1563 AYSIATR ®M473 1% 20184 2¥(pp. 1563~175) http://dx.doi.org/10.17287/kmr.2018.47.1.153

71t Mu|A HE SR 2 W
ZEAITPCHON CHSt Mu[A HE SR f2[H HIS

0% (i)
ZEClstn Achst
(soung@knu.ac.kr)
SHA2I(mAIRI})

—_—O0 -
Sltistw AHchst
(slhan@hanyang.ac.kr)

AYATFEL oF aAzte] WA viAle 9F widl 71dst F49 o] WAL TS =
SHel AAQ S/ FEeit dathyd $99S dske ZIdel wAe® Qs 7199 gt
THY e AE 7S] AT =2e ol FojAA da . #AvHIE
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Al dFAFAM = ol BAA AT FHf
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(Liljander and Roos, 2002). A& ATl = &
ARQ wghe B3l dold 58] AA=E A
A, =24, AgA ozl Uebds dadth(Liang
and Wang, 2005). ©]& <18 thakgt &7 Alo]oj
st #AHE A AAA Fd, AEE &
o, 7#24 = EFEch(Harrison-Walker and
Neeley, 2004: Liang and Chen, 2009; Wang,
2014).
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A A Fie Foete] g5 dFs AMul = JA 9L Bl 724 fidle £
(Read, 2005). TH9 714 FEAA 714 Aol F7HAQ 7 & 4 E F Sle ZEa9 F
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Aol AAH R A& H= A #do] dvk FHLY AFE M HAesty EeAHoR A
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Fo A wAEE el Al and Casper, 2007). E4L2 7|gdA L3 A

ke NE g #9¢ e7dd 2eln #A8 4F 2AF
te] eago] ABAR 4 ARS e A L s AH TG g0l YA Ewn

A4S oJu]gtt(Liang and Wang, 2005: Wang, b 3te =8 o2 A& gt} (Giannikis and
2014). A &oA 2132 fdle 9L % Mihail, 2008). fFl Wg A& 2 G2 &

o2

]

Aoz E06H drH(Wang, 2014). BAA S sto] FHY 22271 276k Aolw, o3
A #AHAYA FEE 7:‘7§°} & Fofde o Ro] GAHY A% e-AlF APl FHH
A7re] Ao, fAdBA NN AR A AAE HL-AY AFEE FoA " ol &E AR
ol AHAQ fAE =2 4 tH(Rosenbaum = HICE thad M2 AT 5 Y

and Massiah, 2007). M ARSI Al A&

FEW7] o, 719 Ule] A A fdiE el & Hla: ZAA frde A8l 34 £999 711-

AAQ SWoA 7i1e] dart FHHh & F A9 A& S/ Aoltk
SEEZRYH o5 #AL A= A& HHY B Hlb: ASlA e ARl A T999 7191-

ol FAHH, gFA TAst= FAl gk s A A& S/ Aol

4 754 S ¥4 + JtH(Felicio, Couto, and Hlc: + M|~ A TG 79l

g
Caiado, 2014). °]& &3l T4l A& 59 ze] Aety

el gleld 999l Belt 7%l 348 2

olt}. wabd AlEA Gu= AEs A 29U 2.3 ZE7I1Z2te| =d=1}
Se-a7 ARSI, BeAT A9
& 23AE 847} B WATBIGS g APATINE BATIS

AESHATL a7 HM1E 20184 28 157



ooooo

A WARA Q159 FEgHo] #AY Ve R
s 2ebd 4 Y duska ith(Gounaris and
Venetis, 2002: Sweeney and Webb, 2007;
Yen and Barnes 2011). °l= #AE A4S 7]
Zro| et o & 7] gole 8%lo] G vl

R LB EErEE S E R CE R

ro,
o
=
)
o
=
1o
o2
odt
ofl JH
xS
lo mﬁ
G
Y,
4
%0,
o

AAA frde AP
29lolH (Berry 1995), 21291 2
AFE e e WAV f4A FEHAT R

A2 Btk o2 Qlsf #A ZAAE Alelel] #A
J BAAQ o] 5ol thel

g ke 2 gHEss
AAR dele] Fane padtn BAS §A8

71 9jg 7Hx el o HFsA ¥ H(Dwyer, Schurr,
and Oh, 1987). ¥A7} Qs 714w A
o] A4= Ao o] A 1 AA Y Ao
A =, AAA dEe] FaAe Hac
HtH(Lee, Kim, Kim, Lee, and Lim, 2015). ©]
THYY AR AvEd Ay eg 277
e THYY A Foug AAH FE

of ZF7]7to]

il

(o]
_l
= o

=2

RS
of\
ko
oX,
rlo
P\
9,
3
[

o
fo mot do ofy

© o oy O
ol
X
= 7
359
ol
e
-
18

AN
|
o
l‘ﬁ oX,
N o
N
tE
2
o ==
oL
N
NS

Mroe N oX

Ry

ol
oX,
N
ri
o,
)
rlo
ofN
s
rl\g
T
O,
K3

(e}
(¢} R4
ol & WIE W ol t S #A FAA ]
(Dwyer et al., 1987 Reinartz and K
2000). &2 MAgAFdME FAY FFHH]

B e L AR A/ = A e R
%0,
Buyc
X
i

168

A gt
th(Fen], 1997; Cherrington, Condie, and
England, 1979). ¥4 724 fde 724 F
o FAE WAst] At AR s F dAd At
dE F e 7RV AlgE e As orlget. B3
AL st 24 w2 g Eo] TG
Hh(Lee et al. 2015). LDl SN 1+24
QA FEo EAE slds] fal e
Aol Aate Ao gk
gelo] Hed], detAor 2
of AgAe] F& AR Q4
A8k, 2012). ol TF7IZko
AA S G5si wo] 7193 AN =9

A
2

A

N
&
J
T
i)
ot Mo

[e]
A7 @€ 713ke] @73t

¢

°
olN
N
e
&
x2
B
o
s

e rg xo
o, —E 3'1
)
o,

[
ofN
e

o
N

N

N,
-
o2
lo

ofN

o o%
o,
—o
=
n}
ol

fitl
3
i\
i<
—r
¥
o

Ny
poc)
ox, lo o
o
o
ol
N
=2
Sl
=2

lo o e
do o ofN = of o

o,
=
fitl
>
i)

3

o
N,
o R
o,
ol
- g
ru ¢

o
4
N,
=
L
™~
ofN
. o
rle
-

¥0, ol

T S
N

5
2

N

e
o,
)
rlo
.ol
s
r_\_4
o
O,
rd
Ao = oS m@ ol o T

o 0 X ry Jm
P XN
et
PO
o
fitl
£
|\
o, nt

22 1ol dﬁ ol &L
Rui)

. o _
o ™ty v

oo ok
o
oSk
o
=
XN

o g,
e —{d

oA
|o
fu

-3

1
=
u)
o
Uy
i
dlo
lo,
N
i
i
o
o,
38
kv

H2a: 7314 froi7k Al A4 449 74e-
A AGAl mAE dFE FF7IRL

AYSHA T ®473 M1 20184 28



JAl ¥ch(Maslach, 1982).
o

SRR EEERRRE

1

T

b At

2F

3
ER

g
% A7)

CHol cH
(e}

2R

i

]

e}
u

A2 7

¢

T

Aol

1
=

719 Me|A ME S wAl Wl

712

H2b: AFeA fi7k el A 4
H2c: 724 fri7h AH|

o] gl (Lauver

=)
)

5
Y
s
o
H_AIO
7o

il

o) HE
and Kristof-Brown, 2001: Saks and Ashforth,

2002),

c‘>_]__

S LER

A

=

=

ohl 4% el glolA olel g el Zel

7he Aoltt.

|

T

o

2 e glof

o

EoluA ItH(Yoo, 2013).

o

T

it

e

L.

1

9

ol tha

tHLewin and

Sager, 2009).

g W1z s 12

o|J
h
)

] HH

7} &

.
o

o Al 7HA

~
s

7ﬂ

=

a

€l

B

_Q] 3

Yoo, 2013). °|¥

A 7R &4

-
.

]_

)

74

240} (Boles, Johnston, and

1

o|t}(Lewin and Sager, 2009). ©]

Jackson, 1981).
!
oA di4lo] 5
Hair, 1997). ©]

7% 2
=z
K3

1

A2 4

L

.

st

°

3L

o

tol AH2E A

°

7 A

7} 57] W&otk (Gaines

hvA
ar

7ol A

and Jermier, 1983).

=

H 2EY A

NS
P
ol
uj

159

20184 2@

k-

ZHIESHHAT ®a7A 1



5L 2Ad dig 7Ale HEAS SHe YElT
(Mosadegh Rad and Hossein Yarmohammadian,
2006) X]‘:’oﬂ Jq.al 7§;\1x4 7L;gxqo] ’ﬂi E’:z:sl—
% ARHEe ARTN WA 4P ol
o2 g gxo|t}(Cranny, Smith, and Stone,
1992). FAANA FHHY 9FS F= AL
ASe YU 475 F2AA o Folu} 47
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V. d5=4

4.1 Fiel dzld 3 Elgd
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(Hair, Anderson, Tatham, and Black, 2009).
THEY EE sl RN B EE
< A EdY. AFA 7L i es 0.7 9f
ol B34 (CR) 0.7, B EAFZE(AVE)
< 0.5 o]olojol e ] FEHT T &
4 3 tH(Nunnally 1978; Fornell and Larcker
1981). g4 et dS 7N ke A s
Ad ol FFEAFZHEG AAY TR P s
AFE AlFel AN e AEAs o 2
A5 Hsote] B7het ¢ ivk(Fornell and Larcker,
1981). 914 2Q¥MAY vd AP i =
517.25(df=174, p= .000), CFI= .934, NFI=
904, TLI= .920, RMR= .043, RMSEA= .074
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574.53(df=180, p=.000), CFI= .924, NFI=
894, TLI= 911, RMR= .055, RMSEA= .078).
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Establishing Relationship between Corporation and
Customer-Contact Employees:
Psychological Response of Customer-Contact
Employees toward Relationship Bonds

Myoung Soung Lee* - Sang-Lin Han**

Abstract

The previous studies on relationship marketing put emphasis on the importance of the
relationship between corporation and employees owing to its effects toward external customers
but they lack the empirical evidence in the academic aspect. Moreover, even though the
variations of corporate performance are being identified owing to the way of treating employees,
the discussion for establishing the relationship between corporation and employees is not taking
place. The relationship marketing literature examines relationship bonds as the strategy for
relationship establishment and the literature identified that relationship bonds is decisive in
the relational performance toward customers. This relationship bonds is sought as the strategy
to enhance the relationship between corporation and customers and the relationship between
corporations but the studies on employees is insufficient. Thus, this study aimed to explore the
effects of relationship bonds on customer-contact employees. Specifically, firstly, it tried to
figure out the effects of the three elements of relationship bonds(financial bonds, social bonds,
and structural bonds) toward emotional exhaustion and job satisfaction through the person-job
fit of customer-contact employees and secondly, it tried to examine the moderating effect of
work period as the relationship period which is the relational characteristic between relationship
bonds and person-job fit. For this objective, this study conducted questionnaire surveys targeting

365 service providers of financial and insurance industry.

* School of Business, Kyungpook National University, Korea, First Author
** School of Business, Hanyang University, Korea, Corresponding Author
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As a result of the analysis, financial bonds, social bonds, and structural bonds were found to
have positive influence on person-job fit of customer-contact employees. In addition, the customer-
contact employees with high person-job fit had a low emotional exhaustion and were satisfied
with their job. Also, emotional exhaustion was found to be the factor which make customer-
contact employees unsatisfied with their job. Meanwhile, financial bonds and structural bonds
do not have a moderating effect with regard to the work period. But work period moderates

positive influence of social bonds on person-job fit.

Key words: customer-contact employee, relationship bonds, person-job fit, emotional

exhaustion, job satisfaction, work period
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