, F72,
55% D 1=3E 7S Patient Centricity O #E & % 23
HERLEY g VICH) ARTBY, £ ofild
fiv2 7% Patient Centricity % B ME & L T
B, FAUCEDWZIGENICEY e
RLTWLIEDMAR D, TNED, BIEZE
FEFEEEEHOPLICHEL, BEHO=—X
WIBZ A ZEICEFIZHNMIET BEVWTWD &
M=z,

RSB T, BREE & A8 A7 | 2R
DYEK, WMADRET), B OffifiEE 7% & D BAf
Wb e sh, MANEEOEME S L ITARER
ICBRBE L OMISBIREER L, ETNEHMRL X
9 &35 (Bretz & Judge, 1994), L C, B
R HHEREEC 2 LT, EEROHZFICR
TLEBRBIFOM L, RV T 1 THBBO A
BRIER, F XV 7O E V072K T T4 T
RO A5 (Bretz & Judge, 1994) o

HFECHERI2EOC L, BEEPLLELL
EFEFHIAMMEZ B REREL, BHE~OE
RS ESE B & o [Tl O A il B o> — 3K
2 & 2 BRI SRR g CBY, TuT
7T A4 TATENOARAENZ D % 35 72 W REVEAS B
Lo Fi, AWIZETE, EERRADPHET S
EFEORELFMT 2L L. Llo &9
K,“%ﬁ%i%%@:~fﬁﬁi%:t:#

WZEWWIEZ EWCTW B EHEl S L, L7z
ﬁof,%%ﬁﬁf@%@:—xmmxéptj
End [BEO=—-X5252 L] Lo H
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TR R L7285 A1S, M 513 X0 BV ERAf
W EINL72DI, HFORRITK L TR
NOFZ BN OFBIIBRERN Td o 720 REHEAT
H5o

KEffge L b, FEhiL EBE LW 2 MEOMBE
AT HHEIEEFEICB VT, HEER ORI
B, MREEBGZDHENEDYZ5HZ
&, FARMITE TRIRAERE LTHEELZ T 1
T2 T4 TR OMEREORRICH L TE, &
fi~OREFEME KL, BENOBEEERA
LVEVIEDOREY 52 Tnd I RS
7o BIEMEOMERIH T LEFEN, B
THHFORRANOLEL W) BT TIEEE
DEEEMZED 5 2 L OfifEE EEIRL
2RI, RMMROEBEN BRI DD LE R
%

RIS, ARWIFEORRS L REE 3 Hik~< 5,
551 OFEICEI L, AWFZECIIE AR % F]
L, FEEpAgE 2 8004 5 MR AR 5 0
(BB ENE 7T 75 4 TI7E), HFEO
B e DREMEEH S 22 L7z LA LA
5, AR AZE b IIHEE B DR EREE
EOMRELEF L, IR L THEEEMD
R, MREHUICG 2 8 B D e
BEETELRV, ZD0, NRE L DHES
BRAL & AE AL L CORFM 2 ET SR TH 5
Vo TONICHEL, TUT T4 TITHR A
FHOBEEOWEHEHIZOWTL, KFZETIE
SRR AR I BIS T RE L £ 2 S Db — ki
HOWEHE A7, —HBOERIRE L 725
i 47 ) B & 1iE, W REROREIS U Ti
WAL B NENHDHEEZ D,

2 OFGEICEL, MHESTORBRLY, E
R~ DR B & BE OB G A R
PEDTRIBE NS0 TD728, MO
OWTHHFGHMIZETMEL, BGRET 5 2 &8
VEEZZH6NED, KiEoOMERERIZIIN

SOERETUT 7T 4 TITH), EFEOBEL
ORI E SIS 2 B2 720, FEM 2 RE
MTETWR, BB, KO THWZEHD
VIF 1% 118 ~ 334 O#iFNIZH o 720 —HERY
(213 VIF > 10 o, ZEIEESR SIS &
ENA728% (Chatterjee & Price, 1977), AHF
FETEHH L 72 FE T IVIZDOWT, SEILf A
CTCwaiRftirflne &z onb,

%3 OFMEIL, EIOBEE N EE A
DORBEREN & AGRER L OBRIEIZOWT, [
FORMZ BT 5 EEORNEFNT 5 ICE
STWVDLHTHb, FHROWMIEIZBNTIL, E
i~ OB BN R CBEENOBF BN & AR
¥l OBEMEICOWT, BEBREOEVE R
TLIENUETHH I,

p==

VOB T s~V ARNEOERICH T,
Griffin et al. (2007) XL, AT, Bk
FRLV—varbwvol, SHeBEL &Y
TIVEE Q) TN F—TarEToTwh,
L7=25oC, BBRNECEENLTUT 7747
ITEOMEE B, SRR 2 R &3 2 A0k
FICBWTLBHIRETHLEEL D, 72, 4
HREETOT 774 TSR EA, F- AR
HAL O 3WTCIZ VT CRilid 2 2 L b IHET H
bo TUT T A TATH R 3RTTIZIXAr L, ER
QK EN, EENOEEEMN S OO RUER
EOBRMEEFM L2 BTy, K1~
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N2,
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