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9] (collectivism/individualism) A3} A= A2}
(power distance) 7FXA18F 4= (Hofsted 1980)¢l

o o
[
% op
o X
s =
& >
2
@
X, M
R
> =
FU1>
fr
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o] "1 H] 222 g2kl sl -9l 3 g
BAPE 3 gtk Chin et al.(ZOlO)g AT
011*1% olZlo] &35HAlQl AtolQl o' HARE 1L 9l
ot AME Au[ A ZATE 7Rl AE| 224 F A
g &M & olejg S YElE F Tt
A8 2 A ZAb thal o] EA o] Erhe AL Ay
2 A FA7E akEe] A9 (expert power) 2k %
B9 (information power)< 71 dthe RS
omj gt Au|2 AFAlel "1 o] Folgtu Azt
ste A9 Aol= W YeRdti(Johansson
1990). 149 YHAXE ol FLsHA Yehd
O A 2 AlF Al tigk o EAo] w2 AlEA &

AEE A7)7) ojd}, w3 Fol S B3 Ao B
A7t 7%?4 %ﬂb of 7T wheb A2~ AlFAt
A A FE & of sk Al FolA Ha,
AP A ?&@M@% AR s ) Aux
A5 FEo Mo & ¢ e FAPE (g
AT} Aol O A, Aulz AFAel A A
2, &A4A 328 op|F £ Qe A F (2%
dolv A54)& AiA g oA Yebd 7t A
| Atk M| x Al FAbe] dlg e]EA e o] B
& AFdle 9A] wre] Aol e 4 glon,
Ae el ¢9lof st e 4 9l

=49 o] f7h Azl gt thEg oA et

¢

(]
r

ZDEE

{r\—Jr

A zpol7k & 4 Sitke Aot} o] AA|2 veht
A FAT FEHOR ojr Ko HYHA F=A
of =vfell mebA Aol e ¢ A5 FE
a2 4 . ol feg 12 oligt e

et
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7% ARAPSIAN 1 BeAT 2240 G
o
N~

iR, AAEY THAES o g3 1)
A% oFFAA T W 2GR HER 5

(1) 227%]: Kelley 5(1990), Bitner 5(1997),
Cermark? File(1994), Rodie®t Kleine(2000),
Yoon &(2004), Lloyd(2003), ©]&d5(2000)<]
ATE vtz & dAFolA 2R /g3 A
Hl 2 e o mE uAe dES 7|Fo R AlE
A 4% 2 Fo e 2=l PARTICQUAL(ME
2, 4715 2009) & AR aAFRAY TS SH
St & AFel|rle]l 1A ztedeyele] Helrt A
H 2~ A g Ao 7o) B} A5Hog
#ofsto] AFste AEd - P4 =979

T 3
11F49 4 A9 B34, 254,

sl 2243 j

WY, 9% wEes Y 1409 259
23 olgadth. ade FUATHY 929 4%
48% 99 944 =dom FYAd 149
YA, F& A Wl el wegleA,
Aol Ate] BAS YA 3894S 249
oEgde Aua FARYS 99 14 soam
st 94 RES B2, w2l FH% A3
et Aoz, FHUY GRE YA A5
AL geA, Ao dok & AL $99

FHoE mUFEA, WY Wl Auzs B3
4 259N RGO ZYRHAT 25
Al ze) o 8% A% DA FRYY (57

2)3} EQ e AR oz Ut B

oo w2

AASIT H41E M4z 20124 8Y

, =83 Mo E AFHE
AB) 0] W&ol taf AFH R ot YA, A
H| 227} oJg A A FE e GolHStEA], AMHlAE
AR o] gsl7] 943 HRE A4 0= &4 53]
T4, ME|2E AW R o] &3] 43 W& 5 7t
A3 YRAEAE AEsIA R, Mu|2 o] g 719 3

98 A0 AFH o ARG AFHE 43

22 Singh(1988), Van Yperen and Hagedoorn
(2003)0] AH&-3 4R3-S ALgatglon], 12 Fd]
2ol A steA], AR 2EHAE of

G25E Ao deA, o Be 2

é‘
i
e
X
N 1
e ot
N
ol
lo
fu
I\
o,
ol
2
O,

=
7F o] &H%Ith. PLSE ¥ubA9l FEAE 7]ube]
LISREL¥} AMOSYE.TE ¥&2] 27|19} &4kl #3t
QAR A ool A2 Ao ® AdefA ITH(Chin
and Newsted 1999). E3g PLSE
TEEYE SAld 38T e, Huy %
271 dAe e ATl &3tk (Fornell and
Bookstein 1982). £ 77}
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=53
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2y EA e

(1) 7
(2) WA
el g FHE
(convergent validity), 281 (3) 7719
el (discriminant validity)ol that &<l
o2 F¥EH(Chin 1998; Fornell and Larker
1981). Hulland(1999)= PLS¢9} &€ A
TE EWE olgjg Al 7kx] A Bdd 4
g/] =984S o §Lo 3k ‘j]_ 011:]—

o2l

PLS dAgelAe] =%
=0l AZA (item reliability),
go) o

=]

=
o)
2

o

(internal consistency)

ool

10 ox

AR, W8 g A4 FHEegIdE &
gakEe] AAgrez 891e 4 9dth(Henseler et

al. 2009: Hulland 1999). ¥ =335 A
o] FHE TAte]l QAHRAEY A7) YEiA =
SAgE 0.7017%F9 AAgte] SFHL (A3

882

oE, o]z 2007). SHYEE tek HAlgk
< (& )M Ee ko) o] BE (.75 A3lsta
ol e S EE W A2 e Aew
Sigaal=

=4, A 4 S 93 e 34
A= (Composite Reliability) 9 HaEA:S
(Average Variance Extracted) #< AR&3d}o]

st 4 Slth(Nunnally 1978; Henseler et
al. 2009). 7Id A=4& g8k Y8iE CR
o] 0.7°]”(Nunnally 1978), AVEZ} 0.5°]%
(Fornell and Larker 1981)o]ojo} 3t} & oA
AN AMEE FANEES BF 0.7°1%8< CR#H

9l o] LH%JOUJr/ao]

501449l AVE#S Yehx
. (E 3 A TG EY

\:
=

o~

_rol

PR

SR
Eﬂd I’Lﬂ;‘q A gk
(cross-loadings) i, AVES] AlF
<9 tE gty A SlsH
ST gk A A kol iﬂx}@xﬁﬁkﬁﬁr WA
0.70]%o]d th& a1z o] drkx 2

q

mlo

%9l

o (Hulland 1999 #%), /1 747032 AVE
AlFg2ikel e PN HY dArEd 29
Al ghdepAgo] ka2 4 9t (Chin 1998).
2 AFAE (F D AAE AAH SH 5]
N AN gk AR gro]l wAAA RS A

Al dERaL 9lo] FAZE gho] Belw, (& 4)e)A
HE ZAA" AVE AlF2 ol & #47d 39
FRAFEG 27 Yy EEEA Ve 5
she Ao yehta g

7494

PL] OEI-01

T

T M4 ®M4z 20124 8¢



(E 3) Higr(wAt=rizt =&

md g 2% &3 2EHY 2 A3/ AR Z
a1 0.987 0.694 0.839 -0.484 -0.783 0.828
BRA2 0.966 0.669 0.834 -0.404 -0.738 0.820
27433 0.966 0.698 0.793 -0.479 -0.792 0.812
AT 0.837 0.716 0.906 -0.654 -0.818 0.992
ARAAFA2 0.868 0.726 0.873 -0.607 -0.825 0.966
AHAFA3 0.759 0.658 0.872 -0.628 -0.792 0.954
AR HF44 0.792 0.681 0.847 -0.657 -0.767 0.955
2541 0.719 0.987 0.795 -0.477 -0.677 0.743
2542 0.700 0.965 0.720 -0.487 -0.653 0.697
A543 0.600 0.920 0.695 -0.343 -0.547 0.618
841 0.841 0.787 0.990 -0.576 -0.796 0.912
842 0.820 0.707 0.968 -0.614 -0.793 0.887
843 0.810 0.777 0.957 -0.495 -0.718 0.858
844 0.806 0.724 0.967 -0.553 -0.779 0.852
2EH 2] -0.492 -0.457 -0.584 0.985 0.646 -0.670
2EH A2 -0.499 -0.413 -0.579 0.935 0.629 -0.657
2EH A -0.444 -0.459 -0.576 0.937 0.600 -0.620
2EH 24 -0.301 -0.396 -0.407 0.896 0.479 -0.505
341 -0.775 -0.662 -0.769 0.599 0.985 -0.797
342 -0.785 -0.645 -0.774 0.618 0.967 -0.816
343 -0.777 -0.620 -0.754 0.604 0.956 -0.804
344 -0.712 -0.602 -0.765 0.612 0.940 -0.771
(F 4) MY Y EHEEY
AVE CR a 1 2 3 4 5 6
1. 234 0.947 | 0.982 | 0.972 | 0.973*
2. &%A4 0.917 | 0.971 | 0.955 | 0.706 | 0.958*
3. &84 0.942 | 0.985 | 0.979 | 0.845 0.771 0.970*
4. 2E8 2~ | 0.882 | 0.967 | 0.955 | -0.469 | -0.460 | -0.578 0.939*
5. 434 0.926 | 0.980 | 0.973 | -0.793 | -0.657 | -0.796 0.632 0.962*
6. AFAAZA | 0935 | 0.983 | 0.977 | 0.843 0.720 0.905 | -0.658 | -0.829 |0.967*
note: *& AVEY] AlF
AT M4 ®M4Z 20124 8¢ 883



Ho
1>

5
hry

e

T AoH(Wetzels, et al. 2009). ¥ A+

534 GoFgts At 23} 0.7662.2 o9 3le
ATEFGd det AFs A8l 42709 FAE dshe APEE Bole AR YEgtHAEY 29
ATt PLSw 34k 7Ivke] 4% p?2=0.439). FEAEYE WS AFS(Chin 1998)
ge] 2yl o AF=rF dehA gAw WA ofe] d7HdE AFsten, o A3, /M HI-,
Z(endogenous variable) 59 Aw® E2HR?) 2, 3, 4= BE5F AU FAHAA Y] 2o,
s Bl 1 AW s 1T 4 ith(Falk and A%, £84, A, A54L AH|4 o] & A
Miller 1992). ¥ 7o o] WAHEFE et APAAQ] Fof Pl oJaf dFg= we 2oz Y
R7} 54202 wolgodxE 0.1014 Yehtn gyt A Fog Fa g5 Au2 o] g
Ao & sl Fert givta A=A g AR, AR, afo 2] 98 274 A
(Falk and Miller 1992; Hair et al. 1998). Hollxe] 284 ¢34, el frefd 4 (+)9
F7F4 22, Tenenhaus 5(2005)& PLS 24 AE(AEA  4=0.720, p<0.01; A : 4=
ol S2Y A% AFE GoF (0<GoF<1)Y 0.843, p<0.01; 84 'VZO 905, p<0.01)=
S Aljtet Ao ol WA Wl dial w3, FAHAAY A5 e fred F(-)9 9
communality® Hw3} R?Y FHES o] &ate] + S(AFA - 4y=-0.829, p<0. 01)*‘ nxEe Aoz
A (gor= VATE<R = V Communaliio< &2). PLS  UEETH o9 (X 5)= olgs /HdF 295
2doX Communalitys AVE(average variance Zele Aolt}. B AT EHo| AHA AFA49]
extracted) 9 FL3H7] W&ol communality©l] o T2 M2 A F Al g o] 284 9T
A= AR (cut-off value) 0.5 A& 4 3 Hsste Zol7ldl, Hxe 7MdE AP ¥
tH(Fornell and Larcker(1981). & Chin(1988)  WwA 425, & 144, 284, €84, 4574
o] PLS Bdo|A Alke r2e] Z471E 0.67(748),  ° T 2Ef 2 vAe 9FS 44 =
0.33(&71), 0.19(Fgh) <t UM oA GoFY 0310(p<0 05), p=-0.016, 3=-0.374(p<0.01),
H7k e 18T § Aok w A HA FF g= 0.570(p<0.01) .2 YEpgth witdo] ~E
AVE 3 0.5 2 5 <9 Rr? 715 Aeger g2 Fog 93 MAE AR vEEed,
A GoF9 71%E& 0.31(&), 0.41(F), 0.58(H)  ol& Hu¥ AR FEE o] &8y, &
(% 5) 7i4dE(H1) Zxt
ARASF gF04 R’ Ay
H1-1 AAAFA — 2 0.743* 0.024 0.710 e
H1-2 AAAFA - 284 0.620* 0.042 0.518 e
H1-3 AAAFA — 84 0.705* 0.015 0.819 e
H1-4 AT - 4FA4 -0.629* 0.026 0.687 e
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The effect of the prior and functional participation on

employee response: Moderating effect of the dependence on
service providers and the prior participation

Munshik Suh* - Jinwoo Ahn** - Taeseok Rho***

Abstract

Many researchers have paid much attention to the customer participation (CP) due to the
characteristics of service that customers should participate in the service delivery and production
process, and have examined what the relationship between the customer participation and
service quality or customer satisfaction was. Customer participation is a fundamental part of
service delivery, and is particularly important in high-contact services where change in a
customer’s state or behavior is the primary service output.

Therefore, understanding the effects of customer participation on the service encounter and
customer’s different emotions in the service process is a good way to address the service
customer’s participation behaviors.

However, despite its importance, a lack of consistency and clarity exists regarding appropriate
conceptualization and measurement of this critical strategic construct.

This research delineate and empirically tests hypotheses regarding the effects of the customer
participation(CP) before utilize the services on the customer participation at the service
encounter with different dependent level on the service providers in the context of medical and
beauty services.

Using data collection from 60 pairs of customers and service employees in two service type,
this study examines how (1) prior CP affects CP at the service encounter (i.e., activity efforts,
communication efforts, sympathy efforts, compliance efforts) and (2) moderating effect of prior

CP and dependence on service provider on employees stress level.
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In this investigation through structural equation model, we show there is a significant effect
of prior CP on CP at the service encounter (activity efforts, communication efforts, sympathy
efforts and compliance efforts (H1)) in both medical and beauty services.

Because another purpose of this study is to examine the two moderating effect about dependence
on service provider on paths between prior CP on CP at the service encounter and prior CP on
relationship between CP at the service encounter and employee job stress, the two multigroup
analysis were conducted to explore whether the structural models would be different across
the service types and level of prior CP. Proposed moderating effects about dependence and
prior CP (H2, H3, H4) were partially supported.

Implications from the theory, as well as practical applications are discussed. Based on research
results, we propose managerial implications for the service organizations which want to improve
their service quality through positive CP. Service firms can utilize the various ‘customer
education” so that customers can participate appropriately at service encounter. It means that
the organizations need to take a role as ‘coordinator for superior service quality. Furthermore,
service firms need to consider the proper method such as reward and system reengineering to
encourage appropriate customer participation behavior at the service encounter.

The results should be viewed in light of the constraints of the study. Thus, several limitations
of this study need to be acknowledged. Based on these limitations, we recommend further
research tasks.

First, the bias from selecting respondents in this study is yet another limitation. Although
60 pairs of service provider and customer participated in this study, the number of sample is
not enough, and all of the respondents were in Pusan and Ulsan area. Further research efforts
are needed in collecting more samples to avoid bias.

Second, although this study demonstrated difference across two service types (i.e., medical,
beauty) for dependence on service provider, future research should be directed to achieve a
greater generalizability of empirical findings by adopting various service industries.

Third, although this study started with well-validated measurements from prior literatures,
they have limitation on measurement for correct emotional status due to time restriction of
employee at the service encounter. Further research efforts are needed in measuring additional
measurement items of various emotional sides of employees.

Finally, in this study, we did not considered the customer’s citizenship behavior. Thus,

considering this variable would be a meaningful and necessary task for future research.
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