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& 97 2890 M FHLES] AT Hxs} #Fo| AolE BY Aojzhe WY 712 BHAY wFFE
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72, Agngeled /12 433 g n8¥de JYEY 2HAVYFolY nAX Gl RHA FFL 1]
AA g Aoz yetn, AF 2&dF § ATEA 8550l 2388 R4 Aol Yepdd. E4, 23A 98
T4 ARG BAE EMT A, 2AANRFY A A Fo oleHd P (altruism) T AFH FAPF(civie
virtue)o] 2AA PG FolHQ FFE vlAE Aoz deigth A, 2ANNYEH a4 g BAd oI A
23 YFANEsL 2AAAE 2t o2 deidd. AYES YINUE FEL 2ANUYF| 24X v)x]E
EIE FINNAY e DAk Aoz Yt o2 A7t 2k ol - #elA AN F A7)
&l =2jsiiict.
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o=yt ¥MAFA FRE sotd o FRE of
B 247 YARAS Agdtn e, ol

|. SXIH|

A&7 ol F I JIdEL AAYY L R
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2 18/ARE 2] 9% FEo2A HF
TS A3 o2 §839 4o, 1 Agz FF
2 ZRA(GE22A)Y HELS NEHoR A
3t AR d83 T HFFE ZEAEY Y|
&< dF Frkeiged. 200743 39 AAEEQ
TFZEA B7t2AN) Qe v Le gFEeA

garete 20029 89 27.4%(384% 9)o|d
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Ao R A4, ¥FTY 289 28 %
719430 vlale ¥, a8n ¥FFAHe] B3
R & B A750] olF0A FHAEA, 2004:
25 - AFY, 2002: A4, 2000-2007: A
4, 2003: =87 - 99143, 2003: #isks, 2005:
AEE 9, 2003: ¢HF4, 2001: ©AFE - BF
£ 2006: °]9™, 2003: o|¥3, 2001). ¥H,
A4 e AAL- 23 Eolg FACE u|HTF
29| #] weh a8n n&YErt FAYEY 3
FHE ¥ 5o v 9F Sl dFd A7)
AFHoR ojFojAx Qi olF dTEY U¥F
e AAs v T AFEE, 2384,
Y EUTL olF gz Fo] Ao]E BoleA| AFE
At ol 28-S 2Hgon, v 71g%d oy
g} 39, Y2rEY, A2¥xxzF T Uy o
Z & o2 A7t o) FA g (ALY -2
A7, 2005 AEA -o]gd, 1999: g - A
871, 2004; 93 - o] 4%, 2005: o9& - 3
5, 2005: ©|9™, 2005: °]2%, 2006: ©|A|
- ZAFS, 2002: AA= - A3 - A, 2005:
AL, 1995. H$A, 2005: HEAF - FAY -
o4z, 2006: A4 - F9H, 2006).

B2 ZIdEe] HATA 9¥e AT g4dn
Ae 43S 2T o, FHE AFeT o
v A7 Y& oFA eyt 2ANHE
#F53ts F8 890 "o HoA o] dFE
€ 8% o3 - #YH NS AFHE T
k. wAFA dFE FFHHor B o|E
Ao 2Ry FHAY Hgxg PFT ojZojUe
A+ Z2A9 AFo| ZssHe wg, oF AYE
ARAeg #eldA] Rae AF FHHA AR
gt 5o UehdA Ha S digh Ay
27t BojFo 2N AT AN} AsH e 23
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Ug=

i e P AR e O R g e T G T R P

7b 249+ g g ndert FAYE
A5 g PFo| v G| B d7FEL
A4 2 HFFY AYE Aoz s
H Fag 7|z FEE AFAET= HolAd F2
g 9Ju|E et

4, H2 2AAFEL 2HoN FYHo=
T QP FRT ofe FHYE] AdHe
2 Pt 49 gF(extra-role behavior)dl
B2 AL 72oln U FAHYE0 A
FAAoR AT 48YFNE A s
A FAAHQA BAAAC & HAo] FojzxE
PEWHE HAdhs Ao] ozt 239 AHYAHQ 7
o E%0] He 489 PFES AFAF 9
Astd AdHoz FPdh= AF 2H9 EEA
o] Eotd B ol 9% Ao FAFA o
A & JA 8o olFd AEA 989 PF
< Yehlle dEAQ 7fdo] vz 2AARYF
(organizational citizenship behavior)o|®, %
2o 2R 8 Ee AP F AE2A
B2 A7} o] Foix|m 9t}

g d7c 39 FAHHES ez ndded
et ZHARPFH DR FPAo] ojmFH Ao
§ Ho|eA] dFdte AL 7|8 Ao dn 3l
o A2 Ale] dEAQ detn & § e
d Jge 4L gdos MuAE ATde £
Lo 38 diEdhe 22T sta] Mujx
F40| ZAH1 nAVF 57} 2957] g
243 Ao e FAEUE] ouF PF
At/ FelEg: Fositn & + g 5
3 FAEE0 ©&d] FAHoE 1Y 4EY%
HE FPste Ao] ofet T Tgo]
Ae 489 PF2 AR FYPdie B4
g nAe] #HA e &3F votsin
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g 59124 st AR FAEY Y5 Aste
735 Ao i Mu|A7t s T A
ol Ang F A, "M 3d FAEY =
AN E R AP FEE THse AL
399 A 884 S Auste d s FL
¢ AMNEE AFHE + U 58], £ dFE
AFAD vATFRY ns&BeEo] gty AW
PE AR FH Fo] ojmjg zto]E HoleA
HagAatn Jed, o8 F3 uFty A
g&o] Mu2EZ 34TEE § 39 7|99
AARZ] oW g F&L nXeA] AR uA )

EF 2 AFe THYEY AP Fo] 1
AA G ouf g FEYE ZheA], an #4

g0 w7le AgA do9dE(psychological
empowerment)7} ©|& BAd| JHF FFE vl
AeA] d7sta o oJHE ZAANYFL F
AYE9 AAFE PFo 4FE oA F Ue
dhe] dgisz HAPFoIN ZAANFGFo
ZAFTHYE w0l Ul AAZ oH g 7|9E 3
A #4stax g, aglm 2FAUYPE
A9 BAe 229 4¥AE a<ld 9
g F gled, 8 d7dMe JdAYHEE =4
RFE 47 T3AAAN 2 £3E Y3t
Ak, FAUE] 4F FH AL4H AFAL 2
2 e AT nAzte] M A&stn AA
2%€ WE & 7] qie dAHEE 744
S2 33 nA4AFH PFL AL A4S
xoEFda & & 9o

= 979 &S FAHeR A oL
2. AA, 39 FAES gdez 243
mety EAARYEH aHAFA o] 2jo]E Ho
A A7 A4, THUEY AU S
LA v e YT FAUY. AA, =3

al
-

HASAT 5i37A M4z 20084 8H

A A T

TEFAHE DR ZHAMRYE U DUX Yo ojxE HY

R R S P TR R TR A e

ARNYTH aAAFge BAd dFE JHAHE
o ZAFH}E EA T

II. O|2H HjAR} 7|MQ =&

2.1 D2E}

A 2 AZellN BFAH v TRl &
o7} g2l AHEH 1 SlgdE E76ta v 1A
Mg F8 € 283 ER71E daME o}
A% =] ALHa 3o, HATE 7R g
N9 = FAB ALY 0] IA 2| E Ko
€ 20| 1 TAQ dg & & A/, 2007:
Aol 2001: 74, 2001). BFA} v|AF
A Ak 9Wtdog ngA%e 71z 224
T, 2EAFT WA 59 7130 g8 s e,
AAL FNnEE AAR 5EF ARl e
g mgA%e] 7|zte] FA YA fx ALA
(full-time) 2 253t Z2AE 717 ¥,
H AR E A71ngel dig BAY TE SAF
A%¥S 7R A Fe 22A, ©71te] 147
%S ANAF 22al, ZEAIZ] HE 224, 1
du oA -89 - 3% 59 gz FAlsle 22
A 55 XIS, 1992: A - A,
2006: Povlika & Nardone, 1989).

v Y] FRE 20079 3¥ @A ¥ A
AgAe oeHa 577% B(36.7%)°l 2, A
Atae F4E& waw 8797 B(55.8%)9 ]
23 IGFRA, 2007). B4 BE5Hog u)y
1A HEE Fstn e FRY 5AE gad
g A dF2Z2A FolAM vFFH o] A&
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HlFo] uf$- ¥on & & g A4E uFH3
TEE BW, & 479 g Hx e 39 7]
dol &3 A= FAHd AF vATH
92.1%(99.6% ®)2A vl$ £ H| &S Holn
A (FFA, 2007). o] o] L HIAHFA v
&3 Hole AL 53 S SolA ol=2uloE
A 5 AA 2EAE Bo| 27] YFojztn &
F itk mEA 3d ARl v RA v &L o
¥ gz o &% & gded, A A9 & 3
d #FeiAete e oA A% Zzalg
% - @7 oj2ulo|EAF 714 AFA T2 Fst
A A 7L o 70% A= o]&dx §,

AAH vAFAe 222AL Hwshd, HA
FA9 497 431209 )L H17(238%
)9 50.5%2A4 433 2 AxE BHolx 3,
HA A Fol WA HAYF (A 3,4809)0
ngdahs dFS e 22A4% 1809 B(20.6%)
of ojl2x U, FuEAAYe] ZAF HAYFE v
ga7b wATFAe 33.0%(32.9% #)2A A
gig 24 Jehdz o ole a4 dY
o A% wATFAY 2220 ¥ o Igd
g A& BdFa o, E=2F AR (FUA
T, AZRY, n48Y) /INES BY FAFL
84~99%%1d|, ¥ 31 33~36%°] £33 A
Holvl, AL HAF - FAF - ANYFT - 7
FRHE 78~99% A& Ba YA, ¥FFAL
16~22%% A4 wa dhA A, 2007). ¢HF
4(2001)3 wi3}4(2005) 59 AFAME Bt
Az HAFE b dF, EAYY § 2224
Aol & Aoz} &S BFm 9l

H AR Y] 182 7IYA nE&RANS AT
st Qv HAE JIAGEYE o] e W
H, 371408 n8FE0 "A dF3x 3

842

FELRSETR T

ZAA HE&E {EE 5 A - o],
2005). FAFHEY 22849 Ase 22 AP
2 2 2349 de(Allen, 2000: Nollen,
1996), AR Lo g Fa £Fog A
A& Z7HRousseau & Libuser, 1997), 4l
T A9 A4 2 Fdo Soj7le ARH & 7
su] g (P48, 1995), 2gn EL o]FE
3 7Yool AL Al Fdo] nAMu| A9 244
e nAe FHH dF(Lee et al., 2006) &
g Fee ¥4 a3y @49 4 g @
FTeFATYEY 20059 AIA HAZ2A} ARE
ol g3t 1,25370 ARIAE £AHF AA(LGAA
A7, 71 A3 AT} A e FTY)
of 9std, v AFA 2R H|&o] YF HFR
4 2 A% AT AKIAZ vEY ddoldE
71E B9 25%9 1AH} 71 &8 FEL &
o5t RolAe A2 Yyt ol HFFE
289 gzt 7194 3FHe2 ALdA
%< T dvde RS guFH(AHN Ajr2,
2008.5.6).

€ A4 A ago] A R 2
3E 7HAE F dde FHAM 28I 74
4 o A dFE FNsn A, A
2 183 gty LS 2AARYF ¢
AAAFA Fo| ojm g Ao|F HoleA ¥A3}
L=

2.2 =XARI8E(organizational citizenship
behavior)

TEEEY 5 A 483F%F(inrole behavior)

3} H&9] 3F(extra-role behavior) &2 T3
E F e, 9714 939 PFojgd FAHo=

AR H37A M4z 20084 8



FTHZAAEY DSHEP| ZHAAYS W TUX| Yol 0jX= I

TEE 9% o9 7MUY AFAFeE 33
€ 35 7lEAY. 489 P52 kX FERA
A A ARAQ 75S EgdEde A =
AYF FopllA F8AH gon, ZAANY
%(Organ, 1988), FA3]A 2285 (prosocial
organizational behavior: Brief & Motowidlo,
1986), &2A A2 (organizational spontaneity:
George & Brief, 1992), #¢] @] &< v
£ 35 (contextual performance: Motowidlo,
2000) & e Moz A= st

ZANNYFE 2FME 7 B BUE B
AN FUHE 1 B2 AT} oFoRe
H, Organ(1988)& ZAARIYPFS "FAHLEY
ANFAQ PFo2A 29 FAAA BAAA
g3 A¥Ao2 T HAHoZ FAHI e
PF& o AT, A9 FHAH 7T Fge
P F(Organ, 1988)' 22 Hostn U, F, 3
271&x Sd ZAHog 7AHE 9] oz}
MA AfAdge] o AFAQ PFeaM 23
o ARAQ 715odle & HAT, o AF
£ gz Bl FoAe Ak oim, W2
olg|g 52 A etk A AL 7IElA
£ A% opd PFE 77t

ZANRNYFE Tk sk9 ALSd] disiA
= B A7t o|Fo A (Podsakoff et al.,
2000 #=z), 7M¢ dd] @A 7MY Be 4F
7} o]FojA AL Organ(1988)°] AAIF Al
Adoltt, A, oletd Y F(altruism)E AF%F
o] ¥ TRE =g4FAY 22 F8Y AFE
Al FYste T e AHES ALHE &9 F
P& Lotk =4, wHA BF(courtesy)
O ARSI @AM dojute #FS 5t
Ao2A & A EFstn 2539 #A

ar ro rir

ZASAT M37A M4z 20084 8Y

S TR T T e R

oA &7} BAEA FAl A v E sk A
< I3t AA, HEHA 3F(sportsmanship)
£ 39 o] o] A elA] Ralm FA|7F dd
= old dg] EFEWS AsEdE o
TRAHLE WolEole FE Tt YA, F
A %% (conscientiousness)> ZFEHZ AlZHE A
713, At EBAE oMW, FAte AR AR
£ #53e F A 87A1EE AdHes £
Fihe YFe TG vAReR AFH FoqY
% (civic virtue) & 3JAtollA g7sh= AL ok
A5t Zate) Tgo] He ZrF 3oy At Fe]
dtal, 229 Wsgld Fsta, ALY LAY =
0] He AL st T 2IARCZAN ZF <)
Z+E %9 A3 Fdde A& 7fd

olggt ZAARPFEL ojE AJoA} Yut
Aoz Jepd 4 e @il & + 3o 1%
A%k 39 7194 &3 Ugg g e 2NN
Pgo FAAHQA e B /A A e 2
0. 399 ZAF 24A7 957 W] AYE
o] JF2AF wet 2F-F o} sted, FEIL
Aol A€ o BAHZ ZAFdAMelT 7170]
SFAZME v FEAY B HE S v FE AL
ole}d PFe| et ¥ F Uk 1gjn nFIY
o] AAEL " &AL 94o] Furd & ded,
A7 & 5F oA & A, 28 7|EFH &
A 5% Z Bestn AUAEA =2 AMSSHA &
E AL 3d9 H&E A7) A% A BF
olgt & & 3. nATe] FHNN A A
(voice of customer)e] #AE 7]&o|x 3)Ate] &
AL Y3 AAHAA A% s A, 282 94
S W] ol 2FATED 94 3o E
MHSaA & o BHE glo] o]d] Foddle A
T 434 AqYF9 et & 5 o,
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S T T T T

x=

ZZA P Fo] g APATFESS AFEY,
AA R Fo] AT FHH 4TS 1A A
ghs 71244 st ZAANYF| FTFL A=
AYPoQed fHste U B =3 7e9 &
o AQEA, BAAEN, AN JdIYF F
g AP gt ATt o] FolA fon
(Podsakoff et al., 2000 #x), Iolx+e 3
g, 2784, 3384 A4 79 AFHES
gH4 PFol 2 F Q750 53 BIHE
- 2174, 2006).

& A7e 2R T 92 vA e AY8.
ez ngFed 2F2 T A A mdol
23 43384 ¥ (norm of reciprocity)2] &
Aol oJstAd, ngPeo] wE B zpole 1
o W FFFEA AT Hxg FFo AolE
et & # gg. §, 493, J4AEY, 5
A 9, $37139 n&FHS 713 "M F
A4 B3E ¥ 314 34 olo gt B
HoE ZAANYF S HASHLE FYP3e W,
BAE AdE ¥x R vAFE FAEsEe A
AR AP FS 9 FYPF Mol w0
Azt zAANYFL FAHo2 FHE A
oly7] wWiEd °lE FAsA ¥edr e
Bolo] FoA|A] gon, metA ZAANYFS
FP3A e d dF 2= Ay & F gl
(A4 - 2232, 2005: Coyle-Shapiro & Kessler,
2002: Stamper & Van Dyne, 2001: Van
Dyne & Ang, 1998). =3 v|313 zdLe &
717te] Afol o] neFRAL AZo] FAHLR
TAE7] e 22 i F71AA 2L A
v F44de A1t o, A3 FAA
o2 F3E RFAAE FoAAA 2PEAHQ Fol9f
FAL o] BAUYI7} olgttn & 4 dH(Kerr

L=iye]
=

844

o=

& Slocum, 1987).

M AWE uiel Zo] ¥FRHL AIFFE,
2| FA4 e 2873 HolA P Eo A
AL BAE 7] i, AZudelEn 84
THEdl o3 HFFA JUELS FFFEG =27
ARNPEE E FPE Aoz o2& 5 gl

7Hd 10 W3R AdELS FHA AYERY
ZANRNYFE 9 £33 Ao,

2.3 124X|&AM (customer orientation)

Mel2e £4% 7Aooz F3E47 07
e RAEL 719 Mulx FAE HiE o
FE AH| 2 AEe BF5E FAZ e gt
A Al ZLEo] drhg nAA| A PF&
st=urt 71949 Mulz A€ 9 Ha, of
€ 7199 23 43S A58 e €
H(Hennig-Thurau, 2004). Bowen & Schneider
(1985)7} FA3le uis} o], nA9] UAolA
HapE AqHlA ZQELS AR AHlA 1 AHgn
& & 7] W&o ol5 B9 PFL nA ¢
F3 el F44] AZdda & 4 9l

1950 th5€ w}A1%70d (marketing concept)
< 719 RE ¥Fo| nAUNEE AFsin 1Y
7 33 3EAHQ F71H BAE TS0k e A
= ZZstn gledl, A3 (market orientation)
7 A 84 (customer orientation) e ©|# &
ARG S A A% dgtez AAE A
golg. ABAPETY AN YY LS & o a4
S AFdche HoM FEHAL AW, A
of g zlo]HE Ztet) ARG AA
2 FEoAM e Mdegs uz Y

=1 s

(R

>~
T

AT M37A M4Z 20084 8



FTUBAHES| DBY} HARIYE ¥ DAX|YMo| ojxE Sy

B

Bk opet AR g A4 2y Bzt
o EFHAQA FF-2F §2 5Ao= s ud
(Kolhi & Jaworski, 1990: Narver & Slater,
1990), nAAFHL Bujdo|y My~ 29
F2 MY FEAM =97t o] FolA 3 Qi
Saxe & Weitz(1982)0] w2 n2z|gy e
#oi 2] 344 (selling orientation)el] th¥]=+ 71d
o2x WNFeg vjE FuE AFsle Aol
ofjet el 835 motstm F71H9 #AA
AATERS FAAT = AS TG, F, YA
Aol At UAoA wjZolt ]2} & Zusla}
14 she o] ofle} mAe oA mAo] g
82 s A2t 7R gofstn nAo] 9
MRS dele o 298¢ AAEEP FEE AFs}
I, & 10| 873 MH|2E ARFeIHN 1
ARES FI5e AL DY, oY nAxE
e 39 2 Mula REN 53] Fasid
1 & 5 e, oy 27 FY AYEc B
9 F Ue AN P59 FAHA dE ER
A, nAe gold Msm A9 gIA Sulste
A, 149 £3& mefsla o]g FEA7)e
=%°] He BEE, F A4, YA, 39 A4
e B2 2 F9 APPRE YAsA A Fehe
A, 23 o] R MHAE A&e) A
Tt A F ol ksl @ 4 Qg aga
AL AFHE olE MHlA o|9ox A9
olFE ZIdste ¥ nAdlA 5EF YL /¢
ol A, olde H2EFAA PAE FE &Y
A A Ao olF F7 Agste § A9
MEl2E AFste A, 24dA] 949 & A& 7
B2 AFste T ARAsA T S Au] A(little
extras)E Al Fshe A, o oz} mAe] 7913

d AFE AAFE A F 2A4AF YFEL

AT 5372 MdE 20084 8%

s B T

- ohFetA vebd 4= ot

A4 Ego] 7198 S A FL 8
Aojegte AAetel] FPULEY nAA o] g
< MAE 8AEL FH] A ATFERA -
BHA - £74%, 2002: °|¢% - H94, 2006; A
A, 2003: FHE, 1997: A5 - P4, 2005:
Kim et al, 2004: Strong & Harris, 2004:
Thakor & Joshi, 2005), 22z nAA| g4 0)
AAZ MulAFAolY aAuEd n|Ae JE
g ATE(ZEY - e, 2003: NEA - A4
3, 2002 NFH - 44Y, 2004: #AS - A5
Wj, 2006: Hennig_Thurau, 2004: Jaworski
& Kohli, 1993: Narver & Slater, 1990)¢]
GustA o] FoiA sttt

£ 97 TAHYEY AP0 43S v
€ @ 89024 8P FH511 Ut dx
7HA L8k nAR FA e FA B o] 24
R ZAEA AFe A9 gle 4Fold. e
LA G #AE AHse H YoM Lol
AT ASludto| 23 35N FES HLd
E T U2 Aot n8YHo] e HA}e o
€ ZFo|\ Fad A AEy PFEE opz
2o i FFE FFS VA Aoz o=
T Ao F, 2Hc2RE FFAY BYLE B
At AYEL old dF Bgoz uHzFA
PFE AFHE FYPshe v, BAS A2
A Rahe v AYES 1A BHEH2
T AH2E AFsteie 1Y Y5 E 4
P& 7hsAol &Y. HF 24P §Fo] 23
dM 878k FAAQ d8YFoletn A ge
Au 29l £47% Mu|xe] Mtz Ado] Relg
T 71 g, a22ln Yzt HJuix Az
a4l 432E B e A&Hog FEde=
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o] E7Fsdt7] W&o, Mula AYEL A
A aANFA YFo| £ 2HY F e 94
g zZeda & 4 9.

24geo] Mg 18712k Ao|= x|
PFol %2 A 7 A MBI FHL 28It
o] &7] W&o L AT FFF 7137} a¢F
Aom, mety AY nAS P FRLE £33}
717} o1}, o]k o] HIFFAL FFH ] HlF
aAze] A714Q #AE FEske Aol oH7
wj2o /¥ 1A &7E ojgdtn old] T B
339 AHI2E AFE F Ue 7HeAo] Bl
. B3, ] e 9A 282 vFFAER 3§
dF 143 F714 BAE FEIEe /Y AA
& Fol=2)7] W&o nAXFA PFo sHsAol
golxitkn &8 5 gl o7 wolo 7]x3}
o g3} o] 7HdE AAEA.

M 2 WA AREL AFY AYsun
DARGY $7o] % Rl

2.4 ZXARIYSH TAX|EAO] 2hA «
utHES| =HEM}

W 5#olA 8 (internal marketing) #HL ]
2 FRANA nAze] A7 FFA)7] M E
A 22 YRAoE ZAFYLE T #A 2
ZA 3 #4999 #A7E FFAelolof ddn F3
gcH(George, 1990). o]2jd AL FAANY
54 AN FA dF =9 HgHE
F . 2ANNYFS HFHoE FYske T
AYEL, F UNFes FREHS AN o
2 =953 239 FHA 7|50 719§ dn
2 st FHAYEEL nAdte] BAAM nA9 &

846

TE FFNE e 2ANFH PF £F H324
2z #YPE 7ol ¥ (Kelly & Hoffman,
1997). &9 =&°] 57] H3] 2FA FH 3
A & 4872 AFHo|n Ao Fsin
A e FAEEE 234 %S FAYEd v
aA4ze HAHN 1o 83F Hofsln o]
Hgez 3o Hul2g AFsns de YL
o o] 71&Y Aolgn dE¥ & U

At8l3}(socialization)o] tiF AFE ZAAW
P AP AAE Hd9she d° Hed
T A, A3 RS § ASE TAHYEY
MAA 7 2NN GF AP §F 7t
o o)A (spillover effect)E 7HAYGE 4 4l
o, dAd, A3g AP FilAM olgF9A s}
A7t B A5 BRES =9FE YB(F, =
AT F) & st YL 14S 9450
A 3te BF(F, 24P P5)S F98 75
A= ¥d3 & 4 h(Bell & Menguc, 2002:
Yoon & Suh, 2003). °|&& &9 733}
o33 Zo] 714 & AAFsAg.

7Hd 3: FAYEY 2AAURFLE AP
3 A (+)9 #AE 712 Fold,

4, AU E(empowerment) FFo| uwet
A 2AAFAHQ PFo] FRE & I3, FE A
#}E F= Aot JdHHEE 2AFHQ FAAE 2
Y3} oo 3] FHLE] AAsE Aely A
oz FeH9, 4284 4o HE(psychological
empowerment)E TAl # 294 (meaning),
44+ A% (competence), A& ZAAA(self-
determination)® Q%4 (impact) 5 & 2
o s dez FAHE(Conger & Kanungo,

ZAS0IT 37 M4Z 20084 8Y



THENUES DEYe} ZHARUYE ¥ DX Yol ojKle I

1988: Thomas & Velthouse, 1990: Spreitzer,
1995). Aulx Ago] mAzte] Yol 1<
£3& FFA7E 14 &4& FFAE & 4
E %Y, aA4dA H3Y AMHAE AFdtaA
L= = W ) B R A < - e =] o B 3
o 3l=d (Hennig-Thurau, 2004), 49 E
£ B3l oujg AotaFHE ATt JAEH
of e AFATL AEHS Fod Fo2H <
e 718 &35 S B8 FER 4 A
Al #1F B ol nAe] g3 B} A&
g&E &+ A AT

JuAES] HA £F& Tdrit AolE BY
F Jded, 3ddM AHAHES] FFS F Y
dFe ABEE 24 FAE A7 A3 gt
A9E0 AFA A F e dHIEE S
F At AAA] ng 399 2xBEL A
o] AZsA diAstn Aulx 3 E(service
recovery) S & + UEE 7] A gyt ALE
A A 2,00088 F= doX AFA JAS & F
=S 3&3txn Uoh. WwEd], I T F ¢
g 3o A} A oA VY AYE
o] AfFAZFLE JAT A& di Hee g
Ao2 50009 Axolx, 1 o] Fdo] &8
g A% Aujde] AAle| welol oz g,
JFAT Aujle] A metd 1 FHEHA
7% 3t FHAE §7] wEd % 3
150] AAZ 7l JHHREY F£ES 4F
0 4 ok AZBEY Zo] YBRYAE FF9
¥ AF U Aol 23 =go] Hazt st
T ZAARIYFo| DA FAHQ] PFo2 A
7Fe& AAE v, YHSIUE FFo] ¥ 3
T Aol BiA CJAEA st APE F e
odz7t £0157] Wi AAEe AHA PFo)

AU M37A M4Z 20084 88

T L gl T R T

AR GFH Yoz AE AL FHoo
g wd 7lzsd 2 A7 YYIHE]
FEol 2ANNYEH ANF Y5 WAS
zAshe Aoz TS At

M 4 2ANARET AP BAE 7
H959 ASANE S3o o) 24
2 Zolg. Fdes T, Yaew
E £70 $34% 2ANVYE 2
ARl v E Fee o BE 2
otk

2 d79 Y-S agez Yehd (¥ D3
2o, addA B upe} o] E AFE n4¥
go] mety ZAAVYFH nA4xFgo] Aols
HolgA AFstna vk, o uoprt 2HAIUY
Fo] nAA gD oju g FAYE #eA|, 19
3 ZAANNYFI ARG BAVt FELE
o YAAUE FEol wetM om @ oS Ho|
EA AFHoz FAsua

Il ke

B d7e 39 FANEY 243t 2R
Pg R 4R Pl G &S vx A, 2
g1 FHYEY 2ANUYFo] DALY of
H3 FAPE ZeA] AFEYEE AL BHo=
3ta otk AFEMH "eg ARE £ 9
3 2 dpode AE2A S 248
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<JtE2>

yg=

k=10 <JHE1>

(3RZ-HIBRH)

TEANQ S
(organizational

citizenship
behavior)

YL\ f-13
(customer
orientation)

<Ot 4>

AU HE
(empowerment)

(ag 1) d7=2y

31E=

2 d7e 3994 A SelA HHAE AlFst
t 2433 AYES o HERAE A4
sttt & 8719 5339E ddeR zAE A
Astded, $4 299 39 419 AF AH9
39 4707F A EEUG. DB AA A
F2AF AAld) O §2E Foln 39449 F
& stol] AEA9 wlES} 3)57F o] Fol A}, 870
Fdo 40-80%4 F 390%-2 wjEsld 7/ 39
oA 306%(78.5%)7F sFHAR, °] F BZXA
7 B AE 5 FASH HE 2672 A9
280%-2 AA ¥4 &4

e d3e (B DF 2o w73 YL
F2 94, 25357 FL A9, ¥ FF, 2
2 L Fo FFE7] Wi ol A7EA
54 e ¥z AAS vFE Jde

Hlwald ngFeje AFhF 7o 373
& EFshe 4%E HAE F I med
AFoME &g AFFA HFE 2
& AR PEoM e AL AN

B

£
A

=

-

2o e o

A
t}

848

AA nE&¥ed d32 AvEd AR g9
g 280% F 152%(56.3%)2 A4 Adolm
118%(43.7%)& H3 1A Yoz A3 Fd
o] & ¥ ¥FE AAda o Jde o4
o] 150%(57.3%)22 FA (1129, 42.7%)8ch
gon, A% 20ui7} 1459 (54.7%) 22 3t
T AAsn Y 307t 868 (32.4%), 40
7} 34%(12.8%)°1tt. E 2| v|AFE ZYSo]
EFEQ7] dEe 25d5E 19 o 254
(777, 29.1%)% 14 °]% 39 ujgt 258 3
4561, 21.1%)°] & ¥F< AXsn =, 3
"= A% ol BT FU (609, 23.4%)%

€ AH AE9 A9S(1969, 76.6%)°) o 2
H|3& AAsta Yo FME2E 4S8R 3
A(105%, 41.8%)3 A4%A AD(110%, 43.8%)
oz n2A E¥da Yok agln HoM He
upo} o] WA AYL o4, 254 o)}, 3d
njgk 2%z, a2z HAR AFelA 1 H|Fo
w4 Jehda glon, 34 AE0P A2) 2%
L&Y o5 ATFEA WFE e FA} £
oAl Aoz ey},

HASAT 537A M4z 20084 8Y



A EC] TBYeE ZHAUYE 9 DYX| Yo 0|k I

(B 1) B2 8y
N . 283
B T8 e e Al Ll
o4 64 (42.7) 86 (57.3) 150
el 34 83 (74.1) 29 (25.9) 112 The 18
254 ol3} 15 (25.0) 45 (75.0) 60
26-304 46 (54.1) 39 (45.9) 85
ik 31-354 44 (83.0) 9 (17.0) 53 75 15
36-4041 24 (72.7) 9 (27.3) 33
414 0|4 19 (55.9) 15 (44.1) 34
1d ol 16 (20.8) 61 (79.2) 7
1d - 3d oot 26 (46.4) 30 (53.6) 56
=&t 3d - 53 mgt 25 (65.8) 13 (34.2) 38 o5 15
5d - 10 gt 42 (84.0) 8 (16.0) 50
104 o4 39 (88.6) 5 (11.4) 44
. A 96 (49.0) 100 (51.0) 196 N
= )3 54 (90.0) 6 (10.0) 60 T U
AL aEA 56 (53.3) 49 (46.7) 105
A HARAN 63 (57.3) 47 (42.7) 110 F3d: 29
71E} 23 (63.9) 13 (36.1) 36
A 152 (56.3) 118 (43.7) 270 2 10

* 28Yest AFFANSY BAl) AP x° AF A% £989Y (p<.001)

3.2 o] o 9 &

3.2.1 28¥H

& d7dMe n8FHE FtAa vFFAe
F 2 ANt SRt ddsle & Fo 3
UE deshilE aich. @4 $el AslelN A
A3} vy tzoleke #¥o] de] 2o|xn glopg
ojel thal F71AHA ABE AAA Fgkow &
H2 2ol A% 713 3 n&2H §& n2isl]

AT 37/ M4 20084 8

SHIES stgvt. ok, HAFA ] d& Ade
g o TAZ A4S 5 UA=F 7] A8, aea
F 0 AT wt §=E Loyl S8 BA-
HA71 18FHE B ¢ ddd uF#Y
289 /S (1) A% A, (2) 9° AR,
(3) HEE AT (4) 9¥89 A9 o 7}
A2 AAEL oo SRHATE ATt 14¥Y
€ HAHEE 0, AL 12 29sel 243
Atk
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AT LTI T S SR 48 M BT

3.2.2 2& A 918 % (Organizational
Citizenship Behavior)

E A7 39 MH2AY9EY ZAAUYPFS
2387 98l Organ(1988)9 57 3IAAYS
Hlgto 2 Podsakoff et al.(1990)°] A& 3
ETE 435 O A A o8 #F,
WA g%, nEdy 3%, Y % 33
A Fod3F2o2A Niehoff & Moorman(1993)
3 Morrison(1994) & B2 AFoA g &8
go] gt} 4714 oletd #F(altruism)ol o}
& A 3] Yol #A dld S o5 A
449 PFE 71719, wiA AF(courtesy)
ARE d$stn s AN &
A7} 2ASA GA AAE 2 PTT DI
H| 834 8% (sportsmanship)S A 34}
dA dAste FASI dal EFS A dn
TAAR e YT LI, A T
(conscientiousness) e =FAHE A7 13
£ ZFde § Al g4ste 2F88e A
dHog E43e PFT DAY npA Rz A
22 AP E(civic virtue)E ZFA|Tle] Ao}
st o F2A 3Ake EAd dia B Za 3§
At =%0] e 4F 8% AF Fddte RS
7+

oA 714 atEE 4 23 F 20 2o
ARE FAsglen, SRA AAlY AU
Fol dal ArlBndez SHAE A Z
FRee dHAEY 53 Ax(1=2d 234 €@
o, 5=m% a¥hH2 FFAd. oI5 2071
go e 2A¥M3 Ax $4& AAEo
Ao Bgws AcE AZF An, wzz
P A PF NI A E7t o

=]

“—

=
=

o
s
=

=

850

HI=

PSRN S s

Ae Aog Yeyy] Wi ol Ad o|F9
MM At UeA] 374 AAdghe 4l
Ao

(B 2> MEeE S Adete A2 Uehd
FFES AT Foll FFHo2 2AVHS A
g Azoltt, 8JA¥A Wyeze FAHEEAW
(principal components analysis)< AH:-3}%2
o] 2 w3 A (varimax) 2o 2J3] ofe]gk(eigen
value)o] 1 o<l 2w A, 894
A A (factor loading)E 0.4 °]&<1 Z+E &9
2ol Aoz wosigitt. 8AEH 27 379 &
Qo] FZH%ow olF 89T AA ¥HF9
57.03%% d9sta 3ot (89 1) o3 3§
< Yehlie Ao2N "do] Be F8E =9
" "4F 79 oS FE TRES =94F
5 88 =95 P52 = M £¥S ¥
o 9len, olE 47/ £ d A= ¥4
A3} NE % (Cronbach’'s a)& .72528 el
(89 2)t 334 FPFeT 43 A=A
‘sdo] FAo} A FAL Ztm SAF
599 oA E EFole YAt FAF," T
g38te Wsld Rgdlen Y §5 M 2Y
< EFsta glev, olF 4/ B9 AYEE
68092 Jelgth (89 3)2 HEHF IPFS
sk 222 "BAY ARG EAHS 7HA
o BHSHA &% "Tdoly FEEC Wi ¥
A ¥8" 5 IME EFsta dow, o|F 3
23o] AxE 687022 e, o@E 8
AEN Ao 7]Z2dl] & AFoMe ZHARY
5 o84 3%, A3A FejPFH v|EBA ¥
FoZ R £4 S AAEA.

ZHEAT 373 MAE 20084 8Y



1@%*%&!—4 "%ﬁEHB'I A.EMI“@% U DR HHo] l='|*I|: g

R R e t R e

(B 2) =FARIgSo| ofgt 20124 Hn}
(29 1) (89 2) (89 3)
7 P oElA % AT FoYE v 28 3%
(altruism) (civic virtue) | (sportsmanship)
- Yo] B2 FEE 9% .825 .054 128
- A5 i oA &S F= FREES =9F 732 113 .042
- 87t 45l A LeeE =9 687 .294 078
- 223 TR JFE UdE 492 .361 .198
- 399 HAo|} A Mo #A ztm FA|F .104 849 -.045
- 399 olu]A & ol FAle] FAF 179 .680 .206
- 39 U A 9@ AGAEe dis #4445 7 .300 581 120
- 3do] g3dhe Wgld F&dlen =¥ .385 502 .166
- 39| BAHE GEdA LA % 129 -.060 807
- BN Alag EAAEE 7R 1 BRI 154 117 182
- 3o} FEE dlg LA & .045 .262 .706
13| (Eigen Value) 3.753 1.471 1.049
A e Hgk(Percentage of Variance: %) 34.122 13.369 9.534
2 W (Cummulative Percentage: %) 34.122 47.491 57.026
3.2.3 99919 E(empowerment) E FAEE ZH39Y. 1Y SUE & o A28
o] #t o JAEAA S UE F Jde AFEES

Thomas & Velthouse(1990)%} Spreitzer
(1995) Sl st H2lA doAHEE AY 9
)4 (meaning), #A53 4 & (competence), &
& Z%A(self-determination)® %934 (impact)
T HAA dez s ded, 2 A7
Me o5 Fo A& Z2FAN 2HE %31 3
o HRAE FAF oA Ayl B Sl Ax
2 S UMY ¢ UEE AFdo] Fod I
2 YAANEE Aot e, Spreitzer(1995)
7 N AHYHESY FAET F AL 2R
< Bt %% Gonzalez & Garazo(2006)7}
ANG THES Bt THAAEY dupgd

HAASAT xi37A M4z 20084 8%

23 98" ARE AP o A% 424 A
AL 2w 9L Wl w AT Hewue
44 248 4 Y8 293 YE A2 1 of
22 Aag ol HALe $L dojok (Y
HE) 5 4709 Boz ERsgen, 4] B
9] NI =E 736322 YEpyith

3.2.4 2AAFY
DA FYE a9 BN A9 78 F

FA7lE e 352 71Eded, 24X Y5
24387 98l Saxe & Weitz(1982)7} 7§23t
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S R e N L S R TR L

SOCO #%(selling-orientation and customer-
orientation scale)7} de] #4450 Ach £ A
T% S0CO =g ulgoz nAXNFYE 24
st o, AT & AU AHlx HYES
W2 ZALE e AS ARket Mu| 2R 8
3 (service orientation)& F43l7] 93 BI&
(Saura et al., 2005)& E£3 #Hz& A} % 6
Mo oz ZAsGEH AA=E Hoj=ge
Aez vehd 27 £3< Addtn 44 &3
BIEE A9 83U, 1o ez
0] FAQUAE Befar] 8 =FHF}," Yo F
¥ #Ae 2AdA F4e Mu|2E AFde
A, "ol Hde] YA AR E & & U=E ¢
T FEE ATE" 23 "nAqA Mu|AE
AZE o ¢ 129 FHAN AAY § 470
o] FAo) &aHon, 4/ £ NIxe
.712530°]t},

3.2.5 FAs

A, 4%, 2545 43 § 479 29
FFE YA £ e ATEA BFES FANT
2 Yo XPAAT. de] A A4S 0, ¢

AL 12 3989on, AFLe YALS 0, A%
7 ol AT YL 12 YFseled 24
AT ¥ 254 &8 18, 26-3041F 2,
31-35418 3, 36-4041% 4, 281 414 AL
52 AQsn, 2&dse 19 veg 12, 14
ol 3d mwE 28, 3d <4 5d uwgg 3o
2, 54 o4 109 vjwg 4, 283 109 o4
< 58 39t Ao &4,

ATEA SHED ol 24 19| 54 &
ZZo] A3 e A9 A A7ARYd 4

852

dg=

R R

R S e L B RN T L L

g2 vd £ g & A7 270 A9 70 39
2HE A58 F£H89ed A ¢ 39 o) 1
AANFE & AFEFE0| F93Q }o]E Holz]
%37] W&o o5 EAMTE ¥ Yok},

3.3 BAEAL

THATS AT FAEAC Sol7p] A 2
7R F7F £4 & ARG, ol A3
F el diEiAg nE g QRS A
3ta SlolN AP, YAAES} DA g
A NEE o WEEFAFo] dEA Aad Ug
7 9o, B4 28NS 53 =28 2
P A AL FFEHH AAIAE (470
%) € 2AXNFPY 4N 2o FHE 2 &
79 F3EYo| 8IS ZeA AF] 99
IH 9AEHE AAEAed, F¥E AFES
HEZ 27 ZARYLS 5 Aoz gy
(x*=254.073, df=142, p<.001: GFI=.915:
AGFI=.886: TLI=.908: CFI=.923; RMSEA=
053). 5o FNEEY HHEGEE 3¢9l
&7] 93l Anderson & Gerving(1988)o] |2t
g e g8 F gzt AdASF 33
29 95% AHTFHF, FBASF F3A) + 2xE
22 1& Efst=A] FAsH e, 2 3ol
12 Egste 4971 A8 gt ol FAMd
5ol AR Aol dolgte AL uj, o4
o] EMZIS oatH £ dfoM 23E A4
MIES AT BFeFAo] e Ao
wd 5 g,

2 AN ALE ABEL 25 S 93
L 2R A7 Bnd o =37 Zol7] &
T2 (common method biases)2 QI3

AHSAT M37A Max 20084 8



TUEAIEC DEYEI} =X

T T

TANGE 2o AV 4350 vehg 5 o
g AN F 7 2AEE g8dq §Y
WA g &8t A WAZ Harmand ©
24897 %(Harman's one-factor test)S AA|
At o] EAWHY V& ML 49T FE
FaubHEe s} glckd 2AREA A shtel 29
o] =AY, 3 & 8%lo] FPATES] AP
722 A93itde AotH(Carlson & Kacmar,
2000: Podsakoff & Organ, 1986: Podsakoff
et al., 2003). ZAANYF] A Y, A=
HE 2 aAANFYS $3F 19 2% 7HAn
SUENS AN A 57 .%o =EHAUL,
8919 #& 12 s 8AFHE 4S9
g 82lo] Mgse ¥FE 28.15% 23
ol FYWHHee Ayt AFAHE 438 7}
Aol A gde A& YudH(Carlson &
Karmar, 2000). 5 ®#A=2 d9d¥ysis
(single-method-factor approach)& &34
. ol AFHo2 A e FAAYHsd
(unmeasured latent method factor)& E3 %
ol F7bst] o] Wy aglo] Zt FAHWF| YT
S X e AR st PYPozA Z Hfe
24 540z 9% oA £ de 53 89
< Aol #Qste APH o FHHA F 4
o A48 F e FAWH G (Podsakoff et
al., 2003). #4237, PYPLAL F71¢ =Y (X
=189.925, df=124, p<.001: GFI=.934)=
3 891 S F7bekA] %S 2R (x*=254.073,
df=142, p<.001: GFI=.915)Ed RIAFP:
b fesl EE ReE degon(=
64.148, df=18, p<.001), 28]z ¥iLe] 4
g BAYE 9 FPUFEY] QAR E 2R
1970 Fel 2707F vlfrelAQl Aoz vepdn 3l

AT H37A M4z 20084 8Y

AglgE o DAX|YHo| ojxle 2%

T T T S T s R s i

t}. H]Z Bentler & Bonnet(1980)°] A3 F
FARE=AF(rho)E &3 0.0042 vf§- &
A Jerdan 970 AT (Bentler & Bonett,
1980: Elangovan & Xie, 1999), o]4te] 4
Ao ofatd FLWHAI} 45| FH &
A e 9% vida ¢ + o

HASE AT FAEYEcEE ASA 3
AN S B8t FLUEHY 9FS FA
3t7] s TR AR FAEeles F4
st EAske Zo] uigAEA R & AN
g2 2 2 1A olf " AFH ALY
< B4kt A MA olfr= Podsakoff et al.
(2003) = @AHCE AAHstn e viet Zo] ¥
HeQls Flet FRUAARE S BN A5
A72Zo] <4 (identification)HA ¥ EA7}
dAR7] ol B4, 24 RS &4
314 g2 FATPAAE FAE & de o)He|
e W, AFFTARST T 7AFHd L v
A & Qe 9y HLES ERFoz B4}
offta & + it Adrt, @Y AR FHG
70 (single-indicator constructs)& &4 AE
2 3% AU (multiple-indicator latent
variables)® A FEUE4Y EF XIANA
Aste 45 25 33 24V 2A4E £ Ao
(Schaubroeck, Ganster, & Fox, 1992). AlA,
o7l Ezte] AE3 g AAYE AFde AL
27 37A%A (moderated regression analysis)
o] F+244 R¥E F ¢ AnHolgn W
&t

853



4.1 7|=8A 24

(E 3)2 ¥SFES ¥, FFUe FABAE
B F3 gt HA ngYe s} ofe} MFE 749
AABAE 29, n8¥ee AE, 99, 284
+ 2 4398 44 F(+)9 /43 #AE %
gt} ol WA, 19, A7k 24, 12En #
AT AYYFE F7A Ao Boe AL 9
u@dt. n4¥eE oetd dF(altruism) R |
£33 3% (sportsmanship)® A A#A
2 dolx gz gle v, A3F FAYF(civic
virtue), YHYHE 2 AR FY Fo|AHA #

AE Boln . aFAT FAAF7E RA ve
Ui oA (r=.138~.282) 183t d7HF
E3 2% AE Boln YAE ¥t

g2 aAAFI ofet s e
AE B, 4EE A e A5Ec] 24T
A oA FAE Ze Aoz U"yd. o
Z o84 353 A3H FPT, 223 49
HEJ}L aAAFY vluy Z@ #dAE Holn
At

4.2 DZYES 7YY WS
(R 4 28Fed my FHLEY 3Tl

Zolg HoleA EAF Aot FAH HF
T2 ALE o] 2AARIYFR 4R FH PF

(8 3) d7HsEY I, BEEEA el (N=280)

w3 L |4 @8 2% 3 3% o8 34 MR oM
4 4412 4974
il 2.6066 1.3098|.375%**
=534 2.7326 1.4846|.340%** .575***
A5 2290 .4210/.346*** .504*** .513***
18 5630 4.4969(.313*** .256*** .529*** .353***
ole}d #%F | 3.9268 .4978[.139* .169°* .128° 109  .038
A2 oY% | 36111 .5375|.117  .329*** .263*** .320*** .147* .563"**
HE29 #% | 3.7262 .5890[.056 .084 -.114 060 -.079 .378°** .346"**
osfgldlE | 3.0914 .7110[.176** .271*** .409"** .388%** .282%** .253*** .372°** .146°
aAAY | 3.8586 .5652|.134  .215*** [195** .277*** 138"  .403*** 454** 279"** 447
* p<05, ** p<01, *** p<.001
1) 44¥: o=0, d=1
2) 4%: 254 o|3t=1, 26-3041=2, 31-354=3, 36-40M =4, 414 °l¥=5
3) 25434 1d nwk=1, 1-3d=2, 3-59=3, 5-108=4, 104 °]%4=5
4) AF: AHIFE=0, FAAF AR <1¥) =1
5) n8¥d: W7y =0, FH3 Hd=1

854 AL AT M37A Max 20084 8Y



p-4

tige DYyl =RAQYE W TAXI Yol ojxl= Iy

(£ 4) D8YeER =XARIYE U D2X|EY9f xfo| 2A(t-test)

PES P
hﬂ e
- T (N=152) (N=118) ak P
3.9424 3.9047
v
oI=A ¥% (.4801) (.5105) 624 533
ZANUHE | A2H Aolds (3563;) 34583985 2.426 016
3.6908 3.7825
W 9% b o -1.313 190
AR gy 56902795]) {3:; 4357) 2.311 022

o] oAl Aol& HoleA t-testE HAFHA
4. ZAANYFA i T4 2, ojgH PFF
I v 2% FT2 AHAR vATA Ao 7o
AQ zlo]E Holx gx Un, AF F{FPFuo|
FIAA Ao]E Holm o, EoAH Ee ups
2o| 73 (3.69)°] HA 13 (3.54) B0 59
4% 25 Fodse b gloiM vlad o 434
A Aoz vept. aAAFYE ZiH A
T2 ol #o2Q AolE Bolx ledl, B3
A4E(3.93)0] HBTH ALE(3.77) 8T F ¢
IAAFHY Aoz yeigd.

AZAT olT EHERE ATATEN %
2 M3 F Y 8USS FASA HedM &
Aol7] W] n8Feje] WYY AFHE BAFA
Fike AY 7 Sld. w2y &t Ze ¢
T8 ARE Fefsr] HaM ¥, 9%, 259
Fo AF § AT dFE A F U= 8
AES FAsk= Aol dasid.

(£ 5)t 28Fe7t 2R NPT A 744 &
ol oA e 9F= Y37 A GFAARYE
AN daoltt, a8Yert ATEA WTES
gL FARE vl 2FANYF] F2HQA

A4 x373 M4aE 20084 8¢

FEE vIAEA A7 Ad AFA IARAS
AAaded, 1942 4d, 49, 253574 3
7 5 ANsE B, 29AE n8YYE
T oletd AFat wEHA PF B¢
t-test Aot vRA7IAZ 2 EYE} feH o)A
e Aoz UeEY. ¥, ASH FAYFY
By ATEA ATE T8 AARTAE AN
A3 t-test At 28] n&FEIL F4HolA
%3, A7EA B Fo gl FoAHY AL
2 Ueyt. ol 489 9%E A 4+
BitAE v ol A5H FejPF Aolrt
fFe4elA goe 2AE rigd.

(£ 6)> n&Fehst FFo] 233 FoqPFol
nAE FEd dall F7F #4E AAF Hold
v AMELS 28849 5§44 Ad g4t
BARIEA W, AAe A AFET o
el e EFsta 7] Wl BH3 vt
A< g vxg Aol oje A9 adE £
gl Aol Bodid. ol A8 FTHE AT
I FAEeR TFER F U A, AdE
AtAs dAE FHAe A Jd T By
o] om @ Aolg HoleA EHEAM(Oneway
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(E 5) ZX|A|IYS(OCB)oll CHEt 3|72 (N=236)"

Z&ds olety BFF A3A F{RF v 294 ¥F
24/ (altruism) (civic virtue) (sportsmanship)
Syas 2y 230 2¥m 2N 23V 2ZV
AR
L .048 062 -.031 -.026 067 073
43 087 073 .185* .181* 162" 157
245 -.001 048 012 027 -.256"* -.235"
yg 130 151 257*** 263*** .093 1102
Sus:
2494 -.103 -.031 - -.043
F=2.725" | F=2.511" | F=9.758"** F=7.811"*" | F=2.970° @ F=2.426"
A8y 43 | R*=.045 | R*=.052 | R*=.145 R°=.145 | R*=.049  R®=.050
. AR?=.007 AR’=.001 . ARP=.001
* p(.05 ** p¢.01 *** p(.001
1) Bol AAE 3= EF3}E FJHAAF(standardized regression coefficient) .
(E 6) M= Foiysn Dx|&Mof chst D2Hel Y XFe| &}
AS AR T A=Y
d = F )
i il (AF/EERA) (B F/EZHA
© A4 A 100 3.5450 (.5005) 3.7778 (.4960)
@ A B 96 3.5495 (.5163) 3.8032 (.5522)
@ wAT B4 54 3.9537 (.4954) 4.1490 (.6306)
AN P37 250 3.6350 (.5307) 3.8663 (.5656)
BARA 23 F=13.687 F=8.827
(d.f.=2,247) p=.000 p=.000
AH¥71%(Scheffe)” D=@<0B ®=0@<0®

1) Scheffe? &%) AZ (multiple range test) & A& AoZ foFF 0594 AR o] F2)AQ 3jo]& Hole AL 2
FE(K 2=, agn I ol foHC Fo]E BolA g Afde FI(=)E EAF

ANOVA)E AAstgt. oA Be uig 2o

A AL de F FEH fAHA Aol

g ot WA, AAFY YR HFFA ol

T oA Aot BAHA n A A 7

3, ¥4 AFY A+ A BF HSHeE F
oAghe FFol AT wFTH T oA

856

(B e 1438y

Zpol & BolAl g .

4.3 2AX|ol| chst 24

L EAANYE R YA o

FET} 38 AUEe a9 v &

AHEHATE x37H M4Z 20084 8




ZUSAEES D2y =HAQYE F DX Yoo ojxls HY

Fe AT 2Anolg. AFH AALHE A%
Red, A7EA AT aAAFYS A9
dhe (23 DS 2 H3RYo] foFo, ¢
TEA ArE T A7 ¥l FAAHA Ao
2 Uein. ole #2AE US| HAMER
o o aAAFHolge AL guigt. (=¥ WD
dM n8FefE F7b FAHed, 28FE:e
IANFYE dBdte U FFHolA sk
A (E 6)9 BT B uie} o] 2Fo
HE FAYE W 28Fee 2AA P 42
A %L vAA dedan & £ 9-,14
ZANUYF Al AL YANUES 1

7 ASAEI} nAAFHE FodA dFsn
A, o] WFES ¥qog o MAuge =5}
E£F f9A Aoz Jehtth(AR?= 212, p<
.000). o3 AY: FRES EY4FE o8
PF< e AUE, A THE A9 Ay 7
T 854 43 Fgse FdE, 2P JF F
ol ol 222 2FE F gt AFAo] R
sol e AYPEL 184 gL AdsEg ¢ 1
A A Y5 i AE v
piAgto 2 QIR HE} A ED a4
gl #AE .%éah_—zl 487 fs =AAR
P2 JH9HES] J32E FEES F7} £Y

(28 X)S BY, ogd g%, %1%&1 %}0133% 3t IARM S AAsAY. EAZAF, AxFHQA
(E 7) D2x|EAMol| Cist 3|24 (N=236)"
- 28V 238V B 28X
FA S
A4 -.026 (.704) -.026 (.706) -.033 (.601) -.029 (.636)
A .089 (.271) .090 (.276) 026 (.722) .001 (.989)
2&dg -.008 (.926) -.008 (.927) -.062 (.454) -.051 (.537)
A3 .280 (.000) .279 (.000) .138 (.057) 116 (.107)
S
n83E .001 (.986) .011 (.868) .018 (.781)
oleld B% .187 (.007) .192 (.006)
AT FoYF .167 (.026) .161 (.029)
HE2y Y% .087 (.168) .089 (.151)
g E .255 (.000) .279 (.000)
2524 gs
olg} x Yuty 011 (.884)
Fal x dutg .154 (.045)
029 x 999 -.158 (.007)
F=6.600"""* F=5.258""* F=11.511"** = F=9.869"**
ALY Az R*=.103 R?*=.103 R?=.314 . R*=.347
AR*=.000 ARP=212"** | AR?=.033

' p<05 ** p<l01 *** p<lonl

1) &ofl MAE 2= BE3He #AAS(standardized regression coefficient) o], L& ko] £3) §o4:29,

ZHEAT H37 M4z 20084 8
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AR F Ao A3FE FE(FAYPE x o
SGHE, v EY x YHYAE)0] FoH Ao
2 Jyepgen, 4324 8o £ o2 44y
go ZIEE oA Aoz YegyrHAR?=
033, p<.05). AFH FAYPFIY YHHYHES
3L g5 AAAFIE F(+)o2 dege
g, ol #49S° YHAUEESE AS5H
gl DAY nAE IS B FdH
o] Yehdthe A oju|dict, ¥, v]EH D ¢
HAUES] 3L 5L S IAAASFE B
olm SleH, ol YHAUEI} 9 Hol JEFE
47| 8o i ¥]EH 3F(sportsmanship)
o] A3t gdiHo] Uepdte A on|dd
ol ZHANI FAAHLE ouF RFoR
YehesA] 7R S E7] S8 F7HEA S AAls
Aot dHNES FUUE VLR YHYHE
o] %0 & JdF @ Jdog FEsia,
Ztzte] JEE ARG Fo| X P 0]
Ae %S FHAS. IALH 27, 345 F
g Eo A¢ dYwES FFo| e Adn

D2

X&d 4.09

w2 +Z9

W& A2 HAASIE 297(p=.004, N=129)
% .099(p=.393, N=107)& Z+z} Jelyda, ¥
% 3% 24+ JHUE FFo| &L
-.051(p=.569, N=129)c]x @& & 247
(p=.016, N=107)2 Ye}ytc},

(I8 2> F A9 AAEEA L o83l =
ANDY ol ARG vl AFHE Yz
2 yehd Aot 9% 392 74959 9]
RE $F0| ¥ 7571 %2 A+ vj3) 744
59 FoqYFol 71 wet nAA Y| F7}
7h 8% gdigde AL ¥qFa gt ol F
AESAA AF F33 A AFdo] Bo] ¥
ALFE A olFA }nA e FHUEY
AEA] Fo g Fol nAANFE Foz g
v W, AZdo] #oHA] e 35 FH4E
9 2EH 7t 7AAGE F Sl FAA 23}
&3] 2dHA Rivke AL 9ugd

FH, 2% J¥L AdUYUES FEo| ¥

¥ vEH PFol nAANFY 9FL XA

Qe W, YgREY] $3o] Re AS uEy
L 3.91
3.90

3.65

lo
iy
O 1o

Mz rio
&
02t FH¥

(3% 2) =RAIIYSD DAX| Y| MAof st AufeHES| xHE

868

ZY8odL 374 M4z 20084 83



EYTAHEES DY ZHAQYE W DYX|YAof| ofxl= I

Yol IHEFE 2ANFYE 7RG E AL
Ho{Fa gtk A g3, 744Ec] At F
Aol dg EFste P& 55 1A=
A Gojdge AL duigd. wey FALE
ANA AFaH A& S Fodte YIHIHEE 7
AdE EHET] 298 + e #3H
€ #371e 48E sk Ao HNT F 3o

V.EE

5.1 ei7&ne AAKY

£ 97 28947} 39 AJEY AR Y
T4 AP A e TS AFEHHA
2 979 ZH¥E s FEsixn, olg A}
e o84 2 #A AR dd =9stax
g},

A3 ZYEo] vAFY AYERG 2R
P4 2AANGH PFS o AFHoz FYT
Aolge £ A7 sMda dvrA] Bdn 23
NEYEHE TAYLEY 2HARYFo|Y nY=|F
Aol oA 4L vAA] Fe Aoz YE
o 1&¥HEgEs 033 AFH 2595 §9
AT+EA BFE°] FHYU Aoz Yehda gl
ot o3 AFE AlBugolE E FEFHA T
W (norm of reciprocity)o] n8Fejo} 2 F H=
4 PF 2 #AE AWste | oM 9 #
T AAS Zede AL TEY. ol o|&d
oatd, AHAd Hld HATFY FAEL U4F,
23 Y, 53, 289 §F ZFo2RH
e BAto] A7) wol] 223 d FAHAHQA uP

AHSAT x37A M4z 2008 88

BAE ZA o AT A EH0 =80 He
ZANNYFS @ YT Aojgn FFIG, 1
AT 2 dFEY ope} g B AN
A% g 3 PFo sloM FF v 7o
TR Aol7t YAY(HET - A7, 2004:
Jackorsky & Peters, 1987: Millward &
Brewerton, 1999: Pearce, 1993), 23|28 ¥
AtAol o 333 g FFS Hole A(9
Y& - 33%, 2005: AE= - Aes - FA, 2005:
Eberhardt & Shani, 1984)°.2 Yeldtie= 3
oA AtZmto|ge] FHL FET A5HE 1A
X8t gion |7He 4 g, a3g9 bR
o] B} PF AHsts d glojM oju #A
o] £8€ & A=’ HA 2 A €9, £ 97
e O 2ol B A WM vF A H
=9 g5 A9zl g},

A A2, DEPEBET ot JdgE e
Aol FHYEY "9 YPFo| 432 v
T Ut} Pearce(1993)7} F38t= ule} o] &
TAolE HIA A E FAY "o A&7 =W
A 8 71l wetop sk ARSA g 2
AeHA Ha, o] A4 "oy bdEY el A
A %7] Wl nEA LA FAHo R 73}
E R oA FREH YZ2Holm $3ZHQ
WAE A% & ZANVYEE FYP5A He
Aoz A9¥ + o

T HAZ, vFTE ZYEY HEd P &
Ago] e BAT g tig wgy 2l
A AR o2 A7 B 23 U9 Absis
774 (socialization process)< %3 FS5E 79
A 7MY 9%E Bo| Bedn & &+ 9t} =3
9 FeA o ALZIst S B8 Ao 2A 9 J1H
b T, dF5o] ydstso e Ay, dF
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4 #4 (behavioral consistency)olvt o] &3}
(spillover effect) ZHgiolA < o 12{g 714
o 7 2 P e MR a2 FIH
o] YehdA €t AlgdAM o AFES wieid
1 2 FE PFE Fgastan A AES
zAHe n8&Pee} FA}A FERUY 4SS
it 5 P & M58l s ¢ F
k. 28ln 24347t 2 JFo] ¥EFF 2
Az uAd dis IFAQ H=g PFE Hole
Aoz Jehged, odd A 23 Y9
%2 A2 8H(organizational socialization) 4
T3 FHYEY Hx9 P52 FAse d 3o
A F8site S AARY

A WAz, AR durEQ A B
e g 2AARGFe] AR} 7oA <
&2 o3 AMd(MacKenzie et al., 1993:
Posdakoff & MacKenzie, 1994)° H|F=o{%<&
), ZANDYFL A8 2HE o|FA 7] 4
§ 223 ggolely| Bl o|v|A| &2 (impression
management) oA GElA FL& HE 2
o&¥ o718 %7|(self-serving motives)7} %
43 ez B 4 3h(Bolino, 1999: Bolino
et al., 2004). ¥|A#3 ALE: T2 A3
avkE Azto] ot n&AAE A&7 98
FE EE JAEENEH IFHoR AAHT F2
B2 i Qsu], o|9} o] AIHQ Aol
AFARFo} FAANUYF e 1A 3
€ H340z #4% F Ao

ol g it #AF9) HAHEL F8E #YHY
ANV AlgslEnt. AR 8 oie vl A
AP AP FY nANFH YFS o|F
oz o]E X ZFEAIHAYL Eo|7] HME
A @ Aoy gY32E PAgshe 2] 79

860

gz Fo8t & fdM e AAAY A&
3te] g ¢ #e, aelx o] EHAQ By
Aol 878, ojg HEo] EFT ARICEA
7HA ¢ P5E 71 AYAE Adsle A, a28a
ojgi3t 7t PFFS WASEIEE F4A -HTF
AR Qo] AESE sk Ao Badt 1
FAGE o3t FHo] 5L 27| HAfME o
g3 dkd #3o HIAS HAF] A dF
7} FF @deA o] FoAol & Ao|t},

M E AT AYEL FAY vags 9
$e BAE BEXFAYE et ZHARIYF
3 A4 PF WM FAAHA PFFS Bl
£ Aoz Jeiyted, o 7199 d3dAM Ba
A dAe WA 2HE FessFe 2 &
T A 2FAT 7Ide] AAAL S FaAA 2R
ge gy @713 #H ofet 3714
BN F o AFAHA ANAFE FHde Aol
878, &, 333 P55 Bole ¥ATA 3
AENA AR A ndAAL] A AP TH
Aol RS AAFH A Jds9 AL o|F
old 4 U v o AAVIGIE AEde
2497124 ¢Hemployee value proposition)S
dAgto 2N ArHoz 43 AAE Fusin
FA AL F UEF HE Aot

o2 ZAANUYFIY AR PP BAS
BN 43, 2AARgE Al AL Fo oE
P A4 FAPFo] AN P KA
YIS A A2 YENY. ol FRES &
dFE P2 e AYE, 28 A A

a3z g AdERt o AR FHQ FFS

gie AE oujgd. ole Ho|AH(spillover
effect)oll 2|3 Aolet & & sled, F8ES A

ZUET H37A M4% 20084 8Y



SUSAHES DY ZHAUYS U DX Yo olXE FY

dHo2 =e2e AYEL FEERY oji} »
A w12 st B%F 94 Bo| FIYIdn @
F Aok, a2z 3AF 2Ad dig] A3AHe WA
£ 23 e AYEL A TAH =30 E F
A AAAFAQ] P5& F o Bo] FIdn &
T A, w2 Mulx AAEe] ANTYE ¥
°o|7] flsIdE o589 FAANYFS ool
e AY9HE s Aol "asid dAd, F
A QAL 2B A, FHAY 2F L9
o 24, AYEY LA FAE ojEd & 4
€ il 23 Fol 4a¥ Aol

g A7 2AANNYTH 24X FY e BA
o oA el dAUES} 2AGES Foe
AL = B dAINES ¥4 AFstn
Ae JE9 2% 2AAF v FF4
Fq g F(civic virtue)e &7} giso] eh
1 JEed, ol PHYE] Ak o #F
AF3Ho 2 Fddls PF FHYENA FEF
AFAD 2A&o] FoHE A3l 1 "I}
AN 438 F ve AL |t &, v
£33 F(sportsmanship)® A5 AFHSUHE
FEo| ¥ AN e a1 FAH J
&g nXA Fe WA, YBYUE FFo] @
DM FAA B(+)9] 9FE A e A2
2 vttt (a9 2)dl4 B kel o], st
AUE F3o] ¥ A5 HEHA PFo| ol
75 1AAYYE Asta gk oA e, 7
YA dFIE A AFAS FAGA
%t 2% THYEY EFEY YT AP
£ 2oAA e 5 AR $FHA 4F
< vAde AE 9|

A, YHHYNEE AFH FdyPFHy 14z
el A oA FZ 8<% (enhancer)e]

AAEATE H37H MdZ 20084 8%

€ v uEgE e ax P A A
£ A 82 (substitute)°] BcH(Howell et al.,
1986 #=). &, 2 579 YIHYUEE 14
Ao i FojPFe EAE FEAIE
A, uEHA YPFo Ade dAdE. o9 2
o] YuSHEE ZAAYFo] nAR g 1|
Ae RS FEANIIAY dAsles FPYER
FH 242G PF2 o Byl daMe Fi
Hoe FALEAA A& AFAE T8
YHYAET} 2| R EE dh= o] o3}

39 #eAjote] WFE ol2g F4L AAF
1 Ak 2 HAY AHYESA FARE AF
4, F Y ES FAdE A4S A o
3 2o

‘UERY 2 SES2 NHielol 2=EAE FHD
UAD Bt HASHAHE HBAO0l HY SO =
AZOICH 3UC2 M SF ZJUSHAH 5,0008
SOl THEASO FOIXIXI 2| W20 DHSHA
HU2 8 HHIAE A6 M2sts O 2S0
|0 QUCH HJYUSS OHH XIBHCIAI B8t 592
£ 20i0} ot 20 D20l SOHS HIIE O &
StH hHE =% 21, DM =10 S8 HUlA
(little extras)® MIZ2GH= AT &XIDF 240 Ol248
Ag 20 %2 =/JS0| e SEsiH 2ot2
HolsH2 8. 8l 28 X F=2dE
(order slip)Ml D2l AEE 3t ZJASHH 3 =&
LIAZFE S Xl TSRS AE fatol D240
o MUK AL8 HHIAE HB3E £+ UZE X7
E #Hota UCH Lk JHeIE ZEo| <stH, olFA
t= 2 HIZ0| Stet= SHOF LK UKL &

LRSS A orE2Ag A0 ZMF 228 @

. E EOAEI0| UGt 3EHQ THHIE 2AC”

o

koo

fe dgdg2 nAHY HAERNYH 144
FH P52 olBou7] AN e FolrdE 74

861



o=

A=A AT AFAE Fodsid JAHPAE
7t o] FAAEE Fh= o] FLITGE AE B E
dFn glrh. 53 393 22 Myl 39 7
+ 544 Aul29 FE3 Ago] 228 UL
g, aga RN A&sA Mu|2E AT
of dlmg uAHA HASA AZFAS Fq3e
2o] Mulx F43 nAREe] F4Z A o
$ Zgsitn & 4 gid.

5.2 79| A} g% ATLY

Ao g 2 A7t AYa e dAEE A
Astaat g, £ A9 ARE st AAH
$ BolEdl oA dE 2 FAPE 1
ok a8, =g ol FAHE FHIIe WL
2 FF AT} o] FojAof & Aol

AH, ZE dEY BAE EF UG 2 A
TFe A AF AQ SFI3LS e A
F% o 93] AP o FojAtde HlA &
FA3e Quisle] EA7t S 4 Atk aEn
dwt g9 A4 vAFAY EAG 23 2
Atde] EAo] EF3dde 24 JYed + 4
omg B A7 ARE 39 g A a2
Ag4se AL T/t wE & g dEgA FF
ZF o FHg A9 g4 559 3EES
o2 AFE AAshe o] a7drh

4, F8 W9 Y #¥E EAHL £
T 9lth. € A& Organ(1988), Podsakoff et
al.(1990)% Niehoff & Moorman(1993) &<
geby ZAANYFS 5709 9 Ao 7
sln ZAsigled, 8A¥N An 2709 AP
MEErBA T Egdo] HojAle AL YehA
olE& AYsta 37| AL AT A 4

=

=

862

At B8 oleld Folvd AT FAYF,
HEY g% 5 & A T A Y YuS A
ato] A7 A4 A Fohe HdA 2 979
2%E 9% F¥ Fe3 = Ao 2Z3AE,
dratan she WY A4 AoM B 2
A A BAEHeng o] F 85t A
% 9 Aad FH=TFE NEsRle ¥o] 87
€. 284 FH=T9 AMdel IMAH 2EFHL
2 ZAANYFY g diF vj#A =97} o
FolAol 3tn, o]E BFAMA FIAH 3P| Fe
ZAANRNYFY MFS NEshe Ao] et
#dd. 53], 4% % (in-role behavior)d}
o &e] 223 3 F(extra-role behavior)e] 7ZA
of g Q14o] ABEH §A, 22 &3 2
AR 2dle) metd 47 g 4 ded, 23T
A3 2314 EY didt 1 glo] 7189 3=
TE& U2 AT ole @3 ZIgeMe =
AANY 5L olgste © oM ZPER 24T
F 3. dAd, - 52 RS 7 AFle A
(A %) =x "S55 QA7tHAE A3
e PF5L2 AAse AE %)) &% 7
oA FH FAAQD Fbe] didol HA Fe &
FAZFH PEA7L ol A BA3F] A Aok e F
AA ofgn & F der? 2eFes ¥y, @
Z 7199 3%l 2 2AANUYF JE 2 &
=79 7ide] a7dT}

AR, B Ao ALEF AEEL 25 FY
A2 RE HEZA PYPE §43 FHMA
7] q&ol F¢¥EH ] (common method bias)
A7} 2A4& 4 3ldh. Harman® 9Y8A7AF
(Harman's one-factor test)# Podsakoff et al.
(2003)°] AAIZ DL 91 (single-method-
factor approach) & A3 EAWY< 883}

HAASAE H37A H4E 20084 8Y



TPTAEE] DEYE ZHAUYE Y DYX|PYo| oji|s IY

o FUHALE st ed, #4423 A
Ae AT 93 F& A7 EATde
AE AT, FF dFolM e FAAY B3
o2 FYuHe] g3E letn FAlde A
Yot opg AR E At AsE F e
QA FE FAHPHIE AAFAY Fol
A% A4 ¥ (procedural remedies) S 4
k= Zlo] 879t (Podsakoff et al., 2003). d

o, 74989 AP T dF A8E 1
o] AR dEdAYH(Bolino et al., 2006:
Stamper & Van Dyne, 2001: Van Dyne &
Ang, 1998), =& TAHUES Au|2EA (service
quality) & 2o 28E J=(HEY - 43, 2002
Bell & Menguc, 2002: Yoon & Suh, 2003)
T AR 93 gz =¥o] s, 1
g3 A FEe TR o} FAHYEY =
AN F3 nf2Fgo] 719 4AE L Al
ol T nAeA 23 FEY ATt EF
o|FolHok & Ao},

A, n83eje] Ad, F A == HF7
2|9] AdEo] AEAQ ARIZE ofd wapEAQ
2710 wet FERE] AT g L PFo| B2
Aolg B9 4 =dl(Stamper & Van Dyne,
2001: Van Dyne & Ang, 1998), ¥ 93&
olg AFEF EFAINA ¢ Ut wA F
¥ d7dMEe SRAL Ao 8P E A33)
A A%-E ATHUELE TN Ro| uiFH T
Aol

AAUSAHT H37A M4z 20084 89

s e

#nEd

A HE o9 A3 s, LGAAATL. YUY
A2, 2008.5.6.

A4 (2004), "3 T1E n8o] 714l o] F¢
of Y AFAT: uPolH AHE FHo='
Adosted 3, 33(3), 891-932.

A& - 787 (2005), 222k 334 g3 234
g9 ngYert vl I diF 44
AT QAL EEAET 13(2), 1-34.

A - A - 48 (2002), Mulx FRide 9%
230 aAA Ao mA & G B A+
A 31.5, 1165-1183.

A - 459 (2002), AT &89 98" &
SHEHF, 2(4), 17-38.

AAE (1992), wlF e A A7, FFeTd+Y.

AE4 - old¥ (1999), "2 =2A} 3 2EAe]
A50E A aqld A A7 AdEAAT,
9, 31-54.

A4 (2000-2007), "2000-2007d wFHE HFre}
Ae)" = EAHE, i

A4 (2003), 71999} W1B7FA AMe 2R 8Q)
Hod T, 3(3), 27-47.

4 (2007), "2007 B1ATE 2ol Hey: $AA, A
ASEAFZAL $742AH2007.3) AR, = EA
3], 20073 7.8, 12-47.

a4 - w7l (2003), "3k foie a4 Aol
AARFE X 4 ARy o aAw
A" st FEEK], 27.11, 1270-1278.

w82 - 94U (2003), MR =FAAe AR vBF
2 ngo v " LEHHHT 3(2), 47-67.

8- 274 (2006), "ZAAUHE(OCB) Aol o
gy n3: oA AT7E e
Astedt, 35(2), 609-643.

uHgat - A7) (2004), MIATHE 2=2Ake] AR R

EY
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S N R O

ZAA Y F #IF AP
10, 81-102.
- o]l (2005), A7 2 HFTFY EAEY] A
Tz P vadT: FuE =FAEY A
" MeleEelR 11(2), 157-186.
w3k (2005), “BH vAFE w5A] 71954 &
o] dF: F=FHI(KLIPS) 63 ARE T4
o7 " ABBIEXIHY, 21, 217-237.
- 23748 (2002), "Heide 2AA Fzsie A
A nzo] nARPY & nA Mu2FA B}
o mXE 9" oAEATF, 17(4), 47-75.
-okd3 (2004), "FHEY Mul2E}]3 nAA|
g4o] Mu|AEAd v E 9% FHA 3 HF
F2e] HRE FAoE" MHAZHS X,
5.3., T1-
« O - o) AFS - o] AT (2003), T A=Yl
A uAFY nge FF8Y MEAF,
9(1), 143-169.
obFEq (2001), “A22g wATERe Y4834 &
SHAA=H, 24(1), 67-96.
- e (2006), "R Mul2AF A -
F ¥ W15l duAMu2FAE A
AdA Q" s xEpAR, 174, 171-
ZA3%F (2005), "A27HHide] 2 48EE 2
gotzal ZgAsiele] Al B A7 I
A3 B A7E 220 vag FHez " st
AZAH=E, 32, 119-152.
394 (2006), "9 FAMC] A EAo] B
23 ARl nXe 98" FPEeT,
35.2, 557-571.
A% (2006), HIAFA Ego] 71943 1]
Ay 98" 524, 65-76.
o9 (2003), A TFA L A=A 3" AMAA
&3|x|, 6(2), 31-56.

o]g® (2005), "B TtA9 ]2 gAts} o] g 9ol i
AF: FFA3e] vag FAUSR" A4 =X
A 13(1), 35-63.

PLE=Pa i S L R

4l -

g

Bk

AEd

olg& .

e

oA -
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4d

o3 (2001), ™M|1AF = WA Bz A ZF: §A
kFAe] 1" wEHAF, 11, 3-46.
(2006), “dl~EZ F9] 2zd BAAU 3
FutE ARz ugTae vaes” oMY
el 9(4), 71-91.
AES (2002), "n8Feel B HFEAY =
2299 #A" oAb =ZHATZ 10(1), 1-26.
A3 - A2 (2005), "A¥xxzAe B
v ATy Aol ARnEy g9 B v
AT ASSATF 16(3), 131-143.
20| (1995), “AHAT dAF e 22 Eld] B¢ vl
A", olaplATR, 19, 301-321.
AAF (2003), "HU)Y2EF FAU] A
T3 A7 AdAAG AT, 6.3, 127-146.
ksl (1995), "N =59 Aejo} FAuek” A7)
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The Effects of Employment Status on the Organizational
Citizenship Behavior and Customer Orientation of the
Hotel Employees

Young-Joe Kim*

Abstract

This paper investigates the effects of employment status on the organizational citizenship
behaviors (OCBs) and customer orientation of the hotel employees. Based on the social
exchange theory and norm of reciprocity, this paper suggests that full-time employees
exhibit more organizational citizenship behaviors and customer-oriented behaviors than
contingent workers. In addition. this paper proposes that there are positive relationships
between OCBs and customer orientation, and those relationships are positively moderated
by employee's psychological empowerment.

To test the hypotheses proposed, data were collected from a sample of customer-contact
employees working for 7 luxury hotels in Busan and Jeju City. Questionnaires were carried
out in 8 hotels, and 306 out of 390 questionnaires were returned from 7 hotels. After
excluding 26 unusable cases which had unacceptable level of missing data, 280 cases were
used for analysis.

Employment status was categorized as either regular or contingent employees based on the
respondents’ self-report. This paper measured five dimensions of organizational citizenship
behaviors with 20 items taken from Podsakoff et al. (1990). After eliminating items which
were detrimental to the reliability and validity of scales, an exploratory factor analysis
finally generated three factors: altruism, civic virtue and sportsmanship. Customer orientation
was conceptualized as an employee's behavioral tendency or predisposition to satisfy
customer needs and measured with 4 items taken from Saxe and Weitz's (1982) SOCO scale.

* Professor, College of Business Administration, Pukyong National University, Korea
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Empowerment was focused on the self-determination and defined as the employees’ degree
of discretion and autonomy to make work-related decisions and measured with 4 items
taken from Spreitzer (1995) and Gonzalez and Garazo (2006). Four demographic variables,
which may influence the employees’ attitudes and behaviors, were controlled for in the
statistical analysis to reduce the possibility of spurious relationships: gender, age, position
(managers vs. nonmanagers), and length of service.

Results in this study did not support the expectations of social exchange theory that
regular employees would exhibit more OCBs and customer-oriented behaviors than contingent
workers. Instead of employment status, demographic variables such as managerial position
and length of service had significant impacts on the employees behaviors. Since social
exchange theory has a limitation as such, alternative perspectives should be developed to
explain these unexpected results. One plausible explanation is that group pressure is
important to shape the employees behaviors. As Pearce (1993) suggests, when people join a
team, they face social pressures to conform to group norms and expectations regardless of
employment status. Since contingent workers also don't want to face social ostracism at
work, they are likely to exhibit the behaviors which are required them to do. Secondly,
employees OCBs and customer-oriented behaviors may be viewed not as a response to the
rewards and benefits they receive on the basis of employment status but as a result of the
personal value acquired through the socialization processes (Bell & Menguc, 2002). For
example, once a person learns and internalizes altruistic values and behaviors through the
socialization processes inside and outside of the organization, he (or she) will be inclined to
perform helping behaviors on the basis of behavioral consistency regardless of employment
status. Thirdly, OCBs can be recognized not as selfless and prosocial behaviors but as
self-serving and impression-enhancing behaviors (Bolino, 1999). Therefore, even contingent
workers have a strong tendency to engage in OCBs for the purpose of enhancing their
images at work and extending their employment contracts.

Next, the results supported the hypotheses that OCBs are positively related to customer
orientation. Two out of three OCB factors, altruism and civic virtue, are significantly related
to customer-oriented behaviors. This result implies that organizational members who
voluntarily help other coworkers with their work and actively participate and involve in
company affairs are also likely to engage in customer-oriented behaviors to satisfy customers’
needs. Thus, it is important for managers to pay attention to OCBs of service employees and
to lead them to engage in OCBs if they would like the company to gain competitive advantage
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through superior customer service.

Last, but not least, the findings showed that employee empowerment moderated the
relationship between OCBs and customer orientation. The positive impact of civic virtue on
the customer orientation was stronger for the highly empowered employees than for less
empowered employees. Meanwhile, the relationship between sportsmanship and customer
orientation was positively significant for the less empowered employees but not significant
for the highly empowered employees. Thus, these results imply that in order to enhance the
impact of civic virtue on customer-oriented behaviors and to substitute the effect of
sportsmanship as well, it is necessary to provide the service employees with the discretion
and autonomy to make on-the-spot decisions.

Key words: employment status, organizational citizenship behavior, customer orientation,
empowerment
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