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SUMMARY

Mediation Roles of Group Efficacy, Organizational
Commitment and Trust between Service Orientation and
Customer Satisfaction.

- Focusing on Hotel Business -

Jeong—Hoon Oh
Department of Business Adminstration

The Graduate School of Cheju National University

A new management paradigm is indispensable to hotel business to deal
with the change of management environment and the interest in service
orientation which is a prior element for being in existence and continuous
growth under severe competitive circumstances is increased.

Therefore, this study focuses on what elements have more influences
on organizational commitment and trust, group efficacy and makes clear
the mediation roles of group efficacy, organizational commitment and trust
in relation between service orientation and customer satisfaction. In
addition, the study suggests the directions for the competitively superior
strategies through the customer satisfaction management.

In the study, a literature method and empirical research are carried out
side by side to achieve purposes of the study.

First, the relation among variables such as service orientation, group
efficacy, organizational commitment and trust and their features were

reviewed. Also, through the reviewing of theoretical study, the study



model for the connection among service orientation, organizational
commitment and trust, group efficacy, service quality and customer
satisfaction was established. Besides, seven hypotheses were set up to
grasp the conceptual and effective relationship among the involved
variables.

Survey was conducted for 24 days from the 7th of August to the 30th
of September in 2005. Researchers and examiners visited all premium
first class, premium second class and first class hotels in the whole
country, distributed 5 copies to managers, employees and customers in a
hotel respectively and asked to fill them up by themselves.

574 employees and 585 customers were corresponded with the
response average from employees and customers in every hotel and
became the 127 cases, which were used in the final empirical analysis.

Frequency, Reliability analysis, Confirmatory Factor analysis, Correlation
analysis, Structural Equation Modeling, t-test and ANOVA for making
inquiry regarding differentials among groups and Goodness of Fit Index,
by a statistical package SPSS for Windows(Release 10.0) and
AMOS(Ver.4.0), were used to analyze each variable.

This study consists of 5 chapters. An introduction, the 1st chapter,
proposed problems and established study purposes and specific study
methods for the problem-solving. In the 2nd chapter, the literature study
was carried out as a theoretical background of this study and the
previous studies related to variables used in this study was reviewed.

Chapter 3 is the design for the study. The study model and hypotheses
were set up and the methods of data collecting and empirical analysis
were described. The 4th chapter described details of the empirical
analysis and reported the results of basic analysis from reliability and

validity analysis for core variables. Additionally, the parameter estimates

_Vi_



including Chi-square, GFI and etc and the results of hypotheses
inspection were explained. However, to examine the mediation roles of
group efficacy, organizational commitment and trust, the three-step
mediated regression analysis was performed and the results were
presented with the analysis results of the wvariables which were not
included in the hypotheses.

As a conclusion, the 5th chapter described the summary and
implications of the study and also contained limitations of the study and
considerations for the further studies.

Total fitting indexes of the study model can be accepted and the
findings of empirical analysis are as follows.

First, a factor of service orientation has positive effects on the
variables such as group efficacy and organizational commitment.

Second, a variable of group efficacy doesn't have a distinct effect on a
variable of service quality, but it affects variables such as organizational
commitment, trust and customer satisfaction positively.

Third, the meaningful effect of organizational commitment and trust on
service quality was not shown, while they have positive effects on a
variable of customer satisfaction.

Fourth, it is found out that the higher quality of service leads to the
higher customer satisfaction.

Fifth, it is appeared that organizational commitment and trust are
playing a mediation role between service orientation and customer
satisfaction.

Sixth, according to the class of hotels, there was the meaningful
difference of service orientation and organizational commitment between
service provider expected satisfaction and service provider expected

quality, which means that the continuous benchmarking for the premium

= Vii —



grade hotels is necessary.

Seventh, hotels that have a higher level of service orientation showed
the higher group efficacy, organizational commitment and trust, service
provider expected satisfaction and service provider expected quality than
hotels that have a lower level of service orientation.

Eighth, native customers have the higher level of revisit intention and
some of service quality such as systematic and personal service than
Japanese.

Last, service orientation, group efficacy, organizational commitment and
trust have meaningful relationships with some of service quality such as
personal service.

Based on the results of the study, strengthening employees' efficacy
and organizational commitment through the training related to prevention
of failure, recovery and consolidation of service skill and promoting
organizational trust through employees' empowerment and service
leadership will contribute to the customer satisfaction management of
hotel business.

Also, reinforcing group efficacy, organizational commitment and trust
will improve hotel customers satisfaction and bring the competitive power
of hotel business through positive revisit intention and word of mouth.

Therefore, the efficient and flexible environment which is not fixed on
some procedures and systems of a task is required.

In further studies, effects of hotel service orientation on group efficacy
according to various factors of hotel service orientation and core factors
which have positive effects on hotel customers satisfaction and effects of
the financial outcome positively should be studied in detail.

Moreover, studies about the gap of hotel employees' expected quality

and customers perceived quality are required.

~ viii -



A A &

A1A EAA7)} Aol BF

1. A4 A7]

A2 A2z Ao AR8Fe A4 A8, nALTe) v, uFgs 5o
2 FAsA Wasa vk ole@ wsll A el flalA AYHere] W
R eI
2 AGH Asgow Walokn 3
of e &7E A&sA wdste] T AMAE ATFORA Al 7
998 A 5 Aok

Muls Able] AAE SRS 97 Muls Fddd o Aot 1980dH T

=)
rad
>
—_>‘J-"4
)
)
ro,
re
-
)
>
_t
A,

Q
£
M
)
o
>,
=
[
e |
it
rlo
re
-
_|>i
i
o
N
o
r o

1) A. Parasuraman, V. A. Zeithaml, and L. L. Berry, "A Conceptual Model of Service Quality
and Its Implications for Future Research", Journal of Marketing, Vol. 49, No. 4, 1985, pp.
41-50.



zA o] mAMN 2ol BAL A2 2K T
d E@sd dn 2246 74X Qe sl 8
Ach. Zedgle] A9 713 AuAEAR aANFelA Fux Frv

AuzEAS BN A8 aARAel e 5AFEQLY 43 sAxd

F Qe FE W Bae 90 9L A Rk aeEE 2 4ol

UEhe Az Agge AgelAe] FAs dus slsl weA adsol

MU EA G 71hol BAAES ApEeE AL, A4 om A, AW
oA o717l HAF 7Igel WS ZPERE ASmA ol Wit AT Ee=
Lytle(1994)8] A+37} iz 4 o]z} T Ao EZ Ul AE o]87] &
(1997)4), Lee 5(1999)%), vrt3H(1997)6), o] A(1999)7), T AF7F o] Fo

]
}

2) B. Schneider, S. K. Gunnarson and K. Niles—Jolly, "Creating the Climate and Culture of
Success", Organizational Dynamics, Vol. 23, No. 1, 1994, pp.17-29.

3) Richard Schilling Lytle, "Service Orientation, Market Orientation, and Performance: An
Organizational Culture Perspective", A Dissertation for the Degree Doctor of Philosophy,
Arizona State University, 1994.

4) 0I8D|, SITHE, HYR, “SLIANYIA FHRRAS X2AE NUIAXES: IHIIXS FA
BT W DENZDN, (GEZUSEN, HI65, NS, 1907, pp.6oa-721.

5) Yongki Lee, Daehwan Park and Dongkeun Yoo, "The Effects of Service Prientation on
Business Performance in Hotel Firms: Mediating Roles of Job Satisfaction, Organizational
Commitment, Service Image", Asia Pacific Journal of Tourism Research, forthcoming,
1999.

6) THE, "SI0 NHIAKISEN e ASHT: - IHIIK, SAANE, YU Y
BAHE FHOR'- YASFI=2, BLUUSD (43R, 1997,



A Lytle(199)€ AgA o] 43 71955 AulaA gyl datrhs
Aol g diete] BAE ATFHGon, o] §71(1997) T EAZHR} A
Aol VA G AuzAgYe] ATuEI £ BYe] nAE I

- [e]

AFstel AN AAGH ] BSFEF, ATVEY 24 BYo] Fol

o shAR A=A 2245
Mool dlg @7 vlg Az ot

Aeasqtel #3t A+ Bandura(1982)8)¢] A& Aztew 1w om,
&

o
o
N,
oY)
fol
olr
o
o,
v
BN
Y
ifs
hinss
A
2
o
=2

Knight(1994)9= JebAd = Q123 A7 2 24E59) 3o vig
A7t QLSS FA59 3, Lindsely S(1995)10% A #7} g57te] 43S WX

B ESHEe 0 Al 93 vta Fgeednh E¢ Gibson(1999)1D8

AP RS Fol7] A Jumiet Jdasse] J&ol 33 d+E Tl =

7) OIZT, "2ZSHol MHIAXIEH0 DHHSZH OIXl= FEH 28 ASH A" EiA

]
40

8) Bandura ,"Self-Efficacy: Mechanism in Human Agency", American Psychologist, 37: 1982.
pp.122-147.

9) M. L. Riggs & P. A. Knight, "The Impact of Perceived Group Success—Failure on
Motivational Beliefs and Attitudes: A. Casual Model", Journal of Applied Psychology, Vol.
79, No. 5, 1994. pp.755-766.

10) C. B. Gibson, "Do They Do What They Believe They Can? Group Efficacy and Group
Effectiveness Across Task and Cultures', Academy of Management journal, ol 42, No 2,
1999, pp.138-152.

11) D. H. Llindsley, Brass, D. J. & Thomas, J. B., "Efficacy—-Performannce Spirals : A
Multilevel Perspective", Academy of Management Review, 20, 1995, pp.645-678.

12) K. Whitney, "lmproving Group Task Performance the Role of Group Goals & Group
Efficacy", Human Performance, Vol. 7. 1994. pp.55-78.



rlo
N,
.
ol
olr
o
rlo
s
A
o
olo
N,
)
tio
s
2
iin)
Al
-
i
lo
r?
_1
Og‘:,l‘
olr
i)
tlo
o
e
>
Y

ST AATH1999)19= MEH uae] fdaasitel A Mo dFE

mARaL s R

BAAT07} AmH o} A0 AuAAF A
AN 2479 AeEsirel e g@ Are Az Agold 1
23 24 quad el a5 Aul A
of W A= Aol o] Fol A FAEL,

Webd B AT Auls gdeld Ao Auaxagel ofw T4asvt

o
2
Lo
it
it
o
olr
b
_V‘_I‘
o
r
Ry

2ANH 2AEY} FYL) AVRSD] O W JFS mAEA Fopr,
s PoESEI 2HBYI} Azs AU AELT DARS g w4 A

Zt Ao oWt &S =S HES BoEA A A AX AT

MujaEd g aARkSIe] AAS A B ofols Far vk

13) P. W Mulvey, & H. J. Klein, "The Impact of Perceived Loafing and Collective Efficacy on
Group Goal Processes and Group Performance", Organizational Behavior and Human
Decision Processes, Vol. 74, No. 1, 1998. pp.62-87.

14) 0l&s, 0182, "BHEX 2iHyo SIRHA S ATHIIHAl 01BS 42", oA
elgi=t, , 19, St=2QIAI22IES], 1995, pp.53~72.

15) AX7, "EHOHTIHAIL! IS0 S0H0 28t AR, SAIE =2, 20U&n e,
1999.

16) 0IEJ|, 2tijet, &2, 1997: EAH=2, K&, 019N, 018, "SEI|H AMHIAXEA
0l Eg& =0 OIXle G S2Y 242 JIEC2" Ts=2Fs3Xl, , H23AM25(S
2 308), st=2a&sts| 2000 : Lytle, Richard Schilling, 1994: op.cit.



o

goll wheh =7k Aol A3t wH ATk

]

A
R

=13}

CEEER REE

=

1

.

BEEE

a4

3ol

19

S e EEEENE

<
o

-

T

I A5 Qe ek

jp

o

oF
o

ﬁo
%

1o

el

Bo

ﬁo

kel
=

1

9|

wAo] MRAE AL AE

KN
T

urh 1

o

1o

of =it} weha Aul

fe13
=4

ez ]
S

=

i
i
oH
No

o

o

o}

=

o
Br

B
Jo

o}

o

Nd

ol

RS

gyl

—_—

0

=

) ou e A
1.

°©

Q2

o

s
)
=

El

5

;OL
__AE
=

el

0
o]
w
o
N

b e g 2 aAw

S

E

=
]

e 7]

A v 2



file)

el

B
=
i

H

'__rL

A 24

el

=K

A =l M, =2, 718

2 98

51

&

al7)

o

0

Al T

o1&, Arlx

z‘so]:

2A]

Fleh whebA A A

S

32}

94

Kol
=

)

e
7
o
]

X

iy

B
;OL

j?_

1

1l

A

=3} o)

i

G
=
)

T

o
Z.E
M

o

i

al7

o
o

=335 899 % 3] (Korea Hotel Association)ellA 2005 3€<

o



A=k 1670

i

°
pul

%

RERSE

©

W45 e (Korea Hotel Directory)E <72

o]

(&N}
wr

—
wr

T

T HEX

o

2} A]
2}

Eg=

=

=2

del ol

Attt el
2

ke

]

vl
=

2 =}
AEZAL 717 20059 8€Y 7YHE 89 15U7MA] dn|FALE

2005 8¢ 16¥9HH 99 30U7HA] E FA}

EINE

-

T

e

B3

3

A4

=
=

ofp

o7 2L 498

5

S 2AA AFEDS W

o, SPSSWIN 10.0¥ AMOS 4.0

G

;O.ﬁ

AXNA 127709 =

il

O
R

o 74

g

- X1
UL

3} 2
al

o

j=

HEE o

AF
=

J| 4 o=

A

:FL

=

® AT FAH ATHEL A5

gl o]
1

ko)
pal

.

-

A
=
=

(3]
A

-

R

5AgoR 45

[e]
A, A1 A2l A

R

o=

3

3 7=

I Al o

A 27l M

1
.Moﬁ

gl At Fak, Az F49 Adst

Tk

R

R R P

KN
=



g4 7]

dAol ekl ddA+E

o

M

et
=

B

MB|AEA,

file)

A

B ATE 9% AR
;L ’

R
R

A3 A
Z37]

X
Ar

o

oF

oj

ol
oF

i

.

B
fite)

7<%

3

o

Hlo

el
1

il

il

BK

b
ToR

-
e

ol

AaL, 7Rl 2E A &

[e:
oA

bl Aabg A4 3

3]

3el 871 RN AntE A

bz, Agagol A vhepd

%3]

7]



27 ol24 H7

A1 527199 Au2FAT DADE

3

1. T2714e] A

>
Jm

Mulad o] FAAS Asto] Mu|aAlgAte] 14, &4 Ade o

= A4, e s = 5 e, ols MulaAleAe] 14, 24 Ad
=

ofo
ot
o

=

o

3
[>
rlr
[ K
re
w
oz
ui
o2
rob
J|m
oX,
o
N
)
X
kel
%0,
N,
=)
Sl
o,
)
ol
o
X
=
Lo
2
il
o
N
o
ol
o

E’L
Al Sl THAE & ¢ ERID S, Mulas Askel de] FE Aol o
o

gAIzko]l Aup e HiE= 5A40] jlal A9 Sl FEHIL LvjEHE Z

17) V. A. Zeithaml, A. Parasuraman and L. L. Berry,, "Problems and Strategies in Service
Marketing", Journal of Marketing, Vol. 49, no 2, 1985, pp. 33-46.

18) E. Sasser, R. Paul Olsen and D. Daryl Wyckoff, management of Service Operations, Allyn
and Bacon, Boston, 1978, p.8.



F Aded o5 Vwe] MEAoE AFHE Aol ol Mo AFdct
A Ax7IdI 2 S99 Bxgds AT vAds edde o
AT BE AolHE Helal .

sdo] uAL tFor Hvjate FES BEH FE, Adlz, ojuAsl el
A Al AR Wi n20 ZelA AEeldt FizbAzE 9o v bsd
FRETOIH, Anjad FPAFoRA FAA g ATHE AnaE T
o oA g AEel tiste] JHRlelAl F5E dde FES Wik slow )
Jlo] st ddo =43 Ade AdAEA A4 ddov 34 43S
7|22 sko] Alzke] Aatel weh FAHva & ¢ gl

Medrik(1980)2D2 Z&IAH| 29 T4 8408 oA 7oz YEys
AE AR AR - B - AR 58 Edehs dAAQd 84 Auls, A
A3t 22 ke FARL 1A AH|x,

3|
H
ojulA], zeo] Agsh= ARE @4d] g A B7F T 9 TR R

St
T8 Lovelock(1991)222 'l o] Mujx9) SAS vt o] A star 3l
3 ZEAMEA E o] dztely, S TEAME| A A A E Rl

=
Aokl AL opvleh Auls Aggel BEHel Ad wAClL, AR A
o WAL We ol FPAe] AFHo] wow, WA A Fa WBo| I
B ARFeE AMEES 2abshs Auzolm, thAA Al gl
Aol b, o5l AFe] HA% ARIE £A ANFE SAel ¥ A
el &,
Wep sEAHal sdo] AFet RE AEA 248 ¥RD BH AW

29k Q1A Au|27F HAs] g ojopnt sh=H], o= TElo] Alwshs AH X

19) 238, 2=, 'S2FFs, S8HAL 2002, pp.26-31.

20) S. S. Snepenger and D. M. Snepenger, “Information Search by Pleasure Travelers”,
VNR's Encyclopedia of Hospitality and Tourism, 1993, pp.830-835.

21) S. Medrik, The Business of Hotel, London, Heinemann. 1980,

22) C. H. Lovelock, Developing Framework for Understanding Service Marketing, New Jersey:
Prentice-Hall Inc., 1991, pp. 26-34.

_‘IO_



slom, faAlel B4 Aulzash LA AulzAFAe] AH A

Aol Folshs uAte] Fazpgol oste] FEHh

2. AN 2E L} DAY

|

1) 3dAE2ERY 54
Hules EFdel ol@ Ao SRt Aol: wolidl, Lewis & Booms
(1983)% Qw=g MuzgFo] vkt wAe] Jvst & AxHeste] =g

= 247l dAHE=E dad A MElAE A

2
E
ﬂ%
()
o)
=
=
ol
o
2
X
o

FT= AL dusitgn FASIE Y29 w3 Johnson(1987) uAe] &1L2
A

v osely) B AuanrlAe] S S4e) FAm Aus

23) C. Robert Mill, “Managing the Service Counter”, The Comell H. R A. Quarterly, (New
York: Vol. 26, No. 4, 1986. p.10.

24) R. C. Lewis & H. Booms, “The Marketing of Service Quality in Emerging Perspectives on
Service Marketing”, American Marketing Association, 1983, pp.99-117.

25) R. Johnston, “A Framework for Developing a Quality Strategy in a Customer Processing
Operation”, International Journal of Quality and Reliability Management, Vol.4, No. 4, 1987,
pp.37-46.

_‘I‘I_



s 2 go] msolof ek Ed Auls ¢
SAA AR DAY FAae] AEAge] tg Auxag, BeA A
2AA AA7 Aol AR RE AEeE Anze Tx,

il =
ko] ek 54 U o] Ao Ar]H adtel SHA V|E

Ao 7] gl AhAAl heF AN BAS 71golok Bk w)
P wgHI FAne 247400 oa suAFe AuH L, wulE v
Ao RTE 2HA WS o]Fe] W 4 itk B LRal AN A

go| Auls FA] @ daAAuzel AH Aulse] Wb mASe
Q59 A3} sol AviH o SRk whep

AR A3} ARt 483 ol s

S8 NusEAe] S4e thgs 2oh A, ouARA sHo] AFaE A
Hjat RgAolng ofnX7l Fde] HAo] Hr, ot iAe] JYAEe}

hl )
of Algsls Mulas o]l A FAO ofste] AT AT AA, HFE L
26) DA, 282, ‘M=K S04 X2E MHIA Zo 28 A", TASIZAEAR,, 1

nNo
\?‘,
kK
=
e
I~
=
[> >
O
|1k}
X
08
r
é
rx:|
é
M
o
9_
ﬂH)i'
F-E'
N
[}
(e}
o
U
o
OO



AR BEAN AL Zevh WA, BEYORA AuaAT P W
o Aol e el & gow, FAS St Qold 1A AEEs) 7]
=

2) ZYAU2EL 23
JEHQ A1 Aulzel ol mAe] NS HASFE 4 FAF ol

2]
ZHE S A gk webA MulAs EF Ao % Ze BAS 7HA A
(o3 ]

2

ol

i

Ao A Algst717hx] o] dapdel el 1AH Au| s tlaiz) A
A EFF HEs) UgE §F 248 A¥H, 1
PAets o FaAde] AAy WHT BAZ AL Yuh o] F A &
A3} AHste] 167] 8405 Hrp|FoR AASAEH, AaH Aujxe Fa
2a Auaydgay, A0, £,
788} AAH Muls 24R HE BAWE, ox, A, olF

ARAZ, AHol 98 ), EAHAE S 97 F=oz T3
9

f

St | Parasuraman o= AH] 252 & SH3517] 8 19853 EXAATIFIH
FEGDe §AA AFE Fal b7t Av|~E Hrhste 977 3 A

w2 10709 Ads FAFT ol ollM THAMH| A sl dagdt 7]
A

o
o X

MulaEd AR 8dS FESES0 o] Mujx FHo] FAHeRlE

rlo
©,
3
N

29) William B. Martin, "Defining What Quality Service is for You', T7he Comell H. R A.
Quarterly, New York, Vol.26, No, 4, 1986, p33.

30) L. L. Berry, V. A. Zeithaml and A. Parasuraman, “Five Imperative for Improving Service
Quality”, Sloan Management Review, Vol. 29(Summer), 1990, pp.29-38.

_13_



PRS-

-
L

3

°©

o] %2}

=
=

o, 17

o]
PR

2 o)}

shar vk FellA

<]

= AlA]

==
LS

KT

)

—
file)

O

Ar
el

] 2] oltt.

&
~

¢}

e £

=

4} (Tangibles) &2 1] 29

¥} wj 2
A, A A Reliability) & AB]2= 4=

A, 9
IR

9
yaA

A

Al
=

A

h=
=

H]

=
pLe

EE!

[e=]
=

F5199]

+e

L
R
5

]_

LR

°©

A (Responsiveness) o2 AR 25 AlF

o

b3

H
gl

AA,

BR

L
L

Ar

el

N

Jlo
1l

ox

+

B

r

5k

[e]
2 Aa

1
™

Z
o] %)

]

A
R

Ioeld, AE e A

] o] %] 2]

X
R

o)
H

=]

(e

[e)

A A (Assurance)S

1PN
sl

’

A

=] 7;(“

3} 527}

Al
Al

=
=

o T ope 1

o

iy

o

34 oAl aE, A

"

-

3}e)

K

A
#y

el
e

o}

b 71glo] 27

1

L

]_

5|

-
s

Ho

3t

S

7

[¢)

h

o]

=)

o

M
No

Fa1 @itk Oliver(1993)& wZARFHL 94 3179

gt Sols

2 AR R AgEs A

_14_



Zeithaml & Bitner(1997)% A¥|2 F2 3} 1ANSS S8 7S AA

(1988)0] AT “MuAEAL 2 A AUl GEA A SEPR Ay

2o @A Muj2~g vl b Aol MEARl s FHYstA A st
3 UESd. MR A~EFAY 2RSS s 2 UM T8 8AES BY
A whHe ofw AAFEAY BHFHAA AAEA Gad )RR HE =F
g de AdEdd whe, FdS #wdsted Edv He Akde Bk A A
ol FHo] ik = oA A F& EFe e digk A7l BEGE F

g AHs B FRSS dAMow SPANY AnAEAT v @

2o 2mA SAARIAANA BESA Rl o @ S5 Aoz

-

§ AzZwar ol 4RAQ aksh AN axd o P wE 5 A4

31) R. L. Oliver, “Cognitive, Affective, and Attribute Base of the Satisfaction Response”,
Journal of Consumer Research, Vol. 20(December), 1993, pp.418-430.

32) V. A. Zeithaml and M. J. Bitner, Service Marketing, McGraw-Hill Book Co0.1997,
pp.120-122.

33) J. J. Jr. Cronin and S. A. Taylor, “SERVPERF Versus SERVQUAL: Reconciling
Performance—based and Perceptions—Minus—Expectations Measurement of Service Quality”,
Journal of Marketing, Vol. 58(January), 1994. pp.125-131.

34) P. G. Patterson and L. W. Johnson, “Disconfirmation of Expectations and the Gap Model
of Service Quality: An Integrator Paradigm”. Journal of Consumer Satisfaction,
Dissatisfaction and Complaining Behavior, Vol. 6, 1993, pp.90-99 : Taylor, Steven A.,
“The Roles of Service Quality, Consumer Satisfaction, and Values in Quinn's Paradigm of
Services”, Journal of Marketing Theory and Practice, (Fall), 1993. pp.14-26.

_15_



OB FRALW AW AL Ade wEw gol vl F HAHE AF
Aol Aw, BEnths 4aol @ GBS Wi HwA A%Hn AUk )
dolehs FEdd Aoldst @ wE % HE AYAY tgo FueE 2
5& A Zsd Aol HE FLF Aol WA AR 9B FL
% 5 9

Aol 4] AHl s A RSz #All dF ol AFAN A%

QAT A T AHA ] Azte] gtk shis mARMEZE SHAUNA ] Bl

K
R
=
[»
i)
flo
2
=
2
rO
o
A
N
A
rlr
oy
o
o,
O,
A
o
X
&L
2
>,
o,
o,
N
L
rO
N
rlj
N
o

o] &= utE AMu]x FujE o]ojA| x| Fom Mu|A AE AR AP AT
HE Afoltt o] FoA A= A& aARESe] dgadlow
ARkAQl #o=m ol il vk ol¢t HHEE MHIYAFES AFHEY,
Gronroos(1984)= AH| = FHE 7|64 F43 7|sAd F4=
Fo] fAl] e Aol A o]Eo] whe] MW A Ztet dite] TdE

Aol o5 HutA ko] kS nFvE A¥E E=E351% 2135, Spreng &

Mackoy(1988)¢] Aol A % Zldiel Axe] 7|dEL Aol o AAdk4 wisof
AEFS MY E FEREES AHE39 Y. Cronin(1994) % AMuH] A~ o] Ak
-

flo

ol g Y 3 TE36) Anderson 5(1994)9] AFolME AT
Zlget Fdo osiA FEFS wethe AEo] Ugtoem 3D Ed Swan &

35) G. Gronroos, “A Service Quality Model and Its Marketing Implications”. European Journal
of Marketing, Vol. 18, 1984. pp.30-44.

36) J. J. Jr. Cronin and S. A. Taylor, 1994: op.cit., pp.125-131.

37) E. W. Anderson, Fornell & D. R. Lehman, “Customer Satisfaction, Market Share and
Profitability : Finding From Sweden”, Journal of Marketing, Vol. 58. 1994, pp.53-66.

_16_



Brower(1998)% U RS2 ALS|fH 3} 2 o2 Q450 oA JgFs
|

ARk R Fdel oAM=

Sol e B, Aol ABYBe] FREHS & A3} A

wEe] AR feld e mAx AnRe Ak old Aulx A

N
tlo
i
o
k1
k1
x
lo
-0,
N
A,
N
o
ﬂ/
it
offl
>,
=
r\'.‘l
AN
>
a
(o]
o
ol
vl

A28 An| 2R3

1. M 2R A

Aul 2R g el d-& Parkington & Schneider(1979)38)e] o)A *]
+ AR, o5 Al XA JIES ARy A, QA At
2 g EAl e Helolgta A5k}

zAe] AulzaAgge dF ot F X ARAANDE Adsa ek

A WA Az Agpgeld £ AwAel ¥l @ Afow oa &
gtk Abaoln, T WAl FAAE] Aol We, oA Sl o g @

38) J. Parkington and B. Schneider, “Some Correlates of Experienced Job Stress: A
Boundary Role Study”, Academy of Management Journal, Vol. 22, No. 2, 1979,
pp.270-281.

_17_



Bl AAEe JHE AN A8 PAAE oF wxe sRAe
B S s 71E a2 T BE BEg e U
o welg

w8t §7] Rolshs 9@ s Hvl, oleld Aeld wa glo)
el

Zognhay F J19le] A9 AR e 24

of ANH B/} v Fase], 229 AuaAFYe] B FE vz
olelg 91719 @ Ao olald & Ytk o5t gl ‘B AACE 24
of Au| 2297 ek oS Amdrhu, Bag qu g s g9

th43) B4l A9-E+ Hogan 5(1984)¢ A740E & & Utk 159 A9

39) B. Schneider, A. Briff and R. A. Guzzo, "Creating a Climate and Culture for sustainable
Organizational Change, "Organizational Dynamics, Vol 24, No 4, 1996, pp.6—19.
B. Schneider, and D. Browen, "The Service Orientation Human Resources Management is
Crucial," Organization Dynamics, Vol 21, No 4, 1993, pp 39-52.
B. Schneider, J K. Wheeler, and J. F Cox, "A Passion for Service - Using Content
Analysis to Explicate Service Climate Themes," Journal of Applied Psychology, Vol. 77, No
5, 1992, pp 705-716

40) R. S. Lytle, P. W. Hom and M. P. Mokwa, “SERV*OR. A. Managerial Measure of
Organization Service=Orientation”, Journal of Retailing, Vol. 74, No. 4, 1998, pp.455-489.

41) B. Schneider, A. Briff and R. A. Guzzo, 1996: op.cit,, pp.7-19.

42) B. Schneider and D. Browen, “The Service Organization Human Resources Management
is Crucial”, Organization Dynamics, Vol. 21, No. 4, 1993, pp.39-52

_18_



Hagel grz ol g4 ) -]
ARA Bmsh ABEol Auls Age] WAy A, g 243 n4e)

249 QA% A4, A & 2P AGoRA £H0] $5F A28 A

Fa7] 98l Lot AFANNE YEle qErh Bree aeme s

43) B. Schneider & D. E. Bowen, “Employee and Customer perceptions of Service in Banks:
Replication and Extension”. Journal of Applied PsychoPlogy, Vol. 70, No. 1, 1985,
pp.423-433.

44) J. Hogan, R. Hogan and C. M. Busch, “How to Measure Service Orientation”, Journal of
Applied Psychology, Vol. 69, No. 1, 1984, pp.167-173.

45) B. Schneider, J. J. Parkington, and V. M. Buxton, “Employee and Customer Perceptions
of Service in Banks”, Administrative Science Quarterly, Vol. 25(June), 1980, pp.252-267.

46) T. Levitt, “After the Sale is Over”, Harvard Business Review, Vol. 61(Sep/Oct), 1983, pp.
87-93.

47) L. A. Bettencourt and S. W. Brown, “Contact Employees : Relationships Among
Workplace Fairness, Job Satisfaction and Prosocial Service Behaviors”, Journal of
Retalling, Vol. 73, No. 1, 1997, pp.39-61.

_19_



N
o))

)

—
o

WE

Al
=

k)

3]

2

EREEE

% o)

}

<
pal

el o

601:

2-1>9} #t},

3T
st

A H] 2]

3k <

(e}
2-1> Au|2=XgEAdo ok A 9]

-
it

M-S A
<

2l

x
m
]
B

7}

=
gl

T

°
yul

el o

13

R

Schneider(1979)
Schneider,
Parkington &
Buxon (1980)

Parkington and

A H] 2R

Hogan, Hogan and

Busch (1984)

Browen,(1993)
Lytle(1994)

Schneider and

2oz =i M4

D

i

)

O

¢

B

pild

ER BB

oy

iz, o]

A Eol

o]

1

k9
T

A+ 2E]ar Al

3}
b

9

“

K

Aol o
= 2

=

Eul
Al

R

R

B

S

o

bl 2hg
_20_

9

Q

=
K3

Hh}

=

A7, Au) 2979 ATghe
(3]

}

I
“

o 7117 ¥hell

b

9

3

R

K

J

c!

Al



olg|gt AFE T HHEAQL ITEE Heskett 5(1994)2] A485 & = &
d, 2152 ‘AH]2-99 Al&(service-profit chain)'S A|ASHFHA] 22 U9
MU =EA T} 71]de] wiEe AAdolu s dzte] 7714 wACl s ekl
thoolE2 AEAQ Al B 7E Y] siM e 7Y oS RS

Qi aQlo] B sbdok Brha sglon, olgd adEE: FUUot 7]

starzp 3 A== Schneider &
Browen(1993)499] A& & & v, o5 #EAte] 5, A998 24,
aAe] Al H fA, FH F =] VA T AHIEER7]Y] A em A
ey, 71gelv
A, AJArA el ALe] s S W elste] Hedto R FHAE] HYET A T7HA

A9% 5 doka gk

Astgdon, ol% QXA FE ATEH, AEBE

i

AAAZ ZHo] MulaxgAdy Aazke] AAES A3tz 3 AFERE=
Babin & Boles(1996)500] A5 & 4 U=H, 252 559 =Y AH|~

AgApel dst BEAe Aol AT Asl ATREA vH = I vt

ol v X ko] gk ATFE £ sglt;. E3$ Hartline & Ferrell(199
6)52)2 Au]2F Aol et A B, A, AFUE AujaEFdy) T

48) J. L. Heskett, T. O. Jones, G. W. Loveman, W. E. Sasser, Jr, and L. A. Schlesinger,
"Putting the Service—Profit Chain to Work," Harvard Business Review, Vol. 72, No 2, 1994
pp. 164-174.

49) B. Schneider and D. Browen, “The Service Organization Human Resources Management
is Crucial”, Organization Dynamics, Vol. 21, No. 4, 1993, pp.39-52.

50) B. J. Babin and J. S. Boles, "The Effect of Perceived Co-Worker Involvement and
supervisor support on Service Provider Role Stress, Performance and Job Satisfaction,"
Journal of retailing, Vol 72, No 1, 1996, pp 57-75

51) C. N. Challagalla and T. A. Shervani, 'Dimensions and Types of Supervisory ontrol.
Effects on Salesperson Performance and Satisfaction," Journal of Marketing, Vol 60, No 1,
1996, pp 89-105

52) M. D. Hartline, and O. C. Ferrell, "The Management of Customer—Contact Service
Employees - An Empirical Investigation," Journal of Marketing, Vol 60, No 4, 1996, pp

_21_



& Wezte] WAE setalct.
o Auadgdel S99 g

kX A 4=(Service Orientation Index; SOD@}

AT+ Hogan 5(1984)7F AH] 224

7]

= AHEAEY FTPIES

Mets Aoz AZFEATESD T x40 A= Lytle 5(1998)50)9] A+
& 5 7 U, 252 249 MH=XFEE 54T + dv SERV*ORS
Aekete]l A Ul 7HA Aoz AuAAFAS wRe A <Ly 2-1>
I o]l Aumizgu A, MUl A, Au|z=Alxd 1Ak #E] Fol Stk 47F
A e oAl 1070R Ure] A g e Av2guide AHEZHAY, A
Hj2n] ] Fo R ol An, AMulagd e uAxd, P9 A SoE U
oAXIth A=A 2" Au[ Ao, Au]s Aufs]E, Au|27]E, AH| 2~
AT AfFruAeldoR oA, XA HE = Auls FHI AJuls B
O F ot
<% 2-1> SERV=OR

A 22T A MU 2 &

2 e A A H] 2

I Bt 49 B399

A H] 22 A A H| 2| 28]

A 2 A shel g
A 22 3] %
A 7%

Mulz FF AFdAelA

NE2&@ R, S. Lytle, P W. Hom, and M P Mokwa,

"SERV+*OR. A Managerial Measure of

Organization Service—Orientation," Journal of Retailing, Vol.74, No.4, 1998, p.464

52-70

53) J. Hogan, R. Hogan and C. M. Busch, 1984: op.cit., pp.167-173.

54) R. S. Lytle, P W. Hom, and M P Mokwa,

"SERV*OR. A Managerial Measure of

Organization Service—Orientation," Journal of Retailing, Vol.74, No.4, 1998, p.464

_22_



1) Au] g6
BeAE Hmsh PEe w2 AusEsly] @Ael A% HeluAE 7
Moz JF wRm AYAE Aulz va) oW Az BES 4w of

DA BEshifel wet 2o MHlA FTEZF AAEESD wEpA Mu|Aady
Al

o\
ol
o
X
i)
Y,
o
n

BeAd dds A Ao Yz AEd #ils Helw a8 8¢

P

5

AE T3S wHEo] Wit Au|agyEe 220 Mu|s Ao e S B
B ]

55) K. Albrecht and R. Zemke, “Service American, Doing Business in the Service Economy”,
Homewood, IL: Dow Jones—Irwin, 1985, pp.75-82.
L. L. Berry, V. A. Zeithaml and A. Parasuraman, "The Imperative for Improving Service
Quality", Sloan Management Review Vol. 35(Summer), 1994, pp.25-48.
J. L. Heskett, W. E. Sasser, Jr, and L. A. Schlesinger, "The Service Profit Chain How
Leading Companies Link Profit and Growth to Loyalty, Satisfaction, and Value". New York
: The Free Press. 1997, pp.247-250.

56) G. A. Jr.Churchil, N. M. Ford, S. W. Hartley and O. C. Walker, JR, “The Determinants of
Salesperson Performance: A. Meta-Analysis”, Joumal of Marketing Research, Vol. 22,
1985, pp.103-118.

_23_



1 7za)

9|

R L E=U B

Ex s Ne)
= 11—

oANA A

—
=

)

Eus

o)

deAE T4

A% ol

1

T

st

©

Heow Nowf NORT R AL A R e o
igﬂo.ur S S o
~ mr o N o g 0 Mo 2 a
T il = GRS
- e ™ xr N — o X o
L G = T A W AT )
T Tm oo N ol W o " T +
R I e B )
T Pagoww o dx v X
= & O g T LT T 3 iy
mﬂ T Ao _ I N T ox T T o
= ofnl X 3 -
TR # Y G E oy T oy P
%H% @ N WM%@.%@.%W m_ =
. T S o0 == o 7m
il o T (A ) J) Wo o XA \T) . A . —n ™o
< L~ _IILF o o oF A]# T o BT BT iy Mﬂ oo
=0 o X o oo K = n
: o o oW X Me L T o
Bow S o ~ W = HpE A ¥
oW B Ry N SO A
il Roow A < Mzﬂ.mT}m WR T ogm B
= ® _ = ", O N o=~
T % . T X W d ¥ g B ° M]v g o W e
= W ) 2 = =r N - w bl - o
I ) AL N M +=7 g M poPod
0 e |
g = M I 7 o v uAHW m %0 my_m ,_Mo MM N
w B oD oy P e R w BT
N of B Hﬁ_ - o Nr= = ) mﬁ o)/ ™
o W = Mo o 2 BRI oo
o -z e p P d T fEE
T % E B B oo o o= N mn
7 W = I TG M TR
oS I KA — o &= h =
=~ o = % KL op %o o o ! X = N o X N
o N X KR up 7 T IR R o H
- 1 _ﬂ_ en —_— wA# O#E k) ;OL
= (:8 -yl C BRI — 2 (I
o - Al T T 2 o d T TG TR
ﬁe%mm LS Liﬂ@%wﬁogﬂﬁ
o W W oo X N o ol m ) XX

=S

7b 5

]

>3

Journal of Applied

4], o,

i

9
pal

“Reconceptualizing Psychological Climate in

g Zolrh. Mu] =gl
— 24 —

| A=A 7] o

o

o 2]

Pal
a Retail Service Environment A. Multiple—Stakeholder Perspective”,

Psychology, Vol. 77, No. 5, 1992, pp.717-729.

al

]

58) R. Norman, Service Management, John Wiley & Sons, 1984, p.84.

57) M. J. Burk, C. C. Borucki and A. E. Hurley,

o



Ea

242 M)

17 fchso s

21

=} O
+FS

%

o)

] %
q

A

n

I3
T

1.

< 7hA ok

]

<P

)

=

ol

A4r

LA H] el 7]

A

S

1 9

°©

3

g & 9160

oA Fo1 A

=
=

o] 1

X
T

)
pul

=)
-

3

oA A

1

—

=

=
O~

49
A

4=

AI717] 8

= =
& 5=

o=

3}
o}, A

ﬁ
o
ﬂ
o
4r
K

o
Jo
]

ofr

ol Al

T

9
pul

oJub BEE Aok

0 o]
v

24

Aol olueh el ol Fold & gtk

1
R

of 3=

—_
fite)

o

3

o}
)| Tu
0

ﬁo
ﬂ
Ny

o)

o
Plo

el

2)

s s, olel e A%

[€)

o
T A He

% e

(1993)¢] <dgtel w=w, 4

<

Q]

Els

o]

=

=
RS

A

s

p=S
o

o]t}. Schneider

al

A

1 feken

=] 3]

]

o

s

—

0

ofp
=

Aol Foi7]

ol

G
oy
o

of
ﬁo

g

el

1o

o

~

=
=

ox

g
o
o

G
)
B

o

: What, Why, How,

. The Effects of Psysical Surrounding and

“The Empowerment of Service Workers
pp.39-52.
—_ 25 —

" Journal of Marketing, Vol. 54(April), 1990, pp.69-82.
Sloan Management Review, Vol. 33, No. 3, 1992, pp.31-39.

“Evaluating Service Encounter
60) D. E. Bowen, E. E. Lawler I,

Employee Responses

and When”,
61) B. Schneider and D. E. Bowen, 1993: op.cit.,

59) Bitner, Mary Jo,



3) Mul2A2H
Hul o] S EAS APHL FAE ol GETh mebd A%H A

gl das 9 Muls FE B dgA=Ho] AAger dAEn 2

= 2FAe] AGs feiA= Anlz=

ATAe] Z2AHo 3 AAAA wHo] Bty = mAoA EBYLIT Muas

A8zl A o] A Tadh Ml A A oy HAprh Aul A

28 ol 23k glojof e ofmgtt. 7ol AMulaAlE FAolA AL
]

A AeE dorA ahd digt AFE & 5 fle W, 2452 9 ol 1 7]

Mulzgde AF AgPe ndolA glov, Anzs FAL ol AL
ARHoR

4
AES ATk 22, Axe, W, A% Fol nAd welA Bl A
e

ofof Jth63) o]} ke wighoA & ), AMH]ARAAF O] AH]A A4

N

WA Au) A Al 3]Ee Au)|AEA 9]
Hl 229 7F dojubA] B ofwetal 1
HREaE A1 AH] 2 Al=Ele] 4] ol

ot GEF 37 98l viel A3 wdL s A2 ouisa Aus A

62) Karl Albrecht, "Service Within", Dow Jone. Irwin, 1990. Bt¥=E A T20|X %= DM,
M2, 21MJI=2, 1990, pp.83-86.

63) Karl Albrecht, 1990: op.cit., pp.83-86.

_26_



M|z e} FEEte] Smith 5(1999)652 Au|Aady gE&HdoR WAL
WS-SR, A, 27138 55 AAEE, olYd S5 AL #AE

B nA) WE el JFe v Hu), Asje] FPolvt JEe| npebiE

rown(1998)& Au|2dsle] dis Azt 2 HERBES EIY

exde wAEe AuEe B0l A% gonw AnsAFA S
= oled mAe] RRURE weisler T Aol olels AuzslEe

DS A5EA BEH H1 sl am, wmah Au| )] whle

K
42

npx]gko 2 Mu|aAs®le] gytH o g ZEsly] e Mu|ax ot 7]

Fo el 237 We BE FAYo] olsstar lojoF T} Zeithaml &

64) Karl Albrecht and R. Zemke, “Service American”, Doing Business in the Service
Economy, Homewood, IL: Dow Jones—Irwin, 1985, pp.127-132.

65) A. K. Smith, R. N. Bolton and J. Wagner, “A Model of Customer Satisfaction with Service
Encounters Involving Failure and Recovery”, Journal of Marketing Research Vol. 36, No. 3,
1999, pp.356-372.

66) S. S. Tax and S. W. Brown, “Recovering and Learning from Service Failure”, Sloan
Management Review, Vol. 39, No. 1, 1998, pp.75-88.

_27_



Bitner(1997)= Myl ALAI 28-S #53817] flsids Mu|=xd A<l

= 37o] WEG & g AMAEAL AFeY) AAAE AuaE ATe
o Ao b ZAAE nAFHoR Ao} shul, o7l 71& gl

o] o] go] AEAolr)t, Ao YA AMu|AEAY AFEL AAES 9Tl

e
2
02(:2
fo
[
o,
(o
fr
o,
)
ot
=4
FN
o,
N
N
=
1o,
ko
rin
o
ind
(o
il
=,

aL vk A A s = MRt 2539 dAsE ARV ¥ ES Aotk

Wepd BE FHUSeA AnanFel ta didde] & Hojd u, xEe
2ABHe] B3 SYFEe Adsteta, AnaduE Arsssd F25
48e Aol EF o= /o] AMzRE HAuF F ot vEe FrAL

ek Aol dvjrh 2 Mu]so) Algola o] g A
2 ANAEGE FFL s ATEHe AXAH|

zol ols) ARHEE EUIAE AAAN ATt A Fad 8adol

67) D. E. Bowen, C. Siehl and B. Schniderm 1989: op.cit., pp. 75-95.
R. B. Chase and D, M. Stewar, “Make your Service Fail-Safe”, Sloan Management
Review, 1994, pp.35-44.
R. L. Hallowell, A. Schlesinger and J. Zornitsky, “Internal Service Quality, Customer and
Job Satisfaction: Linkages and Implications for Management”, Human Resource Planning,
Vol. 19, No. 2, 1996, pp.20-30.
J. L. Heskett, " Managing in the Service Economy", Boston: Harvard Business School press,
1986, pp.97-103.
L. L. Berry, V. A. Zeithaml and A. Parasuraman, 1993: op.cit., pp.84-95.

68) V. A. Zeithaml and M. J. Bitner, 1997: op.cit., pp.257-262.

69) W. F. Timothy, "My Employee are My Service Guarantee', Harvard Business Review,
July—=August, 1989, pp.28-32.

_28_



]
H
e omlske Al olel tis Benoy(1996)«= AH]=o e T4 &

5o 549wy BEoly w2 oald A4HTD a3l

70) J. L. Heskett, W. E. Sasser, Jr. and L. A. Schlesinger, 1997: op.cit., pp.127-132.
J. W. Johnson, “Linking Employee Perceptions of Service Climate to Customer
Satisfaction”, Personal Psychology, Vol. 49, No. 4, 1996, pp.831-851.
T. Levitt, 1983: op.cit., pp.87-93.

71) L. A. Schlesinger and J. L. Heskett, "The Service-Driven Service Company", Harvard
Business Review, Vol. 69, No. 3, 1991, pp.39-61.

72) J. W. Benoy, “Internal Marketing Builds Service Quality”, Journal of Health Care
Marketing, Vol. 16, No. 1, 1996, pp.54-59.

_29_



deme 248 9950 nAY 872 AAdw SR ol F
go|w% ay] fate] DAY BAo FPASL FANAL VRS do

oF @tk 1A sbrkeld] 9= F

24 BAAFAN S8 A A 1A L7 selsa oS
welo] AFE Rolv BYglel 1A guol tfd WU T FA%G wa
AR Tela g B Aelth, 1 A% AT Az o] wAE

FA1717] fldlide dE 2R B4 2 ¥
obd HALAH EFA#E(TQC; total quality control)7} o]Folxof W} & &% <l
AMHl2 54 S A Y S, AR[EE A7) e 22 A
o] Aol Qlojof atm o= Au]A FA o Au|AA|AE] IAAAEE HE
gk ARk Au|2=x gk Ay A A o] EFFE|ojof gt

o] (1999)9] A= FF S| M| A g o] AT ol HX| = o
ol w3k AFA AFolA MRIE=AFA o] FE&E MR[aFEo] FokA= A
o= LB

Schneider & Bowen(1993)752 AH] 9] A4k} 4|9 FAHO=2 3 A
Abg-ol AR A ETbsstER A

peict.

2
N,
lo
o
__)rl_r“
2
o

A4l @G0 MujaEd

o

& 24sted e Fasua

73) B. Schneider and D. E. Bowen, 1993: op.cit., pp.39-52.
74) OIGW : EA=2, pp.8-10.
75) B. Schneider and D. E. Bowen, 1993: op.cit., pp.39-52.

_30_



4 A=A P nARE

gk H o] A<= Schneider (1980)9] A0, 159 AFAIelM= F

om, 1 ¥t QEL o ol JdFE S nAE AR vEETh 1
U FALEY] ARk, B, Add 22 fee aAs] fo 4FY s
A A Eahs Ao yelgt) o) H]E] Johnson(1996)2] el M Au

7HE B 51
MU 287 Wes A2, AuAaXd, MuAA2E8 AR, FE, 2
&R AIA, A MRl aARY, FHLe] MHIEARY 5 ol

& Schmit & Allscheid(1995)= £2¢] &917] A& de#te] A, A=
Zpe] A, 284 A, AuzaAd For ERatal o gk T Az
o] Mulzoteel] JFE WAL, o] Axw LAWK FFE wFvs A4
e AAEY. 25 nARS JFE A= Mg T HuAdae] A9
o] 7H T8I 8PS FESIUET MulAE Agshs FHLAA AZS
Folgoemd FdLE0l 25 AFE vs 2 sy Bk oy, Fddrt
Fro S7h nANS 9S4 SUHE ko] TR VY] %

4 B AES & g Ak Aolth B3 Heskett (1994)2 ‘A R]&-FolilkE

&AM, Bowen $(1995)& Aulz-59] Al ARiel, Hul s

76) B. Schneider, J. J. Parkington and V. M. Buxton, 1980: op.cit., pp.252-267.
77) J. W. Johnson, 1996: op.cit., pp.831-851.

78) M. J. Schmit and Allscheid, S. P., ‘Employee Attitudes and Customer Satisfaction :
Making Theoretical and Empirical Connections’, Personned Psychology, Vol. 48, No. 3,
1995, pp.521-536.

_31_



D Aeasge A
Asgold “weoly o] fd we mE: AYS ojug: wm
Bandura(1977)8Del ojs] # & AA Stk &7tole masta i Aol

%, wEel SARAS P U0l HTHY A9 2T 5+ AL Rele
z

Haass 92 Bandura(1982)820] ols A& A= 7Hde=z “oFol o

@ ool el AlelA Fw AAZ SolE Zlolth. Bandura(1986)59%

79) L. James Heskett, Thomas O. Jones. Gary W. Loveman, W. Earl Sasser, Jr. and Leonard
A. Schlesinger, 1994: op.cit., pp.164-174.

80) D. E. Bowen, E. E. Lawler Ill, “Empowering Service Employees”, Sloan Management
Review, Vol. 36, No. 4, 1995, pp.73-84.

81) A. Bandura, Social Learning Theory. Englewood Cliffs, NJ: Prentice—Hall. 1977.
82) A. Bandura , 1982: op.cit., pp.122-147.

83) A. Bandura, Social Foundations of Thought and Action. A. Social Cognitive Theory.
Englewood Cliffs, NJ: Prentice—Hall, 1986., pp.390-453.

_32_



wo Wa" olgtar A Aefsklthsd Guzzo (199

a |
Moz, Aol 7o) JdfyFor v FgE o PAE = oz o]y
itk o)} e A7 wEkA Mesch 5(1989)89 &-& Spink(1990)%0) =
o AT7AES Adasaed SHA AN AraT SAHETE AMESe o
gt 2y oy MEES Jd A 554olde

el Q.
gk FlojgteE HFS WAl HohoD o7|A FgakE g Jaasiiel Ao

84) G. Whyte, "Recasting Janis's Group Think Model: The Key Role of Collective Efficacy in
Decision Fiascoes". OBHDP, 73(2-3), 1998. pp.158-598.

85) R. A. Guzzo, P. R. Yost, R. J. Campbell & G. P. Shea, "Potency in Groups: Articulating
a Construct", British Journal of Social Psychology, Vol. 32, 1993. pp.87-106.

86) P. W Mulvey & H. J. Klein, 1998: op.cit., pp.62-87.

87) K. Whiney, "lmproving Group Task Performance The Role of Group Goals & Group
Efficacy". Human Performance, Vol. 7, 1994. pp.55-78.

88) M. L. Riggs & P. A. Knight, 1994: op.cit., pp.755-766.

89) D. J. Mesch, J. Farh & P. M. Podsakoff, "Effects of Feedback Sign on Group Goal
Setting, Strategies, Performance: An Empirical Examination of Some Control Theory
Hypothesis", Paper presented to th Organizational Behavior Division at the annual meeting
of the Academy of Management, Washington, DC. 1989.

90) K. S. Spink, "Group Cohesion and Collective Efficacy of Volleyball Team", Joumnal of
Sport and Exercise Psychology, Vol. 12, 1990, pp.301-311.

91) S. J. Zaccaro, B. Blair, C. Peterson & M. Zazanis, "Collective Efficacy. In J. E. Maddux

_33_



O
H
o
)
o
rlr
=
ro
1o,
X
S
o
it
fz
rlr
i
2y

W
of tigk MJAES] FAeteleh= o] Qi
HAAE ‘Group Efficacy'®, ¥#%5 ’Collective Efficacy'® &3t 74 0]
ATHID) =, HeksEe gk Jo] FfE 2de] JidE ‘Group Efficacy', &
Aol s Aol 4 o] F3HS ‘Collective Efficacy’'gh &dh 4= tt

e wdel Qold gEE we

jE .

r{

Fgse AEe P9

-
.

(Ed.), Self-Efficacy, Adaptation, and Adjustment', 7heory, Research, and Application. New
york: Plenum Press. 1992. pp. 305-328.

92) C. B. Gibson, A. Randel & P. C. Earley, "Understanding Group—Efficacy: An Empirical
Test of Multiple Assessment Methods". Working Paper University of California, Irvine. 1996.

93) G. P. Shea & R. A. Guzzo, "Group Effectiveness: What Really Matter?" Sloan
Management Review, Vol. 28, 1987. pp.25-31.

94) E. Weldon & L. R. Weingart, "Group Goal and Group Performance", Brisish Journal of
Social Psychology, Vol. 32, No. 4, 1993, pp.307-334.

95) P. W. Mulvey & H. J. Klein, 1998: op.cit., pp.62-87.

96) B. L. Little & R. M. Madigan, "Motivation If Work Team: A Test of The Construct of
Collective Efficacy", Paper Presented at The Annual Meeting of The Academy of
Management, Houston, Texas. 1994.

_34_



7!

T
Jo

X
jant

=
R
2 is =
NP s ~
Jo 7 | R s
iod = 5 L N B (=
—_— —s X0
LE w ,MHL nWo %EM_H = = MW o
i~ w N T )
M Jo A N K woT N = PooaE
oR W T ‘.,mo\wm«o Jo It K = u%u e o
o e wrm \:n_w .y ) Jl_,T @L ™ R i Ho mﬁwﬂ o ol
ol o =R ity dﬂ,uu e o2 - o |o A1 7 = %
3 m ZT ﬂﬂ_‘mﬂ 0 ‘leo fewind . Jl ﬂwu
— | = s ) G+ | o nha o X =T = =
o | =l s Rigo 5 ) H 5 ETL 1 = = -
T 2% &) w g |~ RO 5o |© oy Al T
T 2|70 70 ™ &l i N =2 odm |5 B | _ & | J
w Y o8 i TE__|® = % e I ,UEHHL Cls © = |° 2N 1u
o o m TR | ]ﬂrﬂ_l o %o I W lﬂnnmﬂ R w _L/l Jo H
B k5 =ik g g R .
MWZT% i )T it G Gl s ﬂﬂo s Tl o g = e
3 Xlop = B o 7 Z i WX = g do — < Jo |m S ofp|~® M
AF o7 |37 o\ zoT " |E Ho [ Jo| & w calfog A 7| Sl -
7o) v ﬂkmﬁ% Ho| %o zlaﬁﬂmwu < S o) Mmooﬁ {Eay Hoawﬂ% A A o do o Llc Porm
v o = v ot o o) |7
o %J%mpmﬂgwaﬂ%aﬁimm% W = LT %ﬂmifgoﬁ o | E _ﬂo%% =
= il ﬂ.JEﬂxHH__o 7 o H N = émﬂmuéegi o = | o | TS T
Eﬁﬂ_g%ﬂa}?@mﬂﬂmc N o ﬂﬂ.u:ugzwﬂmo% - o o T
| 5 é@ur?_:zawﬁ%ﬂ P oaﬂqolgﬁ}m,@mc o g ke Jo
d L3l .8 o (ot uoﬂowgwﬂm_.é = =i S o ol ) 1n_rmo_ 7
o | 2.8 o o | -5 ) é;u]oﬁgurmaﬂ_n% _.omﬂaxooﬁ T |z urmﬂﬂﬁ. A
o= wm W% ..UW 2 5 NI |RE T i qo%dﬂﬂozEATﬁTMﬂ,,mr‘_ = - Moﬁ_vio&u -
SE |55 =228 5T ENE | T ey e A{Fo H#é B Ho o] 2 pul fo |
Uom oo =9 o m = > > Q E:l THOMUJ- ME‘I I- 0 Ry box
G SiE 2o 08 Sz = o eal K=t uogozuq o %o 7o | w5l =r| =
mm SE| S 28|28 5| Bl vl (gt | B p
~ |3 =B > Sia | S& = macw.uy Bl | o el iy )
SR R | & — Sa L8128 e i e e <™ i
e S |2 N = = Sia oﬁHc a8 5 ) =| % ﬂga%aﬂ
T | ® &R o S |2 =3 om o= =S} o8 o | B o) (N B R o
w3 £ =] S |Z & @l oM k= 53 a8 Zoo| B %qﬁ% e
5 g & © 2 |9 AlGA o2 g 508 Nd
mmama um>M$a . 5| &8 mmm%wwy i
NS ) - =2 = 9
51512 | % - |58 w&g%@ = Gmmﬁmmw?wy
5 | @ mGwa(&mmw.m 3 o Ec,mmﬁw.ww% >
3 E &(%%Mr(K®9 o) s)m G| o5 2.9 =3s
= o : e%oY&Q(l\ > S%.w 2 GE&H m.:m
5 m&w.mm 3 % 2 |E8E & allola
g3 S 5 2| & - |55 8 z |5
g% |2 5 v”%&% = N
£ | E T |3 Sl g o © s | & 3
= s |8 O.M(l\ = = | & >
M 2z 2| s | = >
=Rl o < = |~
— & o =) 0]
B 2] o b= )
b y
= m = m
& m E | =
&)

- 35 -



Bow oo R Hoat o T ol T T T W - T K R A
™ o 3. w20 W ot STl e SR .
TN I Jo T o = o oy b oo
T D ST HOE % W a T

Mmoo o o ¥ o e G Jo of
w p — E — = > A 4

—~ 0 ~ vl — )

o_ N X <0 0 T N Xl ~ X X = o
woN o b oo W op T Wox oy o W o M
R T B o oMo VR g O
oL oL W B U o o T o X
o Vw ~H w:|o o ,m%; ~H o M = B M il w ‘MFW Gk M i\ J)
0 x N Jo R EL D] - LT
T X 5 g o\ o ey = o TN OH T
N )W e o) R noT W 5 .~ 4H 505
N — ZT._ \DFL ‘ﬂl —_ XO —_ o] 0 o) o

i = < o~ T B N T o N
vt e F T EER SN
fite) _ . ) L ;
%qvm_wrl%mw#a‘ar%%%%4%@%1%
P S T S TR
T O Al T N CO S (O i ST

il K ~ T 1 M #

4 F EX R I O o T W & 4 T
3 e R AWy i H e T AN p T
T TR g TS RS Py g Mow

™ wﬂ Mm = W% @ W oo omr oW m_ﬁ = B o o T
e Mm = BT om0y T 4 03 O A M
px T predg BT e d e E Ry
oy s = o % oo T AR oS oy —_

2 Iy L v I g EeER ey 7L
o - S = SN BCEc R - N
N = =% oo oo~ Mo P R
o m oW g o W e o ° AR e o H W ™
L R TS ELENETE LR E T
o G woow ol Re ko 9 <~ T 7w 7T X

T ol T R = S CIN I TR
T N B F X e oA
W ox W % W o A R oy N Vo= :
N~ o S = T Jo oy s G

™ wp el B m RE N O T ok X O o W R

_36_

el motom AAE 4 ek

9

1
R

98) S. G. Cohen & D. E. Bailey “What Makes Teams Work”, Journal of Management, Vol. 23,

97) A. Bandura, Self-Efficacy: The Exercise of Control. New York : Freeman. 1997.

Az Ao welEoln

&



LR EIPEE:

Pz

3

~

o
0

=

—_
o

37

o] Hete

=
=

$42 uwl AN P

o] 2

Al Er

o) A7 a7

S

=

R

g3l 7]
7] &

]
&

el
G
jze]

27 guel

o] BojA 2

=
A=

el

[e3]
=

stel YAt

A o). Bandura(1986)

gk Agrel T

=

S

S

1=

PAG) Az e] o)

P ot 5o AAXRAE AA D99 o BN Ag T

7}A1 A © t}.100)

[e)
 Gist & Mitchell(1992)10D8] Ao A= &

B A QRsh Folsm ole] weba 4

ein Az e

Q)
=
[e)
=

e
‘.mo
™
e

el
ol

el

ArAEARe] A W A9foll os JFS

o A8 Aol

SRR

-
i

THAEe A

)

X

oF

"Self-Efficacy: Atheoretical Analysis of Its Determinants and
— 37 —

"Determinants and Consequences of Group—Efficacy Beliefs in Work
Hongkong, and Indonesia. Ph. D. Diss, University of California,

Organizations in U.S.",
1995. pp. 139-152.
101) M. E., Gist & Mitchell, T.,
Malleability". Academy of Management Review, Vol. 17, No. 2, 1992. pp.183-211.

Irvine.

1997. pp. 239-290.
99) D. Bar-Tal, Group Beliefs. New York: Springer— Verlag, 1990.

100) C. B. Gibson,




o

N

FS m) x4 gth.102)

1 9%

j
<°

d=F

%

ik
R
B
fite)
il

X

3l

Azko] Awr WAl HA7) 9

ae

“ToR

oy
4

4
o

B

NI

e
A

o

[e)

o & 4 rh109) of

JJo

o}
™

~H
I

ox

102) A. Bandura, 1997: op.cit.

“Efficacy Beliefs and Work Stress: An Exploratoty

103) S. M, Jex & D. M. Gudanowski,

Study”, Journal of Organizational Behavior, Vol.

13, 1992, pp.509~571.

_38_



zwﬂurm_%am _ﬁﬁmadﬂ W%%H%M%Mu&
{ F o N R R R T R
2 33 % XEF .8 PeEEELoTRE
=
7%%&% mﬂxﬂﬂﬁ, aﬁgﬂ@%ﬂﬂiﬂﬂo
) T T o) o) W o w OB O o M o ol
LR850 ERTL §EELETRZ
o Jo M R o X ooom N0 Ny
N o) o Gy XA m o BR o) W W b
Tom o W ™ T oa 4 o T oE W N i
ROW o AT ﬁ%%ﬂﬁ 7HM%A&%ﬂ%
— = X T oN o o ~ e
D N - SR - O 5 M%Lwo%ﬂﬂ_@wix.
iy = RN gp N 3o g o ,wo (o - Nl OF ny
—_— v [~ . —_— - K —
S kT o T e MEET XU I
‘__Ho o m ) _,,AT ! NE o % lﬂr orX o X N T K
oS0 I =3 A= o T X o ooroaw b o9 N
i X B oA g B S S ey M Poor B ok
=~ M N ox = (EIRC < = < T A TR
COCS N o- = T oo R < o7 MFL N o o N (-
s o ﬂﬂﬂﬂ%?ﬂxﬂﬂﬂ%%ﬂ%
0 T . = K X0 ﬂ — iy 1__/uA
oo N T oow T o m oo moK
C I - R I o S BT
= & oy M T R R oo o
~ B LR B a1 e TEEIN T Jo G
= ﬂ.yl ! o < AT NI r T _Eﬂ X =T N M il ] )
N B ‘LI.A i3 B o e il o o W %E o M e, 9, ‘Wo NN
o @ % ® (I T I SR I - S )
1 Y - = =) o) =m oF %o . o
od = - X ) ™ oo N NE T W 9 X g X o t = <" 5
T oo oy = 4 T 7 — — 2 N L X ~ o1 = 750 2
o oo o by XN N g e A X R P
OF N Mo B @ LT T X X o B I LS
_— ~E x
2y ? el welPers Te s oa OBy
MOoRr oW %o LA a o7 Ny TP A
ERXER b x 2 BE g TP
ﬂ%@ﬂa‘_gﬁﬂ7%M_d%ﬂwnbﬂn?%muaﬂu
TR T OHE T RN M MR T WY W E o
® e o I W % Jo =0 X o = R )R de R Jo i

Aol A

p

L

33}
1987. pp.187-198.

o= 3
81.

4

&
S|

<

3 2

S

1919} Aol o
"A Motivational Investigation of Group Effectiveness Using
— 39 —

pp.305-328.

ko)
Journal of Applied Psychology, Vol.

pp.55-78.

ot

<]

[e)

=
1992: op.cit.,

21-%

&

o <]

RS e o

5

=]
Social-Cognitive Theory".
Whitney, K. 1994: op.cit.,

cnd

3

104) G. E. Prussia & Kinicki, A. J.,
105) Zaccaro et al.,

7FA 1



[l T o B
N = : T o o o+ —_
+ 7o oo 700 Muﬂ T WF X ,\_MM CTI N R o = J||
Ea ALY o R W o e oy B E T 5
5 Yoy ow ok £ < R i ) 5 u
- oy g W o T 5 = o z ©
SR ) G SR B IR M T g o o
T T 9 T T oxm A o o S = 4 o] AT =% S &
s o o o —_ ~a I X - O " o~ < pay
N ° S5 e SR~y — R zo T S 1o
Jo o A S noX g R S
W o . T o X8 ST - B ) T o s
SR Fed zaZ TEREIEYR & «
e 9o A B o = } Z ww N5 og 5 W
mmﬂrﬂ.zfmoM zumWﬂr.wM#E.m o R o T S o
o W X op Mo X S W S TN g <l
o X wm B o U T goi® B = = ° W - T
I A =¥ o= & ®owm B B T oos @
5 TR F W 4o oW oa " EZ eI a3 % § %
—— _— ~ ) .
;wwwﬂm.ﬂ% %iﬂ%ﬂ%ﬂ%@@%nﬁ]ﬂ N S B
me RO N 5 = o w8 o g g = O No ™ i mrﬂ m __mo_ o
¢ X % T = X = Ewrx gl w o T & =g
0 TN o w 5l = = = i =R o o N R° . "3
O_ ﬂ_l ‘:O Dxﬁ :.L _ QL 5.0 H;l ‘EM juy ﬂp EE m s 1;‘_ .M..v _El o mﬂ ‘_Irkl :.L mu K1 .
o X g T o X %0 T oL, WES w N = X 3 7T mm _ o S o
of T i B Wy o B o= B ) Y ol
R S siwa%gﬁfgq_qum@@w%g
0 o X i o o B B T ' e . =)
S A GEET o o T g 5§ 29
T W = R R g % T o E & N - S =5
s T 2 E % . a?q?waﬂHﬂdﬂmﬂowgéAw_,
e U n . -
X == NE o ! T o W T i) B o wﬁ O & N 9 g0 oF Jo C > mRD
o = Moz owo o, o o n mo o 5 F oS e
B NHL R T ML = AE e T Htm_ T ORE T . T N o = N c g A __”ﬁ
~ N =y 10° %o ZI .WN_ X En_ uy E_l \ﬂl _,ﬁ — . X o) Og._ g2 MO =
g ow BF A R gl T - L
,umo vl \w — - H_Al,._ m ,mu JM ) 7l ﬂmo 17rU fdﬂ ﬂDI J_Ll o O# | umo mMO = WJ M_n E
70 ‘7A| 0 o B ﬂyl S T HWL WAFL H ~ OE El bo 2.._ T ™ _i —n JI D % 50 =
d w0 o Mo o ol - X o | og
,A wOB on ~ DI — oy O {
oo LA oMo W T pom mm g< g
o) (@) o

- 40 -



Spreizer(1995)= ¥R ES] 47kx] Agas(efuyd. dF 271243 o

Ge)g AFHow BASI §7)%e] Suel gupNES Fraddty o

108) Zaccaro et al., 1992: op.cit., pp.305-328.

109) E. A. Fleishman, M. Mumford, S. J. Zaccaro, K. Y. Levin, A. L. Korotkin & M. B. Hein,
"Taxonomic Efforts in the Description of Leader Behavior: A Synthesis and Functional
Interpretation”, Leadership Quarterly, Vol. 2, 1991. pp.245-287.

110) E. Weldon & L. R. Weingart, 1993: op.cit., pp.307-334.

111) J. A. Conger & R. N. Kanungo, “The Empowerment Process: Integrating Theory and
Practice”, Academy of Management Review. Vol. 13. 1988. pp.471-482.

112) K. W. Thomas & B. A. Velthouse, "Cognitive Elements of Empowerment: An Interpretive
Model of Intrinsic Task Motivation". Academy of Management Review, Vol. 15. No. 4.
1990. pp.666-681.

113) A. Bandura, 1982: op.cit., pp.122-147.

_41_



%=
So) Aol E Py PRANET Aeasael JFS Fr ol
‘_,Z_

ol
_O,
%0
rr
=
2
2,
-
fo
1z
N
e
0
o
S
e
3
lo
e
U
=2
2
rr
)
2
ol
olr
B
tlo
e

AL ASuoRA Ao A9 dnARE, FasR, FRiPE, U

=]
o, g, aEa AT e wgel vy JEEYS AgH o Wi

114)G. M. Spreitzer, "Psychological Empowerment in the Workplace: Dimensions,
Measurement, and Validation". Academy of Management Journal, Vol. 38, No. 5. 1995.
pp.1442-1465.

115) M. E. Gist, "Self-Efficacy: Implication for Organization Behavior and Human Resource
Management". Academy of Management Review, Vol. 12. 1987. pp.472-485.

116) &&=, “Empowerment : IIFUSHA MIISUHZY AtD - HSHE", TEARZHAR, | H
33, S AFAIES], 1992, pp.197-210.

117) AHIR, 812, “THUIIHAIL WS S
&S|, 2000, pp.1-32.

118) G. Chen & P. D. Bliese, "The Role of Different Levels of Leadership in Predicting Self-

and Collective Efficacy: Evidence for Discontinuity". Journal of Applied Psychology, Vol.
87, 2002. pp.549-556.

e
ro

AR TOIAPRZR, | BHR0IA

_42_



3. Adasze wWAge

3= Aoz YT Mulvey & Klein(1998)12D-2 A o} o= 734
(o)l Dol tgh A3 A X zhe] ek tigt A e HdasidS

FTh BT Whitney(1994)1229] Ao A% £ 57 7H e 184
g Aol visiM o £ AAE 7Rtk AL wEudith 3 sudTE
Ao, ddest ol 2A(2003) FhE vk uid A& dAlel A
A7V asae] AGE ATE Fa AVIEede] 2HEYd AE 9T 4

SEAT123) o] 43 (1995)120= AV AT FHETY WAL wEETH &

119) D. J. Mesch, Farh, J. & Podsakoff, P. M., "Effects of Feedback Sign on Group Goal
Setting, Strategies, and Performance: An Empirical Examination of Some Control Theory
Hypothesis", Paper Presented to The Organizational Behavior Division at The Annual
meeting of the Academy of Management, Washington, DC. 1989.

120) M. L. Riggs & P. A. Knight, 1994: op.cit., pp.755~766.

121) P. W. Mulvey & H. J. Klein, 1998: op.cit., pp.62~87.

122) K. Whitney, 1994: op.cit., pp.55~78.

123) 2z, 0124, “JtelA0rE 2yl ZReIziel XOMHES W&, Hanyang



v

Els

Ayt fAad el el o

SEE

o]z sk o] ¥9-(1995)125

WAt

B}
ehet.

AERE

A

s

=
S

olo AlA|7+(1999)126)

T

)

A

3

=
|

IEEERNEE

°
T

453}

ARaL), HEAALES A 2 A,

]

e

(e}
9s34,

]

A

~H

ol

il

S
)

z B it

o]

=
K3

|84

3

A

gl 7

6;]:

AU EW, Aqn]aA

FHgow

TANES

A

A

]

7

o] el

NJo

o

o

gerol el T4 A50]

dgse

]

H

al

]

0
M
el
!

=

el

ol
=

mi
o

fuy

T4, 2003, pp.23-37.

Business Review MI153,8t

124) 01435,

e k2t

PN
(=)

“CIHY OHIIAAIRH

1995, pp.163~178.

125) 0145, o

, 1995: MAHM, pp.53~72.

(=]}
e

126) &M, 1999 HAHA.

_44_



A4d =22t A= AT

L 24293 A9 Adn 54

274 ol FAAES] BEG 29715 B WsE g A" 2

AolAE AERSo} Ab] 5 Feers B 5 i B ATAs 27

ojty. o] W& A Al FHA O 723 AA= Foiel sl W wEolth
=4, Aol Aol tigh Rgoln A, il Aol Wi ol Al 7HA

o 59, a7, Aelel g RS e Wug e A

=

2 Ayl glo] A9 WA B Ao Aelol Y W

oM, o]= gthel 7|3|FoH qFoR A%k YT FARA FA 4l

t}
7ol etz st AFolvh Aw7HA B A7AES A7 gzt %
o

7]
a3, 49483, dA4 B AEA agdAd o osjd 244 24de

FEA o Alsigor), Aol d@ gelel glold 93, AF, 97 A5A

127) R. C. Mayer, J. H. Davis & F. D. Schoorman, "An Integrative Model of Organizational
Trust". Academy of Management Review, Vol. 20. 1995. pp.709-734.

_45_



ATAEv M2 g )

=N

<)

7N o e

s
A

fE BAgoR A
AHEI A A QoA vheht

Al

A,

A

ol
T

ar
o}
o

el

<

Md oz A

1
L

3

°©

&

aroltk. A4, AF

1

R

TNA =

=

pu—.

8 o

)=

o 5
AR, Az AR RS e

TNA) =

1

9
p8A

1

T

o) A Abolo] HA

—_—

Aol 1 gl 7

R
i

j—

<
1

el
pul

2 oln gk},

=

ol A A

X
Hn

7100

ZO
o

o]

—

—_—

0

e

il
il

A 7T} 128)

2

;ﬁ

7§ol

75

2001,

RE

=

=

A
ASl

Al
=

[e)

R

4

HI35E

FA

3 At ARe 2

S

A5
=
°©

_46_

KN
T

=

=

ol
RN

=
L

=N

7]

=
jLA

o}
A7}

=

AT A Abg

Q)
=
A

3

x| A9 AlE]
at7] ¢

pp.57-93.

2000 pp.1-19.

= AA

T} 129) wpelA], Z Ao o] AlF,

ES
Gl

<]



2) A=Y

™ o) P oE X H ke R H oo 11r 7o <! il
O X o, W
R A U s B RO
ﬂﬂ_ s o 3 J_,Alx_ X0 N ﬂ»l o:c ~ E.w
X ,:L w S Li Mv_l o:c 3 \_lfm.‘._ T ‘HOI Oﬁ Wﬁ
N T om W_m ° oz M Mm o M A4 7 Y b
o F HL X o _ A S of o
! - — —~ =T O R N
RENTwE ol s T R R T 0
S, T I R
N5 < ®m N o E T s oy T
B ol G [y ™ o B o= Par | e
T BT T oy W o W opl ok B
%&.ﬂ@.%ﬂﬂ% ﬂﬂ%%%ﬂﬂ
—_— ~ S ! NI X0 —; 7 o
SEESEIEESE N A
TR R e o
T A oW X WO U m
R Mmoo S D . L
A g UTETEL o e LT
Nfo MU o o /LU o Mo N e ) R hin
A?%ﬁ_mwﬂwﬂﬂi%bﬁ#ﬂiw@
0 = ~X mo O —_ N DN ~
?%?%W%ﬂmo%wL:ﬂ@g@ﬂ
BomoP = "N e O T IO o
TN AT T T el e g By
— X —_ _ |
oy B LR R oo g N oopm B
T o o N _H_A_u N g oF gm oW T = MM °
N X T g ° W Nt
1%@Wﬂ&%%ﬂ%ﬂwﬁ%i%mr
o o U & M H Mﬁ M o)/ g R M <
o< = Mo © oF ot ¢ ey o
= N ~ My o X —
i o A LRC T A g He
Ty Of = my  on N o ﬁi 1M| X N ° JL i
< =) W = =y A - Mo J JON A o
N & = X =3 S o T <o
o) XM X Mool o~ W or o )
mOONM oW T R oW T TR TR

, Administrative

2429e F49

, 1999, pp.19-35.

)

R

No. 8, 1996, pp.18-34.

1.

3., Brown(1969)

1998. p.53.
- 47 -

[

}olth 133)
4]
=N

=

=

9

A 9]

=i
9]

“Antecedents and Outcomes of Organization Commitment”

=
=

ERE
BEL

§_]__

-
R

Personal Flexibility and Employability: An Evaluation of A Field Experiment in Executive

Development", Journal of Managerial Psychology, Vol.

132) R. M. Stress,
Science Quarterly, 1997, pp.46-51.

T

+e

131) P. lles, A. Forest & G. Tinline, "The Changing Relationships Between Work Commitment,

130)

S



s, 57 U felme] ARA 4PYE AN Aclzhn Aot 130
Sheldon(197

1
Ao Frrstal 245 fleM et o=

2 AN aRE ARAAN A el zztel AT A e AFE A
Hol WA IA s oE R AolRd WAe 2AEolda 4elaiglth1m0
Ed 4B AFE BANA 2ABUS FEA ALld Ao

Wiener(1982)= Z2 Aol 279 &z 9 MapdAd

AL A8 westes AuY o

134) M. E. Brown, “Identifications and Some Conditions of Organizational Involvement”,
Administrative Science Quarterly, 1969, pp.437~442.

135) M. E. Sheldon, “Investment and Involvements as Mechanisms Producing Commitment to
the Organization”, Administrative Science Quarterly, 1971, pp.143~148.

136) R. M. Kanter, “Commitment and Social Organization: A Study of Commitment
Mechanisms in Utopian Communication”, American Sociological Review, 1971, pp.
143~148.

137) Y. Wiener, “Commitment in Organizations: A Normative View”, Academy of Management
Review, Vol. 7, 1982, pp.418-428.

138) L. W. Porter, R. M. Steers, R. T. Mowday and P. V. Boulian, “Organizational
Commitment, Job Satisfaction and Turnover among Psychiatric Technicians”, Journal of
Applied Psychology, 1974, pp. 603~609.; R. T. Mowday, R. M. Steers and L. W. Porter,
“The Measurement of Organizational Commitment”, Journal of Vocational Behavior, \Vol.
14, 1979, pp.224~247.

_48_



Hoz Yrglrh19

Allen & Meyer(1990)+= *

ol

—

e}
H

Feach1i0 g 2

s

=UoR A 7HA e =

=)
of o

bl 714

5|

—_
fite)

Al Ht A

YA}

o

X

2 A

A} A

o

1%

A

Arh}

=
=

deEe°] o

=
(]

ol A

o)
o
b
o
4r

Aee Aol wepq Aol 2o deozn A7 o

-
.

o Fo

]

%2

g]

M
o
o

i

4

T} 141)

ofp

EEREEE

oz
Aol QpFAel g o

ok &

3

(=

=

7

1

o 3t

&
B

]

3}
o}

a2 EE ST AYAA

el

M

o

o

1l

!

2]

o T el

37} %5

3

al

47} 71

1<

2

w7t

E
139) H. Angle and R. Perry,

o) =

"An Empirical Assessment of Organizational Commitment and

Organizational Effectiveness," Administrative Science Quarterly, 1981, pp.1~14.

140)

“The Measurement and Antecedents of Affective,

P. Meyer,

Allen & J.

J.

N.

Continuance and Normative Commitment to the Organization”,

Psychology, Vol.63,
Commitment”

Journal of Occupational

“A Three—-Component Conceptualization of Organizational

1990, p.11,

pp.61-89.

1991,

1.

, Human Review, Vol.

141) M. A. Huselid & G. Tinline,

"The Changing Relationships between Work Commitment,

Personal Flexibility and Employability: An Evaluation of A field Experiment in Executive

Development", Journal of Managerial Psychology, Vol.

11 No. 8, 1996. pp.18-34.

_49_



247k

14 Wofut, Al

Al Al

o]

oA Az} AFH 1

=
o AF=

™ WA o

d|

< 7ld

e 24

ol

]

Ea

A5

3
}

A

,?_

B A, 4

=]
T

ol

of 7]e{8t7] ofH .

(o)
H

=i
=

el sz

| 7P EA

3o
=

R

A
=

A9l B3

)

oW

—_—

0

"
o}
._AO

oW

o

R

G

o

Allen & Meyer(1990)0] +

of el A= of

NI
N

i

A

oj

3k,

2o FAARAANA el =

o)
Hr

_50_



2. 22 EUq¥ A= A

ox

E

i
o

e
Hr

i

ofp

@,

ofp

= o
sHd

12]]
=1

<

Aoty wetA

7YE) A " Aotk Meryer & Allen(1997)142)

7} Allen & Grisaffe(2001)143)+=

=
<]

Zo0
7—]1]1?}*—‘1‘*‘:

E
o

=

i
o]

0

of 4 vl ATATCIN 2 ER)S}

i}
;O.ﬁ

A1%7

o
T
[e)
2L

il

& =7(2003)

%

o,

sl

3|
S|

g A

Ar

kv
=

2 AfE) 3

oy
o
=
;O.ﬁ
2
—_
O
ﬁo

i)

;O.ﬁ

o AT

L=
o

A 1449 Meyer & Allen

3

vhir 53

1

9
pul

of

al

3

=

i
e

)

(2002)=

S

PHG R A

o5

}go

A& o)

T
s

kv
=

€] Al
=7

Zaslgl 0w [ 146) ZF(2003)2 &

142) J. P. Meyer & N. J. Allen, Commitment in the Workplace: Theory, Research, and

Application, Thousand Oaks, CA: Sage, 1997. pp.301-305.

143) N. J. Allen & D. B. Grisaffe, "Employee Commitment to the Organization and Customer

2001,

1",

Human Resource Management Review, Vol.

Reaction: Mapping the Linkages",

pp.209-236.

-

=
2003, pp.161-163.

o]

, M262 H4

st
o7,

Al

2002, p.283.

2sts,

_51_



o N F oo X W T Al T oo
) o No &K ®T v Tom o W
w T % ST e T X o
T X o . Al N T
o T o T X T = — T =
X ol T 5 o M NE 2 X g
° T oM T ox L DF
— ;OE 0 — 0 m! — —_
T oo B o D 70 ol o X
N C L, 2 B ¢ oH T
To- M B ool 5 T W o =~ o
9 g e
i 2 PPREx 4PLEE
iy - e TN o B T T o o
o o ) = 9T %o _f |
* N A
X I i — -
’ g Y magpx W E g XY
& =® = ooom Z M T g
he = ® TR oo ) ﬁﬂ ®ow oA
4 o ®HE gy N o e T
s 0 oy y =% 0 —~
T s TR IR A
o M T W o ﬁ_,. T oy S
F T B B WP oz T M E il M o
_— = To = =~ 0
Mw,_ _m_ﬂ S L. _J,._.J ho ‘_Mo o S X _ Hyl .Qm
R & = ol O e = = 59 =
i o v g %G S ETF G
= T o 2 o= T BTk
T~ ‘_lr.yl ‘_flo,ﬁ uy =N ~ — N o5 T M] b 7o
3 C R 5 T . Bow N o -
Ty B ey 2wl L ®E B
~ T < mt o
¥ § iz iisiciia
(E LS = +~ N T o o
[N o O3y ER . HTR P9
o GO ol W 9 x T T ook o T

40t

, MI28

IE

TFREAH|
| Xl

3

o
)

19

PN
=

oy
=

2003, pp.158-163.

o MHIA

=
=

1S 0}
T

=

X
tOl OIXI

1, X2
s=2x2|nsts,
ol 2|
_52_

=
=,

d

3

S HARLIAOIE0 AXEMHE MHIAZE SRE0 OIX
2000, pp.161-183.

pp.39-40
| MBIAX

al,

, H19d HM2s,

b

S
=

&

==,
3

SCIPAN
X
=

1997:
=

"SY ASEENUMN XXX
o
=

2,
st

2 A4z,

147) A58,
148) SiTH
149) A



kel
pul

1o

of 2% o

=]

F7] ot

©

A7F B g0l

=

o

g]

T e T 9 %o K ool K T 24 W i
0 X oE Lo, . ™ m W & =
os B —_— r —
7w e BT TR -
oo g N T % ¥ 88 w
Eomog M o3 oz ° mﬁ N SU o m &
— ~ 0 = ®
A oo o9 RN A £8 w  w
on oW Njo o s =
oy B — = ™ |
M oF o == T oF . @ = A
T oo o S = = W o 55 5 =
—n ul N 1o ~ — —_ — 4 = =
il ma Ca S Mm 0 23 = %o
o xr W o o _xm N oS o
T oM Gl m@ A I 56 = 4
o X X O K K
omb T Mo wm ° o F o= o - TN
i ,NU — ;OL _ fce) S o _
e - T 2 | S
Mm o & o ﬁ xR s 2 g 8 =
X 3 R o1 X = o X
o w0 oF X
Moo o = o op o mo®m A .o B 8
N oW o< 9 Y = oo . a o
wom A B o g T B oM 2o 5o o .
o= ° ~ o QO ST =
= o T & mr o T o o o3 oLy av =
w F X f o Tog oy v T A .
T E L FE o 0T P NT S T8s w2 U
> 3 I W= o o s=3 K 2 7l
P LS T O Fa ) — el cod K g
s s 7w g R 8§55 ku =
0 = 0 v < ™ 75 i
S g hdrsa, 2o 52 L8 ¢
o o= = ¥ O oy H X o 5 sEs 35 o
B e I o JJJ P o X T W o s8> e X
H.t N o —_ EE R T~ - 7o “u hw o o 5 S
L om o PR o ML 00 L s_S = 9
’ moa o) o= m o= B N 2 ol SOL HH 5
S LF oW oo N o oo WS i 60 £5§2 B X
- 0w o ® W -, B =~ o ™ o g Bs
— G o 0.
S oW oe o oF S oo E o SEo Wt &
e o w my 0 s g c o =
G g e oMo &N 5 TR g3 Tt N
(I = B ) N = < K] o 508 =% 4
HoKm ' ok CECIC O = 2 2

tet

2
=

, OIRSEZ0l OIXl= ZEHol

2000, pp.67-68.

HolAEY AHHeS cIHy0l
— 53 —

, 2000, pp.103-105.
2002, p.124.

|

o
=,

2|

o
=,

!

S
=

ni

EH,



A3 A2 2AA

A1E dFEE PEAA
1. TR AA

el
100

%

w2y Ao

ATl

A3 MujaFEe] AACA A

3

R

afleln. a2y AHlAA|

R

R

1A

vl

;O.#

o

Fod vl

°©

_?4

=

=

SE

T

ke)
pul

<2 3-1>3} 2ol

O]

1l 9

©

it

=

=

FaA
of SR gk B3 wifeEe] v el o

O;

=

=

] o]
1w

Aol o]

13

A H] 224

—

i+

el

)

—
o

w
M

el

1|

Aoleta 714

]

=

_54_

o9} o] ol

Foict.



)

il

O
R

<138 3-1>

oo B ﬂm
— Ll
3 mr = =
= o~ &ﬁ ]
= = R
g . R
U ﬂﬂr R |
B mm ﬂ oy
file] ~I —
M O mv mA
jand I 2 N
T N
= <]
W O Hm=Eg
OB T
o o
AL
T T
w % B
I L —
X o8
T B lm N
—_ f— L
N i N B
S B
g B
TR,
N 1r_| ﬂ o}
e
N
= 7 0
T MH oy
M T
P T
N = N
Joo 2 5%
;ﬁ ﬂ Of
o 7o AR

Ea

A H]

17 9] e
%7

S
S|

]

o
R

2N 2R,
57, Anls 7

ol
=

]
AR RPN SR P2 Y B E

°©

T’li‘
_55_

AL Al
R E=- R G L ES

=

=

o]

MUl2A L Muls 2ud, Mel=4 A,
d

Foi ok,
2. 7HAde] AA
1) AHj2A
Y e 847 FAREC

S



—

|, ol @, g

-
T

AfUAold Fom ol

=K

N
o)

el

o Hdas

=
FLE

171

9

=3t

=

’

713 o

ml

Bandura(1982)el] uw}

2= 9)t}.155 wheba] ¢ uhgw

=
[e)
AN F

i3

z:;l_

o2t

1

L

]_

o Aol o

o

y

s
Rl

14 e

I3

b1 skl A

a5

77y A E AL o) mbE BAte]l AAld w) =7 dAe o

i+

i
ol
o

;OL
oF

o
B
el
]
2
Hr

)
v

~H

ol
il
o
0

o}
vl

s

b

o

=

1
T

EIES
M7t Eora

o
o

]

714 el AT Aol

| =

1
.

gk 7H7h 19l

A3t

ol o

=

le=]
|
el

g]

=

- = R S AT N

]

S

Z10] Schunk(1985)156)¢ Lol A 8}

J=

o
s

oA A7

R

fe}157) weks A9l

1 €Y. mes o

Zolm mebd A 5

q

g

3

Pl e 2%

AAA

7}
3}

Kol
=

&
=1
=
[oi3
=
3

by
o
=

A
-

| a7t
o
5

=
=

AN 7N+=
[e)

ge g

=
=

G

ol

o A7) & %57

=

=

_56_

pp.122-147.
pp.122-147.

lo] Hn, A}

Qo
hs

a

1

L

5t

©

H
22, 1985, pp.208-223.

157) A. Bandura, 1982: op.cit.,

(e}
156) D. H. Schunk, Self-Efficacy and Classroom Learning. Psychology in the Schools. Vol.

e el 22 o] MujaalAgo] o] foxH Fd

155) A. Bandura, 1982: op.cit.,

701—



tlo
H
o
X
i)
=
of\
e
l_:(g
)
N
o
)
N
ol
or
o
o
s
K3
N
)
BN
>
1o
e
(2
fol
olr
o
ki
Hir

Juasde duvit Aok Qed e gl Agel HalA AAm

%0
rlr
ol
fz
o
o2
%)
+
ol
fz
il
o
Ho
ol
K
lo
>

5

i
ol

Ir
_\;_L
ol
_\}_L
i
o
i
M
2
N
%)
N

S o]
= H

o|N
=)
2
=
b
rot
=

ohr-Jackson Iris(1991)el 23}
Al A gFe] WolAlH, o= FTHYER stodw 49 o
gk AARA I AEZE VA A sk ABE @A #1958 183 Dienhart &

(1990)1592 Mul= A1gd o] gt olo] SAe a3 A5 Fdte] 3AH9

ra
folr
i,
o
>,
=
[»
X
ol
X
o

=9 55 494

[¢]

>

158) Mohr-Jackson lIris, "Broadening the Market Orientation: An Added Focus on Internal
Customer", Human Resource Management, Vol. 30, Winter, 1991, pp.455-467

159) J. R. Dienhart, M. B. Gregorie and R. G. Downey, “Service Orientation of Restaurant
Employee”, Hospitality Education and Research Journal. Vol. 14. No. 2, 1990,
pp.421-429.

_57_



o Aulz g

(e}

b=, 84kl A

3 @ Ad 3

g]
A 74, &l

*

A

3

6‘ok

Ass 9

8] 2~

&

Eal

&, A

ol
o

4,

0

7100

dxlof 9lom 3jAte] A|¢lo]

i

ox

A+

~

;OE
Ho

T

i
A

—

o
o
mip

G
;0*
ol
b

G

o

00

Zold, 1 Aqnj29]

3+
7he an AR /g del] wel BAto] Al

Fohel

Foll wheh #7de] Mul=g A

—

2]

40 =

3

3

Hqow

o] A%

RS Ea o B

=

4

22 el datEo] & o

A

Ao},

4|

72 MU EXFAY L ZAH ST A F(+)9 S v

Ho

4r

M

K

il

]

I
-

]

Z'

O >~
"a“l"%

=
oA

]

[e}

ks

A7 8%

Ly
a

gt Earlay(1986)2] A-161¢] A

)

o]
HH

o
00

o

o]

Perceived Self and Collective Efficacy at the Workplace",

160) L. Parker, "Working Together :

Journal of Applied Social Psychology, Vol. 24, 1994, pp.43-59.

161) P. C. Earlay, "Supervisors and Job Steward as Source of Contextual Information in Goal

Journal of Applied

A Comparison of the United States with England",

Psychology, Vol. 71,

Setting

1986, pp. 111-117.

_58_



o]
R
o

A
-

w

o
ox

+

B

Gl

H

Aeaszde 2AEYH A Z(+)Y FFES v Aot

7143

s} A
Hartline & Ferrell2]162)

ofp
ol

AR 23

s

o] 7}

(1992)2] A-163)0f 2]

t}. Zaccaro =

—
R

?l_

Sk

MBS Al

=0o
o -

o

A S

&= an

=
-

=

K
9

i
]
1

um,o

T
ezl

o)

c

Fo] B(+)9] %L MA Hoth.

75k

=243 3

o

]

J8

daTHS X

x

7424

i

Hea s Auladdel B(+)e] 42 v

714-1 -

w2l Alolt,

T

[e;

7V 4-2

WE

% w2

EREREIREEREE EE 2

5)

o

o

Nfo
o}
e
e

<

—

A

Service

“The Management of Customer—Contact

0. C. Ferrell,
" Journal Of Marketing, October, 1996, p.54.

M. D. Hartline,

162)

Employees

1992: op.cit., pp.305-328.

163) Zaccaro et al.,

_59_



A AU aFEDe] tg wAX e Jae Frh. 53 SUANsE AL FA
of 2vHE BAS AL 9] wFel FPAY GTo] B T 1 of
f BAANZTE 1A Bde] ASete i E FAL Brhwy] ol
Thie) Auiom wAe] tE FW AHe YL e FPUEL nASS

AQete PEA o Folstad F Aol wrk e Ausg ATete =P

6) Mul2Fd3 nANS

Mu|~ZAe aMe 77X et ARg FpR b ol & 4= glvh. wat
A mAgel ek Auag Agshe ol Auagdude dgoln @
It} Au) oA Mu|s Az mATEZRe] FAe] U)sh ol ALE T g
=g Muls A aAunEe] N g s HE As)r dubdo|t)

=
Gronroos(1984)& AH]2 F2 3} wkE3}o] #Alo] gk Ao A F2o] 1t

ali

)
B
)

o] AYPAFZA [Py o] S w|HvE AdE EEF3G om16d),
Spreng & Mackoy(1988)2] Ao A% 7jdle} Aol 7[dl &L Aol o] wnt
A e S vIYE FEREYS AYsglth Cronin(1994)% AH]2 &

o] uARtSe] G5 mvkar 8H3lHh166) Anderson §(1994)9] Aol =

164) DA, EHA, p.153.
165) G. Gronroos, 1984, op.cit., pp.30-44.

_60_



14

S

AZo] 1}gron 167) 3k
& 945 9

Swan & Brower(1998)

1|

o

o)
e

o]

7

olt}. wehA 1
o A(+)e A wA Rolo,

=
)

|8

a
h S

W 222909 129 WAGE
BE A 1614 67 ) TH el A

1

gé

LS|
=

1

oko]

3

el

¢+

o
™

)

el
7100

A%

&

°

ufj 7}
AH|

-

LN

=

AEE

A9 24297 29

S

D RdES

==

A g ES F Ao,

7Vd7

ATt

u) 2] g

o]/
Nl

o
v

NI

1

]

g ot

7HA7-1

s
B

oy
oV

pp.53-66.

pp.125-131.

_61_

166) J. J. Jr. Cronin and S. A. Taylor, 1994: op.cit.,
167) E. W. Anderson, Fornell & D. R. Lehman, 1994, op.cit.,




W] 224 A9
=]

Bl tof| A A}

A2d

)
,_.Iul \m ‘Ol 1_A_;~| —
2 X oo : —_ —
o Mo &~ 4 = w P E AR B o W
EE . it HT —_ ‘H_Ou_._ 30 H_A| — 0
7 on 7 o - = T <o XX
o w o s T 5 = I N s
v @aqqazﬁimwaga%
Nr % = uom T ) A o T
T B %wiwao;wﬂr.z% oo o
& Tew X %ur,,ﬂw.gagwxﬂﬁ
W Tog M BT T o ® M T O oo
o I ol A W, B =
= W om o W OB TR e LT ES
T o ~r NGOH T o T T o
T gl o N m oA e = T o &
k3 A]ﬁ - _ﬁo o) Mﬂ %o T 1_M_| M- To
Ly S T e T T w TR g W o ¥
u TE e o e Box @w T °
® @mmwﬂ_z@;%%@@a%i
T o o o R o o o 4 - 7
N 1%10wr%%%,lmqg,%
N two "R So R _@ T ﬂ %0
N X I'e) )
o ﬁr o M a mw_ < W = v ui = = M4 m@ B5 \r
2 NN X -~ ™o S N AR
% g N oM B G i N T m LR °
N AR = H %o o B o T 2 o wo X
P Mo 2B o x P om PO @
60 | o o o ] ° ~ O £ TS m X
i R A S R T 4
S Moﬂﬂm_y%wmaame s P E
w T Bo T Mo e o 7% o ¥z "o
" O hoFm oo om P D B
oo ] ~ WE N R %a 7o Ny ,n_m.,ﬂ or 0 Eﬁ_
o = 4 T ¥ 1aaoﬁw3ﬂ§41
S EET L% o9 NS NES N
- Hi%;igﬂiﬁiwﬂf%ﬁg
) il —~ ~ =T X ' 10°
o B — oo W MW WM ol = M T X blo mﬁ 3 ﬂHm
T X RAERT W

- 62 -

5 g,

168) @& & MAM, p.93

[e)

j=



D Aul 24 28

]_

=
=,

Aoy, AafE], Aqnjx7]

Al
=

A0 2 2

2 Ao 29

ol

ol&

gaow ol g¥g.

M

o

o] A|AH L,

)
—_
fite)
)
Ho

;oo
al7

~

-
™
ol
100
ai g

op

ol

K

Aol A FHES

i
A

=0

=]

Al AL ]

al7)
~

!

g}

49

3

o )7

=
=

=T

7

126

el

130  AH]

oF
Mo
i
o
oy
Mo
i
al

A} A}l

N

N3

137

o

@ APy

&

A A= o

CREE

Aol o]

3
™

s

ERPSIES
1

il

__OM
oo

al7
X

o)
;00
op)
!
oo

B

——
o
i

o

s

as

of WA 22t

KA
To

rvgel

-

s

VA,

3 2

o
ge

=i
=

W

q =
[

A
ZS|

993} 37

‘zrl

_63_



SCERER

!

‘(H

T

»AO

6;]:

]

X
<]

A5 o) A

s

16

o

4

I Ll Eate B R

R

1%

8

[e)
SURLES S

el
T

olF ol

| =ARE ST

3

3 2,
ARA R

[e)

=]
[e)

=
=

R

%O
s

ekl
1z %

=i}
N

ol

)

of¥l A2 15, 16, 17H

Aol Al

=
e

Aol we} ol

).

kel
ki

A3 wps} ol

A}
=

A7)

}

9
yul

gol= A Aol A

o912 Aulz A5
Az Aol Wk 2 AT

116

—_
file)

Mo

W

NI

!

JJo

_64_



SRS

= X
i

Aol e}

Mo

wjr

&), Riggs & Knight(1994)7} 7l

5

b 9

9

OO =
=2 SA

]
p =t

o

]
s

Fet. 74

A 3]

=
=

45}l

-
-

—

A 2

14

i

%
5/

ugel

X
_z:l

o

pild

{ii2 v 25238k oA A R dA s A ER &)

il

=
.Mo.#
ol

=

i}

;O.#
o

Z]

1ii6

atal vt

S

A2

c3

—

N
o

G

ojp

SEREE

=

o

-
T

1 7T E vtgoz 2l nd
A dEe9z B Ao e -2yt

0
XTI

rvae)

o

ojut oo

71Al 8

=
1%0

o)

—f

N
11
<)

N

bl

S

op
il
o
oF
)

ox

+

e

0] 4 4(2004)1702] 67}4] 7

o Edgol Buw

el

X

N
i
ra

TR

el

|, 2005, p.11.
- 65 —

IARZE| Ay, 29
&, 2004,

iy

0
w




of Alel= L A 274

&

g, 47) &

sl

&

HH,

S

o

]_

FAZ =

A5

o] &5 Ut

op

o

olo

a
K

¢
el

jze)

Do
als

—

0

N

Hr
=)

ol

TITDE

(1996)172), Jaworski & Kohli(1993)173)7}

L=
o

°]-&-7]

Aqr

go] of¢]

e

I3 22l o] v e,

FAN =

Aol

o] o] =AU

s

vy

we A 47h

119

ox

!

‘._mo

il
o}

)

Hn
£

4) AH|

A

Hj2op IAAMH| o] gt

171) 2g& 2l, 2005 8AH=2, p.11.

22,

;Mg 22,

TOBA

Antecedents and

“Market Orientation:

and Aiay K. Kohli,

Bernard Jaworski

J.

173)

Consequences," Journal of Marketing, Vol. 57, 1993, pp. 53-70.

_66_



A

Aol nuth g@ol

1

L

]_

o

R84

sk SERVQULS] 227) &3S W

2 =

al

8

1

CERNE
(PzB)e] A1)

=N
o

Fol 21709

o]

Parasuraman
%]

1

A=
Toll SEA 2

&5

A]%
i

~N

o

]

AAAH| 2, A 2RA AN 2 379 2

I~
—

op

o)
olo

BK

e
g

2]

‘CI17 317 7f7Rdel it #4l, CI18 9]

oAlde] ¥4, CI19

1

Qo

o

1

o
RS

Hen 1oy

il

b

A BeH Asg

3l

A

)

A

Z]
2]

A 2] Al el

b

87

R

@ A%

PSR P

ol&) CI7 <k
22 Clle &+

As 2dz 29, CI5 &

Ea

B
o]

o
2t

=

R

u}

Kol

el 2
- 67 -

Qo) datsh A

e

= 7REAY
AR 290 zA
o o)sh Fel o

el Aujz A

[e)

R



k)
pul

LT

i

1
L

e o

_/':
A HaL, 717 Aas 20d o 2Rk

& ) a7

Aol o B

ol A

NEATING

1A o

5|

1o

S

-
R

ol

_zrl
ol

AR RS ATE

Eis

FA3} )

= Ad] X~

=
hia

gt} 1

¢+

I}

B ajn) 0] A ZAT} o

e

3

t2s 471 9

A

ol AsA7E

Folch.

d|

w2 24}

file)
el

X
Nr

S R H] 2~

B

ZHEA o]

selch, AAe

2 ZA}

o

tol 270 <&

S

2Tl 3 57

o)

=
T

ahol o

T &

wjr

al7)

I
5

ol

~
o

A WERst . 2 ATl

d|

|31 25W7HA] ok

1 o

S

=

H2a 1do A

d, 7leeA 23,

A

b 2-54d, 6-10d 283 11d o]

S

Aol 15 e 9

=
R

Aol o

= o
T

174) R. L. Oliver, "A Cognitive Model of the Antecedent and Consequences of Satisfaction

17, NO. 4, 1980, pp.46-49.

175) Haksik Lee, Yongki Lee, and Dongkeun, Yoo, 1999: op.cit.

Decisions", Journal of Marketing Research, Vol.

1999, pp.77-100. : OIFM,

OtAEstal,

=

Mz A2z,

rer=0pIENe,

==,

MUl AR
1999:

_68_



w ) -
m ) W < oo % o v
ToLp ) Faf. cE% fwr g
{E %0 v q tlo P & - g =2 = ]
™ o o) T xR Ty 2 o M
A - RN R il Ny o o o ool o
X T o X o< N 5 o ) rhr 5 E
" NG i} N~ w5 M ) T P og
i R o P T W T 2 o % T I N g
% P TR e H G o A = 2
L o B = ) L Yo oo M 5 ° 5

- sy T _.E _ ﬂ_ol 3 i ™ B _zrl ~ 0 i © =
B e D) oo s T I THBE N© X .5 T
ol ER SRR IO 5 ol o T T E R W
m % M W o & CRNGS oo BT e % 2 g ¥
2 0= o o= o= o B X o Rlew Lo oF x I
N o oy E X R N OB = oy o S R S S i
i s o5 plo Hlo 22| - ‘% Oﬂu ~ T = S Mo o _
o = o N T OB o MWL Vo A oE o - T
ol oo MW T g T X T o = T T T oM g
T X e A ~ B x° o I

™ Mo iy 1._A- Jum K N = <0 of ,N_.o ojn i ‘Dl To» o
<A ,AI Oﬁ G ! ) ﬂ o} o i) o \D! D‘.ﬁ oy _él H_T_ - — ~
0 e S W A Lo Xw
A R N i
S - D T e By T ﬂ%%%@zﬁo
lo o T H O R o = = o ° B 3 o T %0
oF Moo g No R — o o ) R _ il ™ o0 Homo . T

£ o oo W T o— x TOE =) 3 Lo om
- I A T o ol BT2N.! 0 RN o] T
oy o O T B (SIS gr &M . O
w R o ® .o WX om R . = % w o~ 3 X
N o o N X’ 5o oI A 7 F o X w E o X2 F
X N Ko ~o R = o o B ~ O~ =
el o= o o Xw® 2] | I S K =,_A__. e &o T oMo M R
s sgbiiadeytat R
1 %.Ol \Wﬂ EO ‘OI ‘f 1; ﬂe U._ﬁ ,mwﬁ ﬂ Oﬁ ME o#ﬁ W M ‘Aluﬂ - ﬁ —_ ﬂ.Ol ;o._ .Oﬁ ﬂ__lﬂ
T o @ ma 5 ol o TE N wa _@ CC o T T S

i+ o PR W O fo M K 3 TIGS TogR W @ NO
< = = T I o < F g S
~X ﬂ‘ﬂ ﬂor B ~ k3 . 0_._ Oﬁo MM :i B —_— X
e~ S 8 © %
~ o 1:1_ EO E

3

ol o

BEOE g, 5k

9

om T

o

\

z
i=}

- 69 -

o] &AL 2
A2 20d, 30d], 404, 500 °]% & 471
AEARA ]



N

iy

al7)

i}
;O.ﬁ

o
Tor

aejar o

D 200%HH RE 300%HH RE, 4009 H] vk 5009 H] wE 600

u gk 400

)

o

!

o

k400

2

E[_]_—

ol SHAZE Ao, 2005+ =] T 300

~
3

0

ol
Hlo

A

% A%

2]

;(ﬂ o]

]
H

Fol AikMniazoz, 7

ALel A7

N

3

|

A3E

AT 3

1.

o
B

o]/
A
-
22
)
oF
]

559

=]
=

e

ERSIEEES

s,

A8

Kol
=

ZFZ Y (convenient sampling)

7]176) ol A

]
S|

E
=

46,077

P~ -
T
Awel 2537 3

ZFA]

=
=

g9 56%

35

59,9552 42 77%

s

i

dl

il

gssiet. ol

A%

=

Far it

= 2}A] 3]

P
T

1 7
24 gl A A9

2 %

ZRER

st 2

S

el

el

ISE0

e e
S

R0l d=H2Z 55942

&l
=2

SME0f ACH

_70_



)l

il
;O.ﬂ

7570, 1swel 19470% 4o Ut

3-1>3 2

-
it

2 Ao ARy <

=
T

0
B

)l

e

3-3> =AY

<GE

70
23
23
11

10
11

26
20
19

10
23
16
33

310

i
Hlo

32
14
15

22
10
18

15

13

18
194

g
dlo

il

21

71

g
Lo

wjr

17

11
45

i

el
wjr
of

B ER

Br
o
N~
o

H
n

X

o

i
s

</

X

M

</

B4 74

cu

it
;O.ﬁ

X
g

X
alg

o
=]

-
R

-
Jjo
;ﬁ
s
o

o
1o

op

Ao 7

]
ZS]

Qs Apgom Aol
2
_71_

2l



<E 3-4> AFo +A
L CR R gaz | B¥| 3= % 7
Au) 284 |I-1~6 6 | 5xAH%=
Auj2nld [1-7~9 3 "
A=A [-10~14 | 5 ”
o Lytle(1994
Zgaaa  |[-15~17 | 3 p _y;e(f) ),
Ao aba_ AvIZ=Ed  [1-18~20 | 3 |18,
(39) AH) =B AME B [[-21~24 | 4 ” ulod 1(1997)
EE R [-25,26 2 ” o]ed A1(1999)
2] o)) 3] & [-27~29 | 3 ”
Aqu|~7]% [I-30~32 | 3 ”
BE/AFYA A [133~39 7 ”
) 5 o) o 0194 41(2004),
2253 Z2 2 F [-1~6 6 ” 01%07;%%3701
A= 3424 (1996)
11) Z A 29l n-7~11 5 ” Jaworski and
Kohli(1993)
L Riggs &
Ao =7k ke
A E S 7H7) =1 ~7 - ” Knight(1994)
Al s Au|~5E [IV-1,2 2 | A9HE
A7 :
(3) ' AR EF 7L V-3 1 | 53A=
ATEASH [V-1~7 | 6 |9EmE
71EH8) sE S V-5 AEH
s Y479 [ID EEEEE
T34 [-1~3,14| 4 |54H%
A e ~EE Al =4,~8 5 ! Parasuraman
]S4 [-9~12 4 "
5 (21) E_‘%‘}\é 1_13"’16 3 ” 9’] (1990)
J; Zgelel 17~ 121 | 5 ,
O ama | EEANZREE]-12 2 v el o1,
g | ALARSE 5 &% 71(1999)
“luaagsw | AT R sy 2 A
ES RS o] 4 A1(1999)
AENT) ATFAEA (6)|[III-1~6 6 |[H&E/A4d
g P44 |ID 1 | HEHE
3t Al 100

_72_




3. A5F

3ol 20059 8

e 9
3 ge s

8¢ 16945-E 9¢ 30974 452

X
o
oF
njp

B
"
No

}od

o135

N7 Ak 2

sk7] wel

S

3 oF

P
T

o] _th

3.

2
dda S FA 3]

bo 4 AbOlA

-
=
S

S

L

FATh, oflv] AL
1 9]
_?4

E

(e}
ZA}

A
B
e
=
=

3
ZA}

.
]
AFA7L A

=

[e)

23|

Do

Pk e o At

°

Al

Al
=

g

}

R

of o

PN
T

29} 3

i B

AL A AAEA

]
aig
el

B!

—_
o
o

B
TR
~
ﬂ

o

2]

el
g
ol

3

o
nid

g
R
o)

o
—_

Nd

)
-

—

0

Nlo

—

ul g
X

oo
o

N
o)

iy
;i

el

1109, ¥

3o

S
T

71449

=,

o

3 2 A

[e)

=g

o}

[e)

R

)

=

[e]

|

(e}
R

el B Aoz

=

i

ol
N
)
K

al7
el

%

)

o] uwhel 1387] TdloA 3]

Wl 4] 4

<

ate] 12770

S

A <]

2|2

_73_



3-3>0] molufe} 7},

=
3t

=<

e}

33

)

=1

a8 5855 (H=<1 470

£ 574%,

)

=

)

—
il

il

—

o

il

~| | ~~| x|~ "> —~
el N I TN I G S I S
T (NN~ 0|22 Z SIS [
AN 0[O [— ||| < ~
e —|o|O |||~
AN || |00 —
s}
| |~ |
BIRIB|Z[Z 2B S===] ©
T — | AN~ || —| O3
N- B < JIC|I=1Z2 2
T K O~ N = 0| ™
= N |~ —| ™
—
ololvlolclclcliclnialinl &
& ogr| | No | S| F|o|Z8IZZ &
o = — N|=|o|N| &
N N N
oo~ l2xlgl o
Ol |—= ||| < — N O | N
<0 3 — —l—= =]
—_— — [~ | D
T X M~ |Io| o~
— | — 0
ol (VR (NSIZ] 222
- QO | © O | — | —
No X | | <
N| ™
w|lolv|o ~o|ol~ I &
o B — —|ZZ| ] 2
e — — | O| O
° X — | N
_ Qe CIN|N N|™| 1
_/ﬁ._l — | — ~ [~ | ~
o — N N <t || ©
X M| AN AN
— [ —
|| ~|
i W%%% N|o | < N| o
Ny o] e R RO R Z| 3
< < || = o~ | —
DO | ™| oo
N
iRt hdhed ke =
o[ Ulo \e]
H dlo vl blo i) blo
[@N] [@\] LH
o

%1—

R ofl 00

B

~

R
iy

<
i

1o

EA 7] A (SPSS  for Windows

[si3
o

b3 2
A2 1M(AMOS 4.0)S o] &3ktt.

-

T

[e]

o =

TE

A =

_%_
Release 10.0)9}

q

A
&y

A

5

no

o)

el

i

&)

—_—
fite)

g st7] <

],

A A

1277012 =}

[e)
=

o

AA %
A1
g
_74_

[

o

A 3 £ (SMC)

=
T

A

TAk st o
)

o

]

I
el M= REE

94

=

=
=

Gae Fi4
WA, Aol



Z
A

Mean

Root

Fhol 2 o) (x)E A,
A5 F2HRMSR; Root

Al L ZAHRMSEA;
A 4=(NFD), H3%

} = 24(PGFD), PNFI, o}7}o]lAA K

-

=
g2

[c]

=]
2]

=

1

=
T
=
N

-
st

]

A S
o

[}

TARA

Goodness-of-Fit Index),
Residual),

E=24(GFTL

1

kel
(AGFL; Adjusted Goodness-of-Fit Index),

Mean Square
Square Error of Approximation)

H

TR
N
o)
w

1

F7|=(AIC) 53

A 71

o
o
H

<
it

<

3} )

[e)

j=

bel o

[e)
3-6% 5ol 2471

-
it

<

S 773

rvzel

N

o
my

o
o

zel

_ZTI

By
)

o7

o

o] T-test®} One-way ANOVA

H

T

iz
N

T-test, ANOVA

_75_

7F A 6




EEO) 74

A14

4
99 TRAG o §AES T

Aol AEFARE 200549 8

A

uhs} o]

3047kl 55Uzt A A= 15 ol

o

g
Yy

olu]

.

3

2

doll A Al 6037, ©]g

13870 =

53

o %A

=)
T

% 1,298

6957 o =

EREEL

olo

S Elo] A

shalvh. L A, F 127709

A RE A 9]

S|
=

1 AL T

S}
A}

23|

gl

Ho

el
o

o

2]

78 585571 Aol o]

574%,

&
By

0

Aagdizs 4

’

1% 4370, 525+ 4471, ks = 4072 T8

A 4970, B71AH 578 &

E
=

Al 370, FHAD 147, BAAA 2470, WA

<

o 670 2ela AFAY 26702 YERR)

A

B

el

4-1>0) YEpG vie}l 2ok 94 S8 =AM A9 dEE Bd

el 57.32%% oKt gou,

1B <3E

4w

AuEZ = 20007F 59.97% %

o)

o] 43.90%, thZolAlo] 45.82% % e} 8 o]

\= =
=&

waspe, A

10.28%0°l

2

ol 35.54%, 2\3~5d9] 36.41%% HA SH©

&8

54.01%7}

o)
AAel 75.09%% 7HF

o

<0

o]

wr

=iy
s

3571

ol

ol o, X9z = HAAX40.77%) 2 AFA<9(19.34%)

a2lal AR (18.82%)2] SR

_76_



T 4-1> A= EA

A H] 22 A3 AL al 7
T LR TR A | )
PRI - 329| 57.32%| 4\ | ¥ A 308| 52.65%
S 245 42.68% o] 2} 277 47.35%
o 20 327| 56.97% 3831 }?g gg.igz
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igjow 12? B;ZZO 4w 40t} 171] 29.23%
3 -09% 50t o] 4 100{ 17.09%
=S 59 10.28% 1ZE 108| 18.46%
s | dedz| 259 43.90%| o o |[HEHE 90| 15.38%
o= 297| 50.77%
o)A | 263] 45.82% S| 90| 15.38%
1doldt | 204| 35.54% 2005+ m) 157 26.84%
LHFAF| 2-54 209| 36.41%| , . | 300%tdwk 162| 27.69%
6-10 94| 16.38%| ' | 400vHdm ek | 121 20.68%
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AAX A | 234 40.77% 74 AA 4 231 39.49%
73714 19|  3.31% 7714 < 19|  3.25%
ARINE: 19|  3.31%| ZAHA| 2949 18]  3.08%
AR | FHA A 55| 9.58%| < A S 56| 9.57%
A | 108| 18.82% A4Aq 113| 19.32%
kA o 28|  4.88% B 26|  4.44%
AFAS | 111 19.34% AFA A 122| 20.85%
g A 574 100% & A 585 100%
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<G 4-3> A=A ] B A

Estimate
M 2 FAAER S.E. C.R. prob. | SMC

HEFsH| 2ES
[33 | <-—]| sj_facl | 1.000 0.730 | 0.000 | 0.000 | 0.000 | 0.532
[32 | <-—| sj_facl | 1.173 0.792 [ 0.063 | 18.739 | 0.000 | 0.627
I31 | <——| sj_facl | 1.101 0.749 | 0.063 | 17.611 | 0.000 | 0.561
I30 | <-—| sj_facl | 1.223 0.782 | 0.066 | 18.492 | 0.000 | 0.611
129 | <-—| sj_facl | 1.174 0.716 | 0.075 | 15.656 | 0.000 | 0.513
A8 2| 128 | <--| sj_facl | 1.104 0.632 | 0.075 | 14.802 [ 0.000 | 0.400
A28 127 | <--| sj_facl | 1.078 0.635 | 0.072 | 14.897 | 0.000 | 0.404
126 | <-=| sj_facl | 0.977 0.674 | 0.062 | 15.854 | 0.000 | 0.454
125 | <-—| sj_facl | 1.114 0.748 | 0.063 | 17.671 | 0.000 | 0.559
[36 | <-—| sj_facl | 1.060 0.719 | 0.063 | 16.929 | 0.000 | 0.517
137 | <-—| sj_facl | 1.083 0.637 | 0.073 | 14.923 | 0.000 | 0.406
I38 | <-—| sj_facl | 0.937 0.650 | 0.061 | 15.243 | 0.000 | 0.423
I8 <--| sj_fac2 | 1.000 0.663 | 0.000 | 0.000 | 0.000 | 0.439
17 <-—| sj_fac2 | 1.034 0.750 | 0.060 | 17.318 | 0.000 | 0.562

16 <-—| sj_fac2 | 1.071 0.788 | 0.066 | 16.134 | 0.000 | 0.621

QElE= ;
oyogq 8| <] sifac2 | 1285 | | 0777 | 0.078 | 15:860 | 0.000 | 0.603
"l | <-]sizac2 [ 1.093 [ 0.726 | 0.073 | 15.074] 0.000 | 0.527

13 | <—|si_fac2 | 1.115 | 0.669 | 0.079 | 14.050 | 0.000 | 0.447
12 | <—|si_fac2 | 0.745 | 0.572 | 0.061 | 12.300 | 0.000 | 0.327
13 | <--| si_fac3 | 1.065 | 0.720 | 0.088 | 12.130 | 0.000 | 0.518

wA %[ 112 | <--| sji_fac3 | 1.379 | 0.850 | 0.119 | 11.627 | 0.000 | 0.723

3

& 111 | <—-| si_fac3 | 1.265 | 0.832 | 0.103 | 12.294 | 0.000 | 0.692
10 | <—-| si_fac3 | 1.000 | 0.568 | 0.000 | 0.000 | 0.000 | 0.323
117 | <—-| si_fac4 | 1.1568 | 0.787 | 0.084 | 13.794 | 0.000 | 0.620

%9 ¢l

ﬂj 116 | <—-| si_fac4 | 1.083 | 0.694 | 0.058 | 18.803 | 0.000 | 0.481

15 | <——| sj_fac4 | 1.000 0.647 | 0.000 [ 0.000 0.000 | 0.418
) SMC-Squared Multiple Correlations.

AUES WPoR @ AuaARy, guasd 2 2HE0% A 19

B oRAES YR @ AusEd S A5
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<GE 4-6>74A18) ol dERd vkl o] tgh(C.RI°] 7R 1.968 Y B A
A vebstar, FEAE 0.055 Y 2 vEhy 4 SR e e T4

=
=
stal = FHERRAE Ol dSH A

ol
N

| =74

_I

Estimate
M 2 FAAUS S.E. C.R. prob. | SMC

nEws| wws

17 | <--| Eff 0.976 0.752 0.067 14.484 | 0.000 | 0.566

e 16 | <--| Eff 0.939 0.710 0.067 13.962 | 0.000 | 0.504
"5
7+ 2 | <--| Eff 0.910 0.716 0.065 14.049 | 0.000 | 0.513

11 | <--| Eff 1.000 0.694 0.000 0.000 | 0.000 | 0.481

M 2 s — 1 SE.| CR. | prob.| SMC
M8 s

22 |14 | <--|OR |0.804 |0.622 |0.066 |12.234]0.000 | 0.387
A= [ <—-|orR | 1.000 | 0.725 | 0.000 | 0.000 | 0.000 | 0.525
mi | <—-|or |0993 |0.773 | 0.057 | 17.379| 0.000 | 0.597

2 | 1110 | <-=| Ol | 0.865 |0.750 |0.051 |16.889| 0.000 | 0.562
=99 | <-|or |0996 |0.784 |0.057 | 17.610]| 0.000 | 0.615
ms | <——|or |1.000 |0.739 |0.000 |0.000 |0.000/|0.546
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<3E 4-6> AH]2=FE- o] Bl

Estimate

Md 2 A NHas| was S.E. C.R. | prob.| SMC

CI1Z2 | <--] SQO01 | 1.362 0.760 | 0.092 | 14.866 | 0.000| 0.578
CI11 | <--] SQO1 | 1.466 0.747 | 0.100 | 14.678 | 0.000| 0.557

CI10 | <--] SQO01 | 1.395 0.752 | 0.095 | 14.755| 0.000| 0.566

CI9 [ <--] SQ01 | 1.119 0.589 | 0.091 | 12.236 | 0.000| 0.347
Al =" CI7 | <--| SQO1 | 1.103 0.646 | 0.075 | 14.676 | 0.000| 0.417
A Al CI6 | <--| SQO1 | 1.195 0.697 | 0.078 | 15.414 | 0.000| 0.486

e CI5 | <--] SQO01 | 1.101 0.632 | 0.078 | 14.198 | 0.000| 0.400
Cl4 | <--] SQO01 | 1.000 0.611 | 0.000 | 0.000 | 0.000| 0.374
CI13 | <--] SQO1 | 1.388 0.764 | 0.093 | 14.920 | 0.000| 0.584
CI15 | <--] SQO01 | 1.260 0.707 | 0.089 | 14.108 | 0.000| 0.499
CIl6 | <--] SQO01 | 1.376 0.745 | 0.094 | 14.651 | 0.000| 0.554
CIZ21 | <--] SQ02 | 0.874 0.713 | 0.049 | 17.795 | 0.000| 0.508
CI20 | <--] SQO02 | 0.793 0.703 | 0.046 | 17.403 | 0.000| 0.494
ESé CI19 | <-=] SQO02 | 0.800 0.652 [ 0.050 | 16.037 | 0.000| 0.426

CI18 | <-=] SQ0OZ | 0.790 0.655 | 0.049 | 16.154 | 0.000| 0.429
CI17 | <--] SQ0Z | 1.000 0.807 | 0.000 | 0.000 | 0.000| 0.652
CI14 | <--] SQ03 | 1.230 0.787 | 0.088 | 13.914 | 0.000| 0.620
=4 CI3 | <--] SQ03 | 0.988 0.691 | 0.077 | 12.889 | 0.000| 0.478

Mulz | cr2 | <--| sQo3 | 1.077 0.644 | 0.063 | 17.057 | 0.000| 0.414
CI1 | <--] SQ03 | 1.000 0.616 | 0.000 | 0.000 | 0.000| 0.380
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O9 4-1>FF < X
@ BAETEY] Y Fns) 98 dad Frre BAARE A
Ao w yehfal ok

<18 4-1>¢ vERdG npe} o] Au| AR A E xP=676.216 (p<0.05)°]
Ak ke ARER U xY/dighe]l 2432011, GFI=0.916, CFI=0.952,
NFI=0.921 & & Aol 33 3&Fas e Ak <19 4-2>9
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<Y 4-3>8 2AEF A ARE B4 ARld], x*=33.223 (p<0.05)°]
ARE, GFI=0.981, CFI=0.982, NFI=0.976 5 & A4olx Fad 5 &55S
YER o 9SS BT gtk 3 <Oy 4-4>0A E 4 gl npe} o] A
Hl~E A e x*=434.78  (p<0.05)e] AT, GFI=0.931, CFI=0.956,
NFI1=0.932 & o8 AFolA d33 &+ el ok

<AF 4-1> Auj =g o) g aQlwA

hl Ry -

.56
125 .4 Chi=676.216(p.=.000), df=278, chi/df=2.432,
126 40\ .75 GFI=.916 AGFI=.894, RMSEA=.050,
27 40 a7 NFI=921 CFI=952

) IFI=.952, TLI=.944, AIC=822.216
128 56
129 .6

ﬁ
> o
33

&
O
1%
0
]
o
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Chi=12.917(p.=.002), df=2, chi/df=6.458, GF1=.988,
AGFI=.942, RMSEA=.098, NFI=.982, CFI=.985,
IFI=.985, TLI=.954, AIC=28.917

Chi=33.223(p.=.000), df=8, chi/df=4.153, GFI=.981,
AGFI=.949, RMSEA=.074, NFI=.976, CFI=.982,
IFI=.982, TLI=.965, AlC=59.223
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Chi=434.782(p.=.000), df=159, chi/df=2.734, GFI=.931,
AGFI=.908, RMSEA=.054, NFI=.932, CF|=.956,
IF1=.956, TLI=.947, AIC=536.782
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A3d A7 AF

TEWMET 7o) BAR A3l <F 4-7>0 vEhd mpel o] A#aA|7E o
ol EAEta e o2 Yewth S AuaAFgd el Jaasy, 234
A a8y 245Y e gFE S AAAACE0.4)7F oy, olF %3
Q13 Au] 2A| 2 8(r=0.800)7+e] A##A 7 7 Eoh
<E 4-7> SPRFTH SSAFT0Y] A
- A (2420 (242 [ A=G4] d4A] 244 2w
- asd| 2 |9 R Rl s B I
w2 [ #4157 0.623 | 0.757 [0.800 | 0.161 | 0.260 | 0.245 | 0.546
A 2~¥ | prob. | 0.000 |0.000 |0.000 | 0.071 | 0.003|0.006 | 0.000
Au 2 | A3 AISE 0582 | 0.733 | 0.798 0.062 | 0.172]10.150] 0.424
Mul2l @4 | prob. 0.000 | 0.000 |0.000 | 0.485 | 0.053|0.092 | 0.000
AR . | #PAZ[0.665 [0.610 |0.716 [ 0.130 |0.283]0.187]0.485
77| prob. 0.000 [ 0.000 | 0.000 0.146 | 0.001| 0.035 | 0.000
=99 [ 28450469 [0.645 [0.705 | 0.085 [0.186]0.105] 0.356
A3+ | prob. 0.000 [ 0.000 | 0.000 0.341 | 0.0371 0.239 | 0.000
qugsg | 2XZF[1.000 10562 [0.694 [ 0.119 [0.262]0.252]0.589
prob. ] 0.000 [0.000 [0.000 | 0.181 [0.003]0.004 ] 0.000
P R 1.000 [0.747 | 0.158 [0.318] 0.106]0.430
o1 prob. 0.000 [0.000 | 0.076 [0.000] 0.236 0.000
:;4 e m oy SEAT 1.000 | 0.149 [ 0.302] 0.156 | 0.533
= prob. 0.000 | 0.096 [0.001{0.079]0.000
Nz H [ A aA S 1.000 [ 0.777]0.663] 0.618
w2z | prob. 0.000 | 0.000] 0.000] 0.000
Aulz QF [ AR 1.000] 0.567 | 0.656
Z3 ]2 | prob. 0.0001] 0.000] 0.000
E5 A A 4= 1.000 | 0.656
2] 2 | prob. 0.000 | 0.000
DA A 1.000
prob. 0.000
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< 4-8> ATEge] AR % 43R
S = oo M| 8 gz A4
8= T g = Es&ma SE C.R. prob. A= (éll\/lc)
Y11 | A z=A34 —| Jeasz | 0.525(0.057(9.28™ | 0.000] 0.677 | 0.458
] 13
riz | Az - 52 F T 10.734) 0.071] 10.3897| 0.000[ 0.878 | 0.965
J ] 7] sk
p21 | mwEsa - a7 0t |0.156]0.067| 2327 | 0.020[ 0.145 | 0.965
B31 | AwaES | A¥=EA [0.110[0.108[1.021 [ 0.307]0.140( 0.087
pa1 | Aeasdy - maAws  [0271]0071]3.8327 |0.000[ 0.280 | 0.752
EREDE .
B32 A3 —|AMe%4 0.130)0.104] 1.256 | 0.209 0.177 | 0.087
pa2 S¥Hal —| A= [0.166] 0.068] 2.424 | 0,015 0.185| 0.752
pa3 | Au=Ed | wAw= | 0.773)0.074) 1047 | 0.000) 0.633| 0.752
M1xD)| Aul 224 A — | #u) 224 28] 1.000| 0.000 | - 0.000] 0.930 | 0.865
N2xD)| A=A a2 — | Al =2 e 4] 0.799] 0.048 | 16,5747 | 0.000] 0.893 | 0.798
AGxD| A=Ay - 2azd [0583]0.049] 1187 | 0.000[ 0.771 | 0.595
NaxD)| A=A a4 - | =998 | 0.8060.065| 12.311°| 0.000] 0.788 | 0.620
R )
Mo FAERM | 2402 ' 1o00| 0.000 - 0.000| 0.820 | 0.673
EREEE R gy -
M2y2) Aol - ===y | 1.056] 0,082 12.859| 0.000 0.908 | 0.825
M1y3)|  Aulz=Ed - | Alz=AH] 2] 1.000] 0.000] - 0.000] 0.857 | 0.734
N2y3)|  AmaEE | 2 | 1.208]0.105] 11.5037] 0.000] 0.883 | 0.779
ABy3)|  Am=EA | 242 | 1.137]0.114[ 10.0017| 0.000] 0.807 | 0.652

) #+x p<0.01, ** p<0.05

<GE 4-9> AR AjtE F44
Measures | x° d.f. x?/d.f. | GFI AGFI RMR RMSEA
A=A | 9AA | - 3olat | 0.9914 | 0.99]14 | B&4= | 0.050]8}
4 ] 70.986 | 37 1.919 | 0.908 | 0.836 0.009 0.085
Measures | NFI CFI IFI TLI AIC PGFI PCFI
APN=A| 09013 | 0.991F [ 0.9913 | 09913 | ASF=| 255 | 245
4 ] 0.939 0.969 | 0.97 0.954 | 128.986| 0.509 0.652

=559} < 4-9>0] et mlel o] =

WA REAIJLCE BY, I 4
70.986(p<0.05)2. 24 5%9] fFolgToA] EFo] AH3tslrt= FAF7Hdo] 7|2t



Hglo, BE AFES ngsd By, 43 & dEs FFEoth F, xdfs
1.919% 3mgteln, m3 RMSEA=0.08524% 7|5 0.050] <43taL, Folx
Yol AAARE dviv 2 Adst=AE YER= GFI=0.908, CFI=0.969%
A 71EA 0980 =A YEbsal, 2% A3 AGFI=0.836, F-3 =A<
2l NFI=0.93924 olg] gl 7|EXE +83 Fxo FAHXE Yei A

gRE FEolth

ol

ok

A A

rr
J

<9 4-5> AFEF ARE

Chi=70.986(p.=.001), df=37, chi/df=1.919, GFI=.908, -53
AGFI=.836, RMSEA=.085, NFI=.939, CFI=.969,
IF1=.970, TLI=.954, AIC=128.986 - Cess) Cehs)  Cepsd
73 .78 .65
46 ANrg= | ox || 22
86 " NBIA || HHIA | | KHIA
Aeotas
esol MHIA A AE 8
.88
.80 .93 .68 14 2 .81
eso NHIACIHA N 8 15 75
5977 ANHIAXIEA es AHIAZEZE -6 NPLEIES
so3 PLE P 0 .88 18 18
& 5 (ecs)
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<E 4-12> n2ANFHe gk Jaraszhel viz)ay
- 4 = GlEiSs 28 R b.| smC
7 ° =44 SE | Fax| T | P
Avisqd [ <— [A¥=A%4 | 0515 | 0.056 | 0.674 | 9.271 | 0.000 | 0.454
A=A 25 | <—— | AM=A%4 | 1.000 | 0.000 | 0.944 | 0.000 | 0.000 | 0.890
1 [AM=a84 | < [A"Z=A%4 [ 0.780 | 0.049 | 0.884 | 15.842] 0.000 | 0.782
A xR < | AW =A%4 | 0.571 | 0.049 | 0.766 | 11.607] 0.000 | 0.587
Fq9ae | < [A9=A24 [0.788 | 0.065 | 0.781 | 12.051] 0.000 | 0.610
IAEE <— [A"=A%4 |0.398 | 0.057 | 0.549 | 6.966 | 0.000 | 0.302
A =4 | < | AMZ=AE4 | 1.000 | 0.000 | 0.961 [ 0.000 | 0.000 | 0.924
2 [vz=ag4 [ <—— | AM=A%4 [ 0.755 | 0.048 | 0.872 | 15.758] 0.000 | 0.761
AR <— [ A" =A%4 | 0.547 | 0.049 | 0.748 | 11.272] 0.000 | 0.559
T99d8 | < | AM=A%4 |0.772 | 0.063 | 0.779 | 12.221] 0.000 | 0.607
ATE < [A"=A%4 [0.196 | 0.052 | 0.291 | 3.731 | 0.000 | 0.289
ZATE <—— [d<&sx |0.404 |0.067 | 0.452 | 6.003 | 0.000 | 0.289
5 [PTZAR [ <~ [HvIA37d [1.000 [0.000 [0.959 [0.000 [0.000[0.919
A =e e | <—- | ARZ=A24 | 0.760 | 0.049 | 0.876 | 15.611] 0.000 | 0.767
AAEA <— | AM=A34 | 0.547 | 0.049 | 0.745 | 11.118] 0.000 | 0.556
T99da | < | Av=A%4 0.777 | 0.064 | 0.782 | 12.202] 0.000 | 0.612
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29AE  Au|ax]Egde]l AT wA e JdEs BAsE AolH,

[¢]
C.R=6.966(p=0.000)0] 2 F#38 4 2 A4(5,20.549)% -2 4 o]},
3RAE SN AaAGYS AEEe 2420 A7

3 *

Hol ARl wAl & wAste Aloln, Mulax @] nARS
HAE G CR=4.169(p=0.000)°1 22 xFs}et 4 ZAF(B=0.346)E
of#elar, iRl 2AERI AHZE wAgkSe] WA gL
C.R.=3.485(p=0.000)0| =& F3}3 4 2AF(B,=0.279)= ol Holrh. B3 2
AN MulaA g o] ARkl A= GG E(B,=0.549)7F 3TAle] A
A=A o] nARke Bl AE A =(B=0.346) L A et 9l

A AFF I7MA TS BF SHAVIL QY adRg e A
A=A g oh ARSI A Wi e] g shal lvkal @ = gle

B, 3eAN A Mu| A g o] aARtSe] mA = JiFo] Folstre A=Y

B4=0.279(p<0.01)

B2=0.549(p<0.01) >
B3=0.346(p<0.01)
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<R 4-13> aARESel] digh 2B AFe] wis)at
= B Mizs | wed
- 3 = =494| SE | =44 C.R. prob.| SMC
] & Q] 3]
aa = 8 - Amsnwy | 0.831] 0,064 | 0.980 | 13.064| 0.000| 0.960
Au) 2028 | < | ARZ=A94 | 1,000 ] 0.000] 0.928 | 0.000 | 0.000] 0.862
Aulzseleal | < | ARI=AE4 | 0.803 | 0.048] 0.896 | 16.619] 0.000] 0.803
[FEe <[ =aea [ 0580 0.050] 0.766 | 11.599] 0.000] 0.586
FR9AF | < | A9=A94 | 0.811] 0.066] 0.791 | 12.373] 0.000] 0.626
Z/\]_‘;'_O]J/]_ }‘\l
e EEIN RS b 1.000 | 0.000| 0.832 | 0.000 | 0.000| 0.692
, ZAEAT A
e E I R B 1.029| 0.080| 0.898 | 12.830| 0.000| 0.807
aARE | < | Amaxed | 0.398] 0.057 ] 0.549 | 6.966 | 0.000| 0.302
Au)20 28 | < | AEI=A94 | 1,000 ] 0.000] 0.961 | 0.000 | 0.000] 0.924
2 [ui=ee 4l | <— | Az | 0755 0.048] 0.872 | 15.758] 0.000] 0.761
SAEd | < | ANZATA | 0547] 0.049] 0.748 | 11.272] 0.000] 0.559
FR9AF | < | AN=AFA | 0.772] 0.063] 0.779 | 12.221] 0.000] 0.607
aAws | <-| Amaxwd | 0.233] 0.056 | 0.346 | 4.196 | 0,000 0.198
ZHEd% A
aaus | <2 0.267 | 0.076 | 0.279 | 3.485 | 0.000| 0.198
Au)zn 28 | < | AWZ=AEA | 1.000] 0.000] 0.960 | 0.000 | 0.000] 0.921
Aulzseledl | < | ARZ=AEA | 0.758 | 0.049] 0.874 | 15.614] 0.000] 0.765
3 [Gaza | < | AmzAw4 | 0547 0.049] 0.746 | 11.164] 0.000] 0.557
FA9A® | < | AMZATA | 0.775| 0.064| 0.781 | 12.182] 0.000] 0.610
AR A
e EEIN R b 1.000 | 0.000| 0.714 | 0,000 | 0.000| 0.510
=HEH9 A
zdgd | < |5 1.397 | 0.393| 1.046 | 3.558 | 0.000| 1.095
4. 3| AEXAH
ol ] AN F ARAFA cheke] PR BAoR 7 Wise SHUG
FE e B fet] ANEAL ANHAG
SARAAT AHATE NFAE ok Al ot FABAY B
FATe 7IEAE FFcta o] vdeedde] EAle A dEE s o




Yul, 1elA deA%S 22 vhe gk W rgkel 0.3 dolAA Fob 2@
A7VdRE A g ok old] mEk F8 Wg I gF I % I
AdddssE AR A et 2.

A <E 4-14>0] UEbd whe} 3ho] Anjax @t Heda st v 3

#A(r=0.702)F 7FA 3L Yo, Auj=z|gAdo] ok

<3E 4-14> Anj =g o] Jagsate] nxe g3

EE- HEFs A | 253 AT . o AFE) :‘;}i} VIF
B S.E. Beta g | 2
(&) 1.165 |0.271 0.000 | 4.290 | 0.000{ 1.000 |- -
Au A28 [ 0.201 | 0.100 0.278 |2.010 |0.047] 17.053 | 0.218 | 4.588
Aulz=gel4 [ 0.079 |0.106 0.092 |0.750 | 0.455] 25.216 | 0.279 | 3.588

=2
12
B
fato)

0.449 ]0.096 0.438 4.671 |0.000] 37.685(0.474 | 2.110

Tddd | -0.042 | 0.075 -0.055 | -0.558]0.578| 41.713|0.422 | 2.371
. R=0.702 R®=0.492 Adj. R*=0.475
5 A A

F=29.499 p=0.000 d.f.=4/122 D-W=2.318(r=-0.159)

<3 4-16>¢ yrebk vk o] Mu| AR 3t 224 E Fhol] 2 A
(r=0.787)7} 9lom, Mu|xxsde] 2AANHE 61.9%A% AW >
AMu 22 3 24 A Z 7] 3] A2 {9 A4 (F=49.52, p=0.000)¢]t}. AlH
Alz=g3t AujzgTgde]l AL E ] wA s G FolHolAwt xR I}

A 2

FAAVDE FAHIA ek AWaAFY 29 F A

“ (=]

Ir

=0.354)7 AH] =25 41(8=0.291)0] FAM o] A nx3 glom AH
Alz=gle] gako] AulzEu4 Ko} At
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¥ 4-15> AH] 2R 8A o] A A nz= sk

vz 23 A N 2 T
T B BFEES AT s ¢ b, :Ej ;X} VIF
B S.E. Beta 1 g
(<) 0.145 | 0.308 | 0.000 | 0.470 | 0.639 | 1.000 | - -
Al 2~A) 28| 0.335 | 0.113 | 0.354 2.958 | 0.004 | 17.053 | 0.218 | 4.588
A 2~gH 4 | 0.331 | 0.120 | 0.291 2.750 | 0.007 | 25.216 | 0.279 | 3.588
IMZA 0.120 | 0.109 | 0.089 1.098 | 0.274 | 37.685 | 0.474 | 2.110
Ed9as | 0.127 | 0.086| 0.127 1.480 | 0.141 | 41.713 | 0.422 | 2.371
R=0.787 R*=0.619 Adj. R*=0.606
27 A
F=49.52 p=0.000 d.f.=4/122 D-W=2.169(r=-0.084)

<3 4-16>0] yepd miel 3ol Muj =Xk A&k
(r=0.855)7} Ao, Mulz=AgFdo] A =YE 73.1%4% 243
MH| 223 3 22 E Y Il 3942 724 (F=82.723, p=0.000)°]t}. AH] =
Al =B 5 A H] 22 R B frej Aot A
228 8R1F A EYA 7HE B = EA (]

H
A B2 A 251 (8=0.

=0.312), 243), AAMZF(8=0.233) il FIYE H3IHE@
=0.173) &9 =olt}.
<E 4-16> ARj=AgEA o] A EYdl vA = 43
s xT3) 5
B ¥ . - K &
TR EER AT a5 t D ;iﬂ ;} VIF
B | SE | Beta 15
(5) -0.113 | 0.247 | 0.000 | -0.456 | 0.649 | 1.000 | - -
Au)zAl 28 | 0.219 | 0.091 | 0.243 | 2.412 | 0.017 | 17.053 | 0.218 | 4.588
Au)z2tl4] | 0.339 | 0.097 | 0.312 | 3.510 | 0.001 | 25.216 | 0.279 | 3.588
RS 0.299 | 0.088|0.233 | 3.412 [ 0.001 | 37.685 | 0.474 | 2.110
Z9993 | 0.164 | 0.069|0.173 | 2.396 | 0.018 | 41.713 | 0.422 | 2.371
) R=0.855 R*=0.731 Adj. R*=0.722
5 A A
F=82.723 p=0.000 d.f.=4/122 D-W=2.201(r=-0.1)
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<E 4-17>0] Urehd wps} ol AulaA gy 3
(r=0.578)7} glow, Mulaxgye] wAWES 334%4% sl Fu k.
5.

A2 A YT AR ST e] 3914 §o] 2 (F=1

TALATLE FogHolx  HEelS MU 224 Q01F AH| A 2~H(B
=0.609) x4 (8=0.236)°] AR G WAL Qom AH]| A~

<FE 4-17> Au)|2=x A o] AN n] x|

=
oo [mws s SRR b | s |
B | SE. | Beta As | 2
() 1.973 | 0.300 | 0.000 | 6.579 | 0.000 | 1.000 | - -
Au) A 28| 0424 | 0.110] 0.609 | 3.848 | 0.000 | 17.053| 0.218 | 4.588
An)zeld 4] | -0.134 | 0.117 | -0.160 | -1.143| 0.255 | 25.216| 0.279 | 3.588
D! 0.234 | 0.106 | 0.236 | 2.202 | 0.030 | 37.685| 0.474 | 2.110
F94F | -0.094 | 0.083 | =0.129 | =1.133 | 0.260 | 41.713| 0.422 | 2.371
. R=0.578, FR*=0.334  Adj. R*=0.312
F=15.277 p=0.000 d.f.=4/122 D-W=2.312(r=-0.156)

(r=0.589)% 7HAaL ¢ i
ot AeEsshd aARSake] 59142 2] 4 (F=66.244, p=0.000)°]t}. 1}

A QeEsre

K
=
rE[
AN
=2
o
o
tlo
=)
K
X0
£ 4

. ¥+3 j
Hl ¥ 53} Al . Ak T
2w ] 3} Alg Ao . o o/Eﬂ ?} VIF
B | SE. Beta Ag | A
() 1.409 | 0.259 | 0.000 | 5.446 | 0.000 | 1.000 | - —
A7 | 0568 | 0.070 | 0589 | 8.139 | 0.000 | 19.236] 1.000 | 1.000

R=0.589 R%=0.346 Adj. R%*=0.341
F=66.244 p=0.000 d.f.=1/125 D-W=1.954(r=0.022)
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115.86, p=0.000)°]t}. wepA

A (F=

o] #1714 E 59

4-21>0l vERG upel o)

0.694)7}

3
it

<

(r

el
100

(e}
a1

Ea

0.263)% Z2 44|

1.994(r=0.002)
0.004)3}+= F2] 4ot

D-W

AA A H 2= 220 (r

i

Adj. R*=0.477
e}

d.f.=1/125
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0.481
0.000

1

p

(8=0.262)°] 74 At}

RZ

3

e}

2 g
> =
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Mo ol S
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¢ 3|8
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Balsl 8|3
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o | o

o
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i

R=0.694
F=115.86
gt

A 2~ B A X 1] 2~ Q91 7} 9
1ol o

4-22>°l bt nis}

Ea

0.252)3Fell = oF

3}
(F=9.225, p=0.003)¥ =4 u]2 Q<21(F=8.441, p

1

<
4
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. MEES | BEs N —
TE o on A% Ax | o | B FH
¥ 2 ' AL | @A

B S.E. Beta

& ) 3.289 | 0.304| 0.000 | 10.833 | 0.000 | 1.000 | - -

>

(N DR )
oy = 2|

HAdaEszk| 0.110( 0.082] 0.119 | 1.345 | 0.181 | 19.236| 1.000 | 1.000

R=0.12 R%=0.014 Adj. R*=0.006

F=1.809 p=0.181 d.f.=1/125 D-W=1.932(r=0.034)

& 2.336 | 0.346] 0.000 | 6.754 | 0.000 | 1.000 | - -

23|
2] H) HAdas7| 0.283] 0.093( 0.262 | 3.037 | 0.003 | 19.236( 1.000 | 1.000

S R=0.263 R%*=0.069 Adj. R*=0.061

F=9.225 p=0.003 d.f.=1/125 D-W=2.093(r=-0.046)

& ) 2.655| 0.357| 0.000 | 7.435 | 0.000 | 1.000 | - -

=
A 1] Heas3h| 0.280 0.096( 0.252 | 12.905 | 0.004 | 19.236| 1.000 | 1.000

h R=0.252 R%=0.063 Adj. R*=0.056

F=8.441 p=0.004 d.f.=1/125 D-W=1.719(r=0.14)

<G 4-23>] yehd mkeh o] A EYI Aol MujaEF ] A
O~

AN E Al 2~EH U]~ Q03 B2 adn]

S| el e =AY Ao AR 2a0, BH Au)zaclse] 3
6

A4E oS ot QA uzaRE Fo7

A
ki
n
oo

oo

b
©
o
(@}
—
N—
-0,

4B A7t A aEL o GFS 1A Aoleks HHe /1244

=
o} 29l BY QA gl FBe WAL vk
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A 7F Mgl A= JF

T B EF3F Al A} I
| T IEESH T s t D ;]?j ;; VIF
=T B S.E. Beta o =
Azl 4] 3.282 | 0.230] 0.000 14.259 | 0.000 | 1.000 | - -
a4 | 222 0.075 | 0.094]| 0.106 0.797 | 0.427 | 15.140| 0.441 | 2.266
Au)| ZHE=4] 0.051 | 0.098| 0.069 0.518 | 0.605 | 23.569| 0.441 | 2.266
2 R=0.165 R*=0.027 Adj. R*=0.011

A
2 ° F=1.724 p=0.183 d.f.=2/124 D-W=1.914(r=0.042)
o1 4 3 4| 2.401 | 0.258] 0.000 9.305 | 0.000 | 1.000 | - -
5;} ZAXNF| 0.172 | 0.105| 0.209 1.637 | 0.104 | 15.140| 0.441 | 2.266
| 2AEY[ 0126 | 0.110] 0.146 1.144 | 0.255 | 23.569| 0.441 | 2.266
;F A R=0.333 R%*=0.110 Adj. R%*=0.096
= ° F=7.688 p=0.001 d.f.=2/124 D-W=2.087(r=-0.043)

CF 4| 3.225 | 0.278] 0.000 11.599 | 0.000 | 1.000 | - -
4 2247]| -0.021] 0.113] -0.025 | -0.187| 0.852 | 15.140| 0.441 | 2.266
AH| 22429 0.156 | 0.119| 0.175 1.311 | 0.192 | 23.569| 0.441 | 2.266
- R=0.158 R*=0.025 Adj. R*=0.009
| EA X
= 15 F=1.571w p=0.212  df.=2/124 . D-W=1.733(r=0.133)
<GE 4-24>0 e vRe} Zo] Mu|AFA I aAREZE 22 Ay
(r=0.742)% 7FAa om, AMu|xEdo] IATNESS 55.0%4% AW i
ATt Au|A~FA T ARSI 3 A2 7294 (F=50.165, p=0.000)°]t}.
ghA A aF o] aATESe]| S w X ol 9l

<L 4-24> Au|aFdo] aATES| nx &= g
R | XT3 j
B ET A P A) a5
o ow | MEEESAST) ¢ b, ;]EH gg VIF
B S.E. Beta T =
(G 0.853 | 0.240 | 0.000 3.547 | 0.001 | 1.000 | - -
] 2]
ﬂj%%@ 0.048 | 0.111 | 0.045 0.427 | 0.670 | 22.815| 0.323 | 3.096

_]

Zﬁ]éb%@ 0.350 | 0.086 | 0.392 4.061 | 0.000 | 25.698] 0.391 | 2.555
=]

fﬁ]&%g 0.350| 0.070 | 0.403 4.965 | 0.000 | 43.057| 0.554 | 1.806
=A% R=0.742 R*=0.550 Adj. R*=0.539

° F=50.165 p=0.000 d.f.=3/123 D-W=2.164(r=-0.082)
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155 5 370 ol 4w b Wl dalAe FAES B9 Aol B3
o X b B E

Atk sk Anu)|Ax|skA] 2 aiu

=
3 vedd 22a aAsEe] ewi Ge guon 7Rt

D) 399 538 Fa959 Ho|
59 AFse AHS 23T ot of LA AT Ause aF
Aol ZA lEstn Ak ol TAFEAREC] AFeh AulsTt Folol 2
o Salo] MFsHTHE Wol o] Aol B oA Au a4
5 Fausse WHoR FEH it S5, 525F en 15FA
vEb QA dEsigon, BAAN, <E 4-265% g

g9 7
—[I B ERE =D Zﬂ%‘;} d.f géﬁ'xﬂ:‘g‘ F Drob.
—'T;LO "v:leo 1}_3—_% 31.74]

AMu)z=A 28 3,405 3.228] 2.992 3.229 [ 15.45/260.66 | 2/571 7.73/0.46 | 16.9217" | 0.000

Al =g e4] | 3.462( 3.424 | 3.276| 3.397| 3.36/266.72 | 2/571| 1.68/0.47 | 3.595" | 0.028

ELE S| 3.904 | 3.847| 3.718 | 3.833 3.18/209.9 2/571| 1.59/0.37 [ 4.321" | 0.014

THLAg 3.053] 3.067| 2.868 | 3.008 | 4.21/344.99 | 2/571| 2.11/0.61 | 3.482™ | 0.031

Heaszt 3.712]3.706 | 3.581 | 3.674| 1.88/199.08 | 2/571] 0.94/0.35| 2.688" 0.069

E SRR 3.230| 3.225( 3.092 | 3.191 2.1/352.27 2/571] 1.05/0.62 | 1.698 0.184

A EY 3.441] 3.424 3.263 | 3.386| 3.34/284.44 | 2/571| 1.67/0.5 | 3.345" |0.036

AR SRS | 3.657 [ 3.549 | 3.338 3.531 9.34/225.6 2/571] 4.67/0.4 | 11.816™"| 0.000

AR SE4 | 3.714 | 3.488 | 3.325| 3.527 | 14.15/172.69 | 2/571] 7.08/0.31 | 23.392""| 0.000

Z=) xxx p<0.01, ** p<0.05, * p<0.1
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% 4-27> AulaARAe] B wa e A 7re Fawsel ol

vl = I
T o =S o =S d.f. t prob.
ge | ge | ge| gu|
Adaszt 271 303 3.388 | 3.930 | 3.674 | 572 -12.284"| 0.000
EeRARAE 271 303 2.764 | 3.573 | 3.191 | 544.7 | -14.236™"| 0.000
=459 271 303 2.961 | 3.767 | 3.386 | 572 -16.495""| 0.000
FEANZST -
= 271 303 3.225 | 3.805 | 3.531 | 572 -12.144 0.000
; eAASE 271 303 3.282 | 3.746 | 3.527 | 572 -10.615 0.000
Z) *xx p<0.01

Wl o dES Fste] o] Huhgke] Aul=FE
EAE AISME A7, <E 4-28>0] YERS nie} 7
o] AF-oM= KA Aozt WAF A gFokot, Mul~EH F

Hl 22 QIR A 22 83 Ao e ol Al BAAQ] Aol & vERTh F, AlH]
2FA T Az'A Au 2 (p<0.05)el A BE<1(3.609)E.Th H=1(3.739)°] H
.9 AR AE<O.0DAME LE(3.217)HT W=el
(3.437)°] ¥ & F7HHE Btk ey S4Mu s Wl 4]
Arolell fro]# 9l tel= gldth.

A Al SEE ol gk ATl Rl A= U= <1(3.557)0] A
(3.348)°] H ¥ HAAE K1, o= TAHLE Fodt #o](p<0.05)E 1
Epwllet.

O
5

NEN I

o
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52 Wel=RIZt Aol

H
|

<E 4-28> Au|2Fd 9 uAqRtsS

WMo =

eV

d.f. t prob.

Sh

?_

Q]
=

o

prel| mel| el A

Alzgl A Au 2~ | 470 | 115 | 3.739| 3.609| 3.714 | 154 | 2.016™ | 0.046

e
ol

QA A H] 2~ 470 | 115 | 3.437 3.217] 3.394| 583 | 3.379""| 0.001

EA A8 2 470 | 115 | 3.711| 3.687| 3.706| 583 | 0.378 0.706
A= 470 | 115 | 3.509 | 3.483| 3.503| 153 | 0.297 0.767

ki

A ol o] = 470 | 115 | 3.557| 3.348]| 3.516| 583 | 2.341™ | 0.020
ol 470 | 115 | 3.468| 3.383]| 3.451| 583 | 0.908 | 0.365

) #xx p<0.01, *»* p<0.05

4) o] &3TEE TEE FD 1 Mu|EFE H A4S 2o

TES ol &7 Slgd wet MujAEd B aARSETE EXES A5
A3, <HE 4-29>0] uEpd mRep o] MHIAEE A T AIAEH AqHA
(p<O.1)& w9 zo]l& HolARE q=0.05FFNA fFoA ol A= X, AT
o o m=wt o] §-31(p<0.0Dell wet Apol7k ekt 5, A5 o] &A1(3.336) 1
U 2-33] o] &AIB.59 D)l ATl =Tt B szobA|aL, 43] o] FAI(3.683) 2-
3 Boh o =A 2AREC o837t BEFE ATt sokAE A4
Bolal vy 53] AF o]&et= AF5-Huk 43] ol ol &sh= 457t U

HAAE Hola, ol FAFSZ {9 (p<0.01)skA YEFS

e

o
to s

i
rlo
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T 4-29> o §35UE TR Quke] Au2ED D 1AV ol

5 7
. _ - prob
TR Lo | 23] 43| Al d.f. | BHAF F
L. o
A5 3 o1 3+
RECE .
) 2 3.652| 3.766| 3.748| 3.714| 1.58/179.5 2/582 [ 0.79/0.31| 2.558" | 0.078

QI - Mu| 2~ | 3.332| 3.466| 3.409| 3.394| 1.81/229.34 | 2/582| 0.91/0.4 | 2.289 0.102

EZu] 2| 3.661| 3.758| 3.719| 3.706| 0.96/211.48 | 2/582| 0.48/0.37| 1.313 0.270

LR = 3.456| 3.527| 3.544| 3.503| 0.93/319.07 | 2/582| 0.47/0.55| 0.848 0.429

Ael o] = | 3.336| 3.591| 3.683| 3.516| 13.75/422.36| 2/582| 6.88/0.73| 9.468™"| 0.000

FHAE 3.387] 3.488| 3.503| 3.451| 1.71/477.17 | 2/582| 0.86/0.82( 1.037 0.355

FUL o] WAL DAREZE LT weh AusEDe] OF AN AT
L OFAYE Fo| foHel AeolE HolmA ATIHL A, <

7
4-30>0] UG e} Zo] BE oA Aol: e, = AuAELe)

F,

O

nj
it
X
[-‘ (o]
1>
—O|L
Mo
X0
K
)
/\
o
(@)
)
)
-
=2
o,
kT
o
N\
o
(@)
>
WE,
o
0,
_1
o
o
o
o
/\
o
(@)
)
ki

W% 3 7
IARETE MTOs [ =o | uo | = d.f. t prob.
o Ee D =2
gl
Ao Ad ] A | A

A =8I A A 2~ | 346 | 239 | 3.472 | 4.063 | 3.714| 583 -14.775""| 0.000

1A A H] 2 346 | 239 | 3.118 | 3.792 | 3.394| 583 -14.95™" | 0.000
A A H 2 346 | 239 | 3.428 | 4.108 | 3.706| 583 -16.073""| 0.000
A -uf o] &= 346 | 239 | 3.118 | 4.092 | 3.516| 575.9| -16.845""| 0.000
T = 346 | 239 | 3.017 | 4.079 | 3.451| 573.3| -17.816""| 0.000

Z=) #xx p<0.01
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o
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k1
a3
=X
JBN
k1
=2
=
o
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Ag
2
o
N
49

well AMujaEde] thake] Mu] Al Abel Auj g xpgte] 9]
UERRtE =, Aol A9l B awksolu MulAasg el s
SAHEA F2 H7HAE Yehla dAIRE, 12(3.615)E50°] Q148 AR|2E
ol Mul2AEAH3.526)5 0] cFdhs MulAFERTG ¥ 27 YEisten, §
Ao 2 f28tH(p<0.05).

<E 4-31> A3} uA zhe] mAREL 2 Au|AEA] 2o
i

E

H I
S A S MEsRR Uiessre g t | df| b
A aAGsS | 3.525 | 3.481| 0.437| 0.475| 0.044 | 0.941 126 | 0.349
- AR]=EA| 3.526 | 3.615| 0.376| 0.343 | -0.089| -2.443™| 126 | 0.016
=) *x p<0.05

MUl 22T Adass 28 2288 A7 5o safe] A9
A3 nAzEe] Auj2=Fdoel tigk 14 9] Apelrt yehbA] okt ey A
2, Adass e 2HEY ATt e sdde] Feede A4
AF} wAzEe] An|=F A gk 1A AFo] 7} glom, —5—6‘1 a9 Az FAo|
Aol dFate AulaFd Bk o] EA4 WERTHp<o

ol FTHAEC] A U UFH ofzte] ot ﬁ% *u] 4 Entew ¥&
wlo] SRl A ARl oju x| e} Gtel BAXA 1S zH "rka & & vt
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prob.

0.568

65 | 0.000

60 | 0.468
63 | 0.000

62 [0.328

d.f.

61

-4.520™"

0.730
-5.414"

0.987

0.575

-0.208
-0.230

1

RS

OJ o

e

2]

4-33>°ll “Ebd upe} o] An]

4 9
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~E X2
o) ol
i K

7, <

F=AT 3.705( 3.651 0.349] 0.355| 0.054
F=FAH 3.690| 3.660( 0.355[ 0.331] 0.030

3

AE] A

Nl

;OL
)

A

w23 3.370| 3.573| 0.329| 0.351| -0.203| -4.298""| 64 | 0.000
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Z=) *xx p<0.01,



A4d B4 A 8o

7Hd 9 Aol HSEs FASE A st <3 4-34>9F U
A, AT H3 = GFI=0.908, CFI=0.969, ¥3 % =4¢l NFI=0.939,
=0.

954 Le]al x%/d.f.=1.919 % WF-E AFE0] 7E=AE &

Qb A%, AvEsy 2n AusEde] RARE nAE 9L BE §
o Folth, mAWB b T GFS WAL e AN2ED0.633)0190m,
oo AW 2AFA0.540), AREFIH0412), £AEYT 4#(0.207) 5o
olt}
AR, HELe] AFAT, AuzsAGH ] BobdsE AVEFHE FH(+)Q)

o obxlvh(B=0.677, t=9.28, p<0.0D).
A, 7Hd2e] A5as, AR[=XgHdo)l w55
QN o7 Fopxlth(B=0.878, t=10.389, p<0.01)
O, 7HEsel Ay, fHaasie] se
2l o R Fobith(B=0.145, t=2.320, p<0.05)

ARA, 7Hddel ASAdd, HAHasiel e
b S fIARK(B=0.140 t=1.021, p>0.05) AAWFHE FA(+)Q] WFo=
o}z th.(B=0.280, t=3.832, p<0.01)

AFA, M50 AFAN, £ABAN VTt BLFE AU AFL] Hol

o
g

e

o

I 8 FE QARHB=0.177, t=1.256, p>0.05) ZATEL A A (+)Q] HWako
2 Z=olzth(B=0.185, t=2.424, p<0.01)

AGA, 7Hd69 HSAT, Au|2aFHe]l 545 AATNFE G (+)Q W

il

o7 olxth.(B=0.633, t=1.470, p<0.01)
ol Al, 7M7Y ASAT Mu|axEgd} uARE ko] BAlA Jdasd

=]
o] A Es st} wa z=HEQly AL Au] AT pAuE 7ho] ¥
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