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A Study of Internal Marketing Factors to the Marketing Performance
using Job Satisfaction and Personal Service Competence as

Mediated Variables. —Focused on Telemarketer in Call Center—

Eun-Young, Kim

Major in Business Administration,
Department of Business Administration,
Graduate School of Business Administration,

Pukyong National University.

Abstract

A call center, which is rapidly growing in the recent service industry,
is getting bigger in importance of its| function and role as a general
customer service center in order to create corporate profit and
management. performance through customer satisfaction and customer
retention for “coping- with a rise in consumer power and with
intensification in ‘competition. among companies«caused by expansion
in information technology. and internet.

A research on this is getting active. However, a telemarketer, who is
working at call center, is performing an important role as a marketing
means of contacting and retaining customers such as the contract
conclusion with customer and the follow—up management. There is a
lack of research on difficulties that telemarketers are facing and on
efforts for solving these problems.

Accordingly, this study analyzed the influence of the internal



marketing factors such as communication, compensation & welfare,
educational training, superior's support, and delegation, which
influence job satisfaction of telemarketers who work at call center,
upon the marketing performance in a call center by which the job
satisfaction has interactive service competence as medium.

First, among internal marketing factors, the communication,
compensation & welfare, delegation, and superior's support were
indicated to have positive influence upon job satisfaction.

However, educational training was indicated to fail to have positive
influence.

Second, this job satisfaction was indicated to -have positive influence
upon telemarketer's interactive service competence.

Finally, job satisfaction and interactive service competence were
indicated to have positive influence upon telemarketer's marketing
performance.

As a result of the above study, the educational training only for
achieving a 'business goal regardless of telemarketers' aptitude rather
has negative influence upon job satisfaction.

Thus, a future educatiomal training program- will need to be developed
a realistic program that.conforms with their-needs.

If job satisfaction gets higher in light of task characteristics of dealing
with customer without facing, the interactive service competence gets
higher, resulting in coming to have effect on the call marketing
performance.

Accordingly, a research on a little more various contents will be

needed in the future as for the field in call center.

_Vi_



=

Al 178 A

A1d 47 A R 53

SECIRUE

-
1

AlE](Call center)

=
=
o,

A
drR7Ie <

o2 g AH AT e

»A
o

|E] =

.

<]

A

7 A ]

2o o

-
1

ol A

il

—_
fite)

| =

Z

e

A, A=A,

KN
T

_z_o
AL

it
o

N
el

P

ddsto] 2

pu—

N3

=23 'A97%

s

X

2]

[}
=

o) 9}

s

2. Ao &

Fgo= eny

~EA A 17

4 45

SRET

7}
gl oj2E

7

o
= al

]

%

il

A

<
T

Al s AL

ok
2

el 7

o



o] RE *‘31]‘3}71]5]4 Aol AR A3 HFshe dAviAE e s
o] g viar & & Utk

shA Rk, o2 gk deniAlE o A&y FoME B, ASHAY A=
< F2 Z AEHF Agsts AHlaFEds AU FAQ
AARARE BEsted A7 2HS FRod, denpAge %=
dentAE 7 Adsta = odwd olE sty f3 =9
A= FZ3 AAolth(Pontes and Kelly 2000).

avez deyuiAge] ARAdss FEATIL TIdxHelA FaAEE

AAAANEL Aste] WelrkAE Y ARG FFL vAE 29
A oo wE B A rPAYANE FPE DS S g Qi

ads tHsta deNd

:erﬂxJ oz

i
e
—
Lo
s
)
o
i
=
e
-
dlo
i
1N
finl

AA, devlA Ele] 2 ks g el

=4, DAl e A SRk o] QI H] A el FE A=A EA

AR, devtAg o] AR, iR ag Tkl & AlE e wiAE A whl

A=A EA g



Gt

=0
o

8-

alg

=

}o

<0

& 2| A E o

A

Qe el 2

ki3

A, ¥ dolrt ol

3

73 el

AH

==
=

%ol

A 1]

o
p
i)
™
—_
fite)

fvze)

_ZTI

"0

o)
g
A

bl o,

1o
o
Ul

S

Tl Tl A

M

o

AE oA 4 7o)

==
=

o)
Fei .

)

o]
==

o 1A

4

el

M e o) 2

=ls

Al o

&

A3

Ny

fvze)

X
_ZTI

NJo
T

.

3} ¥ Aol shael

=Ry

sel 7}

i=]
54

=
=

ENEL R

S

o

T

S

4 AAe AN

4



A 2% o144 W7

A 14 £ Adgo &

(1) = Alge] 7id

~

@

7

gl

=
=

S dow dyuAEzE A3t

A A, A7, 2007) 719

]

o
il

alg

o o x4 AeA nA e RA ol

=

AEIHEAL, o

7]

_

A| 2L = o
2 A= TM(Telemarketing) & &

-

CY
Nio

guel

=]

1980
3]

ol

= A3 1990 o

s

3 A
=

23

oA

A &

M A7l

o}Z AbEHA ATH(A 715 2], 2002).

&

o
20

to

o 5}
1=

AE ¢

2 =

N
N

SHeH(Durr,  2000).

<)

SRE

ﬁo

| 5]’ (Customer Interaction Center: CIC)

2001 1€ 497},

=
A,

(AR



'S M
o) wm
Hr | T o e HL o] -
. t puzel
A il o = % W
I s g = B X0 e
o R kS SN = < s
s o _z_.o X ~o Zw o ‘_ur Gl ,m_r,._ ,_lﬁw._ = o
=3 & 3T T & SEEC = i T T
g 2T WP & BN i G
,_WM @ o~ wo | R o H) = ur = ~ oV
Zoy o ME g g s wm iy i oy 5w
s 5 & sz pey L Z 8 : R
& P K SRR b= ™ T g T Ch o X
P N Rl B e i o o
SN AR ) - + wr
‘_u.F' e N ;IV‘VI \_.&.0 =l T == — |~ Eﬁ
= ™ s NGO BN H o ) D i -
JyAI.._ of 00 JHL I~ OT Lt ) =3 1: 0 o
° I | i M - /Y o — =
i T o il R > ox T %O
o el - B oo ) o 3 = i
A o N g B oo B
o — o Mol ~
i ~ b _ H RO ~OlCe N ¥ ol = N
N ol JJo M %o RO oo | N Nd o 1rﬁ olo (- NJo
‘_Ilk =r — ~X~ 0 ‘»Al AT X - = O_E i CY B
¢ S Do N 2 2l o e wE = g T
- 5T HTIIs S /. o w o Ul
TS I O = — 3 o T F
B B O R R s Wi e ® - Mg YA T S
s R R KN A of T Tom
! K N N w /T Ko R o w
=3 7w el o T =Y Bg wo Tr A JJ)
M| % x| o mu oy = 2 o A = Mo % T = T
ol e FIOR & | &= TS Mo = w7 RN
N N xo o H._ @) 5 [l olo 1X_| =M Do Jﬁ.o < o E -
™ R x° %0 o)/ iy = m NN oo mﬁ -+ T A
o W ﬂlzﬁﬂn}%ﬁoﬁﬂm
T =) owm X%
ol A N~ e <
5 N W



T

)A

—

NV

4) AEHA F

T,

o

A7) o

oY

ToR

o

fvze)

=

™

"o

o
o8

fvze)

~

™

gelslof k.

1

;OH

o

N

il

il

A% S A 4 E(ARS) S &ESlste]l m oA

o= 714 9]

A Bk Tl W v Fd FEEE Y5 AA| L

b Qo 4

9], 2009).

]

A] ©

3

g

o4

o)
AR

4o 2 ‘Customer

T =z
L

& AU Al o] Aol B S

Communication Center’ &

"

Jst 7

pzs

ol3 glo] 4

=
=

S, e %o

¥ 5 A B’ (Customer Action Center)©]t}.

o

Ho

A, Agyold &

L
L
==A
=

G9lol Frelshn Egol o

ol

]
H

o efell e 7]

= o
o =

3

39)

el



—~~
wo_m,
Aa]\7/
LIS 8
H€u2W
?,m_if,ﬂ 4B E
o#_-H‘_.*mqul JIH;E‘.Al ;
= 4o I < o z
d.ﬂ‘_mﬁ(\ ,Mﬂﬂ Vﬁie]r
mﬂﬂk. bow a,_ﬂ.,ma
o 15 i g 4% o A I
4£ofea. ay ™ W% qorm_m
nm. o AW E._m WW Bk = 4 Ho o Y ﬂ% N_;
~~ I,
iuﬁqum zw_@ qorémmu w W ]N
“En g (2 D IR Y
mEEuT@w. i TR Waﬂww = T = o
ok il = Lf. = o o X = o ™ |
wo]ﬂruomm ﬂ@% i & A @umu
v]@n_waw g a3 - 4;_%
5059& mo“M ﬂW? < o
n- oo o)) < Ol o SN N <7 Yo W
o Y laﬂ W Nd ﬂo
MHZT e A .nl.a,._ﬁEJl oo H Mo JlE
HMHO—”LA K A _ XL
mﬂm@uE & O 9 @wm@ﬂ u.M Ewrn
— o] ol .IOI__LIO ‘OI
wﬂ%mﬁq mHT o oy S zm ol
2 a Osi Xoﬁﬁﬁe ],A J.HL
o_EoT b Nai - & 7M el
}_fow J;Ino#olﬁ @%,T Mﬂr.mexo
iegoothrJ W(n@@ ., ﬂ% T L
§¢qaa = & ¥ %m%% ﬂxq%mq
ol go o T = SR = X e 21 K i)
L e ie . i) oy = o o o i = A+
Mﬁufﬂpl Eeﬂu,%d mﬂﬁ 63 hmﬂ,n_on}
o W —C vl o U e oy X = 4+ Mo e o
o oy o of = _ ol P URCE < ® ] AN = ul = 7 A
Mﬂﬁwr 1%Q,H%ﬂmﬂ = B @H_umma
omA ea%ﬁhlﬁu.ﬂ% gﬂzﬂﬁovy
g oK B o = i ﬂ,_o Ase
Wos D@_EQE Uvafo T e o
=7 T AN . :MEE7, ol o
m,q,% s 2 o R
o ﬂo;a.xé \WIEO,._.E,UF‘EI
QLE = otﬁmnqon%ﬂ
;OL ‘mVI:A OT\LIE_X
ﬂ_cmﬂxlsi &FWETZE_'ATE
H )RO_EWLHEMOH
@omﬁWOf,&x
EﬁnﬂW@;%
oH%
= W

@)
o=
o7
o e
244
g



=
=

2007).

S EEES
T!

3)

oK
)

el
&
™

—
fite)

3
el
W
b
of

p—

0
I

el

W

)|
ol
oy
\Uo

il

IS

A THE,

o

bt AT 2

1217} &

A

el A G 71 o]

CE

6‘1:]1-

wep &

&l = el

1

[€)
AARE 1980 FREFH

1998 gk el g vk A B 3| (KTA, S A H & 5])7F 55 At

=

A2 7F 7F

<

Aw 74, 2007). IVR(Interactive Voice Response)s <.
Hj
2002).

LN

\=]

I

<]

oH

<]

(CTDA]

1

;O.h

o

Bl 3}

2000 o o

Mo
Mo

)

—
fite)

ZA A ghol-wr 2, 20068 A A Aol

29

s oh.
2

[€)

Z}
S,
d5

7] A
g§x

=

=

1o

A

A€ 7}
ol o] Z1E 2003 250070 71l A 309 WO AEATE FAFSE

==
=

o

2 U] 2 A} B A2

2k

o= I



<1€ 2-1> = ’1‘11519—] )\]Pg-(%}\]_;q_’ =3 /}‘]_]_E1 = FR)

450 4000
400 F 1 3500
580§ 4 3000
" 0§ { =0 =
B | { 2000 2 :iiji
i | 1500 i -
150 F
00 § 1000
50 1 500
0

2001 2002 2003 2004 2006 2006 2007 2008

>

(A& = FAE G B E AT 4, 2006.3)

o

| & Mg, FuA el 70.29%,
o2 HF 5 -

B 7190l 43%2 uEh Z AEH 30
(http://www.call center.or.kr).

<O 2-2> 2 AH AFE XL

ax oH
- 2'2%\ __54%
3.6%
B
7.8%

HE.FHx
70.2%




A EE B Z AHAY dAZs 200610 122¢ef o231 lom
200990l = 149 qtRE At A" oF 8% w2 4FEC]

|'IIIIIII 7 m
A 23 %iﬂl”}ﬂl% o g v} 7

".H /
1. =] gﬂ u]. 7-]] E] 7H L:] /

A

e g u} A € o] 2 En«h% E¢ D AT7IE AT E
o5 ARAD)} v e (marketing)” ol A F ol = 19839 mEo] A H &

AREE AL, A ol o]skA] eFar Q1A v (personal selling) S =3 8k
Z A 27, #dgd vAEZZaOROR HAHEANVES &I
A28 vA"E 7l d o] tH(Bob and Wyman, 1986).

dstolel ARFAVIES AAA. AfdHem &gsto] MGt
7hetm Zldolv A S A LA7IHA e RS AARE Aleskal
wasll, A aE ARAE, AIFEAL 5 U Ves ste A

o2 & % Y.

t
rol

=)
ol

>
oy My
ot o o

o
g
B
N
)

_’IO_



<ag 2-4> 9QHnA"G] 3

Telecommunication(& Z EAl)

SADIHAIZTSOHN S8 M7 EASY

(W

Telemarketing (! 24| OFA &)

MaLE~ So| Hy|E47]7| U
Jleg B8 CIO[HE oA Y

Direct Marketing(EfOIE_*!EUHﬂ%')}»

-
nE
il
|0
Fu

b
rH

B WHFE DR ALAE

Agd  F4AY FEAY, HAAntAR w57, 1994, p28.

2. deEviAE o] 7

deuA g deviAR | HS g oR BAFHS B3 A7 vH
o= AR HESo] AFYAlAS shHEA FE, AUl B Vgl #
#4848 4 Agsn nge v SAHo sotsty 4ol wet
FrastA At AEE F3v. Ay Aol El(Communicator), = #3E
#H ¥ Y o] (Telephone- Companion), &HAF 5ol HWA o] AMEE Qo
(F=rdeviA s &3, 2002).

deoiA e AdzE theldA e o] I

2
oM} olz7t ATekrl, A Holm slejge] wHolupn AUzt <Ay
H AE

H
ZkZoof Fr}, Fow wAMe AR 2 Qg Aol ~EHAE
W] Afes v Wy 4AS 2Ea glojof drha Sttt

T3 AFEe B4 AYFAE 22 T F dolof 3t F|ALe] i H
AEO) B3k 2 A3 FufA et @@ E Yolofstr g =3 wSo] Qs
st oh(gh= e mhA | 3], 2002).



o &k
=

=

3. deviAlE 9

~

™

s
o
olo
o
rall
&

=3
"o

el

-
1

el vk E

1=
=

of Tk
2-g-j

3T

™

RLa e

+,

o], AR Al

b ek,

°

Wsto] A7E Fakel |

[e)

L

21874 (2004)
A oz A4

A}
A A

e

_‘.Tl
=
=

7

Him

wAO

¥

Bz}

&

T,

Hi,

}_

S

g
AL F W&

= lohgul e dunAg B ES oA

[e)

dviAHS F£2 dF

i
X E /A 24 A A A, B

A

N

&

50]:

AR

[

o,
of Austel a9y 5

13} ] ol B w2

A ehat) By
=

% Rl
]

S i e = R

- dlo] g Hlo]
- @) AA A

- DM

Ho e

W

Ze &
W R R W
ur W w o

T

Lo}
HX
(AT
oM

=

<3¥ 2-2>
o
sz]-E

[e)

SR - Er P!
S

| oF

& ¢ v} 7 2

91 whe-

o

=

e viAd

Jusga Az
FAHQ op ke

A AA A

_12_

, Harel deeAE v B 2, e AZE AlRE, p77. 1999)




M
o

—

xI

255 (Job  Satisfaction) ©]

1) 7

1985).

M
ok

—_—

ol (2

npeh ole] 7hA] o Ao

=

A=

&

5
o e A

13, Az o

°

3 A

MdA Aol A&
1 o}&l Al 2004).

=

<E 23> %Aw A%

M 1994

U
i X

s
% oF

of i
=

—_—

A=y
;(]_T
==

S =

53}

&7, AdAA wet e

M7 glol A o

(1972)

Alderfer
Constance

A

S

o)A =7 )

_13_

& Becker
(1973)




Uz

o
Nlo

A

979l

B

57

A

L “
1

| AF3]ell 71A]

0

2K

ol ]
= fue

A7

74 e,

:{L].E
=

TH3

B

N
NJo

ol 344 HE=E 7FAA

—_
fite)

=71A

el
Nir

u

Iy

ATHA - <,1991).

il
M

p—

0

om0

+

ol

M

el
X

I

ZEgom Be Huar]d

il

o

2], 2007).

4

=]

o g a el cha) A g AT

L9S AvEd o

Herzberg(1959)

3 o),

o
1=

el

-
1

bl o,

)

}+= 7] 2.2l (Motivation Fator) o & -4

)

"

ol
°

o]
F

"

I

Nr

_14_



=K

{
Tor

5

J;
_,AO

<H

o

o

oy
~
3
NI

el

]

o

S

g

A

Smith(1969)2 2 Fr<S 2

Fa slen,

o

°

shi o,
|

°

ahof A4

S

) 57FAI = AA

A= 29 o

j
a-

—

0

NI
=l

ol
3

]

z %)

d,

I

d,

24

1
N

i, j\q__—a

21

I

o 2 AAFY A4, 247
AR Aol

]

| T AiEAL AT YA A, B E A

R

o

el dFd, B39 FAL, #A8 Fa
]

7y 7oA

SCE
[)

o

=

s

[e)

9] Pincus(1986)2]

(2003)
o] 4 21(2004)
T
g Aol Al AFYA ]

ke
o

]

©
il

(1991)
Franceses(1991)

==

Locke(1976)

Kotler(1996)
218 <5(2000)

Hackman(1975)
Berry & Parasuraman
}

Katze} Kahn(1996)

(1) AFYA A

W AFYA o]
California™

s

™
o

N
Nlo

_15_



)

=13
=

3}
=

bol 2 v ARl Aol

-
b

il
oL
.
3

o}
Do
A

—

N

™
Nr
[mt

il

—

NI

o

o

4 A+ (Pincus, 1986).

M

el
g

)

R

£ & T} (Jansen, and Von Glinow, 1985).

Davis—-Blake & Uzzi(1993)

5
Mo

ol

ol

o A et

BFE BAL

Fole wEa

)

o

o

R

+
gl

NG
i)
-
110
o
™

fite)
o

G

¥ t}(Jaworski and Kohli, 1993).

sl o]
= 14

]

o) gk
Zom J|gAAel ¥

B 54

umo
el
Lo

—
fite)

)
N

el
;!
R
S

mK

o
o}/

jF
r N

el

™

e 02),

o,

TH(

o

|
~

)A
H

)
job

=K

KN
T

7 %3% # (Education and Training)

I

R

o~
T

A4 0w

= 8

N

B R

$Edop

<, 2011).

amo

I
2}

4T

_16_



4) FAA 9
Akl AN FGUel G FBAAAN B AN GFF Yol
gal drid #ie] Qor, Wad A9 £8e T Aoz Azdn

A=Al thik A ke A

[e:

h=)
ro
o
D
[©)
]
=
Q
c
“(/)
¢)
—t
o
—
do)
o)
<

(Johnston, et. al, 1990).

MU AFES 2Aste b 283 AdAxdHgE & dAgolA A=
7 = A=siA7Id = #eAe oA 9k -3k A

25 9% #HAY 7 2 BA, AH|aFded gk #EAe =9

(Zeithaml Parasuraman, and Berry, 1985)¢] F 23 Z oz yEL

53], 1AFH THAELS AAEY AYAEFE DA o gH=1fol

wel 1S d$-skA ¥ (Berkley and Gupta, 1995).

AL FHde] =3 Ee JAEFE S dPol AR dFE
FP3te AN AFAZFAR] JAEAS & 5 v Aotk
Hartline#} 'Ferrell(1996)& TH A =0 |5 48 5o sl =~
2 AEAAS & g donAT ARHE AT ALRE, FY949
Mu|2~F s ST 272 LAl skt
Fulford®} Enz(1995)+= SS9d AFASLSEA =W, a8~ ¢}
9o AS40m tgstol AMul=EEo]l JfdE L g AR A

_17_



e T

ko

Az dEd David

1973\d Harvardtj &t

Ade
AL thek = AL 914 7o) g}

o

1

o 2F(Competency)

McClelland”} “A
A AelgrZoked g Jido]l = ATHRIE R L], 1998).

Al 4d AAAMR &G F &

REEERE

il
il
)
of
N
o
ol
oy

)

—
fite)

+

tel “7h<le]

fite)
;OH

o
el

A

)

bubol

o

}

0]
pul

F A3

ka7 o] tH(Parry, 1996)&+=

]

]

(2002)

=

o H k.

=

=

T

R4

iui
Ag o] 7h

=

2. tHAAH

497}

il

\.—_mwo

o

CEERE

==
=

o]

W

ce

o

2 WSkt

=
=

o

=

=}

AA w2

G2 A

il

o

o

o}
A
Hr

T

°

g8 il

k]

A7 oF

AA A

171915

°

_18_



g 2] 4 24 o]

T}

QoA EsL A

EEET:
SBR

59

[e)

L

1
SHY2EFT ALY
Aul =2 el A FP Dol A7t

[e)

L

el wAl o

& 2w A B A
e, Adatel B ZA(EYE), 22]al v

1 5= (2005)

=

=,
s}

[
X

J

o] Q1 A1 H]
Brown and Maxwell(2002)

—
fite)

A

w7
B
£

|
=

110

=

23

k.

a1 zF

—~
fite)
X

°
el

|
T
o)

ol
HH

Al A A=,

&
B
B

bl ot

°

_19_

|

A

2 549 3}

h=1]
A ]

-

1

[e)

L

o

1HEE 7HAA EHe, 45 WHAd 5=

¢

]

A 534 A=
1. A 7e) A
Millar(1990)

&

S

Berman(1998)



4 A Fol e AU Tl digh Aujzo AR Fwol xFH
A=) vl golgta: Aottt

olefgt A7t Hwrd HAHL2 JfQle] AFE duty & FaE=A Y
Ags =AXE AFes AoF, Cummings (1973) H7te] EAS
oo Al 7HAE Yol o

AA, =AY, X, AR, Y 5, dAF 2AE E3HSE AAMAEEFA
=4, ATl S 98 HIPHEE AEste FEFEEA

2. 2 ME el A AT

= AH 9 wtAY A digk A= Hl= Purduet o] Antonil o}
AE AEAT7] 32 CCDQ(Call for Customer Driven Quality)ol A <5
ol AHAZZF A AAFOE ARSI gl

Anton(1997) &, 2 A€ FARAAEGS A9 414 FHHERN 2y
B4 AR, FABAYASHAL, M EHAYAZAAE, Auls FAD

A=A A TS ALl om0 2<F 2=559 Fo) A A s Th.

_20_



<% 2-5> Z A wABAHY SHAE

SAAE A F W8

=

(service level)

oo |
4
I N

H

(average speed of answer)

=
N
>

Z¥(average time in queue)

Al ZF(average talk time)

]
X 7¥(average auxiliary time)

% zZ+el Al 7k (average after call work time)

LOBNTRE IR

X ZF(average handle time)

N 2L ot 4T of

€ (adherence to schedule)

FN
o ¥

(average abandonment rate)

ol ol [ o of o oF oE of X

N MY

S

o
o

| 7H(average time to abandon)

2

S (retrial rate)

0%

A % (agent utilization)

Q1% 3} #(average handled call volume per hour)

Ml oo
rO

il
Mr ofl o ot
ol s

o
off

£ (average blocking. rate)

19
r o
B

o

oz
X

o
i

2] 2] Al 74 (percentage of time agent spend on call)

(average call volume)

i o

=
3 o] Al A 34 (convetsion rate of inquiry to sales)

93 i FA )& (average sales per agent)

T

=

o,

r o
B

o
>

o ol

H]8(average recruitment cost)
]

4-(average training cost)

ox.
= (e TR U (U R S T iV

ot

= H]-8&(average cost-per.order)
Fohl A e = B] & (ratio of IVR to agent handled)

=
j=9)
=
o>

oz

P 2717 (average tenure of agents)
T AT (overall caller satisfaction)

[e]
5
s}

(number of complaints or escalated calls)

LoE (E oad
r? o X o

23} 9=(percent of calls requiring rework)

of
o
=2
ol
iih)

F & 4 (complaints resolved on first call)

® 6 6 6 6 6 06 © ¢ 06 06 6 6 6 6 © 5 o © © © © © © ¢ © o o o
o2 WM 2 Mo o,

T
)

9% (agent satisfaction)
A

ol

!
of

= A3+ (number of transfers before resolution)

g
=
)

re 4
LY

(2005), “Z=AIH o] AMH] 2=

o,
=
2
rlj

ol mA = FEFol #g

T

=
S
>
%
do
i
M
oL
ox
)
%
El
= o
%
o
o)
—
\]



=
B

AJr

il

2AE +

=,

o

# 2]

==
=

r=E Hx

)
it

A

WE A3

=
=

b

g

oK

=
=

o 7}

o}t

o
=

o o5 o))

j

ol XHETE F AH mAYZAANE

-
R

AE A

=
=

b

o

p—

0

H
4

olo

T

ﬁo

ﬁo

N
B
T

ﬁo

ﬁo

Hx = AYE

&

X7

X

N
B
Iz

ﬁo

B Herzberg et

=

3, Porter and Lawler

o Az

=

—

AT
_22_

}

0]
yul

AEg] A ]

(2005), “=

&l

o Aol dA el o

I

[e)

3. A3t ghste] ¥

(Brayfield and Crockett, 1955).

al.(1993)



HAZE s o gkl

!

AA = T

o)
=)

2]

il

—_

NI

ﬂl
N

il

—_

NI

1%
o

o A},

Aol e}

Apolo] @A o] ol 7 7] et

1

;OU

B

o] o] AA A

3l# Porter and Lawler(1968)

s

fvze)

A

L2714

A3 W7k R e 2M

-
1

KN
T

bl ot

)

ol

o
oy
o

=
=1

3

el

hSS

)

fite)

ol AlehA) 3, oA =7k Eol AL, § Yels} o] o]

gl

S Aol

ol 2]

praZ1 A

=
Y

i
fite)

)

i
110

"o

“)\o]—/\]"% %

I

(leader-member exchange)©]

o

_23_



Fol vz ool 2o

A3 Mujzdate] mA = 9

3T

4 QA 2o T} g Thete] 7
=3

of e} Aju] o]

—
fite)

il

F o) Q1A H]

3|
pud

o] ]

o

Conant, et.al.(1990)& z=# o]
. 2001).
Shortell (2001 )2

o5 %

ol

o

I

R

+

bl BAR R 1A

I

B

5

&

o & B3 Mot (Lytle, Hom & Mokwa,

aER ol 7l A Hl A

il

B 2o TV

N e

1

i HFOE HALE

) )
h

=

}

0]
pul

A7171 91%

[}

o
1

obEol A 3

=13
=

)
=

919]

o

21 tH Ganesan,

1994).

—

NI
Nd

ﬁo
.

o}

]

Z4]0

ki3

MRS

-
1

goAT Aol e

HA =

°

A =5

H]o

il

N

N
M

o
e
el

ol

_24_



A 3 AF2Y I A A

A1d d7EZY AA

us AeelAE ] HRuE o]
i, ole2lg 29lsR Qg 2
<

ANAX =AY A

=

AT mge 2 AHe yreblgasst dua 4TRE 2 1)
AgAel v FaH(A kel 200909 DellEAE e A 2 Ay

shA ATl w A el gk A (AuE, 2008)9) ATFRGS
A mebd BATE AddTE MEeR TY<3InH o] A

= A4k

rl:l
N
o

I
2

=0rA g
A}

_25_



SESIEPIEE:

A 24

N

Zo] 2 MBS AP T =

E’_]_—

|
5

2

Z 2 (2008) ] ‘&l 7| WA B 9]

)

wK

N

NEERNEER

(2009)°] ‘=

75kl

i

ol

22 v o YT

e

o], Ak

;OL

)

AL
;OO

jgase)

Al

=

o Efi2

2 vehgrh merd ol A TE

2o

o] WA=

Hl. W7 rARL AF0Sd A(+)e fFS v2 Aolo.

HI-1. #AFYA el

H1-5. %A k] A

o
B
<]

3} el nAlE el oA ]

%

i)

—_
fite)
fvze)

X

g
i
Hr

el
Nr
=
nH

NI

YA A

7 o 2(2008) ©]

G

il

—

NI

G
+

ol

ol

Nr

_26_



FA Wk Parry(1996) 2]

°

g 2t

=94 =

o 4 el ol

]

NI
N

:]:L!

A

%0

[
)

=)

%0

o
o0

™
N
el
o

gase)

!

A+ dEe
o uta g on el

shel o,

;g o)

Ay ulAE Ol QA H 2 o

pe|
A 3 Aol A mh A A ko]

7 o 2£(2008) ©]

ehte,

K
N
=

o

—

NI

e AH =F D]

T(2007), =

A

N

A

!

FA Tt

°

g 44
OENE L

A
=

vk A B A Zhol
_27_

3 zZo] 7h

[e)

E

J

Al

==
=

I8l wp ARGl F (1) &2 #E Aol

A A A g 7}

npeho 2t}
&

=
oJ
=

o}

T

=1

-

1

AT
Aol A

s}

o) o}

R4

A 3d WS 273 Ao 2 =3
=

H4. didAn 2

o] &



715y 7ol

El

[¢)

_(H
SESEED

g

=
=2

=

9

h=1]
=

4=
=

P

s

27 A 9]

=

9
<E 3-1> ARn

o] 57} 8.9l

&)

kel

(470

~ \W/ 3 =
S S o) %
< Q) = o)
= - o .o - T
3 R S o Sg = S5 =
. S o & ok =E=a0 S ©
N ) Lo Ko S S 5, S N D
mm A ] 3 = o) o T
= S = =T B W ok 3
b = RS R g R84 £
2 P = g
ol = 5 I
e ~n an &
N
H
<P LN
Gl
o .
- H
0 i | E
n Gy . il
T Hr B o
= B s NJ
¥ wi | A M
A RO E! 'f = | ® | ok
) /A T E
™ | R T ca
T s T x| T @
< ok T < B
o oE %0 | R Ho
Hr 5e) o o | < 0w
o e o & <iNeAle’
(- e oH o
B o Ca 6
i o ey =
i g G %

_28_




ruze)

A

)

el

dl E
] wtAR A ol FFE 7|

29
o] 2 4
-

Q141 A

<E 3-2>3 %
s
JAJA 29 F ZAEHAAY
| e 7z
ZFA A9

N S » B ©
=13 s - - 283 s 2
|88 52| § s £8 :
o 2 oo 22 -
f2 i3 %% = o
< N A N ) n_rm *
o R < N A
- = N o
N % ;
3 NI
‘m_ﬂ Lo\ ,m_r.._
I A ¥
o M- . X
RO By g
Lo o i
" X i
: > 5 : N N
i Np R
Wy
- < N
= N° - -
v by T K m@ O
2 - A
5@ o Mrm M
AN DN
;00 ~ Q ;
> o
- -
ol I - )
Ar g % :
No mT = - =3
3 o v e
= o

_29_



A 47 AIFEANF MY AT

B oA e AREES s AYATS B HRFES A4

=
o} CJE4®, el AAE WanAE £300
S Yo HEAE Fhsel 2 F BAAT SR 1] SHE A9
= |

AR 9% gES nE gAE 57

AT BA2 9 A EH wEE T4 ode ge 2 AHaT
544 S9A 81.79%7F Aol dA®E e 20-25417F 3078 (10.71%),
26-304 106% (37.86%), 31-3541 939 (33.21%), 36-404] 379 (13.21%), 41A]
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<¥ 4-2> FAFTFQAE9 29%Y 2 AF=EY
FE4 1 2 3 4 5 Cf%‘;’;‘lgh’s
ARUA AL | 0634 0161 0238 0665 0189 | 0.270
ARUA N2 | 0692 0230 0212 0719 | 0248 | 0.121
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B 9 B FA3 0724 0242 0289 | 0165 | 0712 | 0219
WEEFAT | 05650199 | 0.017 | 0035 | ~0.020-L 0.723
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253A3 /0736 | 0.220470.058 | 0295 1-0.246 %0782
Aasiel] 10754 | 0100 0.834 | 0063 |10.063 | 0.199
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Aeolel4 0733 | 0.142%0.753 | [0.320 | 0.143 | <0.153
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A2 0.816710808-0.200 | (02050238 0.180
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QI A v A =] 0.720 0.105 0.829 0.148
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ZAE A" A 92 0.661 0.227 0.092 0.775
0.807
Z A npA Y A 73 0.746 0.148 0.147 0.838
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