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Abstract

The Effects of Psychological Ownership and
Self-Determination of Service Providers on
Prosocial Behavior toward Consumers

Jeong—Rim Lee

Department of Business Administration
Graduate School

Jeju National University

It is not too much to say that the attitudes and behaviors of workers in
the service industry determine the destiny of service enterprises, whose
operations are based on human. As such, the attitudes and behaviors of
service staff have a direct influence on customer satisfaction and is an
indicator of the effectiveness of the marketing of a company. Customers
experience both satisfaction and dissatisfaction in relation to the behaviors of
service providers, who are in direct contact with customers. As a result, the
levels of the services offered by providers determines the reputation, as well
as, the performances and competitiveness of a service company.

In the service industry, where competition is intense, for a company to
have a competitive advantage, it is necessary to develop an effective drive
that can generate outcomes different from those of other companies and make
sure it works.

Therefore, to meet the diverse needs of customers at the service point of

contact, the service providers, who have the ability to exert control over their
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actions, should have required qualifications and training when dealing with
customers rather than doing simple tasks based on the manuals provided to
them (Yagil, 2006).

In this regard, one of the attitudes service corporations have recently
highlighted to their employees 1is psychological ownership. Psychological
ownership refers to the belief that companies can grow and progress when
employees conduct themselves as if they are the owners of the company by
which they are employed. The higher level of psychological ownership their
employees possess, the fewer conflicts between management and workers
there will be and the fewer opportunistic behaviors employees exhibit. Like
this, the psychological ownership shown by employees will have a positive
influence on the effectiveness of a corporation (Jo, 2006).

As mentioned previously, because customers satisfaction is linked to the
service attitudes and behaviors exhibited by employees in the service
companies, the level of service will serve as a barometer measuring the
competitiveness of a service company. Hence, it will be worthwhile to
reconsider the psychological ownership of service providers as a driving force
for the business performances of a new service company from the viewpoint
of a service corporation (Park et al., 2013).

The primary objective of this study is to identify, in an empirical manner,
how the psychological ownership of service providers, as a leading variable,
influences the satisfaction of customers who receive service. In addition, the
study was conducted to verify the effect that the psychological ownership and
self-determination of service providers have on pro-consumer behaviors. In
order to understand customer satisfaction, the users of the service provided,
and recommendation intention among other behavior intentions, this study also
investigates the mediating effect of regulatory focus on the jobs the workers
of service corporations perform, and it is expected to play a role as a

medium of those factors.
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This study tries to contribute to the growth and development of service
companies not only by narrowing the gap among service companies, service
providers, and service wusers based on psychological ownership and
self-determination, but also by presenting practical implications related to the
marketing performance of service companies along with the attendant
academic implications.

This study shows that both psychological ownership and self-determination
of service providers have an impact on regulatory focus and measures how
influential regulatory focus is on pro-consumer behaviors. Additionally, the
study aims to establish the causal relationship between customer satisfaction
and recommendation intention by objectively evaluating the overall attitude
and performance of service providers, and proving meditating effects of
regulatory focus. In order to set the research model and conduct an analysis,
research hypotheses have been established as follows:

Pierce et al.(2003) claimed that it is possible to have psychological
ownership have either an active or resistant reaction to changes according to
regulatory focus (promotion focus and prevention focus).

<H1> Psychological ownership of service providers will have an impact on
regulatory focus.
<H1-1> Psychological ownership of service providers will have a positive
(+) impact on promotion focus.
<H1-2> Psychological ownership of service providers will have a negative
(=) impact on prevention focus.

Examining preceding research on the relationship between service provider
self-determination and their focus from the marketing perspective, it can be
argued that the degree of task performance motivation is determined
depending on how much employees perceive that their autonomy is
guaranteed in choosing ways to carry out their tasks. High self-determination

of service providers not only boosts their performance motivation but also
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increases the durability of their actions (Blanchard and Vallerand, 1996).

<H2> Self-determination of service providers will have an impact on

regulatory focus.

<H2-1> Self-determination of service providers will have a positive (+)

impact on promotion focus.

<H2-2> Self-determination of service providers will have a negative (-)

impact on prevention focus.

Whereas the frontline workers in the service sector, who are required to
interact with customers, are involved in jobs requiring them to provide
relationship-based customer service depending on the types and
characteristics of a job, they are also tasked with jobs requiring them to
serve customers only one time. The motivation of employees can vary
according to those different relationships with customers. When the service
lasts due to the relationship based on repeated contacts with customers,
service providers are highly motivated to provide better service and their
promotion focus to pursue ideal self will be activated. For the jobs offering
one-time customer service, security-oriented prevention focus will be
activated in order to prevent reception of negative feedbacks from customers
(Jo, 2013).

<H3> Regulatory focus of service providers will have an impact on

pro—consumer behaviors.

<H3-1> Promotion focus of service providers will have a positive (+)

impact on  pro-consumer behaviors.

<H3-2> Prevention focus of service providers will have a negative (-)

impact on pro-consumer behaviors.

The pro-consumer behavior of those working in the service corporations
first begins with an attempt to satisfy service users at the service point of
contact (Lim, Chi-geun - Kimm Won-ik, 2009). This is because the attitudes

and behaviors of employees at the service point of contact provide crucial



clues in affecting the levels of service and the satisfaction of users (Park et
al., 2002).
<H4> Pro-consumer behaviors of service providers will have a positive
(+) impact on customer satisfaction and recommendation intention.
<H4-1> Pro-consumer behaviors of service providers will have a positive
(+) impact on customer satisfaction.
<H4-2> Pro-consumer behaviors of service providers will have a positive
(+) impact on recommendation intention.

It can be anticipated that psychological ownership and self-determination
will have a positive impact on pro—consumer behaviors and have not only a
direct influence but also an indirect influence through regulatory focus. Thus,
this study has set following research hypotheses, assuming that regulatory
focus will play a role as a medium in the relationship of pro—consumer
behaviors with both psychological ownership and self-determination.

<H5> Regulatory focus of service providers will play a role as a medium
in the relationship between psychological ownership and
pro—consumer behaviors.
<H5-1> Promotion focus of service providers will play a role as a
medium in the relationship between psychological ownership and
pro—consumer behaviors.
<H5-2> Prevention focus of service providers will play a role as a
medium in the relationship between psychological ownership and
pro—consumer behaviors.
<H6> Regulatory focus of service providers will play a role as a
medium i1n the relationship between self-determination and
pro—consumer behaviors.
<H6-1> Promotion focus of service providers will play a role as a
medium in the relationship between self-determination and

pro—consumer behaviors.
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<H6-2> Prevention focus of service providers will play a role as a
medium in the relationship between self-determination and pro-consumer
behaviors.

The results of the study can be summarized as follows:

First, the hypothesis, that psychological ownership of service providers will
have a positive (+) impact on promotion focus, has been confirmed. However,
hypothesis 1-2, that psychological ownership will have a negative (-) impact
on prevention focus, has been rejected.

The study, considering the view of Pierce et al.(2003), verifies the causal
relationship inversely and proves that the impact that psychological ownership
of service providers has on motivation types supports the similar findings of
existing studies in the empirical analysis.

As a result, the study implies that psychological ownership of service
providers is a major factor that affects all the motivation types of service
providers.

Second, the empirical analysis of both hypothesis 2-1, that
self-determination of service providers will have a positive (+) impact on
promotion focus, and hypothesis 2-2, that self-determination will have a
negative (-) impact on prevention focus, suggests that self-determination is a
perception of the degree of determination in the process of service providers’
performing their tasks. When self-determination becomes higher, promotion
focus increases accordingly and has a negative (-) impact on prevention
focus. If service providers view their jobs highly, intrinsic motivations to
come up with new methods and various approaches regarding their work are
boosted while it has a negative (-) impact on motivation to maintain security
related to the jobs service providers perform. In this regard, hypothesis’ 2-1
and 2-2 have been accepted.

Third, the verification of the influence of regulatory focus (promotion focus

and prevention focus) on pro-consumer behaviors shows that promotion focus
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has a positive (+) impact on pro-consumer behaviors and prevention focus
has a negative (=) impact on pro—consumer behaviors. Thus, hypothesis’ 3-1
and 3-2 have been accepted. Such findings suggest that the type of
motivation service providers have makes differences in behaviors service
providers perform when trying to support consumers.

Fourth, just as suggested in hypothesis 4, pro—consumer behaviors have a
positive (+) impact on both customer satisfaction and recommendation
intention. Therefore, hypothesis’ 4-1 and 4-2 have been accepted.

The findings correspond with those of Park et al.(2002) and reaffirms that
attitudes and behaviors of service providers at the point of contact serve as
crucial clues in affecting the levels of service and the satisfaction of users.

Fifth, in the process of verifying that regulatory focus (promotion focus and
prevention focus) plays a role as a medium in the relationship among
psychological ownership, self-determination, and pro-consumer behaviors, it
has been confirmed that psychological ownership and pro—consumer behaviors
are fully mediated by promotion focus. In this regard, after analyzing the
findings, only hypothesis 5-1 has been accepted while hypothesis’ 5-2, 6-1,
and 6-2 have been rejected.

It is the part that agrees with what Pierce et al.(2003) claimed in their
study that the evaluation of consumers on psychological ownership,
self-determination, and pro-consumer behaviors of service providers,
depending on the types of their regulatory focus, is different and inconsistent.

Based on the findings presented above, this study would like to suggest
the following theoretical implications:

First, the study introduced the concept of psychological ownership, a
psychological factor that is actively studied in the fields of social psychology
and organizational behavior, as a causal variable which affects customer
satisfaction, which itself is an indicator of management performance of a

service company regarding the service providers, and verified it. The
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reconsideration of psychological ownership of service providers serves as a
driving force which triggers pro-consumer behaviors and consumer
satisfaction. The study has proved that the establishment of psychological
ownership of service providers has an impact on business performance of
service corporations.

Second, this study proved the relationship of pro-consumer behaviors of
service providers with the level of consumer evaluation by restructuring the
questions presented in the survey from the viewpoint of service users and
using multilateral evaluation approaches.

Third, by applying motivation types of service providers to marketing, this
study reveals that the causal aspects among variables, according to the type
of regulatory focus, become different from one another. In addition, the study
emphasizes the importance of the regulatory focus type of service providers
from the marketing perspective, expands the scope of the research, and
implies that attention should be paid to the regulatory focus type of service
providers.

Fourth, while there was a limitation for the preceding studies in the
marketing field to unify targets to measure according to each variable, and
identify a precise relationship, this study has theoretical significance in that
this study has revealed the causal relationship and used an empirical approach
by measuring and analyzing targets after dividing them into causal variables
and outcome variables.

Practical implications are as follows:

First, in order for the beauty service industry, which is reliant on human
resources, to improve the service level of providers, it is recommended that
the level of psychological ownership and self-determination of its employees
be increased. It is indicated that the longer service providers remain at a
place of employment, the greater they perceive self-determination and

psychological ownership. This study suggests that hair and beauty salon
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businesses, which have a high turnover rate, should develop measures
focusing on employee retention.

Based on the empirically analyzed results of this study, it can be
suggested. through empirical research and theoretical consideration, that
beauty salon businesses and those working in this field should invest in the
development of a variety of programs and education which corresponds closer
to the actual tasks performed on the job, to enhance psychological ownership
of service providers which will result in better business performance in the
beauty service industry.

Second, this study suggests strategic human resources management
according to the regulatory focus of service providers.

This study has demonstrated that, the activeness of service providers,
based on customer orientation, and the employees with promotion focus, have
a direct and indirect impact on consumer satisfaction and positive oral
transmission. Therefore, those in charge of marketing in a service company
are advised to select and assign appropriate personnel depending on the type
of regulatory focus and take management measures based on the type of
promotion focus.

Third, by measuring and evaluating pro—consumer behaviors of service
providers from the perspective of consumers, beyond the level where service
providers self-report their pro-consumer behaviors, this study makes it
possible to predict and discuss the management performance of a service
corporation in a more accurate, concrete, and consumer-oriented manner. In
this regard, if service companies make good use of the findings of this study

as an objective indicator of their service evaluation, they can improve their

images and the management approaches.
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7150 AN olgkaL 2 -E 77 F715-o18 Fash Wlolgtar Tt

Lanaj et al.(2012)2 A&7+ Adds 2 AFHEe o8ty 5HH<
WAE Hom, o= AP ols A% FAddnE Jdde= 29 &
A s & Aweta ok olwf NAEd (personal traits) FFE 7|9k oW
E719] Wlolm. Al Ay Wt Ao 2 E et Akl V[ HAFEY X
AE712 Yt Hoyle, 2010; McCrae & Lockemhoff, 2010; Scholer & Higgins,
2008, 2010). ol¥ Ax= xdET7|= AFFIHA=(HASFY, OCB, A+,

CWB, 44 3)E d5ged 3o 837t dow, A% 544 =de7]=
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72 (200009] Aol A MulA 7]l A HAau A ol Aito] o] §
L5 A or st P s duisty nAoA o= IAI A Yes
an 2 gsom npto] Jids A olekgitt.

Brief et al.(1988), Organ(1988), George(1991), Hoffman & Kelly(1994)el <]3}

WoAAE A BES s Y dde]l FAYlL AL FH Zlolehw, WA

Aauld G5 o gole vtk dstn =g 4, ol o §of

b FEEAL Eg50] ASHIE s, Fake AdeR AgH % d
Parkhurst & Asher(1992)& o e} 344¢ 228 e 44 A0

ool F 744 ASlg e AgelA Felsh vhehkthn wgkom, Shaffer(1994)

@ A8 WES T4 Y0 2w 44 AYow wa, G Agel

A3 A 35 ( prosocial behavior)o]l 2 7§\ & Wispe(1972)0] ol&f # & Al-&
H ASE prov “TE fst el 529 gRlo] HFAtelth v E AR S 3l E

S wAbE A BES EPEA 2ov Beleld oee Fi sjele] A8

A3l A 85 ( prosocial behavior)e] @ HEAL3] A &) 5 (antisocial behavior) 2]
U] g o2 g2 ASS EALY ToHE ou g9E ¥l ZHe 9n)

o] ot} gxfulr} o] EA e ztol= 1 Jldo] Tk}
ZpAl ] o] ol AL ARl RARUTE tE Al Al oY S Fixt st dE
S @3cH(Bar-Tal, 1976; Staub, 1971).

Walsh(1980)= AL A d5s the AbEAlA LA st S04 &
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olof HAMA P& HREAFIY 7 flo] thE ArgI 7Yl Egolvt
ool & THAHFH = =4 dAeS ulstH (3], 2006), 18 W AE, 18
o] P&, dxo A 7HA FP o2 @tk (Bettencourt & Brown, 1997). ] &

@ 4 0 Aol 4 9 A FAAde Az ol gA FAA WE

A TARe] 2WAE AR ARAoR YAz B AymA ol 9
A Bl ZIth flo], MujA o] gAE iy stal mwit olRES FHe ok

s} agelel Ao & vk

<E O-5> JanjAk P2 7id 49

A7 8
2 Alge] e By & BAAS ushA g AwE g
Wispe(1972) | ° ° ©
(e}
Walsh(1930) g2 AlgS viyela E9S FH st SN A3 A
Brief & ZAFAAYe] 22 U thE ey Ik, =AY o] A 9
Motowildo T2 A3 eI A
= ofF—
(1986) e -

A0l AHH o 2Hot 249 e FHABAA 249 2
Organ(1983) | ¥ %A% 913 A=A AQ-249 oos 2477 $stel

Fyst= P

George(1991)

Aulz A\ele] FAEe] A6l Foll ARs qRols] F/H
Hothman & 1 o 5 qygpe o] nAES 98 MEde B
Kelly(1994)




Parkhurst & | 3447 olepd S 284 vh&E AAAYeR B Qi o] F 7hA
Asher(1992) ALEAg e A9l A Apol7F yER AL Bl o, ThE Algel Al o] 2
Shaffer(1994) | &< % ¥4
7199 FAbdel AAA Ao dFE FA= FAAT VA &
7140 Aol Zgo] HEE AwHon Fsii= PFo|n, £ 9
FY5(2004) | 2 FALAAA Auja AFATE AHA R EES FE Yo
AMul 2 AFA7E Rl e 240 AF AR olels FXIsr] fg
% %
ol et o] A= | AZ|HoZ npgrA gk AEs ovety, FARYE ol JiQl H= 2F oA
(2006) APH oz o]9s Fev ALA AT

% =] (2008)

MUl oA Bol A= ALE5e] HE R Fsolehs ol =4

AR ET A A

e - olefe] | Sl Hmogel e sltisk duglel Bl EAo] o] g AT
(2011) = qg5
59 w40
AR A AL BE Hopl A 2HAABEH 2L oy
(2012)
oontopry | EE MR SIAQl nE U @2 AuAeR BE F
I
P owsh @Be] A gl o2ge Felt BN BE
A7) AHl Al FAQ EAL0] ol 4 FulE ApwE o
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Z12=1] 2} &5 (prosocial behavior toward customers)oll gt g7} A=}
upel ofzte]l ztolzk Q= AAY &9 Ade] ol M= R AEA A7t
Atk AaHA Yo 7w, 9 a2 Bl we Az S ¢ 9

(Brief & Motowidlo, 1986).

o) 4E3 aMARE] B4R dFL Tt 75 Ao|m ALNAA AFE
&4 g}
S, AxnA AES GPoR PAsE BEe AcuA A e F
<

8 ZA93 28 A2 Uil (Bettencourt & Brown 1997), £3] A H]
TALL SN A T AR I ol JFe APz #Ado] HA= A

W EbHoR pAstt o] AnAE 8 vddstn d4d P5e Ax

L

714 714l
Atel mo] M ATA Prow AHIPu(HAYG - s H, 2000). ol
5

ot Ade WA BEL vAAE Qg Aed Aol

ste] WMo wel 98 W 3 F(role-prescribed customer service)¥}
Ag 9] FF(extrarole customer service)oZ THEEZT F UTHBrief &
Motowidlo, 1986; Katz & Kahn,1978). °]&]3st A3 U d5> FTALS A4
= MAA Fa 2H9 #VeS FXlste AaHA dFow wWake= Aotk

(Posdakoff & Mackenzie, 1994).

AT = T84
Katz & Kahn(1978)
Brief & Motowidlo(1986) '

Posdakoff & Mackenzie(1994) g9d g P55, 9 Y5
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A% | WE, A% 9 PF, FAAE 1+

’

Betterncourt & Brown(1997) 5
w3 (2001) T8 W 9, 74 ¢ 9%
°]-§-71(2001) a9 i P, 9 9 P
o] & - o] 7 =(2006) g3 o] wA AH A Fx
A =] (2008) 7RG, 14 ¢ 98, T4 =

o5 W AN, g 9] w2~
o] 3+2] (2008) o - B -

Hqz
olgF 2](2010), At | YF, 9 9 YT, TAYLE 79
g s - oo g (2011), £ 53 (2011) EE]

A4 9 9% Aus 4E, F4E G

gheg A M -(2011) Al 9% @z
pu— o, i B

&7 9 (2012) A9l FE, 9T 9 FdF, F=
H541(2013) a9 Ul FF, 92 9 dF, AL F=x
2] 42(2014) T W e, 9 dEs, A dx

Bettencourt & Brown(1997)¢] Aol A& H4n A 85S tS3) o] 9
W s, 98 9 dF. FA X9 37HA §h9 84 R Uro] dATskaith

A4 g W FE 7IQelM Y JEo] FAIA rHI AN 7lsA, AR T)
Fob 2e HF3 W FHoR FAOl dFFAAAANA wrEA] FaET] S
vlgb= 50| th(Brief & Motowidlo, 1996; Puffer, 1987). od nl& =<5 7]

of ek AEE A, Auls o] §A ol 53, Aulz ol SR A A



Biter(1992)¢} Price(1995)= F7FAlE, o9&l Aulx=, W3k #4& 4uat
ANA AsFozA 7EHS F= Fsolet skt

ojHd FEFEE AMulL o] SAA &HAe wEE MujA A A4 7] A
H}E ol Aog FQ Q9¢log Hrlstar ¢rH(Bitner, Booms & Tetreault,
1990; George, 1991; Kelley, Hoffman & Davis, 1993; Keaveney, 1995).

ol Z& A W T Mujx VIde] Aol w2 vlyrdel o MuAE

Ags) el 2t BUe EiE 44 2on At dae E
o Az RES el oY kvt U Exse de GAAT,
AN AE FEATAG FHAQ FAR RS FEAA e Ada] ofd

% o YL 2uA wEel i EHAE wols N8l A 7AW
449 YFolut o

%3 th(Biter, 1992; Price, Eric & Sheila, 1995; 53, 2004).
T3 A2 Al BAoA FALECAA WEA] st s A EY e AF

o1d] Brief & Motowidlo(1986) =12 a1 Puffer(1987)& 25
e FHE 71 &4 £ ZlsEHe AW SAA g oR UEy o
e EF, A AE A, A olF =Y F7], A AL QIALSH
59 dE & & Uk
&

A RE A H| 2 o]

Lo

it

(o3

g % glou Az Aze ddow A ge Az ogxjelA Bue 4

s Agstr] Wi dF 2ed

B
kS

=
r (
L
ofN
e
o,
(e}
N
N
S
)
N

(Biter, 1992; Price, Eric & Sheila, 1995; B+
STAH dxs 719 HEd AdE 248 9

A Pee Fokel 71de 52d4 Vles FXde AFH s o]t Organ,

1988).

Brief & Motowidlo(1986)= 7ol 9] g4 ds& TAL Al o5

FE oty A, M 2H F A5AES UM =24 W gE fAdold

H
el HHYE SAANZE EE Zta Fohe Feo= rHE Ashal vk

rol
of\
>
>,
o,
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oy iQIARl d=2 AZFS dH|skA] &5 A 58 & T 2t (Organ,1933).

AAE A s}

o
rlr
o

wepa Aol s AHlA B n8d o] &kl AMAE sk
At o] MBj2= HEet dE FES AHAVE AR Azste] SAME Y AR
35S H71sl7] 98 Bettencourt & Brown (1997)2] A5 nlgozw B oA
of Zxo wA HAnA yEFo FALAL T AT W yEI I o PFE 27}

A} 8AE FEe] AT WYFHuA o

B

3) Azvla PEe A AT

A Aula AT AN Dol AFo] Auls ol §A7t Aze

Muls Ay dds] B2 B A7 AFEHA Qo s FAR O] B
u

olth(o] &7, 1997; F% ¢, 2002; f=41, 2013).
HEd(2002)9 ATelMs MRlE 71 FARL S v A el gl A

2 RN FALY BE R WFo] AvlAe Al FA Bk FPHo
Qe VAT Qom, Ao v wEd Fo% JF AT U

Mulz 7] QoA el AlE A AR

rN'

e P I B I R = P
A adlel #d A7F Frbeta A=, FALY HEe dwol dFds F=
P EA Q] M= Z o] th(Bettencourt & Brown, 1997; 23t 5 2002).

Hoffman(1982)2 FAbd o] &njzke] gt el tigh M2 H= QX4
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m ek 11578 (33.6%), 31 o] 887 (26.0%),

T o
TToH

14(0.3%)°. 2 e

GE V-1) AH] 2 AlFake] duky 54
5 Hl= H &(%) 2 H & (%)
ME 7= 161 47.1 47.1
A9
AT = 181 52.9 100.0
e 66 19.3 19.3
4
o] 276 80.7 100.0
20t} o] 3} 221 64.6 64.6
A=Y 30tH 80 25.8 88.0
40t} o] 41 96 100.0
NE 85 24.9 249
AEAHF H & 248 72.7 99.1
7w 2 Ve 9 2.7 100.0
) 144 42.1 42.1
tj 2] 121 35.4 775
] ;111
At 75 21.9 99.4
] 2 0.4 100.0
591 wgk 45 132 13.2
591 ~10¢1 w vt 123 36.0 49.2
Ad F 1021 ~2091 7wt 156 45.6 94.8
2091 ©]7 16 4.8 95.6
] 2 0.6 100.0
1d wjwt 137 40.1 40.2
& nga 1d~3d vt 115 33.6 73.8
ZFdr 3 o4 89 26.0 99.7
] 1 0.3 100.0
Z A 342 100.0 100.0

_78_




B
=
>
1o
e
£
ax
J|m
oX.
o
i
=)

HEW <F V-2>9 2o 34, 482 94 849
(24.6%), 178 256478 (74.3.%), &% 48(1.2%)°lth. &4, AFd= 204 o]st
14778 (43.0%), 30tH 10578 (30.7%), 40th ©]% 907 (26.3%)°ltt. A, AT 5=

g9 .
71& 1207 (35.1%), "< 1967 (57.3%), FoH 267 (7.6%)°lt. A, 22 ¢
A 8178 (23.7%), Ml B Awfza FAR 819 (23.7%), T 5798 (16.7%), &%
A 8 A FAR 369 (10.5%), 718 879 (25.4%) el v A, ald w84 o
AZF o] &= @ 13 o8t 409 (11.7%), d 2~33] o]dt 8978 (26.0%), d 4~5

3] o3} 86 (25.1%), d 63] oA 1279 (37.1%)°]tt. & w &4 o] &7 HE 1

L

Tk 1117(32.5%), 1d~2d 1 73%(21.3%), 2 ~4d 19k 819 (23.7%), 44
o] A 77 (22.6%) = LFEFE

_79_



(E V-2) &nzte] dnbd 54
g 5 W= H] & (%) A H & (%)
& 84 24.6 24.6
A4 o 254 74.2 98.8
) 4 1.2 100.0
20t o] &t 147 43.0 43.0
AP 30tH 105 30.7 737
40t ©] % 90 26.3 100.0
7NE 120 35.1 35.1
AEAY elca 196 57.3 92.4
&9 2 7)E 26 76 100.0
Ay 81 23.7 23.7
Aul2 gl oA 81 23.7 474
24 T 57 16.7 64.1
THE 2 AEF 36 105 74.6
7] e} 87 25.4 100.0
d 18] o]3f 40 11.7 11.7
J 2-33] o]&} 89 26.0 37.7
AT 18T | 3 459 o3 86 2%5.1 62.8
d 63 o)A 127 37.2 100.0
1d wjwt 111 325 325
-2y wgk 73 21.3 53.8
o] 87|zt

2d-4d vt 81 23.7 775
43 o) 77 22.5 100.0
A 342 100.0 100.0

_80_




NJo

_ZTI

7o

o
iy

vzl

_ZTI

_ZTI

-
it

<

a3
A

olo
o

A& (SMC)<

oy
AO

Nlo

} 37

2A7sF o

T
™

N
2!

ol

NJo

=

(CR)=E

5y

—_—

%L/\ ;]

B

ol
Np

_ZTI

stk g, 2014). HS

04 o]¥S 7o =

3lo
=

0.468~0.846 2. =

KN
T

Alg+ 0.684~0.923°]™, SMC %t

2

=

=z
R

NJo

8y

bl o,

)

& 05 o] (&erson & Gerbing, 1988)°. & A7

F9 o, 7]
A #] = += Fornell & Larcker(1981)2] A%

fite)
olo
o

I

3.2 $8), 2012) 0.7 4
T g7 7k 04988 71ERTH 0002 W ez gehgo 4

=
o3

(Bagozzi & Yi, 1998,

2

\.—_mﬂo

W
o

hSS

I

R

+

ol

el

Np

I

H =3l

s}
ol

d ©]

Fed

3

=

FTEAIE A ow etk weba] MeE

KeX
=

ToR
o
XM
I
—_
‘.—_mﬂo

M
ToR
o

_81_



shATh x¥dfel 71Ee 2 ostE HIwr)

(Bollen, 1989), RMSEA2 05Et & A% w$ $& A= HrhsiH,

e wgow Asn 9o

o

o A3 x= AFE x¥/df, RMSEA, SRMSeo|H, At x4 CFl, TLIS &
Q
[e)

0.05-0.082 HluA F& A==z H7Fstai(MacCallum & Hong, 1997), SRMR
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(E V-3 &4 2984

o HEZFR | EFB | t# Var SMC AVE CR
AgAF9 41 1.000 0.810 - 0.605 0.656
A A F 922 0.960 0.770 | 16.083 | 0.733 0.592
0.732 0.866
A A F9 43 1.055 0.923 | 20.810 | 0.224 0.851
A A F 924 1.013 0.910 | 20.447 | 0.245 0.829
ANZEAAAL 1.000 0.869 - 0.468 0.756
ANZEAAR2 1.013 0.908 | 23.047 | 0.318 0.824
0.716 0.848
A71Z2AHA3 0.966 0.882 | 21.963 | 0.387 0.777
712 A4 0.782 0.711 | 15382 | 0.868 0.505
AR FFE7]1 1.000 0.771 - 0.657 0.594

A5 FLE712 1.052 0.798 | 15327 | 0.606 0.638
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AFAEE 7)1 1.000 0.715 - 0.955 0.512

0.498 0.620
2 5 E7]2 0.969 0.717 | 9.334 | 0.887 0.515
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5713 0.890 0.684 | 9.286 | 0.900 0.468

(U )
b |
-3
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H| 2} 351 1.000 0.851 - 0.496 0.725

A2u Ay 52 0937 | 0.870 | 21411 | 0369 | 0.757
A2 AP E3 0979 | 0.872 | 21526 | 0393 | 0.761
A2 A3 54 0911 0.825 | 19500 | 0508 | 0681 | 0736 | 0922
A2u AP E5 0967 | 0.872 | 21506 | 0385 | 0.760
A2 A Y56 0953 | 0.876 | 21.673| 0361 | 0.767
A2 A Y FT 0974 | 0.837 |19.993| 0528 | 0.701
ZHYE] 1000 | 0.886 - 0.306 | 0.785
23952 1.041 0909 | 25.820 | 0255 | 0.826
23953 1025 | 0921 | 26648 | 0211 | 0848 | 0.828 | 0.943
23954 1048 | 0914 | 26173 | 0242 | 0835
Z2H9E5 1066 | 0920 | 26579 | 0232 | 0.846
& ARHE] 1000 | 0.881 - 0349 | 0.776
AH A RS2 0944 | 0.858 | 21.774| 0388 | 0.735
0.751 | 0.883
AH A RHES 0996 | 0905 | 24280 | 0265 | 0.819
AH| A RES 0935 | 0.822 | 20.075| 0508 | 0675

A A A (reliability analysis) A& WA d@Adol| digt HIolH,

Cronbach’s a #o 2 #HF3T A5 WHe gz
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7 =om(r=0.831), AF A5 S A3 BE W
17} 98 Ao= e
npleto 2 FH o m= WAL WS FA#AA TV 7P =3(=773), A7 AA

B3t ATAPEIE AN drA A5ED gRaAt d Ao $A99

(FE IV-5) 7|&5A 2 FA4Md Jaad

T ' AVE 1 2 3 4 5 6 7
1. 4893 FUA994 732 1
2. 271244 716 | 5437 1
3. AR &qEE7] 618 | 6377 | 524 | 1
4. A5 A5 7] 498 | 265" | 1427 | 2097 | 1
5. A&xH AP F 736 | 2327 | 161 | 2567 103 | 1
6. FHY= 828 | 219 | 094 | 293 | 097 |.7217"] 1
7. 2H A THF 751 | 276" | 108 | 2857 | 106 |.8317*|.773"*| 1
- Kin 5.306 | 4916 | 5452 | 4.379 | 5.395 | 5.808 | 5.765
EFUR 1.140 | 1.186 | 1.057 | 1.103 | 1.129 | 1.120 | 1.110

n = 342, *p<0.05, **p<0.01, *=*x*p<0.001
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o

Q
20 MwANE AT

2ol 37h(856.354) 3 AARHE2 x*3k(853.042)2] A= Aol (df)+= 1o]H,

3Ll 7ol

A, 2012).

X°k(856.354) 7 AR x*4k(853.041)2] A}
[e}

i

&l

=
urg

3.313(p>0.05) & =

-
1

¢}

] 75

O
RS

’

2 3}

=
[¢)

9
t}((Netemeyer, Boles, McKee, & McMurrian 1997,

A

2

15191 A

kol

o
=

AAA x

}

0]
pul

=

™

vzl

Pl

S

b e A0 teht AEsk 2
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|
B | B | B

®

AR (riH)

D ATEGel A FEe

RAER)

X )

A

2+

7 13

al, A F s 7] (S-B=.218, p<.0l)l A (+)<]

71245 91

-
1

ok webd 7hd 1-18 A EHAA T, 1-2

o,

Felo] gl Ao Jepdth wely 714 2-13)

3

&

-
1

W5 71(S- =028, p>.05)°ll
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= A AT

7 2-2
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AgAke] e =k

(Kubzansky & Druskat, 1993), 48]~ A|-&=}2]

A 7

G

¥ 9Jth(Pendleton et al., 1998). o] A=
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R WHA E fAAT ARE AN ST QAT N2 HPH FaeHe

()9 o] ferz 7|AEdY. A7|AGYLe Auls Al

Path B S'B | SE. | CR | 74
Al d FAYY - FF4F5 7 4707 | 4977|061 7711 | A
Al d FAYH-Z F 57 2127 2187 | 077 2.752 | N7
A7 2R >AFFEF 7] 2097 | 2577|048 4.376 | A
A7 AR > F AR E 7] 023 028 | 065 354 | A
AR FHFIN>Aau A JF 2787 | 2577|064 4317 | A=
ARG YFI>AaH A P T 077 073 | 067 1155 | ¢
Aanz PF->FHd = 70477077 054 | 12920 | A
AaH A FE>LH AR 8537 | 8157 | 057 | 14975 | AH

S-Bv ZEsE A ZAF, x<0.05, #x<0.01, **x<0.001

T2 (AFFEE7], AFAdEDe] Aanar gEol it
FFY AFolth. AFFLE7= DA P5(S-B=.257, p<.00)l] F3F=

Ao, AFesrl= v PF5(S-B=073, p>.05)l F(-)e FFH] A

o]
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Eoew gARn DavA AEe APusel oa 77% A9HE Aow
Uebskeh webd 7bE 3-13 325 AgEh olH @ Avks A AFAY
Eofdel wet AnHoE AHAE AU s WFe] Aol WAFHE
Ae B gk Az AR AnuA BFol FES] A8 A AT

A9l A, B A9, B T 2
gelHa Atk (Kelly & Hoffman, 1997; #14H3], 2006; &4, 2012). 7] 47

oA MBI AlFARe] AR Pes FEE7] A= 7Ide] B, ARlA

oX,
)
N
N
ol
2
)
N
N
ol
Sy
o
N
o
0,

714, AH]~ F ¥ (Bettencourt & Brown, 1997; &4, 2013; &4, 2014) &
o2 A YT aYy B A

oM AMulE A7 JAanzt Fes olFetes sh=dl glo] AHla Aeat

=
m
rlo
1o
Ry
X
f
o
ko
r o
s
N
ko
ot
(o
r o

SB=497, p<.001

SB=257,p<001  SB =707 p<.00l

$p =257, p<.001

5B =218, p<.01

SB=073,p>05 S =815 p<00l

$B =.023, p>.05

=

=

b 4t Azea A% FAHE W AuARFe] tat GurHelrh Wi
A AEE A (SB=T07, p<00DF ZH ARE(S B=815, p<.00]) B
Felo] gl Aow UEyth @ dd WEEe FHOE 499%, A A
66.4% H@at Ao sAwert webd 7bd 4-13 7bd 4-2% AdE e,
oAl Auls AR Aaug BES LRI SHeAT o= A
AT AAEE auAE FHE 2 4

R4

H]X]— 1:11_}51:01 7H}1‘j-c"]}:_1: Zi% E-Oq_zl‘—‘vl %]\r’]'

M2 AFATL Az BES Bo

_—
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210, p<.001)oll +&fst gk o]

Bl (S B
A HESB

o

Felo] gl Ao vt

o =
3%

059, p<.001)°l

¢}

(19 IV-3> wj7pR g A9 =

210, p<.001

@
w0

.059, p>.05
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Telu AN AR AFFEENS B=257, p<O0l)el = G o] glont, A
Tl E(S B=028, p> 05l FFHo] Qi Aoz bk w3 4Ty
F71% AR BESB=257, p<00Dd dFHo] Jou}, ARdEsE A
al A HE(SB=073, p>.05)l FelF Fge] gl Ao Hwgont, o)
AAEE AT Bl 47 b FEA Yobd mAEAE gl Aow
ebi

FA ghol otHAS AF3 ) (Kline, 2005). Bootstrap W2 FEA7]E 200070

Bootstrap 2] S bias—corrected®} percentile confidence A& 47F & 7FA] W

o8 AZFs F dov FoFFE 95% F+ Bootstrap A A A 3FeA I A
Sk 0 23 HE Sl T
(2 V-9 Hda7 94 A5
AR s s =
Path &5 5 5y | /M4
FAYH AR FHAF 7 >A4HA P& A ¢
.000 144 144
FAYH AR AL F 7] >A4H A F& 712k
ZHHEF #9 A4 (Bias-corrected) L(.080) | H(.213) p<.001
P4 &3 9 A (Percentile method) L(.079) | H(.210) p<.001
A7 ARZ A=A FFAAE 7> 40 A BT 712k
.000 068 068
A7 BAR A F AN F 7> 462 PFF 712k
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I} A3k (213), 3F3HA(.080) 0.2 A1 F F-7F

=] AZ A Bias—corrected
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S AyHd e 2714 (1=.823, p>.05), A#A F19 4 (t=-.297, p>.05),
AR FAE7)(t=-993, p>.05), HFWE7(t=-658, p>.05)° AolE Ao
£dle] ohd oz AUtk A/ 2L FHo] lguTt FAHOD f9

SFA] @AINE Ftgho] 2w wkou, AdH FloH, AFFEET], AFA
L
=

g AvEd, A9 A7 AAA (12441, p<.05) Folo] Aoz FAFHALE 1
i AelA FRle A (t=421, p>.05), AFFEE7I(t=-121, p>.05), HFtE
71(t=1.538, p>.05)9] #elE& Aoy ale] ofd o AHAT 27| AH
Bol Ag, A AB7IAGM=5.08)0] AFM=477)Et}t =2 A2 e A

714 Az AT A 23S o A Adse Ao vehy

(£ V-11) A9 t-test 23}

ZIAF Categories MeanzSD t-value o FE
27] a3 5.08+1.29 - .
. p<.
234 A 477+1.05
M3 33+1.2
}?J E] Zi] 13 o ] 5 33 5
= 0] o] & 421 p>.05
FA4 A7 5.28+1.03
EAR-RC P A 5.44+1.13
-.121 p>.05
7 A5 5.46+0.99
A&7 7] 448+1.11
A =2 o B =70
AT 1538 p>.05
i e 429+1.09
A Fo wE A AAA, AEld Fe4, AFEALET], HFduEr]

AbolE A EW, A9l g AVAZA(t=1.321, p>.05), A A F19 4 (=566,
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p>.05), AY-FAET(t=— 461, p>.05), AF-ooE7](t=1.088, p>.05)¢ o]= <
o7& Q9lo] ofd Ao g FelH Q)
(F IV-12) A9 4 t-test 23}
ZIAF Categories MeanzSD t-value o FE
. 104 wgtk 4.96+1.22
1.321 p>.05
2374 109 o] 4 4.83+1.16
e 104 wgtk 5.38+1.13
o101 £ 566 p>.05
A 109 o] 4 5924114
_ 109 wut 5.42+1.10
Z] B SEA} °
AT e - 461 p>.05
&7 109 o] 4 5.47+1.02
Z) B o |} 1078 W=k 444+1.11
1.088 p>.05
&7 109 o] 4 431+1.11
Ao oFo| mE A7 Z2AAY, AEF T2, AF&Fds7], AFdus7]9

2E

o] o]

s

.
(t=4.833, p<.001)
p>.05), AFd
Aow sholx ).
Ao vpehy 7] &4}
o,
o}
Q4]0 7o) &

AN 2R BS

n &R 2712

do7l+=

(o

o] ==

F8
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&7](t=1.306, p>.05)¢] A&

ZA71 A A (£=3.900, p<.001),
delow selH ey, ey
SER R
71 & (M=5.71)9]
A9 =A A7
A A FoloA T 7] E(M=5.44)°] v]E(M=4.74)®.t}
ol Au Auls ATAY] Aol R

7t A2

Ao HaE

cEE

2 H kA e 7] (t=1.792,



(£ IV-13) Z&oAH t-test 23

ZIAF Categories MeanzSD t-value o FE
247 7NE 571+1.11 - ”»
) p<.
244 n] & 5.16+1.12
71& 5.44+1.06
A8 A -
s 4.833 p<.001
FA4 n & 4.74+1.18
I 7% 561+0.95
AT 1.792 p>.05
&7 & 5.38+1.09
PAR-R B 71& 4.52+1.10
A7 1.306 p>.05
&7 & 4.34+1.10

Go] Apolol] WzalA e Scheffe AT AZSS AAeth Ao A9 272
A4 (F=28.770, p<.001), A 214 F2124(F=6.461, p<.001) =}ole] ¢lo=z 39l
g 2eu AFEE71(F=0954, p>.05), AF-<W%71(F=0.139, p>.05)+
Bargkel #ol7k §lv ez FA=Ah A7 AAFAF] A, Wiy AH(M=5.63)
HAFel Y (M=5.02), staff(M=448)= A o] &= AVZ2AGH S =4 dA e
= Be® yewdrh AgA #9242 iU M=5.71) t]A}elH(M=5.25),
staff(M=5.15)2 w7} tze]y e} staff Bl =7 AXstes Aoz YERR

o ol @ Auhe Auls AT Aol ArARH L AelH Feleld e

an

(o

of Apol& dovl= le] He= AS HolFa 3t
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(F N-14) A3 224 43
F

ZIAF Categories Meanz=SD -value o FE
staff (1) 4.48+1.18
271 28.770 p<.001
Z} ol = +
AA A tztely (2) 5.02+1.04 (df=2, 338) (1<2<3)
U4 (3) 5.63+0.98
staff 5.1541.20
A
oo EEIE 5.25+1.01 o401 p<-001
9] 9] A (df=2, 338) (1.2<3)
1) A 571+1.14
staff 5.43+1.06
2 7 g} 0.954
o] 1= A1+1. >,
=7 A7l oA1+1.09 (df=2, 338) p>05
1) A 5.61+1.04
staff 435+1.11
= o} 0.139
PARSJE 38+1. >
=7 A7l 438106 (df=2, 338) p>05
1] 4] 443+1.18

(F=11.722, p<.001), A2l4d FA2(F=6.676, p<.001), &Fd%57]1(F=3.192,
p<.05)ell zolo] elo=m FelHdrt, et FF w57 (F=1.075, p>.05)%
Bitgkol zol7h gl Aoz gelH At A/ AAAL Y A, 3 o] (M=5.41)
1-3d " vH(M=4.83), 1}d "9 (M=467)% ZFAF7} 2S52 A7 2RSS =
A QA= Ao verdth AgA 194
(M=5.17), 1d "RFM=5.18)% 3d o]|4e ZHFAFE 71 Aulx= AFA7t

rlo
w
rT‘
S
o3
Il
a1
D
*
—
|
w
rL
=
rEI

1-39 vl 1 vE Aus AEud ded #0042 B4 Q95 Qe
2 et 4%
(M=5.51)2 Htgte] *

o7k fl= Aoz glHn.
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=
rEI
I
[oal
(\]
S
—_
o
=
=]
=

_H
s
rlr
do
lo
_0|L
32
o
P
>
o
b
olN
ftlo
ol
r
o
2
o
do
2
o)
rlr
0

_99_



(# N-15) <Fd5 e A

ZIAF Categories Meanz=SD F-value o FE
1wk (1) 467+1.17
271 11.722 p<.001
-3 Rk 831,
Z2AA 1734 ¥t @) 483+1.25 (df=2, 339) (12<3)
3d o] (3) 541+1.07
19 w)vt 5.18+1.22
A
N A I 5174116 6.676 p<.001
F 0l 4 (df=2, 339) (12<3)
3 o]t 5.68+1.06
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- 1-3 ] 5.26+1.11 (df=2, 339) p<.05
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p<.05)ell Afelo] dow FAHAT. eyt AF o5 7] (F=2.485, p>.05)=
gGiatgkel Ael7b Qe Aem FAHS A7 23 A, 40W ol

(M=5.83) 30th(M=5.31), 20th(M=4.60)% 30the} 40th ool 20t) Xt} =74
BAs = AHetes Aowm yewt AdA FAYA L 400 o] 4HM=5.99)
30tH(M=5.41), 20th(M=5.14)= 40t ©]/Fo] 30tk 20t Wvh 422 Flo) s
A s AFEdEE7I= 400 o] (M=5.83) 30tH(M=548), 20th
(M=5.37)2 40t} o]/l 20t Huh Aeld Flo4 s =7 A48t
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