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A Study of the Influence of Verbal and Non-verbal Communication of
Service Instructor on Student's Commitment and Re-enrollment Intention

- Focused on Gender Congruence between Instructor and Student -

Eun-Hee Choi

Department of Business Adminstration, Graduate School of Business

Pukyong National University

Abstract

In the midst of severe competition in the service' industry sector, to
maintain its® survival| and development while securing competitive
advantage in addition to the price competition, marketing ' strategy is
focused to ‘differentiate ‘service based on unique service of their
company.

To achieve such. differentiated: strategy, the  capability of staff
communication dealing with customer—at contact point will influence as
an 1mportant factor to the commitment or repurchase intention of
customer.

Thus, the starting point of this study is made by whom and how
the plan is to be established for effective training to obtain customer
satisfaction, and performance of the company, and to improve image
with the company whom the importance of service is recognized but

not yet have system in such service training.



In line with increased weight and importance of service industry, to
enhance company image and create value at contact point through
customer satisfaction by providing excellent quality of service and
maintains of it and for which to confirm relationship that influence of
the verbal or non-verbal communication by the management and
training of contact staff the commit and intention to re—enrollment of
class based on which the control effect is to be confirmed in
accordance with gender congruence between lecturer and student.

In this connection, by refreshing the “econcept of verbal or
non-verbal communication of the service lecture, profitable information
1S to be provided for marketing ‘activity in service “industry and
customer satisfaction while the method to use strategical usage of
specified communication of employee._in the future is to be presented.

First of all, existing performances of study have been referenced
regarding verbal or non=sverbal communication commitment and
intention to re—enrolll of class, and based on such study, a selection is
implemented male and-female. lectures who has more than two years of
lecturing experience of service, and 5 minutes video is produced and
edited and actual study is implemented against those students who had
watched such video.

According to the study result, it was confirmed that there was a
significance result to the commitment of student the truthfulness,
expression of verbal or non-verbal communication of lecturer, and it
also can be confirmed enhanced interest raises the intension to re—enroll

of class.



In addition, in line with gender congruence between lecturer and
student, it is confirmed there is a difference between professional
character and truthfulness. and the influence of professional character to
the interest showed significance effect at the time gender is different
between lecture and student rather than the same of such.

In other word, it could be verified in the event gender is matched
the higher professionality the higher of interest, and in the event gender
1s not matched the higher trustfulness the higher interest.

Base on the result” of this study, the development of verbal or
non-verbal communication of service lecturer could- be a factor to
enhance competitiveness of+ the lecturer by creating  interest and
commitment’ to re-enroll of class therefore, the service lecturer should
establish and manage analytical appraisal and training system, and such
system could be a. big help in creating revenue of the company through
customer satisfaction.

However, in“this. study, it may be noted that. only few predictive
variables has been considered and in producing-video, limitation was
existed in filming in the same video of both male and female lecturer.

If the possibility is considered that the feeling or atmosphere can be
varied depending on the mood, condition of the lecturer even though the
video is filmed in the same place, same scenario, it may be mentioned
that there appears to have scientific limit in applying this study to the

respective industry.
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1 AEH o7 =AZHLeigh and Summers, 2002).
o] £ A A HEE RSt low, ol Shof A
Atolell= AE BATE dof wE 7 ¥ WA AAHAT == o] W

o] &b et ol £E7F ALS A wigI ddd dds AT

g

A A A A S gty oAl EE o s ARgkel] A Ade] ojn|Eo] oY
A WolS o] xar, A, o)sl Hi=He)l #ale] o] Ao = (verbally), L
2] 3L v]elo] A o & (nonverbal, parametrically) A3 2H-&3F= 14 o] tH(Norton,

1978). ‘F&@'old g, F2 R AFxYAA FHEs S5stL T
=R

Uel &S Yel = Aol th(Williams and Sporo, 1985).
1950t -6 A2k =719 AFUAelAd FF ol #3 A7E52 1980

W oo 2R E fREES TRt 4 849 5EAS fAcseE AEH A
So] tF-Eoldlth 1980 tholl = el AFAtEo] 70 d o] w3

FUANE #9S HE2 AESAL olEe] ¥EH 8Aug o A
19703 vl SolHEA g ARUAIM fPEol WES U

Blake and Mouton(1970)& Au]~A-&=xte] AFYA A F3LS dHAnf A
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Zemke(1976)= A7) F 45 (assertiveness) ¥ EFS148-% 8 (responsiveness)
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AN AFYANA FYAIE A7) A AxmE Ao R Fe B4
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(driver), = (amiable), ¥ &3 (expressive) o2 ¥H3Th EHde #

See ol AW waA

4 Ao wo|w A A3l 49

= g FH5uaeE AAZY. 22§l Hawkins, Weisbert and

Ray(1978)%= 7N (openness)@ =% (disclosure)d ol weh, HE3Y, Ao

Y, B4y, T5do= ERIo
Snavely(1981) and Knapp(1984)% Zemke(1976)¢] +3 & o] &34 L,
Williams$} Spiro(1985)+ Sheth(1976)2] A& o] &3l HAZATFE 3A

t}. Bednar(1982, 1984)¢2} Bednar and Heisler(1985)+ Norton(1978)¢] %
L& o] &stth

_14_
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4. vdH AFYAAY EA

ujelo] s ARUACA] FHe ATAel whe} thopa As)sh A

Boglom, FEAe ATAAY AT Wt AAA AX Trh we]

4 AR A Y stREe] BRUNS s <E 2-3>3 2k
SAge BRUHS Hel

B9 AAH AEo] BF e ASANE AAA o] LA, B

pelel @ A9 oApelol, TGS SF-AsE FH AT, A

Aol oF WSl A AN, THm 2 WA #3485 A

o7 FES F A, T4 45.2004).

o
3

J|m

<E 23> HAoH ZgHFAe| d e 82

A7 A% A

7] 3 o] (sign language)
Ruesch and Kees 1956 3 ¢l of(action language)
tf 4+ ¢1 o] (object language)
A Hr2d el
S A
g 9] A 5 = (performance codes)
ol &% 3= (artificial codes)
AFsk2A = (contextual codes)
vf 7] %] 3= (mediatory codes)
% 28t (kinesics)
FAFA o] &2 3o (paralanguage)
A1 A1 3 % (physical contact)
Knapp 1980 ¥ 7+l (proxemics)
Al A A EA (physical characteristics)
A
374 a2
21 A 3 £

S

Argyle 1972

Harrison 1973

Goldhaver 1983
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SR T HAx ], &= BEaee) B4
A9 o AA A, A7), 2, A=A,
XA, AAHS, F] ol &
Malandro 1989 Al A<
= 2 (kinesic)
=3 E
MeAA FZF AA
A A R (physical appearance) : A4 (body

shape), &9+ 2 #2](artifact)
2A g2 Y(kinesics) =% (facial expression),
T2 Y (oculesics), &3 (festure), %= (haptics),
Al A el o] (hood language)
2] 3 <9](vocal behavior) : f-AF1e](paralanguage),
77474 A2(presymbolic voice), kAl (tum-taking),
25 (silence)
2 (siguationality) : A17Kchronomics), 5% Kproxemics),
W XY (olfaction)
21 A A o (kinesics)
7+ 3 $] (proxemics)
o] A}¢l o] (paralanguage)
Al A A 9] %(physical ppearance)
Sundarpmiand - B AR o of (ASEE,| = E, ~21p] 7]
Webster X]'kﬂ, EV‘ZC]—)
T A 3 S
o] A 2001 %%’AEH%Q}(%%? A, HdH A, AH3A
AA A TS FEo U SALAAA HE
=

S[AFelo) - =22l o] o 9]

Burgoon 1994

714 1995

’ %;51’

negat g oo Tad 99 oAEdoF 99
R E R ORI
A 58 2 WA, 5459 WA 2
He s 2005 ol A=T

Ao A o
(s 0 2med, 2001; &5, 2005 HAS U, o] 3%, 2006; FE X1, 2008)

(1) 2AA]
AR = At Fo Aol Kol #9 # 2 d(body movement)

= TIH 59 dE2 =40 gAe ®dske Ald e wdo A5y

old =g & 5 Urt. BA /3 F(gesture) ¥}, F9o 2A|(posture), =
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BAE AFstazr st S9s A (A5, 2004).
Ganesan(1994)2 3714 243t @zlol A5 g7149) FHo 2A
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=
< T JY. BA i =42 HEAd RS
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Oliver(1980)7F AAI & 7vl-& LA At S B=1 3= 7d-&
AR o] &nATE AES Frisky] ol AlsEel iR ek AlES v

S o) F o] JWAE uawste] AthEE AA AFA Aole] HAA

FHTE 7He 2l

Bk ol gt Lewis and Booms(1983)%= “AH] A% 4L A-gw Av] 2~

FFol Al ZlYe Eriy BEAIEIE SAHE Aoz, 1A
NrEs SHA7= ATS ou dal s,
ol: @ WAY e AV HeEX JAA A AFL] obd wF

LaBarbera and Mazursky(1993)= Az o] v o %=7} tf&9
AZA=H= Aw oo A dFES Foha A Aok Ae 9=
v 1A de HEe vSaFdd 9y e Ao = A4 = th(Bearden

and Teel, 1983; Oliver, 1980).

HAAR A A o] dfders AAe] A, 2 2 A
dAejol vk WA #AL A Al of=zte] #AE HAST A=
Selnes(1998)¢F &2 #4& Hsta lom, =fe] 45 o]&7], AFH,
& 2000; oA, H9-H, 1998 AFTE, HHE, G5, 1999 o] v
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