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At dAgH o7 2834 " (Geralis & Terrziovski, 2003).

Conger & Kanungo(1988)29)%= AIHEE 7|E9 §7]Ho olE 4 7|H 9
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@AE TR, 29 TYU] 2B, ARUE L 250 YRE F7E)
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H

70 (relational construct)e] & WS ¥3dels oz By 5754 A Iy
o AHAYHEE FAMORE gt A Ee] Fol7tE & & dvke #Ado
U ®Bg, 5 A7 Es (self-efficacy) = F-osk= Aol sta, #AA% 7id 9
TS A9 AR AL sk el FARA 9 E Fe S

j=13
W
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% QRAUEE 24T S/ AR Fol 9 Rl o i) A7k

57 (self-efficacy) = ZtAl sh= A&t el o] 7| Hoelgt Hojug]ar Q).
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At Y HE] e
FAF AN 2 o] o] Aol mA= G, Folxl HFE S5
Thomas & Velthouse | &3 & = 8, A9 ERE 7|Fo 2 3 Ao ggt on|, ~xg
(1990) A5 ddste] AAsts dded 5 WA Ars71E 247 LA
Folshs 34

model of intrinsic task motivation; Academy of Management Review, 15(4), 666-681.
28) G. M. Spreitzer, (1995). An empirical test of a comprehensive model of interpersonal
empowerment in the workplace. American Journal of Community Psychology, 23(5), 601-629.
29) J. A. Conger, & R. N. Kanungo, (1988), The empowerment process: Integrating theory and
practice Academy of Management Review, 13(3): 471-482
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2 HzxE FRAIVIEE &8st nAAHAA AT

Hest Aol Qe gk WS A ;A A H] X(core service)o] AT, 12

35) Gronroos, Cristian(1988) Service Quality: The Six Criteria of Good Perceived Service Quality.

Review of Business, 9(Winter):10-13.

36) Kelley, S. W., Hoffman, D. K. and Davis, M. A.(1993). A typology do retail failures and

recoveries. Journal of Retailing, 69(4):429-452.

37) Parasuraman A., Valarie A. Zeithaml, and Leonard L. Berry(1985), A Conceptual Model of
Service Quality and Its Implication for Future Research. Journal of Marketing, 49(Fall):41-50.

38) o9 %,(2011), "M AR 2= S HF Aol W e E o mA= d o] A ATy
778, 49-67(19 pages)

39) Johnston, Robert(1995) TService Failure and Recovery; JAL Press, 211-228.

40) M. J., Bitner, B. Booms and M. Tetreault (1990) "The Service Encounter Journal of
Marketing;  54(JAN):71-84.
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Bell & Zemke(1987)9] Aol A = S22 AAZA, A, A ol]), A A<

wab 2E 3 ASH BA S Do) ALHE 242 ST
Apshs Az Asfel diste] 87 ¢ nAe tRd QoA A A3
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)

] & (tangible recovery)d} Alg]lZ 3E
(psychological recovery)2.& +#3}7]% o}™(Carson, Carson, Eden& Roe,

1998), A4 3] & (adaptive recovery)¥ A =74 3] & (proactive recovery)o =

B ekm, 434 G5 Ao 9 $42 AT wEAY F3A7) 27 3
—L

(RIO-9) AMH£3]5o] A4

Q74 SEEEEREE
Gronoroos AMulz Aol oigk thA] WgomA Mulz AeArt MH s AsjE
(1983) s1Eat7] flste] A s Aulx At Ak 4%
Zemke & 7190l Wate] ATE AE F AHA7F nAe] J]el] EulA] BrkEahs
Bell(1990) AAEE W AEY 52 ASAHE HEde dEe 34
Rele & 1 gat paim aa wi Ausg wgel 92 7199
Davis(1994)

41) A. Jong, and K. Ruyter, 2004, TAdaptive versus proactive behavior in service recoveryy :
Decision Science 35(3), 457-491.
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Zeithamal et al. | A1 279] An) 2ol tidk Azto] Aol ol detd Aol t@
(1993) PREEAEBEE
Miller et al. A% Aden A4 BREF 1) BEE DAL oled A
(2000) FaRo §437] A8 A%
Aulzs AgAe] Al A9 Aoz ofed Anag ATeA BehowA
Johnston & g el 2 ARATAG B B8 A7 Aus AT
Hewa(1997) [

F 1AM Fxete] ATAE 2ok el

2) Aol BB AT

AMuls Az BAYS A Ao Evrd ojmx] &4 79 9 A&
oksl Al71A] ZowH A=4Ql FEx=HE stoof drh(Keaveney, 1995 Kelly
& Daves, 1994).42)
aHBEE AH2s 79 Auj2e BN RE A 4T & AN Auxs
Aafoll oF BAYALE ] mAoleI} BAA FHI Z2 v E FHAskE] 9
3l A 23] e gk FeAdS A 7tsloF sk
MUl 23]Eoll #gk MayPATo] W= 7|E AE FASEH == H]&e] oF
S5Ef7 MEE S BHE 7] 98] =vkal 3th(Keaveney, 1995)43), A A= a1
A FAE 2% FEATIE AL 10%°] H-§H43h3 2 3347 v (Power &
7192 oF 25~95%9]
o S71= 74 27]1% 3thH(Reichheld & Sasser, 1993).44)

wok opd Aus B B nAso] Aus HE L Bg v

>

Lisa, 1992). &4 5%¢] 17} ojgh3 o =X AH|

d

_E
Lo

HAE AE A&k v &2 70%0]/FolH (Kelly et al, 1993), &3 7|7t 52t
Ml 3 E w2 PSS 2 FAolw, 1 Ax ¥ AasA aAwro] ¥
g de B gheH(AlE A, 2006).40)

42) S. W. Kelley, & M. A Davis, (1994), Journal of the Academy of Marketing Science, 22(1): 52-61

43) S. M. Keaveney, (1995), Customer Switching Behavior in Service Industries Journal of
Marketing, 59(2): 71-83

44) F. F. Reichheld, & Jr., W. E. Sasser (1990), Harvard Business Review, 9(10): 105-111

45) AF2(2006). THDE =BT o] §nA o] AMu 235 FAY A Zto] nARIET} Ao Ajo]&-of
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27 Aol dieto] nAe] FHAOR HUME FIAOR = S wIH
(Westbrook, 1982).
HZ AFAE ot AHl 2 I EI = o= fFog AAdAATE e
2 v (Goodwin & Ross1992).46)
2 B &o] diete] whRshA] RE A vk uAE (o] AB[a FH o
sk Q1A o= A xpo)7b glthar doh(Zeithaml et al, 1990).47
Binter(1990)4)+= o 2] 93 W (role-playing approsch)< 7l&ste] A3k 2
I, 71 e ARl Aol diE JFH FALES] ToH < vEE2 AMuH| =

Mccollugh(1995)49= 3] 573 3kof w7 o] 3& 7|th7h 3|5 o] 5o whho] ¢
Fe MAE ATl At e & VdEY aAvkSe] A el T
23 Q9lo]la Spreng et al,(1995)502 Hubz ol wkEyl Mqu]x~ EHA7Ee]
A HAES 23, Hx9 A5 AMulx 3 SA 5] vkl dnksl J3F

Goodwin & Ross(1992)50)= mAutEy} 2 7tsl Ao AAE F9Hs=0)
Aol B T8 FY AE e A AztE #AAolH o E Eof, 1A

X e &gl wek A, o] uAeY o] AR TR TAu AP, 7(4)

46) C., Goodwin, & Ross(1922). TConxumer responses to service failures; : Business Research, 25:
149 163

47) Zeithaml, & Berry(1995) Journal of A cademy of Marketing Service(fall), 23(4)

48) J.Binter, Mary (1992). Journal of Marketing, 56: 57-71

49) M. A.Mccollugh, (1995). Journal of Applied psychology, 62: 430_486

50) R. A., G. D. Spreng, Journal of Service Marketion, 9(1): 15_23

51) C., Goodwin, & Ross(1992). Journal of Business Research, 25. 149_163
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1984), #k2lel Z1die] dis] SFA171= A3 wpe} YEbuE vhgol kil Skt
T THA, HE, A, A AFeh ddste]l A A dEHE Aosr e
(Betty & Schnier, 1981).52) oj&] gxp&d o8] #FubZof| st A4
Hom tpeFgk Fo] Al WAL At Smith et al.(1969)53)-> ‘%] ¥ 3

Aol dal =7l oW =4 e gAolga ARntSs Fo &
%3l Hoffman & Ingram(1992)592 nAWES A& AH] =

Abd o] mEo] Add sojop il FARAS] o7t w2 AT, Muls F
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2
2 O

ARTES 7)<l 24, e, S 5 AT BEE 24 E dEA
zb= =gt Ao (Szilagyi & Wallace(2000)56) 3hH A 2 Ewk=o] 7d-S <l
A, 34, A dFgFow FAARYD ST

of &M 7HA= FAbLS HE=7E @ Ve 53E dEH

52) R. W. Betty, & C. E. Schnier, (1981). Personnel Administration

53) P. C., Smith, L. M. Kendall, & C. L. Hulin, (1969), TThe Measurement of

Satisfaction in Work and Retirement, Rand McNally

54) K. D. Hoffman, &T. N. Ingram, (1992), Service Provider Job Satisfaction and Customer-oriented
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55) o4 ¢, ©]71&(2018), AN =&

56) A. D. Szilagyi, &M. J. Wallace, (2000), FOrganizational behavior an performance, 4th ed.,
Scott, Foreman and Company j
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M =714 9] AdXAL A (HRM)7F LAz 39 E(Empowerment) S

E3F Mu| A~ 3843 (Service Recovery Performance)9t 2 5F7+:(Job Satisfaction)oll
A= G AAA, =5 EAo] FEHI A AP JAA-AH 29

a8 FoEA AAw FAC]l AYS AR m; Mulz AHAA oA}

AR L sh o] Aulag gehl Aash=n DA olthel X8, 2015).5%
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50) o143 (2015). 7w 719 FAe] Aeld QRAMES 24 B M= 9P, 25 B
o zdg e T2 Mourism Researchy 20(4) 153-171.

60) P.Boxall, 2013. Hum. Resour. Manag. J. 23, 3 - 17.

61) V., Zeithaml, A.Parasurman, L., Berry, 1985. TProblems and strategies in services marketing.;

J. Mark. 49, 33 - 46.

62) C. Gronroos, 1988. [Service quality; : the six criteria of good perceived service. Review of
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A H) 22 A (Service failures)ol ©-S-3l7] ¢8te] QAQAEEE Folste] A3t
3FA] 3ot (Ashill et al., 2008: Babakes et al., 2003)63)

weba QIA L #E] (HRM) w3 HR#o] 7FA = AH] 2 Abglel] AAZ o
DA FEEEA, olFle] B AF Hxoln o] AFE A okl A FHx]

ed e ATee Aol

MB35 dEfoll = el A 22 7F E3E T A2 Aol &5t
= 424 29U Michel, 2001: Patterson et al., 2006), < 7}dHx A A, A}
I, Aol e A, £ 2 B Aes Adestar, drkFog S74%e S
ael HFHATE Muls 3 IR Az A dasith wEbA A wMidE S
s 1 FAe Foste] & o) §-3tH(Ogbeide et al., 2017).69

Mul = A9 g #elste Bl o =AY a3S Anlx Ade 543 %

B

A7 BWbS A7|ste 1S wEAI7E d 283 AS A Y AR e
St Bowen and Lawler, 1995).65

Muls Ao 5= Ao BE A&l tiste] dFsta de & 5 Yo

7} & @ 3}t (Babakus et al., 2003) (Bowen and Lawler, 1995), (Lashley, C(1999,

63) N, Ashill, M., Rod, J., Carruthers, 2008. J. Strateg. Mark. 16437 - 462.

64) G., Ogbeide, S., Boser, R., Harrinton, M., Ottenbacher, 2017. Hosp. Res. 17, 204 - 216.
65) D.E., Bowen, EE., Lawler III, 1995. TEmpowering service employees. Sloan Manage;
Rev. 36, 73
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Boshoff¢} Allen(2000)709] Aol &= FH Ao Au] 23547} Qa9 HE 9]
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66) C., Lashley, 1999. TEmployee empowerment in services; : a framework for analysis.

Pers Rev. 28, 169 - 191

67) Bosshoff and Allen, 2000: Michel et al.,(d 7§ ¥=%

68) K.W., Thomas, B.A. Velthouse, 1990. TCognitive elements of empowerment, : an "interpretive”

model of intrinsic task motivation. Acad. Manag. Rev. 15, 666 - 681.

69) A. Bandura, 1989. Human agency in social cognitive theorys; Am. Psychol. 44, 1175.

70) C., Boshoffand J. Allen, (2000), International Journal of Service Industry Management, 11(1),
63-90.

71) N. J., Ashill, J., Carruthers, Journal of Services Marketing, 19(5), 293-308.
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A9 34 F AAAA ARl FHo] AAH = A7 Brhe WA Al
AgkS zval oA A A4 (Empowerment)S 3k o] AH| A AlFS A&3HA st

g 2ol ti(e] A &, 2015).74

(Schemerhorn, Hunt & Osbom, 1997)7, 7§<1¢] 7}x] ej=. 21\,
dolvp e wet Ao #AF A =S, 20020 o] A, 200
470, g he]l AFE EH F

(o] &4, 20007 Soz Ao °d F 9t}

aEu HZed EoiAWA 7YY AFolRE AAstE T 248 W

et FAde e ol FAHUA A HEY] i Aol ] AN

73) AFdF2A Ze A H A A gtal #AF st 7144E wg)

74) o]A3l, 2015 TR A=,

75) J. G. Schemerhorn, & R. N.Osbom, (1997). TOrgarizational behavior; , NY: John, Weily and
Sorns, Inc.

76) A57(2002). TR 7G4 Mujax g B3 A FAYE AFNSY 2ANE FAHoE,

FAFARAF, 12, 39-64

o] A(2004). Fo&l AT FAMAY 2AAFTYANA, 2AAY, 2AEY, AFUSaA A 4

éiﬂroﬂ aet Ay, THF-AAAT, 16(3), 227-247.
) A &A007). TR o] A RE, 222 U A G| A E Jol B AT,
Fojeha ojshel whapetsl =g,

OLJ:% %N

_40_



Hoh 340 A& & 4 JoHKirkman & Rosen, 1999).80)
TS AHEY H o AR M|z A R H
AFE ol dAHFHEE FHAA FEFAAE YE R AA], 20050 7,
2006).

a2y 9=l A8 = A4S e R dHAddHRM)S daHE
(Empowerment), A]H] 23] 4] 3}(Service Recovery Performance), 2% %F<:(Job
Satisfaction)®] #AITES e AlAE A4+ wH S

53] H fHuetel FAsE At = A8 THAR=9 oloAl= HiarE H

e

AL HRME  F3 A3 E(Empowerment)7F A H] 23] 540 I (Service
Recovery Performance)®} 2] %% (Job Satisfaction)?] 7Hdel whadt =<3 &
A AAE AFHEFIEe] BAE et A B-ETIgel A we ek

Al 238, ARRE 5 3G Fel Bad AFAL AARE AN SR

R4

78) 171990208 (009, TAHANE} AFREA FAAS) ATBE B0 v
g Aty Mel=rze]ehs|A];  19(4), 119-136.

79) G. M. Spreitzer, (1995). Academy of management Journal, 38(5), 1442-1465.

80) B. L. Kirkman, & B.(1999). "Beyond self-management; : TAntecedents and consequences of team
empowerment . Academy of Management Journal, 42(1),

rir
2
o2
S,
)

_41_



KO
=
<

o

oK

780
M

8!

ol

B

o

o7 7|9 E 3}

SRS

=

—
fite)

i

el
700

%

tH <29 m-1>3 2}

)

A4, p 30

p 720

$(1982), FRAFEA W=,
82) AHZ(1988), "A}3| 718 A FAPYHE a8

s

pu

81) ©]

- 42 -



- Hil
, b H2-1
| DM ~E SEEE A
R2=0.506 / \
| MH| 23|50}
Se— 5 | R?=0.634
e H1-2
SR VTPNEPY | moxsy | Ho-2
" : R2=0516 / . )
- e XoorE
H1-3 o e L
. S R2=0.497
ZYAE Hegs | -
R2=0.406 =
QI X RI 22| (HRM) 2 ot 2| M E (Empowerment)

yA) ESESES|

D 7ML, 2, 39 A4

we AGATNA 799 Y3l I P& Fdy BuHE A%
AT HRM)S 7 HAHQ BRUW wEEA, g, FAw, A8
el o)

1994: Bae & Lawler, 2000: Delaney & Doty, 199%: Huselid. 1995: Ichniowski, Shaw &
Prennushi, 1997).

e e b FEHoR Zrshc YFelskw ¥ 4 UrkArthur,

B AT MRS ERTE =2 SRl AR =TIl A )IAE S (HR)



Bt 2] 37HA

<]

jgase)

7

\

AO

<]

H

52734 1]

of
=
L

T A ]

™
ol
NJo

w

2 (AL 2 4] B

4

0
—_
"o
oF

el
NJo

%

AT

A

m-2) ¢ 2t

-
it

#2] (Human resource management)©l] =3t

T <

2

I

m-1> 1%

-
it

<

Aol JuHES] HAyPAFES A Hd HRM(A H]

R

2

I

o o
P Py o o
—~ —~ S —~ —~ ) S = =
—_ — () — ()
X — M [ M — g . = Q B =
T8 2] 528|882 E h: h:
vaﬂ =t —_ — — = | | — Q Q
) © < © 3 ) N = Wa Wa
iy S B o B S e o 3 o )
B %0 o % n
3 = o = & n
5 g 3 g GOy is 2 2
gl
Tl 2 & 7| £ & G = =
M M = =
= =
el
el off
= E] Ho
ol ) <
= = o mj
o —_— ~ =y
2 on off ~
<] et =
£ o %0 = "
o 3 oy op y o) na_wﬂ _
0 o | =1 0 )
= = = | o e e ‘WF ™ o n
7 | M o | 5 oy {Jn < o|
i of | ™ of o | X T %!
il A | o E] W Urm 53 ~
— =1 > )
n
™ o A T
W T ul Ho
e ™ M "
=y ol =
= il &
E o )
N ™
5 — o) —
o = £ 8 E
y 7 & & Z e £
) 5 & m =
S = ) =

_44_




—~ - —~ —~ —
. 9 o 3 3 3
S S 2, ~ S S S
s L. ® E | E ¥ | E | E
| &g ¢ 122 S 28 £ £ £
= & Sy = = =
< o olw s T S = 2 2 z
f G I 2 A T e
fm — of 8 S 0 B 3 < ]
= - = e} — — —
2 | E = : : :
v
. Z o o o
~
ojn m of Mm i _Mw
w | X % il RN I
w2 o I - X O
~o @ W R o) L o X o = s
~ 5 = o o = (- 32 S ol <
= X0 = o il 5
w | = “H|Z | E | o S
ol ) w | % oF =y _— N " op
U_lﬂ o Mﬂ 6N ﬂ/u.A — N = ﬂ/u.A
= | T e DR = |[Ewl J
S ) ~ ﬂﬁ o o ‘ilo zt -~ oF o ,C Lf
o = T T g | = o
H oo W < B B Bl o e
) 5 o Mo ) e op | & wy | R %o A 3 Ho
1 oy = = ; 3
%.ﬁ Wrﬁ R X W | T Wy S w.fr 50 A JMWC E. ~ ®
o m_m Wozn | o A3 M ® T b it
AR PN AN
N = X 3 ° -
e TR W | T % T R
o &) ™ - ™ <
Ot ‘_Ir‘Vl Ot ~ Oﬁe =T X Ot
Hin JiaX T o | ol ol A ] Mo
B3 ™ = Mo i =
o T | o 1%0 ,clﬁ = =
= 0 = < ~ N A <° =
= ) = X —_ S
G ™ * EaE 5
<° < ™
— =
7 5
T D
02 =
a +=
To S U
o 91
N

Y

3} 9] ¥ E (Empowerment) o] ¥

m-2> <

-
it

<

—_ — — — —
X Lo Lo Lo Lo
18188 8
- o) o) o) o)
| S = S | 2
<] <] D] <]
ﬂ o) a 8 o)
X ) N ) N
ok
=)
TR on o
S BCE S .
o o
1o _ —_— C_I
= ~ mﬂ. «|m
ToE| e
oo Jo ~Q) ) —_
= I
o | 7
N o5 T A of
= ~
e
I -
A B T -
o fr SR
~ Jo o
0
AR Bo
“UM ey ;OVE
Ak
oy
0
iy =
& 3 g
) - = S
X m

_45_



ALEL T AANA HErketa e Youndt (2005)

Aol 9le Spreitzer (1995)

010 Tomas & Velthouser
m (1990)
&0l AL Spreitzer (1995)

o] o s ~n2 ARG

Tomas & Velthouser

o (1990)
2Apx9] Aol 9lo H-AY AFE A3 st
PAR=E =] talel =gl 3 . W A °° Spreitzer (1995)
(Tob 7187} A&
fo Ao} Belste] Aoz AAAe] A4S | Amett, Laverie & McLane
Autonomy) 3184 (2002)
uATe] FAS A o] Fts o] & AE Amett, Laverie & McLane
3184 (2002)
TN A dojuts dof thete] Add EAHS
Tﬁ 5] ] 1 301]/}‘ = ] EHO]'Oq i) ] Spreitzer (199)
7HA A e
o 3 2 A AR Seld 9o Tomas & Velthouser
= }\6 % [e] i > 9L
T T %0, ] =70 T A (1990)
FAelA dojibs deol mA| o] & Spreitzer (1995)
HEao A doju= Ao disf] e EAH0] IS Spreitzer (1995)
2 -4 gk
FA oA doju= doj] Foi kS H)H Spreitzer (1995)
(Job Impact)

249 Qo) Yt

Tomas & Velthouser

(1990)
U] 4REEe Ao Lol Age] Foly o RILH2017)
o] drsdsee naEd g v ©14:8] (2006)

_46_



7Hd HI ¢ J1HALd A HRM)E A=A g Ed tiste] fof g
Ve MAA 2 Aot
ol 7pde HF& Hdl 7kA WeE AdAste] va

EEET Y

:

U
rlo
2
ro
N
X
i
o

#7}

r

7F4 H1-1 : HRM(L S, B4, A 2~ed)e MR =FA Yo A HE (A F 5

2ol thste] Fo3k e vAA 2 Aot

7} H1-2 : HRM(Z S, B2 A 2ed)e gl w=2A19e] ot HE(HFa1&

7F4 H1-3

SRS 248 ARAT A7
Mul s BaFol| el Aol A 2+ Al Hinkin (2005)
Al =854 [ ad] Aelg A B AgE esd AH
R o e Hinkin (2005)
* FAE e 34 F st 8
(Service | syuj. gusge 4&q0z 243 Jong & Ruyter(2004)
Recovery
Performance) | 112815 A4S tioky] s A d& A+ Jong & Ruyter(2004)

CRES X S

Jong & Ruyter(2004)




uAZ9] Au) 28 Ee] et 7]uir}t o] @A thEX
s A Q o W@ 7t o Jong & Ruyter(2004)
olgflstHa =gt
A B A Ao s Adete L wd3 Zemke & Bell(1990)
w83 A Ao Algale s mheo] 98 LA $-3-2(2013)
F AR TE FEstel vt 2ok e,
(% M-4) FHF9=(Job Satisfaction)ol] 3+ A3+
GRS =48 NHAT A7
Ao LFAe vkt
A T e FF] g ok 8]- A4 & (2010)
A4 srke) Aol W
R AR B 0g dojota Y2
ATt e A5 gs] AHEES gol =4 McCormick & Tiffin(1977)
A i ube] g i Be g F
(Job
Satisfaction) gt o] LE3)7)o A 15-73(2002)
HAd IAA o AF o] A4 (2004)
ANAA el T84 °1-84(2007)
Az e ) Aol v
LH;f jv ol Lloi 7:? oui7k 918 A
or— AT
= 3 Lin, Wong, & Ho(2013)
e 7k g sk AlgEel Qelelekn )
F A9 TE dxstel ATAE fok e
e #AYE HMYPJAFE EUE o] oSy 22 MEE AAso HIFstaA

L=

7k H2-1 o] 31 9] | E (Empowerment) =
st Fonst s m A

7F H2-2 o] 3} 9] ¥ E (Empowerment)+
fFolm gk Fks v Aol

_48_

A 1 E AL
Aot}

AAwFAL ] A

REESCERERY

s
RS

ol sk



X

2] (HRM) 7} 2

]

I
R

[e]

EEEEREEE

-
-

744

-
1

17

-

1) =4 s

3. AR AA
=

To!
!

el

N~
I

™~

2

24 3} 9}

o5

3]

) E (Empowerment) 7} A] H] 2~

o
-

9 95

[e)

2] (HRM) <

1

2

I

Q14 7}

al7

B

—
fite)

o
-

T

s
RS

=]
5

2

,

6

7}

J

3

EE

3]

2 7AaEen, qulx

5} o

3T

o3 %
bt

°

=]
5

]

Al

2 74

[©)

HE

%

w}

o]
k=i

i

IR

"o

il
B

0

)

¥ (HRM),

G

N

+
Tl

B

Bt

fite)
!

il

"
~

Ho

al?

X

otz
X
B

el

il

B

o7
N

AT BH HEAY oo F

SFIAT.

1 5 2895(83.0%)7F FEel HF

2021 3¥8YU N ¥ 3¥€12¢ 7+A 547F 374A} 7HA
e}

F oJarel Ag 1A w LT 1A%, P 7k %, S A =

R4

-

1

0]
% 9]

o A
(self-administered) 'S o]-&

A71714

-
1

pom,

S0+

3

<

E

otz
X
W
B
_

_49_

= ot

2

[€)



=
A
0
H1
-l

NEECIESE T
kU

(1) <142 2] (Human resource management)

@ %% @ (Customer Service Training)

=4 stk mEEde 495 4TS 37 A4 Bue] WaE @

WET AEPA w§ 2w /)5 Ro] So Fod 4 Jrko]HE, 2000)8

an

Aitel ded EAAAE wd A W odFd meY BAAARE, deA L
B s HukAd e thek B whd == (Bae & Lawler, 2000), o] &
(Ichniowski et al, 1997)%5 2 Ay A7} Aot
AAM BB Aol g HdgAdqte] SAIEL Ashill, (2008)890] AREE A

a9

do
2
k1
11t
>,
2
e

H

-

zggme g 2 BAE Aol UF B FHHow uAEAS A I

of ek WA, 3 Mulze] et HrbE 7wt 3 BAF o tidk HR¥ & o

83) Ro, H., Chen, P.-]., 2011. Empowerment in hospitality organizations: customer orientation

and organizational support. Int. J. Hosp. Manag. 30, 422 - 428.

84) olx=3 (2009), ToistzZo| Ao kA <l AAY B (SHRM) A &3 22 A1 7roj Ao &3t o
T - TEEAEA Y] wiERe AV Easd @ 2ATAHL AAFTY 2HETN PSS TAHLE,
=" g st WARSEY] =i

85) Ashill, N., Rod, M. Carruthers, J., 2008. ‘The effect of management commitment to service
quality on frontline employees’ job attitudes, turnover intentions and service recovery performance
in a New Public Management context’. J. Strateg. Mark. 16, 437 - 462.

e

_50_



bt

°

T2 =4

J

pzs
=

® 79 2~E}lYd(Management Style)

t}. Likert 54

olo

2 Boxall et al(2011)80)¢] A}

5}

g

_ZTI
o)

B
o
%

)A
o

—

O

<]

jgase]

ﬁo

o

st eh.

o

T2 =4

J

pzS
=

o Aulze) wy

o

Ahabel gy A 2t o)t} likert 5%

p=2
o

Sk
=

ololtjo] Al-F,
2l (Job Competence)

% o

}

0]
pul

‘]

fud
1
[€)

b1 9l
A

of Al
(2) <1399 E (Empowerment)

°

A
Y
® 2%

‘]

;OL
8K

il

)

ox

™

fite)

4
el

593 /)%

52 Spreizer, (1995)870] A}

5}

g

<
o

o

I

FSATt.

S

e

=]
&

o 5ol It} Likert 54

ol
oF
el
o

-
il

AL 2419

°

@ A HFA44(Job Autonomy)

e AeA #Agoldt.

o

o}

el
ojn

R

+

o

fvze)
pyl
el

1o

o

. uncovering HR
dimensions,

in the workplace; :

FAnalysing the ‘black box’ of HRM;

goals, mediators, and outcomes in a standardized service environment. J. Manag. Stud. 48, 1504 -

1532.

87)

2011.
1995. TPsychological, empowerment
measurement and validation. J. Acad. Manag. 38, 1442 - 1465.
- 51 -

S.H., Ang, T., Bartram,

Spreitzer,

G.M,,

86) P., Boxall,



olo

bl

°

T2 =4

3

Pz
=

3
=

So|t}, Likert b

® AF4g(Job Impact)

5.2 Spreitzer(1995) ©] A}b

~
;00

fvze)

X
_ZTI

B

o
%

)A
o

X
_ZTI

_ZTI

==

=]
&

o]t} Likert 57

& Aol

9]

i o

o

g

+

4
Mo

AL o

;g )
A)

o~
T

Fol FHole 9w 5ol (Gronroos, 1933),

A 1]

[e)
1

29 o)

°

[e)

L

2]
2 Au g

571

o

PN
=
A
=

12 Al =5

8] 23] B (Service Recovery)

@ A H] 23] E A 7} (Service Recovery Performance)
A7F AE] 2 A o)

Hart et al.(1990)

olo

o

SRR ERE RN

bt

o

2 %4

G

e

A

o =
< 3

o wk=

she

|

1o

KeX
=

_52_



Solth Likert 58 H==2 =4 3t

@ A F = (Job Satisfaction)

L

Peterson(1993)8%), A A AM A WA S Del=d, = 3 sfelo] ¥ 7}

(E -5 AFAe 74
T2 Y MR A 24

Ro & Chen,(2011)
13 1~15 Ashill(2008)
Boxzl et al(2011)

. e]
(HRM)

IS99 E

(Ermpowerment) 13 1~13 =R Spreizer,(1995)
A 0] 2= 5] 2 . . (Likert 53) Hinkin(2005)
43
— A - MOAQ-]JSS; Cammann,
e Fichman et al,, 1983)
o = T
V.3l A8 10 1~10 R
ERES

88) S. P. Brown, & R. A. Peterson, (1993), Journal of Marketing Research, Feb.: 63-77
89) WA A ZA A GHEAMOAQ-JSS; Cammann, Fichman et al., 1983

_53_



= 979 " As= deoly  Ad(data  coding) A& AA

Ao R = A Ay S ATA EAS et s RERAS
Ald skt BEAd e £ S AdAskr] flsked A7 3 WA (varimax
rotation)S AF&3Fo] 224 (factor analysis)S AASIH L, SAHAEF AL
= A%317] 918 Cronbach’s alphal5¢F A #ABAS A&

T3 A FAMEe ARG ALY E T JdIAHHETT AH]| 23] 5 A e}
AEaZo] wxE S dolH ] 9] trE 3] A (Multiple regression

Analysis)s A A 89t

_54_



V. H47% 2 A%e H4

Fo AT ATH 5E4e AHRy] fote] NEEAS AAE i E NV
-3 2o 4 E3 4Ee 3R 1087 (37.4%), o1AF 18178 (62.6%) 2.2 LB
oL, AES 20~294 889 (30.4%), 30~39A4 130%(45.0%), 40~494 517

AEEEE A H&o] A Yeiwed olv M=o 544 o349
T B e ke A9E B 9l
4779 (16.3%), the- A8k 87 (2.8%), thet=<4 2339 (80.6%),
et AsE o] 198(3%)ex i &¢jo] 7P RE7E wshow, A =3
A dF7F="e 19 vk 504 (17.3%), 39 ~59 mRk 1114 (38.4%), 59 ~10d
m gk 947 (32.5%), 1068 ~151d w9k 239 (23%), 159 o] 1194 (3.8%)o2 1}
Bhton, A=A 474 8-S 19 v vk 5084(17.3%), 39 ~54 m vk 939
(32.2%), 5 ~10 ¥k 817 (28.0%), 10 ~15\d 1 2k477 (16.3%), 151 o] 4
19 (3%) 0. & eyt

ge 3d~5dol AAst AAGAN NEFA 2 olf AYnAe)

=
T4 HeolEAY 20398 (70.2%), AEFviAE 409 (13.8%), A AY 8%
(2.8%), WA (BANK)9H (3.1%), AWML~ 7H(2.4%), 27 (Cage) 139 (4.5%),
HHBAR) 9% (3.1%)0]a1, 219 2 A2 ALY 1389 (47.8%), T 659 (22.5%),
2] (Floor Person) 57%(19.7%), ¥} (Pit Boss) 27%(9.3%), © 7% oA AAxtH 2
g (7%) .2 e

&P E = FEES 2178(7.3%), AloFA 279(9.3%), B2 2419 (83.4%)°] o},

_55_



A 252 1008 Doldt 27 (.7%), 101~200%H 987 (33.9%), 201 ~300%+H¢
16173 (55.7%), 301 ~400%H1(8.7%), 401~500%H1 27 (7%), 501~6001H 178 (.3%)
ol =zt 7MY 547 (18.7%), ¥ 71 2359 (81.3% )2 U}
E} W

T8 W (1) u] &%)

dA} 108 37.4

P o} 181 626

7 289 1000

20~294] 88 304

30~ 394 130 450

A 40~497 51 176
50~594 2 69

7 289 1000

L(EY) 47 163

gl Ak 8 2.8

B g &4 233 80.6
gk AE o) 1 3

7 289 1000

1d 50 173

3~5 gk 111 334

A A 5 ~10 94 25
Rk 104 ~154 1%k 23 80
159 o4 1 38

7 289 1000

AA) 74 e 1 v 50 173

_56_



3~51 gt % 2.2
5d~10d w]wt 81 28.0
SER 10 ~154d w]qt 48 16.6
o
153 o)A+ 17 59
A 289 100.0
go] &A1 203 70.2
HEwAH 40 138
HAAY 8 2.8
L 9 3.1
A
A A~ 7 24
%14 (Cage) 13 45
HHBAR) 9 3.1
SHA 289 100.0
AR 138 47.8
+< 65 225
th 2] (Floor Person) 57 19.7
29 2 2 A
Z#H(Pit Boss) 27 9.3
B4 o]} A AR 2 7
A 289 100.0
I EE}] 21 73
Al k4] 27 9.3
-8 HH
712 241 834
A 289 100.0
1005+ ¢ o]3} 2 NG
101 ~200%H R 339
201 ~3007H 161 55.7
Gt A5 301 ~4007Hd 25 8.7
401 ~5007H 2 N
501 ~6007Hd 1 3
A 289 100.0

_57_



~ | n | =2
- || 2
=
SRR
AN | AN
o,ﬁﬂ
T2 |
e]
o=
an
o
—_
N
N
H

._A__o

2] (HRM) el o

A

D 1=t

g (HRM) el

A

o1& =}
T3 7N

bol A} 9]

Al 8]

3

<

1(EPA) <=

bl ot

S

e
-

o

el
NJo
&

A

KMO(Kaiser-Meyer-Olkn)

09172 WHFE2] AAo]

KN
T

Bartlett

T7F st

sk
=

0.000°11 A1 157}

ool

2] (HRM) 2]
2649.3712 2 YEelY FAF7HAd 0] 7]

A

Q14 7}

el
ojn

Cronbach’s Alpha Al 0894, A H]2~H® 742 Cronbach’s Alpha A4+

_58_



0.889, 7 ~Etd¢ Cronbach’s Alpha AlFE 08912 ZF 2919 Cronbach’s

Alpha AF7F 060|149 S Ho

o
1=

]

\A
)

=

=

=

R4

@ grow shef wgleh

g
e (HRM) ] A&+

[e)

i

]

-
R

A}

] A= 73.106% =

A

A

&l

4 9t} (Hair, Anderson, Tatham & Black, 2006).
2] (HRM) <]

1

2

o o)
= =
SERD

<

VI-2) 1Az (HRM) ol ek B e &

-
it

<

o

e 3 2 =
5w &% % %
— o o
9 & & g
: ) o 3
N o o0 —
ofF & & 3
ﬂ D~ — o
5 982 < g9 2 BEz 2R
mm B 8 €t SRS T 8 & B ER
) 2 = o 5 LRF2E R
i X = 2 5 & K B8 B B
X
T g = o
= Mo | o
oW T =
3 3 ) T
= o mﬁ
= i e = olJ o
= ol = WP e
g = " 2 o
il B Mo B
N o T =
ﬁm ojn X o) MM ° o
KE )
- = i 5o
s T pdpe?
TR o = X X Mo oF
AT ™ <0 <0 o "
‘mO

_59_




78, p= 000 ™

df

J

S
~

1=}
= =

2acs

)
=

foll A el Al AH] 2

L

L

AL

TH

n
™
o}J
o

)
o

]

5171

[
Bartlett Chi-Square 2649.371,

A H] 220

KMO= 917,

] H E (Empowerment) 2] =4S 9

3} ¢] 1 E (Empowerment) 2] Al 2 &=
o

o

s}
-3> ¢ o] yERRTE. KMOgte]l 0914017, 821+

KMOS}
Bartlett
47
9]

“

9]
“

2)

w

ToR

o

of i

0.415~0.757% eyt

-
)

0.00001l 4 137}

T

A

0

Bartlette] -3

k71 <1
A7 el 2102902 o2 =& %

oF
o)

[e)

L

L

[e)

uERA T

[e)

=

24 BEE7E 124 S0

Cronbach’s Alpha A+ 08302 Al %7} =7 e}

+

A

J

A
~

=]
R

B

)
=

3} 9] E (Empowerment) 2] 413 1 5

]

o

1o

o

°] 9

N

3

5
7} 9] H E (Empowerment) 2] A1 # =

o]
k=i

® V-3

3
it

<

bl ot

0
w
G S
puld @
L,
N
o i
= 0=
e e
Ho MR R €
L,
— N
] 0~ o
ERG S
X
ok
=2
=i
T
T
AJ Jo
a
ey )
Eﬂ o
A=
ool
)
A=
]
Noop mR
T ok T
‘mo
o ok mr

o

_60_




194

861

61.986

78.244

p=.000 ™

78,

df

Bartlett Chi-Square 2102.902,

KMO= 914,

()] o~
S o
(@] (@]
=22 F R B2 2R
T © i~ © © & = © &~ 9
— 00 [ANEENGN| ()] <t o™
REE EEEE R
ojn
—
oR R
= T To Gk
T ow BB
T o= <0 <0
ojn ~| O o— o ol
% = S LI
— or| °©
o it ) )
o ) i Y Y
i (IS ) )
) A
o Mol T T
Froal = =
oﬁe T e e
‘._ut.mo 1)_A| ~ ~
- n-
A -
AR el ) )
Rr i Y )
a- g
N

KMO#2}

Bartlett

xr
i)

W

=K

NJo

o

W

ToR

-
it

<

IV~4) 3 2tk KMO%ke] 0.901¢]#, &1+

!

o

Bertlett®]
A gkol 129207422 A YElyton FE 3k

[e)

?;51_

b1 9l

)

=]
RLe

0.501~0.814% 1}E}ytT},

60.134%°]m A& & °k50% = HEFSETE Cronbach’s Alpha AlFE AH| 2~
) E (Empowerment) 9] A 83 -

+

[e)

L

o

3}

_61_

L



i)
M

=K

15 =

A

Bl

=]
5

]

15435} 4

Eake)

V~4) A

-
it

<

55
A18
092

A1

715
638
43
7135

183

3
o

T
o

=

o

O
o

833
852

49.809
60.134

49%
622
026
606
1.019
df=36, p= .000 #x

632
622

719
770
192

88

ol Al
- 62 -

~

7
Bartlett Chi-Square 1292.074,

al
he

A= dFE 7HH A= dolE
KMO= 901,

A w2 AMu 2] s

A3

KMO$%}

Bartlett

A= et



1
£

T

-

B

o

1
665+

3l oF

)

9l

[e)

i

1
701 %%
.555**

1
B76%x
708+
614

1

660
B27x
644
669

be Righel BA4oR

1

671

°

623+
BT7*x
619+
692+
g 9

=

7}

1B

1
.709%x

528+ *

(e}

|

Ry

.684x:
.559x*
.641 %
.618+

o8

Q8] 2

.600**
675%*

.629**

D05k

8] 2

=
job

e

I Es
H
BBE

T
Jo
il

e 2~

2011).90)

To!
Ay
e
el
7o
T

Mo

=3
o

T

S1(VIF: Variance Inflation Factor)®] =A%

S} W 0E

o

+32 VIFEZF 109]
- 63 -

X

=

90) =3x1(2011). TSPSS



)
™
e

™
Y
To

e

Ho

il

@l WHe T3 (Tolerance)7F AEdl 01084 &%}

B

el
70

e

Mo

%

=3

A

2} Tolerance) 7}

L

[e)

Aloltt. VIFet

T}

foF

I

o4

A

p—

o

¥

AO

7} =159]

o~
T

choll A 2]

Ho

toloF gk (:=7d 4, 2015).9D

D 7k 19 A5 3 84

°

]

o
il

ol
N
|
)
o
™

—)

0

o

P4 e A}

12A 2 otk

FHEHRM(

Q1% 2-5)

7F4 H1-1&

e

iul

el
;OO

jgase)

%

-
it

<

[e)

L

sttt 1 A3 7 Hl-1

/\]o

V-6) 3 o] ettt

ol

—_—

o)
o

hSS
o

o)
oF

985 p<.0019 FF=

’

i
R=715%

o

=

=

=
]

]

8

2=
ftol™ 50.6%
6.549, p=.000)

F(B=.500, t=12.060,

t

o]

ke

3

O

UebH, R%=5110]9

Fol@

F(B=.272,

=
il
&

00011 HRM®O] ‘22441

[e)

=

7
stz kA7)

o

iy
A
, 169P

—L
L

_64_

bl o457

1.663= 2]
[}

1

-

F(B=.432, t=10.407, p=.000)

o
gs

2] (HRM) ¢

1

2

I

Dubin-Watson®] 3]
Q14 =}

o

91) x=744(2015), TA =



\_.WO m 1
go O_E QM ﬂ,w m‘rI;lM E! -
o 4 B © LR 1
™ B H ,W ~ ﬂl MVI HW —_—
oo £2 e o T B e {
o R o O BoH * X | Ty W Ao =
hoxooo® N T3 = 7 o 43 e zE T T
o ~ R AN3 o MR T T X T 5 L < =
% = ol X ) ° ~ % M ~ ~ e <0 T
I & o - i A i i N - =
L R = X o B T K
O N 7w LT T BT W o T <
- =3 < _ o)) il o 0 =
ﬂavﬁ__ﬁﬁuﬂ B on o oW P e 0 5 o= % T
A = i ) gorow S Ro o T
£ Mo om M T ~ DN i - _~ I o W]
B o 0 N or o T T Mo _
= }W _ o X0 N TN El ~n 0 o = —_ T —
- N T BT T o X = o %3 _ g ik m,m
dﬂéz% o = Jﬂ@ a5 W m- dﬂaﬁ w2
STRNCI - o - 9 ro T ¥ s ! Jo T
BoE g W SHNNE b S
LT mﬂﬂ% T w5 l%@@%ﬁma &g
— - — S - el
2T oy g M NI o © 2 Bow oz ™ R 5 =
S om W oo ™ S © RN 4 T3 - M o T o Mo
Noo - NS 0| % G o)) o Y = o M-;_w_ o= o CC o))
o Mom W N Y B 5 2 U og 4 2 ® Al
~ m M T X ol B P S © A am U O L
op | ° M A ol - - G = * ox Moo o B i e A
R ) - U T g X 2 T o o w N X9 ~
(R il B o N = T W s Moo o @ ' oy - &
i il Tz © ™ M N . o " r = Onﬂ B T [
= ™ o = = T B = T JJo o o o Joo o < ar
— oy o I 5 oF T W T - Er R R o o o - Jo B
m W o B o : & o o X Ho o om = M ~ Tk 2
p T B © o L TR v W Y an T N
o ! | ) ) P X o = X < - X
2w ) s ok ox = v o " S ) ay
g " = ;0 O m =T 2 oy X ,A]_ w 2 o] = 7o~ ™ o} I
S N Eoa B ] R =T = T W = @
5 ar e w T X m o T ox g b > o H R N
L. e Lo o = B o T ! LR
o T oo oe T2 T z ® o w o m o AE
Jo W e CoCI ) _ = oo X% o B jnl
o ﬂ_@l ﬂﬁ! ol ‘HD “w ~ " Oﬁ —_ J_l _ ﬁo
w4 wm " o e R x ay m.m . Myu
5 2 o 1 N = <z
T 0o X W

- 65 -



AL
;OO

s}

IV-6) HRM7} <

-
it

<

By S S S S
o o o <o
> — — — — o
a0
«©
in
x| g2 g g8 8 &
o S = Z
=
|
a| 81 & & & 3
s 8 3] A
I - = =
N = o) N "
— —
(@]
=
o N (e W
< N ) a2
&3
=
Mool = | 2| 2 2|8
2D_,n
JﬁNO
o N N o A=
a | = 8K E
Te)
—
~
|| P T
mAl F RS &
) <] <] <]
- £ £ e
T | T | T
Ar A n- A
Mo R o

#kp<0.05  #xxp<0.001

) *p<0.1

7F4 H1-2&

eh

HAA E Rl

el
700

‘._muvo

%

o)
oF

—_
fite)

W

-
It

<

-
1

1 A3} 74 HI-2

5704 ]

el
ojn

jgase]

el
ojn

il

o

—_—

o)
o

K

o

o] s} ;e =7

W

o

51.6%2] 3|4

te 2 27}

HE

1.661= 2¢] <+

-
1

Dubin-Watson®] %]

tol rels== 00001 A

S

_66_



=.321,t=7.810, p=.000)= " X= Ao Z Y Hom, FolgT 000014 ‘LA H|
F(B=.533, t=12.980, p=.000)= wxaL o Fol4F

>
s

%
ko
[40
flo
o
lo
e

o2
o°{'

AVIF) 9] k2 100002 tgsidAdol w4171 gl Aol le Ut

ek gtel 7t Wese) ARALAe) JFLe sy nAA

K
N
ot
)
‘b’ 1:0

B2l B A AR A(0)F @S AT

[>
o
©

)& A wFAAL] AARE(H T

&)l thske] Fodt S nE Aoln

>

7F4 H1-2: ‘HRM(2%, 54, 79

webA FAF7HEAE 7174 I HbEe A Ee] o] 7 HI-2% A EE A

(% IV-7) HRM7} A3 HE(ZFAE&A] )] v x]&= F3k
Z& =9 ix ]
we | owe | 0 ey | P ' p 3% | VP
(A) -.004 041 -.093 1.000 1.000 1.000
VSRl EatcR=] 321 041 321 7.810 00033 1.000 1.000
25
8] SEIER=EN b33 041 b33 12.980 00033 1.000 1.000
]’E o
79 2~Eld .366 041 .366 8.903 0005 1.000 1.000
R’=0521, $AR*>0516, F=102916, p=.000"* Durbin-Watson=1.661

) #p<0.1  ##p<0.05  *xp<0.001

3) 7H4d 39 A3 % A4

‘HRM(al5, B2, FdG2etd)2 7 =FAd o I E(HFF ) ot

_67_



7} H1-3

e

P AA = Aol

o &Eo
&%=

o
o)
oF

V-8) 3 o] YEpyt.

-
it

<

KN
T

7 A% 7Hd HI-3

el
ojn

jgase)

el

R

M

—_—

0
o

hSS

%

0
o

%

el ok wde]l A7

=9

KN
T

R*=.406

fvze)

+

A

RIS DL

&

1.874% 20l

-
1

Dubin-Watson®] 4=%]

)

0000 A] 3171
PIAIL 9lem, 9

w, o5

8.465, p=.000)

KeX
=

(B=.387, t=8.056, p=.000)
AU 2R Q1S Fold

KeX
=

ok(§:.384, t

3.
F 000004 ‘A 2EFY’ 8218 fo3t

%

2] AL

KeX
=

2F(B=.359, t=7.910, p=.000)

&

o~
T

S H A

.\

=

A0l

15 At

o

Aol &

(S =N
BA

A 7}

10002 vgsad gl &

KN
T

Q(VIF)9 3t

_12_.0
0
<)

i)

b1

385 2 7H =4 JEh e,

wgol

)

vl

el
;OO

jgase)

3

A o
1

ol A+)

744 H1-3: ‘HRM(2L%, X

B

—

.XE

el
;OO
jgase]
%
o)
o

—
fite)

el o

wheh 777}

A HI-3= A9 =3t

fefo] =] 7t

2

_68_



AL
;OO

w}

V-8 HRM7} <

-
it

<

3, AH 2R

15743 o thste]

k=1

Ea

o ]

R

2

I

V-9) 3} o] eyt

-
it

+p<0.001
<

[e)

L

#xp<(0.05

n, (e (e (] (e
(a] (e (a] (a]
= S S S S
V — — — — NG
D~
Q
i
[ [ o [ m
Xlg glg/8)| 2
-+
Ho = = = = %
|
g
o k4 k4 k4 2
(a] * * * 5
= S S S a
— S S S
% °
<t 10 (=] (e}
2|2 §€135]8
! o0 o0 o~ 1
(@8
=
- |28 8 2
) ) ) 8
&3
NP <o)
| 2 g 2 g
7
[y
o
s
= | 3|4
m e & | 9
o~
=
P S
o &+ o | o
W %o < <
Z o go
T | R
4r A G0
Mo RC B0

3 9] H E (Empowerment) & 7HA] =& A}

4) 744 49]

) #p<0.1
(1 O]

I Ay 7HA4 H2-1

el

R

M

—_—

o)
o

K

o

0
o

K

o

&

ki3

913

[REREAE e

tol e+ .00001 A

A

°

—L

#AE YER L, R*=6372 3] X9

1.863=% 2¢]|

-

1

=

(B=.273, t=5.441, p=.000)

g a
i3

<

o]t}. Dubin-Watson9] 3|

(B=.304, t=5.756,

sl s o,

nxE Ao

=} O
TS

&

%
o)

ol

_69_



A 2I(VIF) S 2 1.000e=2 vdaaddel ZA7F fl= 2ol &1
.

EFS S WE gl 7 wese] AH s B ] g E v
Il 333 = /M = dewen, ARz

o
=
MR AE R el A (H)A S TH T

fr
I

ol fol@ AL vA Aol

Wala AFALe A24E L dgAge Aol Hof 4 H2- 1S AN E AT,

(3 V-9 dIJET}L MR]23] 5 ko njA

rlr
off
oft

%% =4 xF
B t T VIP
LS - P o b P a4
(A) .000 036 .000 1.000 1.000 1.000
2
o 273 050 273 5.441 00033 1.000 1.000
A H] 2~ EAj=3
GE A5 304 053 304 5. 756 0005 1.000 1.000
G
. 333 051 333 6.512 0003 1.000 1.000
oJ
R?=0.637, £4R’=0.634, F=167.012, p=.000"*, Durbin-Watson=1.863

) #p<0.1  ##p<0.05  #xp<0.001

5) 7Hd5e A3 % 4

‘99 E (Empowerment)' = 7HA =FARL 9] A RS o dfste] feofdh g

_70_



7k H2-2&

e

P AA = Aol

el
700

IV-10> ¥ Zo] yeytth

-
it

<

-

1

I A 7Hd H2-2

G

il

—

NI

M

R

+
ol

el
ojn

R

M

—_—

o)
o

w

%

o

o

—_—

o)
o

w

%

.000)

F(B=.114,

15 A

o

4.027, p
[e)
3

o

to] AE ghol
0000 A A5

al

A

°

-
1

A
2~ =
T
1A

00091 A
H

=

=

A 7}

v, %)

S "= oz g o, (B=249, t

LN

=

el 27
Fol5E

-
it

1]

°

147302 WHERSIT,
ol

1.0000.2 t5 344l

-

1

[e)

L

aF

4978 Esel F9)

[e]
=

# R?

al

8

t}. Dubin-Watson9] <%

:‘,:
Z QQ(VIF)Y #t

3t Al wE g9
432 2 71 =4 YEeRskon,

o

1)

A32, t=7.356, p=.000)

t=1.895, p=.000)
/1\1,

g

N
2!

AR ¢

-
1

% Tk

E ﬂ]‘

O

3} 9] H E (Empowerment)’

‘g

ol A4 (+)H

7bd H2-1:

w

—

.XE
=3
%
;OO
o

o
o}

A8 =] Aot

-

1

Jgjo] o} 714 H2-2

2
- 71 -

wheh 777}



(E V-10> JHYHET}

o] WA

e =4 xF
B t T VIP
we | owe en | P p s
(A) .000 042 .000 1.000 1.000 1.000
25
o 432 059 432 7.356 00033 1.000 1.000
AR AR
. . .249 062 .249 4.027 0005 1.000 1.000
fEae ] (e}
2
. 114 060 114 1.895 0003 1.000 1.000
od 3
R?=0.503, 4AR>=0.497, F=96.000, p=.000"" Durbin-Watson=1.473
F) #p<0.1 *p<0.06  *+xp<0.001

1. JtMel REHoiR

=

a

UM 2o

do] Mujx dafol]

A3 Empowerment) S Fojgto @ An]x 3BT U T

o =
S

=

J
H

AZ3t7] olste] 7bd HI~7Hd H5 & A

_72_

| Aol e =)



(2 N-11) 7H e A4

714 7Hd v 8 w7 | A

Q1H A2 (HRM)E 7H4 = BAk9le] stelvEo] djstof e
A b

T soe age uam 2 20
HRM(%, 24, 92ee)e 7 wgAkdel

HI-l | sl e@ 2o gete] fold Jge naq 2 Al
o]t} 3] 24
HRM(%, 24, 92e)e 7 wgAHe]

HI-2 | sbRE(@Raaa)el dste] o3 932 v 2 A
Aol
HRM(it%, 54, 392ehed)e 74 wEAkele]

HI-3 | Qb ¥E=Rgapel tstel 58 93¢ v 2 A
Aotk
o]rOrHElE X}J:_%A%O /KHZ:'%/\‘]" =] Ooua‘_}

_— nfML__ T e FA A o] Au 23] B 3} isto] frejn) 8] 7] A A
FEs v Aojrt
iy ) = AL L ] X nlE 3 © o 5

iy | BAEEE jm £Apglo] ARz jaje] §ojn azgasd | a9

_73_



x~
(=]

1) A7Azte] 2ok

FAk el A A

s

Muj s FAALe = o) ko] wEA Ay EW AaE= T

o
—_

o
A
e

<]

o

o]
G

fite)
o
il

T
JJo

X

o

I

<

o,

o WA 7EA 7

ki3

o] A of

=
-

AA 7Yz

=]

M

w

%
o)

Y

o

N

0

™

B ATt A EE ek

ol o R Mnx3

!

el (HRM), Y39 E, AH|

i

4% AAA

o
oF
il

B

]

=
Y
o)
N

+
T

B

B

—
fite)

!
il
B
o

T
e
eyl
)

Nr

bl ot

Ho

X
otz
o)

el

N

_74_



b 9ladl ALIAw LT 74 %, P 7HA %, S 744 =

3|
pud

of 24

175

A

)

TR

p—

0

2021 3¥8YU N ¥ 3¥€12¢ 7+A 547F 374A} 1A

SEES

)A
2]

al7

24717] Y (self-administered) ™ & ]85tk

o A}

S|
~

i)

A

T

NoH, 1 T 2895(83.0%)7F EHo HF

50+

3

_io
E

alg

™
iz
_

= Aot

ol
(qp)]

TP
al7
©

—

O

<]

bl ot

)

o7 T4

5}

el
T
il
H

Jang

"o

(varimax

rotation)& AF-&3ke] 8.91%-A (factor analysis)<

l Cronbach’s alpha# 5=

171 913

455

=
=

23] 4] 3} o}
t} 53] 7] 4 (Mulitiple  regression

3

‘(H

bl ot

)

Analysis)S A A

el
il

W

oF

"

—)

0

)

74 ]

O 2 e

Aot

she

Spreitzer(1995),2] =342 A A

W

oF

w

—)

0

I

734 1]

g
joh
<

2 (L7 A H]

_75_



Lo
—_ 0
OM H._ml_w ;4.#A ‘.:L
Of o< ‘U| ﬂ.Ol
ﬂ ) = = = o
T o o T 3
EX o ~ T 700 e M
" A} H@v ™ ﬁo ks B o.#A n
- " _ - 3 by
cr 3 o N ) G > = 2]
~ Bo EX o o} 2 ~
_r Y X | aa = & UM
T - i 5 @ 3 g
o b e < & %o M ° mﬁ S = T A
= o o o0 Al = ) N o = - iy
O Lo I - O & <z °
~ 0 . v R Jr
X <0 X o 0 A = -
EE - & T Tz S T = L2
i éamw)m I R i i ) < 5
i 173z s TTE ow T3 s 17
% w x B2 " o 3o M,uo ol 7 ~ N WM = mA T %rm =
Ty To? = il T AR x d X = T B
o M ™ ﬂ_wo go Ol X ﬂAW @ ,T_ Mﬁ 5° W ny ﬂﬂ 2l _ nH _MM_I
S T ° 5 iy . ai A x oL T T X
= ] 0 I~ X Mo X _— jid o ~
HL HW i ~ w&v -~ — X0 M bo k) :i —_ N — - =
2 Pl 2T <z kT A - B
o B - o iy "~ T W ) 0 i ol R T i
QUGS = T % 44 B E R ¥ o P o o K
< < T oF <0 B° o S~ o R = K o Mo 0 . A~
8 = o T g il SO S o mr e l ~ g O o+
o RO % E i <J R o Koo R o mw_m = K= - T G <y
ﬁoExAU(Emakxaﬁﬂ%xg%, omf,ﬂm)ﬂ T
W N WT T P %o 9 Jo o - I ar A O w = N
= © MU oo X o — T o X e ~]
O# oo ﬂ,ﬂ ﬂ_OI 0 rr .HL %o ‘_.WO 0 Zl T 3 bo ‘Ur bo - n m 1_,_.A X A oru
f@amzmzﬂzfuﬁ@‘z‘ﬂ%a%@@< uﬁiﬂq
M % N 50 :i ﬂ@ T Eﬁ ZT o \El ‘ZI} _ Orc w&v _° 0 ~X ﬂD oﬁ ]
L2213 g%wﬁﬁlﬁv%guaﬂ : EEE
= o —~ = ~ o T — © ~© i} 0 0 il
Hmo_@o%M%o«mﬁ %%m;f?mfﬂe @ 383
T = = Bo o] = = =y 0 ojn s o O o o = T %
o] o 5 X o = op T 5 © oF 1 iy o B o © Xy m < X
- & X ¥ g Ty IS = O =) o o i E o5 < H i ﬂﬂ
= T T — of / ol F & ~ T
T B o ) ﬂw ad MM o] S = = 4 & M b by <
s . oS SR E o £ - ~ D
0 B NP X — op ° a eyl T = 7
o o = o oF oF < ) o N
A b L} v g JJM I fo I
ST B
o N ) o5 o )
700 B
-
o =

- 76 -



%
0

o

AT

fite)
R

el
;OO

jgasel

3

O

J 3 HE"(Deci et al.,, 1989)922]

o A ¢

495

M

ki3

g

e

(A A3], 2006)9) el =

Qs

-

= Au szt A2

ol
E
oy

&
!

o, &

N

7}

A

102 Ve

W

AA = QA

ol

£ A

Al

BHow ¥

2

A,

A
=

s

H

A 1]

4

oF

ol A g}t

oy

<

];H/K

o
L

ol Al

oy

R

)

%2 )

o & " kA

]

el

B

)

J.

92)E.L., Deci, J.P., Connell, RM., Ryan, 1989. [Self-determination in a work organization.s

Appl. Psychol. 74, 580 - 590.

93) A3 (2016).
51

B A ATy, 28(4), 93-115.

7
ro

r
P

Ay

_77_



Al Hle]

7k Vb

2=
°

Mul =) 7h ARt 58]
Ae7h =3 22 7HA

at7] o

2%

el
=0

;OO

EH

(chips) 9]

<]

__AH

\

73

=
=

"

—
fite)

I
2K

il

—

NI
~N

e

I

™
W

it

23 2

= AAE o

AALA

W

oF

W

o

(Empowerment) S 4-o] 3} o 2 A

S eoju 1 9] AH|

2=

g

| HE
I 2 YEREA]

o
+

7HA =71} e

Pyl
ol
o

A

3 27 Aol YA

o] §FH=

oy

<

A

P RER R

(chips)7} v %
A 7} WA

Ea

7;9

IR EEEE

S

=
Rl

o] vz

w

o

)

o
Br

ol

)

—
fite)

il

il
W
T
oF
w

—

0

o)
o
Br

)

il
4

%0

—

o)
"

o}

jgise]

o
~

)

el

AL
;OO

~

™

)

%

e
i

+

oy

<

<]

o]l Aul sy

e ge

]
H

S otk w7 7]

el
~

g

s

=]
T

A

aF

jgisel

O

o

_78_



-

1

A
ZFAI AL QA

R
[

(@
=

A

}

0]
pul

el

=l 1770 7HA ol

=

=

s AT

o

g

Akt Arsgel el gow

ARHe AT 24 ARE 2

Foz A
A7t 9t
75—1]

o

T

0]
AR

R4

-

-

R

Tl

-

R

5t

o

3| %

adeR Fy FAFRY 950l A oM E e AFZAIIE yErd A

7}A] 1=341€]
o

s}

=

—
fite)

.

k]

kel

3]

T7F Hgke]ofof

a

O
RS

Ex
==

SR E, A
_'c'[);

?151_

o]
=
3

22 o
al

R

2

-

o 3
=

227H(chips) 7} o -§- w2 A w k= o

7;9

AR, 1A w2kl A el Q147

w0l T
b aRHow

il

W

o

oml, FAAA] ARLANN ool

)

ol

_79_



el A9

s
i

= A o]

f

H

ol
M

CEIREPEE EERE N

A e =

A

el

.

A1 714

)

FaL, ol

°

EIEC I

Person, Pit boss), ¢l F¢ 5]
[e)

177

il
2=

o
N

3|
ZS|

delek e
Zlo|t},

]

I
R

[e)
=

Q1% 2
—H o]: 3k

)

A},
ol

2k A
|
=]

T

%0

w3k FhA

JHE o] 27
2R s

o

w}

—)

B

e
oL

-

] &fof 5ol

o

o
‘._mo

il
o

o)

—)

o)
=3

o
G

FA A 8] 2= 5 of
Fa, Mu| s g B gl e AgEs, o

°©

°

PNES
RS |

=z
]’tﬂ“

s
fS

Auj A A Al 2 A el

™

—
fite)

Nr
[mt

!
o

—

<R

;OL
XM

3|
~

o] E ol A

al3
Tor

o

o
il
il

;OL
T

N
o
)A

_80_



o

10%
ﬂo
Nro
&

iy

£ AYE A 1A 7)o

o
o

el
;OO

Jmu-o

ALl ool o AAg e weh 2

= kA o wEkA o]

A

3

p=H
=

Fofof & o]t}

S

,_—ll.

| shelm

o

<H
ma

el

Mo

H(Goodwin & Ross,

o] 2=
AR -

Skl

—L
L

1990:Mueller et al.,2003),94 Auj~ 7

M w71 o] A3 MujaAlE Aol oL

ki3

(Schneider & Bowen,1999). ©] &

AL
;OO

;OE

e Ly

AENR N ESSEE RS

o %

3}
=

7 of

2 oy,

Jmu-o

o

2]

o

N

°
el

ze]
-
T

ERE

Eake)

#al7h A

A

744

s

a4

BT THA 7 Gl

e 22 Asksa

S A A

AR

Influence od Customer/

Consumer responses to service failures:

94) C.Goodwin, & Ross(1992).

Provider Interaction. Jossey-Bass Publishera San Francisco.

_81_



s
opy
M

s
np

o

i

PR A g e

(2006),

A

7l

o
Tor

=

Tor

—

2 (2003). T2

171997

M

1
12, 39-64.

4]

]

}

[e)
3|
pul

FAk9e)

A A

Al ]
&l

A @3k g x1(2007) Tl

Ty 72-86(15 pages), $Erhsk, th-

A

)

=

Tor

3 223 AN QAR )

A E -7 (2006).

19(4), 119-136.

B

169P.

<
Bl

"Culinary Researchy .

TKN.U.T. Rsearch Journal

rolgalel kst pelol Bk A

117 21 (1998).

_82_



ﬂl

A e AEd ool M3

(2006).

54

]

A

roIAbERE AT

Fel A ATy 28(4), A7

1

Ty

30(4): 1-28.

Feld DA LA GaALe] JpJRETE Mujzo] Ao w]A]

214 (2005).

alg

o
Tor

=

Tor

LL..
;OO
jgase]

)

2 450

22(4): 301-325.

T4

-H 72 (2010), "AEA

Gl

71t gL, 49-67(19 pages).

p 720.

¥ (SHRM) A & 3}

HERR

e} ) Etel A7)

aF

7|

To
0
Mo
NI

o] F=(2011), "FHA MM B EEA o] W} ofTine] WA=

A

147-161.

g Ao
= "1\
= BA A

221-241.

's

o] A 21 (2004),

I3

A=W 1 (F. Hwrzberg)? 71 A3 sl

KRR ERE

o] 21 7 (2012),

Tor
0
ﬁo
ﬂo
T

_83_



o] A8 (2015), TTHAIw= 719 FARE Y AEAd AW ETE 24 B HAE
gk, 7 E3lo] xAFgHE FA o2 Mourism Research

20(4) 153-171.
A3 (2016), TEAole A AnAREL mAL G w A
BRAT, 1 S1F w9 Aus A

Ty ,28(4), 93-115.

o §A(2007), TREHAGe] HRE A B

= H
@ e A7, FFoEaL oetg

O

N
ah

r
A
O.

] (2012), T"HAGAREAD AXALHAE 7 Aol v X= 23, 24 w3}

o FHAgHEs FAo=2 TTourism Research; 20(4) 153-171.
199 - 225 93-115.

Z4(2011), TZE aAxd@d B A Exdiew tistdAAL =i

#74-5-(1998), T¥FAu 2=

T =58(2010), TE Aol w3 Ay S sk, AA} 8 =2

2. =9

Mo
[-ll

Ashill, N. J., Carruthers, J., Journal of Services Marketing, 19(5), 293-308.

Ashill, N., Rod, M., Carruthers, J, 2008. ‘The effect of management

commitment to

Bae, J. & Lawler, J. J.(2000). TOrganizational and HRM strategies in Korea:
Impact on firm;y

_84_



Bandura, A., 1989. THuman agency in social cognitive theorys . Am.
Psychol. 44, 1175.

Batt, R.(2002). Managing Customer Services: THuman Resource Practices,
Quit Rate and Sales Growthy Academy of Management
Journal, 45(3): 587-797. behavior in service recovery: Decision
Science  35(3), 457-491  Berrett-Koehler  Publishers,  San

Francisco, pp. 161 - 179.

Betty, R. W., & Schnier, C. E. (1981). Personnel Administration

Binter, Mary J.(1992). Journal of Marketing, 56: 57-71.

Bitner, M. J., B. Booms and M. Tetreault(1990) The Service Encounter
Journal of Marketing, 54(JAN):71-84.

Boshoff, C., and Allen, J. (2000), International Journal of Service Industry
Management, 11(1), 63-90.

Bowen, D.E., Lawler III, EE., 1995. TEmpowering service employees;  Sloan
Manage. Rev. 36, 73.

Boxall, P., Ang, S.H., Bartram, T., 2011. TAnalysing the ‘black box of HRM:

uncovering HR

Brown, S. P. & Peterson, R. A.(1993),Journal of Marketing Research, Feb.:
63-77 Business 9, 10 - 13.

Conger, J. A., & Kanungo, R. N. (1988). [The empowerment process; :
Integrating theory and practice. Academy of management
review, 13(3), 471-482. consequences of team empowerment.

Academy of Management Journal, 42(1).

Deci, E.L., Connell, J.P., Ryan, RM., 1989. FSelf-determination in a work

organizationy J.

_85_



Delery, J. E., & Doty, D. H.(1996), Fconfigurational performance prediction,
Academy of Management Journaly 39(4), pp.289-3009.

Dyer(Ed), THuman Resource Management,

Dyer, L. & Holder, G. W.(1998), A Strategic Perspective of Human Resource
Management, empowerment in the workplace. American

Journal of Community Psychology, 23(5), Fournet, G. P,,

Distefane, M. K. & Marget, W.P. (1966). [Job Satisfaction Issues goals,
mediators, and outcomes in a standardized service

environment; J. Manag

Goodwin, C., & Ross(1922). TConxumer responses to service failuresy :
Business Research, 25: 149_163.

Goodwin, C., & Ross(1992). Journal of Business Research, 25: 149_163.

Gronroos, Cristian(1988)  [Service Qualityy : The Six Criteria of Good

Perceived Service Quality. Review of Business, 9(Winter):10-13.

Hinkin, T.R., 2005. Scale development principles and practices. In: Swanson,
R.A,

Hoffman, K. D. & Ingram, T. N.(1992), [Service Provider Job Holton, E.F.
(Eds.), Research in Organizationsy @ Foundations and
Methods in Inquiry. human resource management. Journal
of Management,; 18,203-225  Industries  Journal of
Marketing, 59(2): 71-83.

Integrating theory and practice, Academy of Management Interpretive’ model
of intrinsic task motivation. Academy of Management Review,

15(4), 666-681. J. Mark. 49, 33 - 46.

Johnston, Robert(1995) TService Failure and Recoveryy JAL Press, 211-228.

_86_



Jong, A. and Ruyter, K., 2004, TAdaptive versus proactivey
Keaveney, S. M.(1995), fCustomer Switching Behavior in Service;

Kelley, S. W., Hoffman, D. K. and Davis, M. A.(1993). TA typology do retail
failures and recoveries.; Journal of Retailing,
69(4):429-452.

Kirkman, B. L. & B.(1999). Beyond self-management; : Antecedents and.
Kirkman, B. L. & Rosen, B.(1999), "Beyond self-management;

Lashley, C., 1999. TEmployee empowerment in servicesy : a framework for

analysis. Pers. Marketing Science, 22(1): 52-61

Lusch, R. P. & Vargo, S. L.(2006). TThe service dominant logic of
marketing; : Dialog, debate and directions. Amonk, NY: M.L

Sharpe

Meccollugh, M. A.(1995).  Journal of Applied psychology, 62: 480_486
measurement and validation. Acad. Manag. J. 38, 1442 - 1465.

Myers, M. S. (1964). T"Who are your Motivated Workers?, , Harvard
Business of Management Journal, 42(1): 58-74.

Ogbeide, G., Boser, S., Harrinton, R., Ottenbacher, M., 2017. Hosp. Res. 17,
204 - 216.

Parasuraman A., Valarie A. Zeithaml, and Leonard L. Berry(1985), TA
Conceptual Model of Service performance in an emerging

economyy Academy of Management Journal, 43(3): 502-517.
Reichheld, F. F. & Sasser Jr., W. E.(1990), Harvard Business Review, 9(10):

105-111 Rev. 28, 169 - 191 Review, 13(3): 471-482 Review, 42,
73-88.

_87_



Ro, H., Chen, P.-]., 2011. TEmpowerment in hospitality organizationsy :
customer orientation and organizational support. Int. J. Hosp. Manag. 30, 422
-428. Satisfaction and  Customer-oriented Performance, Journal of
Satisfaction in Work and Retirement, Rand McNally satisfaction, Industrial
Relations, 6(20) Service Marketing, 6(2): 68-78 Tservice quality on frontline

employees’ job attitudes, turnover intentions and service;

Schemerhorn, J. G. & Osbom, R. N.(1997). TOrgarizational behavior, NY; : John,
Weily and Sorns, Inc
Spreitzer, G. M. (1995). Academy of management Journal, 33(5), 1442-1465.

Spreitzer, G. M.(1995). TAn empirical test of a comprehensive model of

mterpersonal

Spreitzer, G.M., 1995. TPsychological, empowerment in the workplace:

dimensions,

Spreng, R. A., G. D. Journal of Service Marketion, 9(1): 15_23 Strategy
among NCA Basketball Teams, Acadey of Management
Journal, 38, PP.1052-Stud. 48, 1504 - 1532.

Szilagyi, A. D. & Wallace, M. J.(2000), "Organizational behavior anj

Thomas, K. W. & Velthouse, B. A.(1990), TCognitive elements of empowerment

Thomas, K.W., Velthouse, B.A., 1990, TCognitive elements of empowermen
ty ¢ an "interpretive” model of intrinsic task motivation. Acad.

Manag. Rev. 15, 666 - 681.

Wright, P. M, D. L. Smart, & G. C. McMahan(1995), Matches Between

Human Resources and
Wright, P. M. & G. C. McMahan (1992). Theoretical perspectives for

strategic 15(4), 666-681. 437 - 462. 58-74. 601-629. and Problems,

Personal Psychology, 19, 165-170. Antecedents and consequences of team

_88_



empowerment, Academy Appl. Psychol. 74, 580 - 590.
Yavas, U., Karatepe, O. M., Avci, T., and Tekinkus, M. (2003)

Zeithaml, & Berry(1995) Journal of A cademy of Marketing Service(fall),
23(4)

Zeithaml, V., Parasurman, A., Berry, L. 1985. [Problems and strategies in

services marketing. J. Mark.; 49, 33 - 46.

MOAQ-]JSS; Cammann, Fichman et al., 1983 wA A ZA ¢k A Fx%|

i

_89_



(2 & A)

eI

ki3

s FHA oA

=23
=

]

21 (creter@naver.com)

o
I

7¥

7}

3}
<1

3

fe]

B

+
g

Tor

‘._muvo

To
ﬂo
)

Tor

alg

S

]

= N ©
o S
o
™ o ©
< ® | ®
s e | e
T | o
| o
|
b
) o
o
3 "
’ o P
4 ol
Al R
—_— ut
- O
- :
B Ao
R
N,
ol ol
ol
&

ﬁ_o e | ® |6
Tx | © |9 |©
®E e | e |e
N X ) ) )

b
Pxhl © | e | e

L3 Y %
L R P
= ™Mo
H._o O_ or

T | =
i oy =
= "

Mo T w T

N T X

O A

T |5 mw N

M qar | ™ g o

L_‘_ o—LNro <
e
1_.._ O_E h ‘UI
x| |
wH |y E e
TE KT Ry
of DRI n_..mm.._
— AR

_90_




M. AN 2N E A we B G 2L 3 AR g 2E
£ A gAe FAV)H FHAL
BE
1% w5
A4 zegd —f 2 ff} lf 23
vt o
otk
L v e W7t nAdA F& AH2E A
e AL A4 Bh O N I
2. el Abe RN B A AWzt ¥
QA mHE nol Foh oo |oe|e |0
3. 99 $49 #AASL A=Y T4 4
Q44 ds¢ Az WPz 44T T UE| O | @ | ©@ | @ | ©
5 33 4952 oZo ok
4. U9 HAe 4 @F 94 A A Hu2E
e w6 e A ool el e o6
5. 18] AAE A4 AAAH 2 AR, | © | @ | ® | @ | ©
6. 4o A= 149 EAE A% A8 S
749 248 AHES AV ol |0 @06
V. AN 2EHAE A= HREY 6] wa ALYt Y 2=
Aol AL AW F44 2.
A9
a% w5
SERE IR | RE )3T g
A gy | | F |
otk
L Ue 43402 478 AT + A= A4
ol sio. vielele) s
2L UE RS FAT S IEFHAMAM) o | 5 | g | @ | ©
3. UE d%e oy e A4 g ol | |®|0®
4. 4E AR5HA g FA7el Yk, ol | |®|0®
5. 4E AR5 4% 9Fo Utk ol | |®|0®
6 A AR YA ARK AGA 42 AN | o | 5 | g | @ | ©

_91_




V. AN 2RaAE AN AR e B AEduh g g
= Aske] Ae BANV)H FHA L
A
a% o
SERE IR | RE )3T g
A | A e | o
oy | 20 o
L dE 9% 59 4E 29T 0 49Y A48
Aol e}, vipepe e
2. e e AR B oY Aok BA =
22 248 § U 12 0| @®)06
3. W A%s v S9AR A3 A| o | o | o | o | o
o,
4 goA Azga A5c 2E guA A% | 0 | @ | © | @ | ®
VI ASAN 2ReAE Ao A R ga ARt g e
Aske] Gl EAVIE F4A L.
eE
a¥ mi -5
SERE IR | RE )3T g
A | gn || B |
| ¥
1 2234 B4sE 4o de 4o 999
LoE v|le|o|o|o6
2 e 38 FAAA doluE dg 4T E
Ag + Ao Ve e e
3. U 3 $ANA LolE dol 4RE 9
e oAy vlee el e

_92_




a9
a3 -
REES ERE! ag | | RE Ay g
B A |2 e | o | T
£ 34 29e URE AL ARSA g=
;L}” A EE BT AR ol oo |
2. b A 2% ZAZS SASA Tan Bx
@ Ho| itk viej e e 6
AL i) E'l"% Ak 7)‘1 S T‘—: E'_%—'%
4 UE #A nAY Bue AP Ho Jow
A4 2 DAL 2AES} B mA] HATH 1@ 60 ® )06
a»}—t— A e Auzd g wAdA ARe | | o | o | g | g
t o] 4 Ext 3 3 "HE
W AN 2ReAE A e A RRE e wha AR A s
Aste] 9 Ae EAVI FAA .
a9 X
A 2 ol=x= :LE'QS :;ngg_ BnE :LE'QS UH;
=TT Y3 Z] o}] o].q_ ]:]— 1'6‘
g | =T i
1. uE 49 g B=go ol o |e| a6
o] v} = o A= A
3. Ut AAx ZRBA BE a7 ol o |e| a6
;;}—t— AAes 4FE AR Q= Qld a4 | | o | o | o | g

_93_




VI b2 dubapedel migh AEdut sfjd skl FA(V)s] FA17] vheEy T

1. Aske] YL

O 94 @ 4

2. Aty dHL&?

D20729A4 (2307394 (340749A|
@50759A B60A] ©] %

3. At g7

Qi (E4) @t s At

@Hsr =4 @rhekd At o

4. At A Z2F3 L Ye M E AFFFL?

© 1d =Rk @ 3759 mut @ 539710 m
@ 107154 w9k ® 154 o]

5. At AA A= dFEHL?

© 1d =R @ 37593 mut @ 539710 m
@ 109715 w9k ® 154 o]

6. AstY A= ZF HAE?

@© Hel&=AY @ #EnAY @ HalAS @ W=
©® ALz ® % (cage) @ WHBAR)

7. At A H HFHL?

@O Ak @ 4 @ el (Floor Person%s)
@ 3}745(Pit Boss %) © &7 ol AdAT

8. A3tY AELFE=?

O FHEEY @ AlekA @ A3

9. Aty €T AF5L2?

D100%EY o] 3} 210172007+ 320173007+
@30174007+ ®40175007+H ©5017600%7+

@6017FA ]

@ @ ot

v 2o SEH FAM ChEs] ZAEUC @

_94_



ABSTRACT

The Effect of Human Resource Management on
Service Recovery Performance and Job
Satisfaction in Casino Companies

—-As mediator of job competence, job autonomy, and job
impact -

by Yun-Seok Kang

Department of Tourism Management
The Graduate School of Business

Jeju National University

The casino industry is a labor—intensive industry, where human service
quality plays a key role in determining a company’'s performance and is
highly dependent. Therefore, the first component of the competitiveness of
casino entities is human resource management.

However, many variables and increased customer roles iIn service
performance can increase the likelihood of service failure at any time, which
should result in higher privileges for personnel at the service interface (Lusch
& Vargo, 2006).

This study was conducted in combination with theoretical and empirical
studies to verify the impact of casino companies’ 'HRM' on ’'service

resilience’ and ’job satisfaction’ by ’‘empowerment’ to respond to front-line
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employees’ service failures.

Looking at a number of prior studies, they argued that the focus should be
on 'importance’ to 1mprove the motivation of service contact
workers.(Thomas & Velthouse, 1990: Spreitzer, 1995). However, in-depth
research on the ’"recoverability” and "job satisfaction” of "service failure”
applied to casino companies is insufficient.

Therefore, the purpose of this study is to study the effect of 'human
resource management’ on ’service resilience’ and 'job satisfaction’ of casino
companies as parameters of 'impact’ (job competence, job autonomy and job
impact).

Based on prior research by related tourism service companies, empirical
verification was conducted to find out how the organizational culture of
unique casino companies, which is not found in other service companies, can
be controlled through 'human resource management’.

Based on the existing research, a survey was prepared for empirical analysis,
and the spatial scope of the survey was LT Casino, P Casino, and LD Casino
were conducted on three casino employees for five days from March 8 to
March 12, 2021.

A total of 350 questionnaires were distributed, of which 289 (83.0%) were
recovered and used for final statistical analysis, and the statistical program
used SPSS 25.

Through prior research related to variables, the Human Resource
Management (HRM) customer service training consisted of 4 questions, 3
questions for customer service compensation, 6 questions for business style, 6
questions for Empowerment, 4 questions for job autonomy, 3 questions for
job impact, 6 questions for job satisfaction.

The results of this study are summarized as follows.

First, 'Human Resource Management’ HRM (Customer Service Training,

Customer Service Compensation, Management Style) has all had a significant
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impact on 'Improvement’ (Operational Competence). Among the HRM factors,
"management style” showed the highest influence on job performance,
followed by customer service training and customer service compensation.
Second, 'Human Resource Management’ HRM (Customer Service Training,
Customer Service Compensation, Management Style) all had a significant
impact on 'Improvement’ (Autonomity of Work). Among the HRM factors,
"Customer Service Compensation” showed the highest influence on "Official
Autonomy,” followed by "Management Style” and "Customer Service
Training.”

Third, "Human Resource Management’ HRM (Customer Service Training,
Customer Service Compensation, Management Style) all had a significant
impact on 'Improvement’ (job impact). Among the HRM factors, "Customer
Service Compensation” showed the highest influence on "job impact,” followed
by "Customer Service Training” and "Management Style.*

Fourthly, "impowerment’ (job competence, job autonomy and job impact) has
all had a significant impact on ’service resilience’. Among the "impact”
factors, "job impact” showed the highest influence on "service recovery
performance,” followed by "job autonomy” and "job competence.”

Fifth, 'impression’ (job competence, job autonomy, job impact) has all had a
significant impact on ’‘job satisfaction’. Among the factors of "impression,”
"job competence” showed the highest influence on "job satisfaction,” followed
by "job autonomy” and "job impact.”

Taken together, the biggest impact on "job competence” was "management
style,” and both "job autonomy” and "job impact” were "customer service
compensation.“

Three "impowers” of casino employees. Job competence, job autonomy, job
impact. Among them, both ’'job satisfaction’ and 'service recovery
performance’ had a negative impact.

Among them, "job impact” was the highest in "service recovery
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performance,” and "job competence” was the highest in "job satisfaction.”
These results differed from previous research conducted on hotel workers
(Im Jae-hee, 2016) or hotel kitchen staff (Jung Eun-jung, Kim Sung-soo,
2015), which reflected the characteristics of casino workers. Casino employees
showed a positive impact on job satisfaction. The following implications are
likely to be presented in the results above.

This study demonstrated the claim that human resource management at
casinos Improves “service recovery performance” and "job satisfaction” by
empowering front-line employees of casino companies to respond to service
failures. Empirical analysis has shown that "human resource management”
HRM, adopted, helps develop job competencies through the medium of
Empowerment, which is related to "service recovery performance” and job
satisfaction.

First of all, by granting discretion to service workers, employees can handle
their work under autonomous judgment, and the more they feel the value of
their work, the more they try to understand it from the customer’s point of
view.

It also seeks to find a better solution by continuously modifying the service
TeCOVery process.

Second, the empowered service workers became more satisfied with their
jobs than those who did not, and made more efforts and immersed in the
development of the company, which positively affected the improvement of
service quality felt by customers.

Therefore, managers should plan various impact programs, educate and train
employees, and maintain ongoing management and support in order to
improve job satisfaction among service workers and improve the positive
impact of the company.

Third, successful 'service recovery performance’ after service failure affects

not only customer satisfaction but also employee job satisfaction.
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Fourth, ’job competence’ had the biggest impact on casino employees’ job
satisfaction. Job satisfaction leads to improved service quality of customers
due to positive effects on organizational immersion and corporate
management.

Therefore, we should make efforts to ensure that the work given to
employees is professional and autonomous, so that we can take pride in our
work.

Therefore, in order to improve the job performance and job satisfaction of
casino employees, the semantic factors that can be improved by including
impotence together must be continuously reflected in human resource
management.

In conclusion, the results of this study suggest practical implications of
"impression” (job competence, job autonomy, job impact) needed to improve
employee human resource management and ”"job satisfaction” in the casino

industry.
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