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A Study on Relative Importance and Priority of Key Factors

for Revitalizing Theme Park
: The Case of Seoulland
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The Effect of Service Quality of Senior Travel Package Products
on Perceived Service Value and Customer Satisfaction
olodsl|”

Lim, Young-Hee

Abstract

The purpose of this study was to investigate whether the service quality of
overseas package tour products that seniors thought had an effect on customer
satistaction, and whether there was a mediating effect of perceived service value in
this influence relationship. For the purpose of this study, seniors aged 60 or older
with overseas tourism experience within the last one year were defined as the study
sample The questionnaire was directly distributed and collected and the survey was
conducted from November 11 to December 6, 2019. In this study, first, among the
factars of overseas package tour products experienced by seniors, among the factors of
personal service expertise, empathy, accessibility, and price of use all other factors
except the price of use have a significant effect on customer satistaction. Second all
factors of the service quality of overseas package tour products experienced by the
seniors had a significant influence on the perceived service value. Third service value
was found to play a mediating role in the relationship between human service
expertise and empathy on customer satisfaction. This study can help in product
aevelopment and service by providing more accurate information about the service
quality of overseas package tour products experienced by seniors to travel related
businesses. And companies will be able to contribute to improving corporate profits
by improving travel package product services for seniors.

FHOH - Al (Senior Tourism), MHIAE&E (Service Quality), X|Z&=
MH|AJLX| (Perceived Service Value), 2t (Satisfaction)

*AlEdety sE @R g8ty BhAL e-mail: wisewoman_kr@naver.com
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DHE%H%, 2020). °1E ZF 60 2182 ofyA|gk HA| o] tloA] FAu]7} 7}
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3] =7 u’ﬂ«oﬂ HFA Fololl A Al EolA FE8of et AL B
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<ol 2020 A2 Aol Alzbste] s wdE A9 SHA| Kb Aol ARt
AA7iA 9] BAE AHEY g9 #AFAELS WE SFEZ 5o, 20199+ 2871
Treg F453% IUME Eou UAATHTFA 2] G HA 28l 2020). 38 A5
37t 1989 el AAJE o] FHE alejodd Wmrt 8| FretEA oA dE 9
TheFeh Au) 2ol gk mA o] Yzes AR JrHA D s, 2020). oAl 2= 3%
o] F2EH FFAE ntE 352 Aolth(AHaZ-d9 g, 2020). HS FES 7
/gy o)z} glepl-g FAISol| wEt ofd E 7} W stelA A el ool 7] 2] o P K
o= 9] AHfode Mosta oy, AU s H7|Add S Asste A=
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(Kendal & Booms, 1989). oJ3at50c] g /dF< Ae9d o AF /H4< 7V &
Q3H neteE Aoz YEREtHThomson & Pearce, 1980; Menguc, 1994). <13}
S, 243 A, AR e, EAD Fol AT PFo IS A= A
o2 Yeh oA oje} 2o WgFEo] BF Fa3 Wste e HAFAT
(2rA=, 2010).
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gtHWong & Lau, 2001).
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AA FZRGE ARl SR o] WTHo]d S - A, 2015). Alyo] @it
oA oAgrte| =] HEH FFel Tl A3 ATl AYe] s7|AAF 7}
A A AR A4, AEH By, dErles TR olge B
AE FAHEE FEATIH Tte|urt Aol FhRstal, wgAS tel= H=rt
% %

Aol 1, SAAE 7140 2L © Aol BRASE Aol g9 wr} Yrie

oF, BEAF, AGAF, NAA AF oz Wi ARt metA =
A 22lel] vaide 1B LFE VA DF 9 H Ll Ui FEE =7
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AAA S ARG olE%, 2015, FE) 28 A, BF FA 84 F 24 U=
242 AFe melele] 4E A% A Asicl skl DY) AgH A9
S o|ulA & mefetn EFeE AL DAY Aux £ES ol A4 A
A70l o sl g rela s olF Avel Yzel Rahe %EY 44
47 o] Badtin SgrkelFD 03 F, 017, 1B B AFe|AE 7
AR el57k Y old Aol Y Aoldl it slsirlAel e wEe] 9%
S Fe ANsEd 248 dad s

ABl2~ FAEE BAAH| 2o el ‘—77]% a9 HAetolu HEE on|gtt
(Parasuraman, Zeithaml & Berry, 1988). T A2 e A -8 AR 7)Y
A2t = 5 Bt HeEd a4 g) 7H“‘°]Uﬂ, 19 ARA 71
= AHrte] QX" x|zto g Holg 4= It Gronroos, 1984).

MUl=FE L 149 §75 FFANE F e e8 ddHE Auj= 7149

543 549 FAZ BT + Avk(Johnston, 1987). o]¥ g Hol= A F=S 2A
g AR AMH|A 22 uA Ao R FAo|H nMY| S5 FRAAF
© Ao| Hiolty gk uAo] J|halhe AH| 2~ FE AFE AH|2 FE o
&k ¢l2o] M& zfo]7} A9 glojof dtte Aotk

Mul2ae TR ST F e =Y BX7F A9 EAEHA] =, tii
o] MH|aEA e AH) 2 A FAke] 524, 1A FEo| @ E vt & 5 Y
UH(Parasuraman, Zeithaml & Berry, 1988). 0|24 tigk 7ld g el= u$- o
Ha Tl gle A2 defAa Aok FAAE gk F4& 588 F e
@‘6]—_/] @C EZ_Q )

o BFY vud ARE 7ES /R FEe Hrtetn ddd

& o, Mu|xe] Sols AAAQ 7 Q&) Hrlslr] 7t vl$- o]y wlE

ofth. A ~FAS Hoohe EAlE AHl2=9] EAQ 4714 553 542 H|
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g 4e 7 Ik F ARG -H 38 2014). AR =FAS 0] A7
Au|29b 718 Mu|x~e] Blwg 7t Azlela Holsha, Mu|AEde el 7,
Atk

(Gronroos, 1984).

3. A7 Az 74

MB|27HA & aB|RbEe] 54 AlFe M AMu) el tiafM Z]thske dlEoly o]
g oujsta, FlE A $83 890z ZE-STH( Bitner, 1990). 12|11
Mu|273e Mus F243 O MB|2E 7)) fld Aleshe AeEM M=
A7} U eHBolton & Drew, 1991). A1 2Hd AMv]2 7= &7} o|v] 734
PAY &2 oW AFolv Mu|aE AT e T AU 5 AlFolu AH| 2
of tigt AREAQl H71E oJw]atal(Zeithaml, 1933), ool et 7HA ol 47 #
Asto] duh} Sejdor AFHJE7E A2let= AHo|thHLivesey & Lennon
1979). el 2|7k AulaAkA @ 26t S9Asht Aulas Tdekm A}
3o Q7 H AT ARG vl §ALel o] FhRo|hurdRL- AN, 2016).
Mu|Z7EA & B|RbEe] AlFelu AH =S F8f ZIdishs ooy dE & 9
vge], AnAge] g APsted ANt o Fe@ 9oz guct
(Zeithaml, 1983). Aw]2=7FAlell thgt 7 - Aejok S tiad A7e 28]t 3
Melell QAEe] AT dwdon AusEAT 1 AuAE Q7] ga) A%
= 31l vl &1 AzF 7k AHETE Fostn vk Holbrook & Corfman,
1985). Zeithaml(1988)& AlH| 2 7HA| & A|g® A3} A &3 ]Gl 7|23 4H]
Aol ANl rkz gejsiiA Zhxle] AdE A zkd FAol o - 2|4
RE G4 4R SANE ST U S13  dFAAY R

A 20l ] THO]W 247‘“’& Jﬂ7}°b’— ol EH L77]lf: S e NS
o} et th(Oliver, 1993). mATEL FH A &2 A @H‘?f%lﬂr A A
EdAd sl FAEe HAAA AR nlsi (AT - FES, 20 12), 370
THE ]% ]‘/} AE] 2o tiefA] = ]% in31 A olga %ﬂ Es ﬁl‘i‘r.
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I} 1 A o] jelF7) R o] Yol gt AJH] 2 FEE 2T F(+)S] FIgE
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Y PEE AU F YGRS ot B8 ARA Tt Fo@ 23
S B OPE AN 1A A 0047} AR, & AT A0
o] SPSS 20 BEtel FABNES ANk

2 o] ARRAE £ Aske] 604 o139 AUOES o R ARE
FASGon o] AR EUR 4ZEY stk AgE ERAN 41, A%, o7
9%, e, Gavle B& MERY so] 3T Bhe <E 2o AXsgh

(E 2) 278AX E4(h=302)

ik EIASE H]E% B e HE%
e i 157 52.0 e 60~644] 212 702
o o4 145 480 e 6541 ©]% 0 298
el 13] 202 669 .
dgss  1de] 28] 78 %8 400t e 38 192
1] 38lo] 2 73 game A0-60RIR & 28l
— 600~800w] 7+ 83 215
gy UASATIT 5 116 Q0B B %52
U dEEeld 267 884

NEREA Avl FAe 1578(52.0%), 94 1454 (48.0%) 2.2 ir%f‘s}ﬂl N}ﬂ
AT AUolEe] dAEe 60~6447} 2127 (70.2%), 654 ©]+-2 90t
o, o3l = 1do] 1315 oJPshe AlY o7t 2027 (66.9%) 2
3| 789(25.8%), 33] o] 229(7.3%) o2 UEbyit) theta Z<ols)
369 (11.6%), them &0l Al 2678 (884%)H o1 A AH] - 4005+ w1
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Yo ez 3 91%% HojFa 9o
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Aol o Faf 7|2 g o) Ml AaEd o] A b Mu|a7kA] B ke wAl=

S

AT B5F 0.7 o) o2 YeEt o]+ Cronbach’s agke] 0.6 o]e] 2z A12A]
o

= SEHAATHAA LAY, 2016).

29 WS Lo44Y  nHF  ABvla BAHEEE
A&t wE A2 866
. =~ ox
g TEARE
A A=) 7tol=e] WA 850 4088 939 25553
e oJgx] BT A 81
7hol= AR Mu) 2~ 836
AsA] ke % 867
A A~ AqgPA&EA 9JFE AH|A 860
4 F23 A FAAL EVEE
FHAES d9 gE 297 8
zd 9% 43
A4 HgA o} T A 79 2.047 45 12,793
£387 A 755
a9 )74 FE7H 901
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7M€ gl 833

a9l A 2RJNAAF  wHF AEvle BHAEEY
FarTt AE|2s 77t 5 829
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o dejutg Au~E AlF 815
28 oy AT Mujzrt 493 72
KMO : 848, Bartlett A% 695.825 (p<.001)
W2 AH] 2o g 892
AHs] xgafFo] v 8%
AANE 248 g 81 3691 889 73.816
Hekslo] v 850
AF 48 Auas o= 347

KMO : .862 Bartlett 77%: 998545 (p<.001)
W) 2 FEuse] 2t g U@ e dEAATE <E 40 AXET £
—
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o] 734 AR ko] 9985452 Vet ek AR e e AE BT (7 oL
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w1 GgeA A Ak AEl 2R ke G siskom AR

o APAE AL G Fol G

I 7) Mb|A ZZo| 1ATkRo| ojxl= JERAIOA X|ZHEl Mu|ATR| 2] oi7iE

(=i )
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M| X|ZHE 5MT SY Bar USEXIAEQ| HAIZ0|
MMYEZ2 =0 O|X= Pekhag=xiAE Mzl ojfE 3}
Core Competencies of Bar Mixologist Perceived by Customer of
Five Star Hotel Influencing Revisit Intention

:Mixologist Trust as a Mediating variable

* O kk o 5k osk ok
UX| 7 - otey

Kim, Ji-You - Ahn, Yoon-Young

Abstract

The purpose of this study is to investigate the effect of the perception of the core
competencies of a 5-star hotel bar muxologist on revisit intention. We selected 300
final valid samples from customers who have visited the 5-star hotel bar and
experienced the services of a mixologist. The results are summarized as follows. First,
the core competencies of the mixologist consist of ’customer service, ‘external
characteristics, “knowledge and skill’, and ‘planning ability’. Second we found that
three factors of core competencies have a positively related with the mixologist trust.
Third ‘knowledge and skill’ and ‘planning ability’ have a statistically positive
coefficient on revisit intention of bar. Finally among the core competencies of the
mixologist, "knowledge and skill” directly affects the customer’s revisit intention, and
there exists also an indirect effect that affects the revisit intention via mixologist
trust.

FH0of : YE2XAE(Mixologist), #A&lH2(Core Competencies)
Q&2 X|AE AME E(Mixologist Trust), X222 =(Revisit
Intention)
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Servicescape Perceived by 5 Star Hotel Restaurant Employees

Influencing Workplace Satisfaction
:Mediation Effect of Positive Emotion

Kim, Kyung-Hoe - Ahn, Yoon-Young

Abstract

The purpose of this study is to investigate the impact of the restaurant’s
servicescape on workplace satistaction via positive emotion as mediating variable
Data were collected from the restaurant employees working at five star hotels. The
tinal valid 304 responses were put into the statistical analysis. The results can be
summarized as follows. First we found that servicescape perceived by hotel
employees had a significantly positive effect on positive emotion. Second, servicescape
showed a significantly positive effect on workplace satistaction. Third in the effect of
servicescape on workplace satisfaction, positive emotion play a role of mediating
variable These results indicate that servicescape perceived by hotel restaurant
employee is the key determinant of positive emotion and workplace emotion.

FHOH : MHIAAHAIO|ZE(Servicescape), BElH&H(Physical environment),
=33 ZAH(Positive emotion), Z&0Z(Workplace satisfaction)
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zﬂ IAANAFN S Sttt s34 48 ¥, e-mail: khl3kim@hanmail.com
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- Ao A& Bitner(1992)9] el 7]1%8ke] Au|asAo] o] FHQAE 54
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1
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103 (339%) 2.2 ojd<] H|go] =/
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S Aul2oAlol 2o B9 99l 47kt vhRES 3HA B BA 5
LR FYsel FHURY AT vl FPL JohuE }FAARNS
AN,

3 MujAAA o=t SHEH Aol olxls &

547 59 A2E Ado] A7AF Au|asdo|zr) FHA el njHe o
TS AZP] Y8 SPNSR T2, A4, TSA, AvEE FYst]
DA AN AgE gL 2o HARge] 43ES UehiE FE
g2 80.775(p<.01), R*= 0519, ¥4 R*= 05132 47t Huslo], Sl 59 g
2E8 o] A7F Mu|xzAol L WME] FHA L o 51% AWsin
gom, sARGo] Bt £FUL onFr) Au|xxAo| 7} 3 g v
A 93 glold Eza AAAFE FE 0471, BBY 0088, FW15
0212, A4 0.138< Huaideh. ¥ f2la FAAGE Bad A4S A,
TEHA, TS, AL BF 1% FEAA 2 34 mﬂ | frolgh )<l
HAAGE Bkt ole 547 39 dAEZ Hu|lasAolL F FxIA,
FA1%6A, Aol tat Ao AR} BE5E, FA 4 And 3
st 9e oulatt. @9, mA D ASS AAE] Ag 19 2 491 =
7} vl ulA e G thF £ AR HFAF HAASE B

3 WAL ARHA Bonz, oIF 20 9 3l LA AL
th 547 59 AAEY Helo] A4 Aulavlel it FRE 4ol fold

A1) FFE V1A RoltFehs B Ao M 1S ¥ 9w, 24 A3
<3k 5> AABHA

(F 5) My|AAF0|=ZI} XX ZHMo|| o|x|= Hst

i 22 4
=Yg xF3} JAAS (B) %k pak
2974 0471 7614 0.000
A% 0.038 0.728 0467
F71%578 0.212 4111 0.000
AlmA 0.138 2.998™ 0.003

R* = 0519, Adj-R? = 0513, F = 80.775 (p<.01)

#*p< 05, *+p<.01
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b | f54 ]
Y809l 47119 ZE38} S| AAFE BRI 0552, 377154 0103, AvAd 0.179
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Ao Folet K9] S|AAFE Eusiitt ol 5T 29 dAEF e A
2aFo|Z F FERIE, T, AnlAddd dig AU AN ET =255
AAE T ol FAsta = 9vlste 2ol wetA 57 2E HAEY
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R? = 0608, Adj-R* = 0603, F = 116055 (p<.01)

#*p< 05, *+p<.01
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(F 8) 377|=40| A= n|xl= A= UM S Z4xe| ofziEnt
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84 2 (=)
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SEIMo] ol ZX|S(Artificial Intelligence)7|tt
TZHMH| A0 CHEE AF2A} HEloi
:SRIWO| 22| Mg

Exploring Customer Experience with Artificial Intelligence in
hotel industry: Applied to SRIW Model

Al
o a=

Lee, Keum-Sil

Abstract

The purpose of this study is to understand the user experience for Al-based hotel
robot services. To achieve the research purpose the researcher conducted a case
analysis on the domestic Al hotel robot service and tried to derive the main
variables of the user experience through a review of the preceding research on the Al
robot services.

Participants in the study were men and women aged 18 years or older who had
experience in Al-based hotel robot service and among them, 10 pegple’s data who
agreed to use their interview contents for research analysis were analyzed After
peforming the transcription work on the in-depth interview data, through the
process of refining the data, a sentence containing the main meaning is selected and
a total of 47 descriptors required for analysis are derived by excluding sentences
containing similar or repeated meanings. Next, it was clustered by extracting factors
that explain the experience of Al-based hotel services. The criteria for clustering were
classified based on the SRIW model.

A etn wATH] XY Akgdol <t Ay
B3B3 2305, e-mail: kslee@jangan.ac.kr



8 TABFAGAT / A0 Al

As a result of the study, it was found that all of the six dimensions have a
significant influence on the experience of using Al-based hotel robot services. On the
other hand there was a difference in the measurement of factors affecting the
physical type of robot service provided In addition, in the case of a robot with a
delivery function that transports hotel goods, it was found that consideration of
design, color, efc. influenced the user’s positive experiences. This research provides a
number of theoretical and managerial implications by improving the understanding
of Al hotel robot service

FH0 : ASXSMH|A(Artificial Intelligence Service), AOIE
E02lE(Smart tourism), SRIW 28 (SRIW model)
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SRIWe]&¢] A& 89

Apple®] Q1A 5 4] 2 Siri, o}FE29] Alexa, Marriott®] Bonvoy A1H] 2 o] 9l

THLu et al., 2019). 53] < e Fofol| AFA T43 AIS HAE od 23 A

H 2= AUVES Bl A Akt 3 Ao F AT AHl2, AXE B8l 73

&k dlolEle] 4] 3 DB3} 59 9455 FdoHA 7 28] g A A
7IHE =ola e Aol Tussyadiah & Park, 2018).

F9 AHIRE AIﬂ‘ﬂ} 23 A2 883 A=9 A ~(Hiltond NAO), &
AH] A(Marriott Z8), $3He WA H]) A(Savioke?] Relay)9t AES £33 14 4
A H| 2~ Mamott-/] Bonvoy), 4171939 AFE &g #FA| A tigk 7AA]o}A]
28] 22(ChatBotlr, Aibril KT GiGa Genie), 214 Wi Aol MY A(KT GiGa
Genie) & FEAF AH|xet 7M3EA Ve 3 AHHIUE AH]x Fol

4% 11 It Tussyadiah & Park, 2018; o|&el, A3d, 20T Ads, 2020).

ofs

2. el ¥A S (Artificial Intelligence)®# FQ 1+

WF 2 SEA okl A ADZIRE Au| 2o tigk AP AFEo] A8 thEA o]
22 7)&48 238 (Technical acceptance model) &2, Al7|& 58 AlZ|HF &84
Alzgle] 7154 S e T e A A-ES oldlstet E8Ea 9l
th 71E & 71AY ey #dste] O 284e B AR s =4
gl ‘A2t f-84 (Perceived usefulness), 71€2] A& glo] ol&l &= He)dt
FEE 45t A ZHE g0l (Perceived ease of use)d] A1 @#H HE7) 750
e HEE P, HEe F8okd JaFs nFiths 3o o]&9] dileltt
53] AFY e AAl AHeT =2 ”J&T&ﬁ]g‘ 7l7ﬂ HEBE AEE 7Eoly 7=
7|9k Al 22gllof] gl sjEfo] o thFetA & ATHDavis et al., 1989).

ol% T e gYAo] SRS ATE Eéﬂ °1Zﬂ‘ﬂ7\1 71 tg F7HA
o] AdWge e A He YR iAo dek A7 HaE A
QEHTREE 2] B, A A, ALSlA gk, —Zrﬂrzq T, A4 913

3 9 5

—

2016, Marinova, et al,, 2017).
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The influence of hotel employee's customer orientation upon emotional

labor and turnover intention
: The mediating effect of emotional labor, moderating effect of LMX

‘HMole|” - o|HE T

Chung, Mi-Ri - Lee, Hyung-Ryong

Abstract

The purpose of this study is to find ways reducing turnover intention that hotel
employees who have customer orientation in a job environment which is faced with
emotional labor. The study was conducted on 360 hotel associates who worked at the
hotel for more than 1 year by selecting the convenience sampling method for 8 hotels
among the rating four to five stars in Seoul by contacting with hotel guest. As a
result of hypothesis, the customer orientation of hotel employee has a significant
positive(+) effect on deep actiong of emotional labor. Second the deep acting with
hotel employee has a significant negative(-) effect on turnover intention. Third the
significant mediating effect of customer orientation was examined in the relationship
of hotel employees” customer orientation fit to deep acting. Fourth the relationship
between deep actiong and turnover intention differs according to the level of LMX
by hotel staff:

ZFHI0 : TZHX|EM (Customer orientation), Z&E TS (Emotional Labor),
O|ZlQ|=(Turnover intention), LMX(2|E-TAMY Zto| mEHEH)

Co] gL AFuetne ANg we wrel
* FAA, Aele AFNGE EAHRFLY A4, <jungmireedBgmail.com>
5 s}

o
= wAAA olFE AFNEgn sEBFAGsY 0 <hrlee@sejong.ackr>
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E 93 At s HSATIAY £ e st AAAQ] FEe] Ws 5o 454
¢l wgjo] utET) o weed] o g =2y g 24& FE Ao ohet
zA 9 st A EES g8 WA Aol WskE Fee 454 Azga
2 % 9AthGrandey, 2003). ©12& WA EL nAe) wide] i AalH S F
%‘/\}7}9] 2EY 2 BRSS9 5A @k ok(Stemmler, 1997). FEgt Z:X—], 0] Q

She A= AAR 27)7] 98] =Eeke UHaso] ddsiEd g5
45\5}% = = F#H(Brotheridge & Grandey, 2002)¢] 2L

i?L
N
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fol

= AFsta Alg] 2L AzEo 2 Tett& Meyer(1993)E % 2)3+s]
© ™ Vandenberg & Nelson(1999) o]2] o] =of tal] AR ] 77k nlge] &%
SHAl AR 2 Al 24 T FoteA] & T3 7S Y 2
271 Fg38te Boleta Fosiditt. ABH o= ojAofmgt 22 FAUo] &al9l
© 24 AEHo R ojgstust she HEY dFE on|dith o]A x| tigt

v AL ojFogte Zlo] oln| oA g A FHLET AR

Aelza] G v

olgelse] BAF Be HPATT AAAT o} 47A] FALLSo] 9 B 24
& we s Ao dg e 42 ANG dAE Raths Ao dwAel
Al - A - BRI, 2008). ol H o=t BN O] Aol 2 J
& vAE 80lo] ¥ QU] wpRel el BRYET Aux Ukt AN
A 2Ee 27k Hlo] 39 wuele g A Bk AFAe] F23 At
g e 494 54 D gl ado] WRAAAsle] BelE X 2o
MR8 A489 34 Aulx FAG YA 9L F F ok

4. LMX(EH-7497k] a3k

Ao g e} PALL N2 S ke £ ool Fuwer, fg e
B AR A9E gol we AL ol g3l 4Tt old uvt wEs)
A HE A 2B S H, 4 Agd A0S we pEe R 4us
dish meeh) ke AEA mEolge] LMXel ol2d Erizl Hckllies,
Nahrgang & Morgeson, 2007; Hekman, Steensma, Bigley & Hereford, 2009; ¥
g, 2012). 99 2v7t AEe ol tisjA od Y= Bl wEstn 74
A9 Bk =W Ho 2tjoA HEHY 2te ol EHE A5 FAYLE
AA AEsH He J&S A5 =, 2lde ol2fd AelA e AL
A FLe &5 deshe Aol ofvet FALE bl o5 23} A7l Hetl
gt 2ot FAY 7 g w@ddArE yepdl sle Aeln(EA,

A BEAF GFE T, 9] A M 2lHete] uRAAE Frkshe Aol
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1) IR i eds 7he] 37

T A (20172 38 FAM S OB R TARS] uARgdo] A e
o o'l g U]Z]*ﬂ’a* H“;}C’j‘:} AT 2 AR PSS Y 5] ak9lAt
AN WG Tl H(+)e] Felgt & vIXM Grandey(2003)= AF-A 875
= Gl it 5H€112EM1 7—‘4 218 o] 2ol sty Lfdl 7t o+
T Aneisla, a1 AR Y-S W sta9l o 349 28-S Ball A9 & F
o] A 2E AT F YEF ofe =gl 2 5 ok sisioh T3 g
2EF AdS R g Ao A =& 759 aARFEL I3, 38
Aol AlnE E3 on| 9t golA R HAAA Yrb] 98 1 MUl s g
< 9 Aoz & 5 A st 8Qlelgte A B W Tth(Smith, Rasmussen,

Mills, Wefald & Downey, 2012). w2} & A+= AH]A HHoA dates sE ¥
Ao AR o] A F A dF= = Aolgt FFsta sh1eh 2
7Ma& AAstsith

7Ha1. aAA Y-S g Fol folet B (+)e] FaF nA Aol

%’M 714 % of Bagh QAT npsbA 2§44 <2017>° 59 %

Lee, Ok, & Hwang(2016)-‘4 ATFA TAR Y o] A =F9 L}H 8oz 4‘31
&5 sk o BT ()] fFofnlet 43S vx= Ao Z YEyith =
o Mg oA 39 A JA A 2(2000)2] ol A
DA ARl FEo] YA =F E?ﬂﬂﬁg%ﬂr sk el 242t ol gk J 3k
£ "X= Ao E YEyith uhebA A% Tl #2
njgk A3t obd A%, AR £ YEH
o} & AT = AR o] FHYF ol JEFe v Ae 7Ids o
=+ 22 JMPdE Atk

=
72 AR e Bl Eel ol F()e dFE vA Aot

*ﬁmo
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S
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3) WHAED olFolE 7o) W

4399010 ATAAE AAGA FADS JABEL o] Helwe]
A2l ABRAT} e Ao B DEFNE I FAA] B
o zbe] BAS A Bektu WHAFE olHEst B()e] Juw

$3} o9 71
A7k g AL, 2210 A7 o 840198 QTN 19l Akt
2o RO JBBAZ FAFo2H B ATIHE 2 AFEL B T
3} e e Agad

7H3. W g e oA o] frol’t F(-)9] YFE vl

ﬂl&

2ot

e THY T wZo| HH AYolA FHAI ek 713 & e,
oA & 9ggFo] 9J& AHolgta WHTHGoodwi ne tal.2011). e d2EH ¢
Y (Jung et al.,2014)3} A ZAE AL (FH2F2011), S8 APAL I FAAF

1741

II

(7R 9], 20134188 9], 2013)e] Aol EHFo| o] Feme] H(+)e] F&
o] k= AL it "Eo] AAGTL 1 o] iU A7 okt
A EA 23E op7lstal Yolr) o]F oo 7kx] Jes F= Aoz SH3 Hf 9l
th(Esn 91 2012). APATE vigo g B sh)] Ao FHLES A A
H| 25 A3 o 2p21e] AA] & Alsta 22o] dste A4S Fsldrte= A
olth. o] 9= A FHA A= vAHA olHm o YIS F= AL

2 Uept mebs sbr)er 22 7P S AAsklt

7HA3. EREE oA ool frol’t AH(+)9] dFE vE Aot

5) AT o|F x| BAlA WHsEe] i

sk

Hole- A G- ol ME(2018) HA =gl viZhaxte Aoz Adiddd £
Atde] ARG o] At nxle JFHAS ATt dlF A ATl
Me A eEel skl Al Wldlsel A5 nAXF I3} A 7R ko] 3k
AdA e g S ste Ao Uegoy e foohA] 2 Aoz e
Wt HEo] ZA9Q018) Mu|sugFdst nAA g o) FFAA 3l
WY mEe] vi7h el EH??} AT At ol W ES & w7 g3t

7 13 2 5|



Bge] il ket
LMXe] 2d&3 115

O]::

iy

o &

o AN el e

9=

A2 (2016)

HAT ol

ol

0
!
)

H
GR

NI

o}
H
o
N2

of ¥

3} o]29]

o

31787

6)

3} olAelzshe] Ao

=%

%)
Holx 9o} Chau(2007)2] &)l A]

s

T
L

Seery(2009)
A+A =}

o}

J)

=
=

1

1A

QEBEREE

=
=

EH Fo] njj7|

A ol A

0

o] BAllA] LMXe] 225

7

ol w2 Al 7

LMXe] =43

1
1

2174 .(2019)

w3}

beiet 4

A3} ok

L
= 24

ol 9l LMX

v
)

_
o

ol

FolA A9 A6 g 229

=
0

ol
ol
/r



a3

al

=

=z

e

3} o]Z)el % 7be] TAlelA] LMXe]

TAAFEIAT / A39AE Al

LMX7}

116

o

o
o
{Jo

o|J
A

3

ISR !

[e)

ju

=
=

ek LMX o174

I

7t A et

xR

=

o, old meh 249 date SHAJ] 2AE T e ¢ vk HEekrk(Ford &
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. A7+24

o1 234 G,

o sto] Zl%%ﬂlﬂl A% uﬁza}du} kg 1
Zt sElo] MAH ,q]o]z /\] OE":‘/H .?r_

o= 7t oHe AT, s FEow AFeith dEs
£ A90] Be 34 FY QN s AIGUES o] §3te] AR S
Ss sk 484 £6 B4 oh BUS T 29sl HAIE wele)
ATA WE2E Mg A9 44 32 Ul 39 54 Ml 9= F ) 32 36055
WS oLt % 36070 EA Fo 358 ARAL 3G, 1 F wEe
ool B RS fEs g $ux, 2T Zdel 19 vue $9Ad
1398 Agslel $ 30049 FE H2o| T ARE QAT T FA BN A

2 Ao SYPHFER A nR] gAY L Saxe and Weitz(1982)7} 7H-&t
H 22 Williams(1992)7}F 571 Bebsldar, gelgh-212 (2020 o] Ao ALEH
g S8t F 6wdoR AR, Likert 58 H=(1:ds] 184 &
o Lol a¥theE ol&std s Hochschild  (1983),
Grandey(2000)2] A& ATE 7|22 k] AP F
AT HA o B30 Bk A5t F 87 AEAlE ©]
Nadler®} Lawler(1983)2] A+E ulgo g2 £33 9A-o]F

=g O
=N

o

8
°H1

g o "
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slo] =33 BgS BEUR & 5 £ HAEAE ZAE 54 A2 =39t
Graen & Uhl-Bien(19%5)= LMXZ *MSL} TAAY Atole] &7, AUt AFE 7]

oz 2TERE gl AAEn al =3
2018)°] S 2= EHE T 6 %= T8 HAAE 54 =2 S43s

.
42%

1. E2 ATEANS 54

Aol SR F 340 T A2 g0l 1247(365%), '914d 0] 2167 (63.5%)
2 Jebsith A3 20t 7} 1369 (40%), "30tH 7 1347 (39.4%) 0.2 |28t B =
VFEFA T 40T)* 547 (15.9%), '50th 7} 16% (4.7%) 2 A3 o] =old£2 Ry 7} ol
Atk e e ‘m&o] 208 (64.7%) 2 7P Bk V1€ 112%(32.9%) ©] %)
a2 Sl VIEb e 8o 24%°] £X5 Uetietl 71Eke] od e vEsg I o]
oz AEAf 71%1154 At 2 Ee ol =tk AjEl/E 0] 2489 (72.9%) =
7V =tk 9ol AEW AE/EHG ] 548 (159%), ‘s Tn 10| 32123
(94%), ‘therd Ag/Z o] 6H18%)w=o 2 Yehdth ZFe Aol |1
(576%)Z 7} =9k} theo e ‘Felo] 56W(165%), ‘ta] 7l 48 (14.1% JJr
' 287(82%) ‘I ool 1 2“ﬂ<35/ )= YEETh woieh #EE E—E—ﬂl/ﬂt—
‘100-200%7H W]RPEE 200-3005H) mlRFo] FUSHAl 136 (40%)°] EEE YERR
3L °300-400%+¢) mFo] 487 (14.1%), ‘400-500%F m|eFo] 16 (4.7%), 5005+ ©
Aol 4 (1.2%) 2 JETE 8 30 = ‘o7 BT TElo] 2147 (62.9%) 2
2, S Bs o] 1269(3 %4 Y2 Yehydth ngdeEe] 4% 1d o]
A3 Al T A o] 3087 (90.6%), Ak o] 327 (9.4%) 2 YERETE FA1<]
739 AARTY 17398 (509%), AeaH 7} 1319(386%), ‘AL = wiAIE’°] 364
(106%)°] 25 HEith @A SdolA ZFg 77k 1d-3dn]vo] 1937
(582%)<] x5 H9on 3-5dnw 707 (206/) 5-10d m|RFe] 567 (16.5%),

o] 10%(2.9%), 153 o]AFo] 6H(1.8%)9] EF= Yetth. sedl|A
717k ‘1d-3dn] vk o] 1089 (31.8%), 5-10%d | wHo] 1007 (29.4%) & H]
BIZ2 wglon 3-5dnwF 70%(20.6%), '10-154 o] ] 388 (11.2%), 153

—

aoE =
TS
s
Pl
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LMXe =453 119

(E 1) AFOERe ATFSAHEN §4 (N=340)

T 5 N %
. I 124 365%
°= A 216 635%
20th 136 40%
. 30th 134 394%
e 40th 71 159%
50th 16 47%
HE 220 64.7%
AEo R 71E 112 32.9%
718 3 2.4%
158w ¢ 32 94%
Az Al A =9 54 15.9%
© tgtn As &4 248 72.9%
fete A, = 6 1.8%
A 19% 576%
0] 56 165%
A ozl 48 14.1%
2343 28 8.2%
I o]} 12 35%

100-2005+¢] T =k 136 40%

200-300%H w)wt 136 40%
= 300-4007F m] gk 48 14.1%
400-5007H m 16 47%
500%ks] o] 4} 4 1.2%
. Y Bale 59 126 371%
=Te 9= vale 58 214 62.9%
N A3 308 90.6%
&2 A 3 94%
KLEARS 173 50.9%
A Aear 131 386%
ALz viAE 36 10.6%
1-3d w)gt 198 582%
3-5\d mwk 70 20.6%
¥ 39 2% 7|7 5-10:d m|Rk 56 165%
10-153 W]t 10 2.9%
159 o]} 6 1.8%
1-33d w¢t 108 31.8%
3-5 mqk 70 20.6%
% 39 2% 7|7 5-10d mqk 100 29.4%
10-15\d m]gt 33 11.2%
159 o]} 24 71%




SHEY L] I14 eRlEA T 4l E49 Aie GE2>9 2t
2 AT 23] A AF=E on|sh= SRMRE 0782 YEhgom 018
= 3 A
= T °”’/}. =y e”éaj = JU]OP: !
Za 2UTh SHEY A s oﬂ:rL
o] duh} A HAEA ulste FE AT A4 FI=917=2 YERga
TLI=3, CFI=951% 91t} =& Aoz Ueh} d1nds ;maoﬂu}, §]-_,J_
AF-obgS 572799% YEpsk o, AVE #ke] 4%
et 7“213}‘“’“*0] Ae Foew AGHJT o
AVE @& S04= JFHTE7 oE Hssin R.
of tiste] e Wee 719 7HY =4 YER o™ Cronbach’s alpha #k<
B027978% #2471 w4 075 7] wEe] S =T WAL RE e FEst
1 FAAEAHBagozzi & Yi, 1983). whebA £ A =g is =
dsta, 34 =79 AT s g e Ao EIHd
<E P2 AAedle] wEEEAY TAAAEA, 7 A LRle] AVE @
4187904z 7} ALl AlF Q1 00176395 =& g YERSIH
Ee 2 AT MM e M S S Sl AIEIE 5
ottt A5 S FHote B AT Wel IR, A =E
T, LMXe thet & JEEE SHAF E8lo] A7 die| 83
GAE AP A A2 2ESEA w73 e Al diste] A el

o
iV
M
X
N
hint
o

>
>

o
N
oo o

ﬁd
30
T

Ha1A|
% ARl A o' wpekzlsitta AYzetA Y 2R1e] Zx| el B Sdete A5t
ALt olg} IR 2 FojaH o7 Pio] ARG S A5k AFgez e v
1t #edgdo] AAET giEo] FAZATe] fojio] HAE = FUWHAY
(CMB: common method bias)7} A& 4= ity CMBY| #ke] 027+ 739 &
WA o o3k e /U lenE AT BYPS AMEIE EAIV} slvke AS A
g 5 ]‘ﬂr( % ]’-‘T 72?”“”1 & 5f9h, 2007). & Oq:floﬂ*ﬂ sl o



e aAX G Yol AT o= vAe FF =T i T3t}

LMXe 2483 121

(£ 2) 529 50X QolzMy AT 24

Observaion Concept  Standard

Latent Variavle CR AVE CCR

Vairable reliability Error
CO1 17 205 18 9425
CO 2 713 207 187465
Customer Orientation CO 3 990 008 129.831 ke 9 978
CO4 997 .003 224.606%x
COb 1 fixed fixed
Surface Acting 1 99 060 21463
Surface Acting 2 99 060 21463
Surface Acting 816 946
Surface Acting 3 802 045 21.984s5x
Surface Acting 4 760 fixed fixed
Deeo Acting 1 692 052 12,6475
) Deep Acting 2 N 066 14,3303
Deep Acting - 667 88
Deep Acting 3 720 060 132045
Deep Acting 4 793 fixed fixed
T-intention 1 165 533 10668
T-intention 2 794 576 10.870%x
Turnover Intention S04 802
T-intention 3 706 652 10.71 1%
T-intention 4 691 fixed fixed
LMX 1 663 044 13.759%xx
LMX 2 773 047 17238
LMX 3 818 045 18,9265
LMX 677 925
LMX 4 876 051 21.276%x
LMX 5 352 04 20,2815
LMX 6 62 fixed fixed

sxp< 001
Model Suitability — x2=710.605, df=238, p=.000, X*/AH+=(Q7H=2.986, SRMR=078 NFI=928
CFI=951, TLI= M3, RMSEA=077

A AR A A4,
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(E3) Frelel HYEy

Concept 1 2 3 4 5
Customer Orientation 904a
Surface Acting -.081:+(,006)b 816
Deep Acting 639%x(,006) -.206%*(.12) 667
Turnover Intention -.061%x(.003) 36%x(.12) —.242+%(58) 418
LMX 364+(132)  —.025%=(.001) 52:x(27)  -.242%x(58) 677
*p< 05, *+p< 0l
aAbde AVERL b, () <t Sate A3AS] AlF
(I 4) SLUHEH HE
L [0l
L9l == Hgjer CMV Difference
a9 JAF A nANA 7P Ego] He AH2E AT 717 639 078
Toa =Eett
ki a9l Ao Fod RES sds)
254 he Ao wE g e
a7o] Yok RE AHE AT} 990 946 044
I g HEA 2N U] Exrl @A 997 949 048
AMu| 2o digt 249 875 olaslE 1 =it 1 956 044
aANA HHIS Hol7] flal 7HEY 55 Welth 99 98 019
s 7)8o] B wjr nAE A7) g3 =Folt}, 99 98 019
- - 1A SUd o 7vo] £ Ao I 802 78 022
S IAL e e 743 7} AA R w)e 2Fo
kil 3 w7 7:; W7 AA { o] 60 67 007
A =g FHE v /RAE R =33t 692 56 106
kL E&so} at= 7o St M HE g 4
a7l A flok :}P X EEJLH ol MHEH & o 788 ol
LHU:‘ )\AE—| —J—ﬁﬂq
\_ T £L ou|x|E A = ol= ;ﬂ/g% 3]
= sEo] £2 olu)x J——.‘;W] Hoj37] 93 =5 0 65 0
=g
RH7)7} obd ue] wheelM vdee e =7En -
H717} obd ve mf :1_1 1 % (R 3 06 0w
=83t
U= 5ol B, bE sdE $4 Flojt. 572 587 -015
= % ol 398 avtFa Me o] 647 67 -023
= 2 ZH o HA AlRo] HAETIH o] d
o1 e AFED Y d | 2% [Eks o 76 03
o APE Sl
- U o2 e dajEa Aok 7% 79 006
U dAET 2Fejzdo] vzt 5o 39S
w3718 sm gk oeoom e
LMX Y9 gde AU Wt =58 84S o A gsiFoh 663 443 2




Ao uAXGYo] Y o|f el mAE JFE A =E v aztet
LMXe] =487 123

el ddE Bk A3 ol e A W Few G

o s falshy Es}fu}_ a3 643 13

o glge Ul 971s 2eth 818 734 084
o] Zlge 48 o Yo} & gt 76 635 191
o] Zlde U 7heds & g gtk 852 735 117

o] gl Wk 23S UE o vith Y& AR 3t 862 702 16

3. 7HAF

1) #87/Wdzke] AshiA 7HAS

Az, AT 7SS Hdl AMOS 230 AHgste] Fx2ls 28519
ole] AFA = <FE 5> ¢ Zo] YERth

AR P L gl A= e A W dHePF(y=638 P<.001),
FHP(y=-08], P>05)& Yeht nA4x o] W s Fofgt 3 (+)e] 93
7 et 7JﬂZq oz TrJUl St YEbsT Egk 2 o] o] Ao =o
e

uR g o] 2 egolghs HSEE B3 oAz vHe wAEYE A
S37] Slal REAEHES o] &3 T Eals AAlsth s Y] X
o] ol A 44 JaFuAel SPHS FE5AE ko] BA oA
el milazed 3t 548 i8S A5 A9e <& 6> Zo] YE
wth ARFEdE aAx o] UHdEaHy=.638 P<00DT} o] A% (y=-.034,
P<O0Del BARCR FofueiAl Gg-S nHom, naxg o] g F2 2
ngk on| g mx]A] gkorTh PUEoﬂ gt el B(y=—.163, P<.001)9] 7}

_EL{‘,:

(bootstrapping)ﬂ% A3} p<01 "Zoﬂfﬂ frejgt Ao 2 et 3 14X
}\éo] 1114:01] 47\4 og Oﬂs‘to U] }

_ﬁ_
A
e SAACR frovisll uehgen, Pdadte] Rl FEXEH
k< 3‘53
] 7
A P F s ZaE Sl
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wRE] RN Fo15E Selold 1 felddel S HA) et
oh, 25T} ol 9% 7h LMXell uhE o] 7P 1%

2 AFedA LMXel w2 zfo] HEahr] Hate] iy By BAE B3
A TEEA (Multiple Group Analysis) S AAISIE T & Ao SEZ 9]
LMX £ H73#35)S 7o 2 LMX7F 92 A n=140)7 LMX7} &
Hn=200)2 73ttt LMX7}F A7) A9 W s (y=-177, p<0.05)
Aozo] EARCR Fondt S FUu ;{fﬂﬁ}aﬂ%w -050, p>0.05)& o]

To] BAHCR fofvgt G nXA] Eohe ACE YEhyith kel 4
- W E(y=-201, p>0.05)2 EHYPF(y=.071, p>0.05)= ]Xb]‘:oﬂ 57#]7‘4 o7

T G vAA Xeksih WHgEo
li‘;;(

rlo
(o]

A
3 ARE FYH Jéﬂ =l XHC’
12 2 =2038.098, df=124°]w, W3} 50|
ALy =2042483, df=1258 F e A=
0.05¢]8tell A AHF=7 1Y w] 4 A

Sgolez AGrdnt A WA Adnd by grel Ao|rt BAHoR
frelsitte Ae vehdnh & AR g o] AR o] Y ggo] o]A o x| 2]
JegFAA N LMXS] 273} vt #Aded = 9k A eFo] o] o wd
n2= ARA JEAe sHHse FEAS 1 AN LMXe - g
o]xl_o/]
A5 .76501131, % F3 1%l

A CR= 6102(P<0001 2 Yeha LMX7F =2 e 138kl 5eb2 4840]
o, o4 5%04 CR=5801(P<0.00D)E Yeht aig 7o) folsitte AL
g1 4= S8tk o= LMXE WA 123 koA wd) Fo] o] Akl n]x|
Bl

=

(

rl

=
OHH
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)
48
ox
o
o
ofN
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Qo] LMXE 7 e JEHT SAH R fofsta Zsiths A oy
ot iR EREES LMXe we Aleknd b x* ghe] Aolzk BAACR &
sl g Aow veh} AF7HES 71 7bssit
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[Ny o |

(£ 65) 74 7idztel lntztA|et 7IdAS

Standard
Hypothesis  Indipendent Variable Dependent Variable e

Error CR P
Customer Orientation
1-1 Deep Acting 638 058 11.640™
1-2 Surface Acting -.081 079 -1.501
Turnover Intention
2-1 Deep Acting -.144 103 090
2-2 Surface Acting 053 5172 .000
#p<.05, #+pl0l

Model Suitability: x2=491.087, df=129, p=.000, x2/df=3.087, RMSEA=091, RMR=.071, CFI=.954,
TLI=945

(E6) FMHS 2t HYEH, Y2

Ot

1 R oz 7HEH

o4

) ) ) Confidence Interval
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Intention
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S Acting—>T I i 115%x
Surface Acting urnover Intention o 63 007
. o>
Customer Onentat.lon Turnover 4 6 117
Intention
xp< 05, *+p<.01
(E 7) LMXo| st =d&51 45 ¥ E4Z5
R-Path X2 /df Ax2/df Sig.
Path 2038098 124 -
Deep Acting->Turnover Intention 2043883 125 5.735(1) <
Surface Acting—>Turnover Intention 2041694 125 3.59%6(1) froleiA s

*p<.0B, #p<.01
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