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3) A2 A (Sentimental Healing)

Greenleaf(1970)&= H7& Fdst=d UM A BAo= <Ak A%
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5) 21X (Awareness)
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2 AR gloleha @) old Axe] § v Aol uHdL A
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AAT A7 A Fu AA W@ Age ERE xwT

(Greenleaf.1970)

6) = Z(Foresight)

7) B8] A A Al (Conceptualization)
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8) A A 7] ¢ 4] (Stewardship)
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9) A9 9 A#(Commitment to growth)
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10) %A 3 A (Community Building)
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rThe Effect of Servant Leadership in Hospital

Workers on Customer Performance

Park, Sang Byeong

Department of Business Administration, Graduate School of Business

Administration at Pukyong National University

This study empirically analyzed the effect of servant leadership in
hospital workers on -customer performance. In order to accomplish such
study purpose, literature review was performed on preceding studies,
study model and hypothesis werep formulated, the and survey was
conducted with customers at general hospitals located in/ Busan. 318
surveys were-used for final analysis.

Confirmatory factor -analysis was' performed -to. analyze feasibility of
survey items used in- this=study, and “reliability analysis was also
performed. As a result, measurement items used in this study were
evaluated to secure both feasibility and reliability. Also, principal
component analysis was used for extraction of factors. Orthogonal
rotation was used for rotation of factors.

The results of hypothesis test in this study are as follows.

First, servant leadership was found to have significant positive (+)
effect on trust. Servant leadership of hospital workers increases trust.

Second, administrative service was found to have significant positive



(+) effect on trust with 5% significance level.

Third, as a result of testing the effect of increased trust on
customer satisfaction and revisit intent, trust was found to have
significant positive (+) effect on customer satisfaction and revisit intent
with 5% significance level.

Fourth, servant leadership as independent variable showed significant
positive (+) effect on customer satisfaction and revisit intent with 5%
significance level. From an analysis of the effect of trust on customer
satisfaction and revisit intent with servant leadership controlled, the
trust had a significant effect on both customer satisfaction and revisit
intentionally wwith 5% significance level. Servant. leadership partially
mediates trust in terms of customer satisfaction and revisit intent.

Fifth, administrative service as.' independent variable showed
significant positive (+) effect on customer satisfaction and revisit intent
with 5% significance level. Erom an analysis of the effect of the trust
on a customer satisfaction and revisit intent with ‘administrative service
controlled, trust had significant effect on”both customer satisfaction and
revisit intent with 5% significance level. Administrative service partially
mediates trust in terms of customer satisfaction and revisit intent.

As servant leadership of workers and administrative service were
found to have a positive effect on customers in this study, hospital
workers should take interest in servant leadership and there must be
programs for workers to be trained and experience services.

Accordingly, revisiting effect of hospital can be improved by

increasing customer satisfaction through high trust based on servant



leadership of hospital workers, as customers become satisfied with
convenience and differentiated service from servant leadership of

hospital workers and administrative service.

Keywords : servant leadership, administrative service, trust, customer

satisfaction, revisit intent



	제1장 서론 
	제1절 연구 배경 및 목차
	제2절 연구 방법 및 연구 체계
	1. 연구 방법
	2. 연구 체계


	제2장 이론적 배경
	제1절 서번트리더십
	1. 서번트리더십의 개념과 구성요소
	2. 서번트리더십의 선행 연구

	제2절 행정 서비스
	1. 서비스의 개념

	제3절 신뢰
	1. 신뢰의 개념
	2. 신뢰의 선행 연구

	제4절 고객성과
	1. 고객만족
	가. 고객만족의 개념 
	나. 고객만족의 선행 연구

	2. 재방문의도


	제3장 연구 모형 및 가설 설정
	제1절 연구 모형
	제2절 연구 가설의 설정 
	1. 서번트리더십 및 행정서비스가 신뢰와의 관계
	2. 신뢰와 고객성과와의 관계
	3. 신뢰의 매개효과


	제4장 연구 설계 및 분석방법
	제1절 변수의 조작적 정의 및 측정도구
	제2절 자료 수집 및 분석 방법
	1. 연구대상
	2. 조사수집 방법
	3. 설문지구성
	4. 분석방법


	제5장 연구 결과
	제1절 표본의 특성 
	제2절 측정 도구의 신뢰도와 타당성 
	1. 신뢰성검증
	2. 타당성 검증

	제3절 연구 가설의 검증 
	1. 서번트리더십 및 행정서비스가 신뢰와의 관계
	2. 신뢰와 고객성과와의 관계
	3. 신뢰의 매개효과
	4. 가설 검증결과의 요약


	제6장 결 론 
	제1절 연구 결과의 요약 
	제2절 연구의 시사점 및 한계
	1. 연구의 시사점
	2. 연구의 한계점 및 향후 연구 과제


	참 고 문 헌 
	1. 국내문헌
	2. 외국문헌

	부록. 설문지
	ABSTRAT


