ﬂl h
5o
<

o T
o B W
N N
‘OI ;.O.._ POM
~OREC
Hin = o
i "0 MM
g o b
™
o
| I

B o
~
X

1 - &
T

2024

Ho
X

CRESC

i

)






A Study on the Effects of Service Quality of Medical
Institutions on Business Performance
—Focusing on the Mediation Effects of Internal Employee
Satisfaction and Customer Orientation—

20243 6¢ <

=



A Study on the Effects of Service Quality of Medical
Institutions on Business Performance
—Focusing on the Mediation Effects of Internal Employee
Satisfaction and Customer Orientation—

9w AT )

A

=

rif

Loz A=

20243 64 &



old,

rJ

M
1o

oL,
of
1o

AL
>
>,
ke
)
rif

20243 6¥

A9

SR ID

EREID

SR ID

SR

el

tlo
rO
N

o]
=

—_

et




734 3ol ]
e

2t

o !

o

oz 7)ol Au~FA

a23E

w5 o] vy

ﬁo

Ho

e

X

=

Ea

r

W

m_Mo

VS|
A

=
=

fse] 7

badd s,

A&

to] =7} 3 Apo] = wlul B

S

=
S

L E

Ug.

h 6

3= 301

A}AF 6079 (

715

bl Fael o

ksl
pu

o] AR

A

)éo

VAR IPS IE| B =Y

A, o=

A

Ao 2 e

1
R

oJulgk gel(+) FFL 1A

SIS ENN Y

A, o] 577

=
=



< LR

15

A, @5 el o

o (+)

) 7o o b = ,
z W E wow 1
5 w]oEmﬂ o oW Nr%% CRlL SO
o X & ©oF oo W T Aﬂ o Mo ws @
N o T No o g0 T o i ﬁ X K| =2 =
o)) ™ R o B o200 A AT o
To T = ay ol © al g o) e or T I R
2 o o o T T R ) T o =
2o e - 0 HdE W o 2 T T o
hﬁ = .3 W oF o mﬂx _ 3N ﬂi N
S R ) A AR - S
- A R N T
ﬂr.HTﬁ% h X7 H@é T o Mo &
%arwnéﬁo ﬂﬁm.u B o e O o
mm_ KT ,AL o}J 7 Wo m_m m%_ X X WI Mrm E]E s
FERIE RAR T o E B Y G
SsRzz vir fED OES 5
TETLC sEg Sgi ke ey
Z gx Yy ok B }
I LY xS S X%
oo Mo o - 70 - ol
ﬂ_m/ WO o R @ NI Nﬂ ) o Mﬁ o 750 = 7o XE
%k T i @Mﬂ7ﬁ. WT Mﬂﬁ NI ;.ﬁﬂ o N
o) % B B T ooy = N I - ZT =r IS
iroge B OAF EONEx p o E
ay T = N zi 8o Ot o = _L L o) ﬂl
G~ n X ol B o 2} TN X " Ny &
@+ﬂﬁ$4? Y A N R -
Yoo = K o 3 T o O = X° 7 X
Tl Mﬂ —_— Lt o ‘W«ﬂ — ‘_E.O o P UT_ = ﬂoﬂo
ﬂr.mo7‘1mﬂ%mﬂmowﬁ A I
ol M =T o8 kR I,
AR THz Ha T
wu%LoeLmo.mml, T ° w0
SEF e B L o T Xy BT = T
ol of . o B o e e 3 < B ) o i
5 T o~ = w R N S om TR A T w Mo
ﬁ@&ﬂ&+m%%%ﬂﬁﬁ S
ﬂﬂrmﬂdL(AAA_ n.%;.ﬁmu W7MM1|m}.d|
X o ° T T ay R o}J H ™ ) p B
OW < 0 a 1:_V| o N a =5 0 ror
® R Heg%sq%d.manﬂ ER
"Moo K W M ol o X
of ¥ o

14 7N

1t

o

7S

oA B 79} AL spRIch
o] ohd t}

]
“

A=

PR

1o

°©

A

o=



mjn

bk ojv]

15

Fol =7} 3+ Bl &

S

3

A A E 5=
oA &3]

==

=
=

S AT AT 99

Al
ax

ksl
pud

1 are) =) 7h

ol
27} 7k Aol e Bry FAR)



K] B e b 1
1. AF HIZ 2 EA s 1
1) QT HIT covrrereremtisissistiisimsiisisissitssiissisststississsssssisssssasstisens 1
2) ATFEY] ET st st stass 6
3) AT HIOl TJLA] v 3
O[] BT rresesssssssssssssssssssssssssssssssssssssssssssss s ssssssssssssssss s 10
1. A B] 2222 A O] T et 10
1) AJB]Z2ZFA O] I JJE et 10
2) AU A2 A O] L JEAT TN croreevveinssssis s 15
3) AB|AAA O] A GATGh TLZF e 18
4) ) AdH| A Hok AU AAAO)E A AT TLE s 21
2, HI Q) G BE 1ot st s et s s b s st s 24
1) GTEL] FPU e e 24
2) CITEO] B i e 26
3) MG GTF s 29
4) B Q] OTEE A GJOI T crorrereesrressis i 31
3. 7]128] AFB) A H Q] e 34
1) AFB] A O] O] TP rerrereermrermsserieinisei s 34
2) AP A AO) O] LA QI et 38
3) ] HY A3 A Aelol] T3 MBPATFE ILFE e 49



46

46

F T e = RN

48

Alr
NIr

ml

A

—

NI

49

53

53

o8

=

34 T AN

63:

2) 317A4A

61

.

puze)

gase)

ﬁo

65

i

puzel

O
ﬁo
o

‘WO

72

ﬁ:rLtg—la

III.

1) ol 27)3ke] AJu] 3

73

2.

73

74

2) S w7|e] M3

76

77

4) 9

78

79

e
vzel

X
Z_l

82

83

IV.



83

83

Alr

105

107

107

(1) o]57]ae] A

(2) 957

109

7

3

111

112

3} G zhske] wA

o

ol

b
ol
T

o)
pase

B

Nfo

To

~ 118

118

+120

X
_zrl

139

141

h 6

4)

141

143

(2) 87]3e] M=%

144

145

A3k G ske] A

-+ 146

fﬂ‘

(5)

-150

150

152

N

171

rﬂ-éﬂ_g _Trd_ﬁ]

o

T

S

4) = 7}

173

2]

(1) ole7]e] Au=FA3 5s

- vi



(2) 9]?4‘7]3&9] /\ll]j]i%;é_]_r J—y_zl'Jx]fsg:}\éJ—q_g] yd_ﬁ] .......................... 175

(3) &7 T NEA YU, TMR FFATFO] THA| wweverreereeeeernen 176
(4) R WRAAVE, LA FYI} PG A she] BA -

(5) 23 AFHE O] HTFIE 1T corrrrrmrssisnsssssssisssssssssssssss 178
4, BT AT HE BT EAD e, 182
1) 3222 AFRE ] 7] %23 H T EAD e 182

2) - AR A (MGA: Multiple Group Analysis)ell 7]z3F

HIIL AT et 185
(1) 211‘:_]- %_ﬁ_ ................................................................................................ 185
(2) 42D ZSAHTLAY IS (MICOM: Measurement Invariance
of Composite Models) .................................................................................. 186
(3) E}%@ %'}i‘@] (Multi Group Analysis)gﬂl‘ ..................................... 188
Vv l‘E_g] .................................................................................................................. 192
1. o|571#e] MH|=Fda AL o], 9309k &
Aol T FTFZ] TLZE e 192
2. @.3%% c\)j:[l ‘g 1-11;__/;11], q_%@%%@ vll:_;}q ................................ 200
VL. 71__1% 1;,1 ;q]od ............................................................................................ 204
1 7‘%% ............................................................................................................ 204
2 ;q]?l ............................................................................................................ 206
7‘T<_J'- al T,t_’_ ?‘ﬂ ...................................................................................................... 208
1 g—q]%:i .................................................................................................... 208
2 g—g%a .................................................................................................... 298

- vii -



- viii -



7

=i}
=

o o]

3L

1] Anj =27 0]

-
st

[

20
28

-
it

[
[

A % g

kol g

41 =4-9]

-
st

30
31

6] o] 5 AH]

-
st

[

33
37
41

8] 714 2] A3 2] FMQ] H O] wrerrrerriinii

91 7151 e} AbslA

-
it

[
[

TEA TN reerereenreenieni s

—_

w

o

-
st

0 —H o~ © ™M O - 0 +H <H O - O © N ™M 1O O
< I 10 ©O© ©O© O b b o0 o o o o O O O O O
A A
A Lol g o
n S mmwwmw%wm)u_mw
T N S S S~ S S S
TH Pl o~ S N I N
O - SN S G < i
7 N Sy Y N S
7° S A N I T
) O S T W
A T T R T B S i
el LW Pogn R XD < K
id P : LR ~ W
oH U = s P o — PR L o
G S B T S S B e
A I R B T A R
=2 o B o= 2 L NI R
DL Sl - AN o oA o' o o) Tk W
%ﬁﬂﬁrﬁaxﬁﬂfmzzﬂoaﬁgﬁﬂow
RS I T - 2L Nr ®° od NI or
ﬂxﬂﬂﬂwﬁngﬂooz_ﬂ_zx:mﬁé
S I S SO S = E - p . S I R 8D
TN R R ke T T A A me e e ROR
TE R XX T OGN WA AR T RR
Fr T T PR m oMM FE F A B
o HH AT RN T TG R TR
S = N M = 16 © I~ 0 & O H N ™ < 10 0 o~
—~ = Y = A A 4 4 —~+ &N A& AN AN AN AN AN N

-
it
T
Al
-
RYA
-
st
-
it
T
Al
-
RYA
-
st
-
it
-
RYA
T
Al

[
[
[
[
[
[
[
[
[
[
[
[
[
[
[
[
[

_ix_



98

98
100
100
102
103
108
110
111
112

.Uﬁ

o
e

M
7ol
T

o
v

O

X

.z:l
=
70

‘.A_.u,.o

ﬁo

22

;oH

o

=
fuy

H
<
K
X
Tp
of
"
o

o
ﬂyl
0

,._A.Uﬂo

ﬁo

B

(71 ~4)(F

=
[€)

34] 744
35] 7k4 A

(7F5~8) (&

=
o

=
it

[
[
[
[

36] TFETZ (FFHO) (FETE) rrreermrsrrssessssisssisssissssssssss s
371 7143

3
ar

(7}g10~11)(%§:})

=
°©

-
it

114
114
115
115
117
119
120
121
123

7b = 3

3

o

38] PLS—SEM¥]

-
st

41] o=

40] &

-
it

[
[

4 (Qa(

1

;OH
X

a

a

X

v
ar

ol

22

Felntel

43] A

-
st

[

%

ol

45] An]2=2A) 0]

=
it

[

_ZTI

al7)

T
]
o

o

124
126
127
129
130
132
132

7ol
X

o
b

O

X
N

o

T

‘WO

B

3

134

Alr

134



136
137
142

ol
xr

o
b

O

X
.z:l

‘_lryl

el
ﬁo
ﬁo

22

3

K
X
R

o
X
o

o
ﬂl
ze]

,._A.Uﬂo

ﬁo

22|

144
144
145
146
147
147
-~ 149
-~ 151
152
153
155
156

}

o]
pl

R8s

°
R

o

k)

1

°
pul

hs
h 8

T
0]

(7FHd10~11)(
4 (Qa(

(7Hd5~8)(
(RA(

(7F1~4)(
(7FA9)(
J 5

EECIK

=

=

[}
=
[}
=
[¢}
=
[e)
P
T

J

s

67] Aul=zFolx =

58] 7444
59] 7Hd 4
60] 7Hd4
61] 7H4 4
62] A4
66] A

64] <

-
it
-
It
T
Al
-
It
-
It
=
it
-
It
-
RYA

[
[
[
[
[
[
[
[

158
159
161

X

H
7ol
xr

o
v

ﬁo
.z:l

e

o

\mo

22

A ITF(ZTE) e,
R G2 (F ) (FTE) cverrernrnennienns

M
s
K
xr
il
o

N

or
o
o

G

‘WO

22|

164
164
- 166
=166

168

169

-
it

[

(T L ~ 4) (FBTL) crverremsinsinsessssssssisisiisssssssissississsionss

T
fy

1

TK
xr
il

o
"
o

o
=y
ze]

,._mu_,O

ﬁo

22|

174
176
176
177

- xi

=

°©
=

83] 7]_/27‘51%4 (ﬂ./ég)(%g—)

82] 7}@@% (7]./%5,\,8)(%—%)
841 7+ 4

811 744

%‘_
E
E
E

[
[
[
[



178
179
179
181
184
185
189
190
191

Z3 TP AZ ZTE QOF s
=
0o

75;(3 74]4: (R2)(SETE) weevrrerresresreniinieiets

s
.

a
o]
5

— o~ ~ = ~ ~

T Y N [ IS T o

- xii -



B

[Z23 2] Mu]&=z7]0]

56
79

o

B

.?_

(18] 4]

88
91

%L

&

w4 (

]

o

2

3te1

[71§] 5] AlH]A=2Ao] X

o
o

94
97
99
101

104
106
116
122
125
128
131

!

o

133
135
138
140
148

%o

o

Mo

154
157
160
163
165
167

— ~~ = = ~= /= /= ~= ~/= /@ ~/@ ~/= ™~/ ~—/& ~—/ ™~ ™~ ™~ ™~

(1% 14

- Xxiii -



170
172
180

B
e
o
‘_ﬂ.ﬂ
o}

0

oy

O

X
Alr

o
Nfo

[29 31]

188

[Z2%] 32] MICOME] ZXJ ceereerereemeenesiniiniiinisiiiii

- Xiv -



AE

1) €+ 974

e
T
mo
=K
H
"
Y

rJ
‘_a

ALt AAEEA o8 Au 2 gE

3]
=

Fa1 gt} 1989W =] =192 1

5]

Z=71A417F ¥ 9la B

-
R

o}

22

or

—_

;01_
N
i

fie)

o SmAulag AF W

ﬁo
B
%

o)
)
~

73kl

™
o

U

—

ool web w7 o s, FAse 9

e
_roO

-
=7

mgol MAk )}, ApdskE MEst

o

?_]_,

O] T AH| 0] T

=35

ol

]
AR oo =) o Ro) B Alwe o wA

F4

7

lo] W} 1

S

84, Aol 2y

A

Nlo
i

ofr

1
fiie)

o

O

i

t}. tholr} o]

vze)
0

K

—
file)

~3

)A
il

< 31

=
= =



o 2 ol

801:

8] 2~ A

il
Nd

?

Nd
Ikl
0

HH
el
o
Br
-

T
o
‘WO

o

B

FOH(E A 2], 2010).

ksl
pu

3 oF

=
o

H 2E 93s

-
1

—
fie)

To
ayl
il
ey

puzel
,mvo
ﬁo

Fa2 2 tH(Grant, 1991).

G

il

Bigelow & Amdt(1994)2 73 A

AFA Atz &

= HE) 3 7

3

ke
h=

3 9]

=

o)
(Servicescape) 2}

-

]

AYx

3L

AMH] 22227 0]
}

1

R

B

o O

o]

Stal M| =g o] I

S

o] Al

i

I8

1
1o

317 o] 74 g g ol
5, 2021). o) =m7|Fo] AnRlo Al AlE

-

4oz o857

A

ojat7) %] Hg, B4 viale] hA| o], BAo

|

el
AL

SERER

I8

1
1o

-

]

A

7

2 B 3% 3 ItH(Arifin, Mohammad & Jalil, 2022). 9] 5 7] 3%
Zhll A 74 714 A A o]

o

|

by

}

<

(Diericks & Cool, 1989), o]

AT (AAE, 2004). #F

of o

3

Jd s o

Al

a2 F ol Avk(Grant, 1991).

Bo

ﬁO

3}l 1t (Mahoney, 199

S

S B

1
=

o2 1 FA

o

=

Kol

A

g

’

o3

]

-

A
5; Zolqf, o148, 2001). °]¥

2]



o oy
T
Waoﬁr%f Y
S e ﬂﬂoﬂM% B
ﬁo@%ﬂ% in__/u,_t;oﬂ,ﬂ A
T T 0 E;ﬂioldﬂqmo W o K
+ X9 _E_ﬂ4ﬂ7 41_@@30;%
T @ExixEM&O%MOI%EA%W%&L%
L E w%gmﬁgw%wﬁim]@%ﬂm@qm
J.,A B = B 53 M T L.O;A 1_.. ,o_Hﬂ
) = ]OOE 0 T a
T o;qua@i]@uﬁqanlmqu
mﬁoﬂ%.ﬁﬁ_uﬁ T B Eyué_lﬁ uﬂoi%xﬁxﬂ
7,1rd|ua401r T o ﬂ]X.l %wrﬁo,_ll_ﬂvﬂ
oo S © B M 0 ) I = Yk
o«uT6§§r a%ﬁﬂ%ld‘%ﬂwﬁixEEQ%%
mmoﬂﬂ;.ﬁﬁ MﬂgEo]JIO J;.A,mo gwrﬂﬁ] ﬂdﬂ
4w ﬂ%&l.ﬂaﬁ ®Om N 3 11171%4%
%ui%i&h?ﬁ&ﬂ%@éﬁJﬂwﬂ@my%ﬂwoﬂ
- o — T of - yoor W LA
8%M%Mm«wﬁw@oﬁnfﬁ%W%ﬂﬁimgmﬂwﬂrmﬁvﬁ
N ]H;o o B X X Bﬂmﬁ\).L NIVOO
mmmwﬁidu;magmx;gﬂmim%m1@;
@ogbwﬁmoiuﬁmwﬂcw%ﬂ4ém%&mmrﬂﬂmo&ﬂm
%%ﬂnﬂ%@WMWﬁﬂﬁAﬂmi%ﬂﬂoﬂzrﬂoﬂmo%
%Q%ﬂﬁﬁo_bw B oﬂ%l%ﬁﬂﬂ 4ﬂa(
%%E@dmr Womﬁdﬁmoou&ﬂ%glhﬂmou%@ﬂmo
momo Podﬂﬂﬂ_/oge:]wkl%oi ”A_lula EuﬂJMZu
lOJI‘D_I.woL‘lrﬂu,lﬂﬂﬂ‘mwuLdlzixﬁk‘mulﬂﬂoeo«ﬂ Hﬂn_u,
Wﬁiﬁﬂheaﬂﬂrﬁﬂouﬂm%ﬁ%mﬁ&o%cauﬂm%ﬁm
w-mzuﬁro_uﬁl dLOfo»q_olNquE.(Jwaaﬂxorﬂ%ﬂ
70 Lmﬂmﬂié = M B - e o M= T
%ﬂv_%ov ﬂﬂk%mhiﬂ1} B ﬁA\A@r
o = ;11.a,w o " o 2 S A
R dﬁoﬂlx;oﬂl_ﬂﬂ Lfﬂ‘m z#odlE Lf7ﬂﬂdﬂ
@rzozﬁﬂ.#wrgEE#%&E#Md%Q&%Euﬂmi
qNEMIXHoMMMdﬂﬂu]WﬂXﬂMﬂMoW«O,&I%_’Tdﬁdﬂﬂﬂ/l
%Nrﬂo# mﬂﬂuorracov K B S E.ﬂ_:ﬁdr
CNNCY 3 x M W 5 X o5 o oﬂﬂﬂﬂ Y ol
fo R B W N o W T Az B < 9w ¢ 02
%%g%%ﬂwﬂz}@ﬂz%l@%ﬂ
o 012;01 m]ﬂ LG
™ o > = o o QY
ﬂZLHﬂAI‘IUHoEchﬂo
(i%@%ﬁ%ﬁ_mo
o) B° N
1 S
XO

Qo]

o] A}3]A

]

T
LS.

[e]

AR e o
e}

=

L

1o}

[e)

-

=

=

27



ol o= =1 1

€,

CREER

o

w

R

B

R

to] B o] g 7)ol o Bau| Aol Al AlE

O Z =L
S TYS

o] Ak

o gt 4-

o]/

Z

R

ol glo] vl

3

ki3

o Aul 2 o

s

aefp 2ge] ATAA 98]

deo] AelolA

koA
=3

Aol An] 23

e

13

o= a1 9tH(Lewis & Booms, 1983).

—
file)

EERIENUEES

g

zﬂ-x

T erAA =2 H oAl v (Gronross, 1984). o] ¥

)

SRR

1
s

A5 5 Ak webA] 2579 ATl

3FaL A Guo

Aoty HI

]

Ao

3

ich

el

et al. 2024).

BERERISE

B

;OL

1

h 6

& 7hael

t}. o2 of¢]

il 47el Ko} Ef

= =)
4 3

o

o

°]57]

KeR
T

55, FA21(2010)



o AF
~
~ ) ]
MM ﬁﬂ;ﬂr7‘.x.._|81r
- %ﬂém%mﬂ
N — oo o iRy
i EE»AOJON ﬂ‘ﬁ‘mﬂ ‘_Ir,../I]Jr
T oM i SN ) FON PR
B < ™ A 2 1 T w - T o
6%91103 ¥ T Mo R v 2 -
oo < h oW Xdﬂwklo < 7]5#; 3 ™ B U S
gy o M- o N 3 —_— [ I 5o o mo 2 oo
sy TO = Eﬂ}]iaﬁ@ S = X o N o M sy o 2 T T
%wom%ﬂ Gl O Hﬂﬂfmﬂoé B ko
H]t%mr%anvﬂo.ﬂﬁ Al LfAAT% I A
= S T D.rl N OﬁE OL e ‘_.Wu i H;I Of 1%% o) e EE o = W ..ﬁ o
M5 il — = W XX o fi N o+ op op 5 T °
o]/ a) op W T N e~ B b o N g 27z
o° oy 2 M o X = N X N ol T % o o e = WM X 2
ﬂﬂgﬂrhﬁoﬂfrﬂfrﬂmo_a Eeﬂulquﬂ]ﬂlq %Mmﬂ&w
G F e Gl %zu%wﬂ; s SP @
mgdimmﬂ;ﬁfémﬁﬁn.@W@@y@z S ET ek
T HRe o/ o Wu T 8 {| }A Ho ®r Wr = R =y M- o < = _4# m&a e <
~ K K{EI. ) 2T ok T w — s O o
N — v o o) o =y o | 0y T o~ o oKX ol g w0 B o=
T N _~ L%]ﬂrlu?i}xﬁmo._o@ﬂwﬂnla - 9
T o o~ O S Mo N < ol o = 2 o o S N~
0 - a =X o g W T T N o = = = R
J%mﬂjé&ﬁ@waiﬂﬁﬂea%a‘ﬂme&;ﬁrwg%ﬂwﬂcmﬂmﬂur
o & A X0 N WL - B om £ X T Sy OF <
og K| =t =y M ™ W R Moo= Ty N = @ m] o Mo
47%1 N w = M e 46— AP Mo d 0 E ISP T I
5 oM = 9 = N = - Taﬂ}7qowz
o = I N N o O® I G 2o o~ 2 S
omﬂdnxmﬁ‘_ ﬂHMﬂMo Ry i«o:mﬂﬂ oaluATurmﬂ
Mgdﬂ@%ﬂswdﬂLMW%1m tﬂﬁmﬂﬂ%m\vé »
%o_mg%s @w@@ﬂ&uﬂwﬂmzadm%ﬂkq
%@ﬂﬂﬂquﬂmm?9%@0ﬂ5m%u%msﬂﬂééﬂod
Enﬁzﬂmmame@qﬂy%%mM%wgwwﬂ;
Hoﬂowm%%%m;@%@ﬂ_f w_paz%ﬂw%%@
B .UI To or or — | Lnuu J) W o M oy ol O o= o < N — T
o fl7d#K1%@ ﬂl%}Mmﬂ}%ﬂ —
HJ@%&ﬂ;i ﬂﬂzﬁ?ofﬁ_mﬂ% 1ﬂ¢au1m
S o X = M%mqem;#@w%ﬂ%ﬁ%ﬂm
k%ﬂ]]ﬁﬂﬁ@ Llﬁdrxuuui.m%
NS J| ™ i T N R
oo o o 9 T <
Wy OL,._.]JINIVﬂ&‘I
<o) KA = o
e %%m@
0
H E

=7k oA
93 o] wheh o] w7]g AnA
th axn| Akl Al

_]

—Z
=

A]—X]-‘O/] -

o

1 =

0]
T

] o S 7|2 ZA) = =
7] wFolt}, upala] 9
olz 717 B
| Y3 Z=A) ]_0 =5 7}
= = 7) oA A H] A7
ol ]Z: ]

Aol o



il

A7F 2 Aolth(Rust et a

I, 1996).

SEESE RIS

.]_-?_‘l:

TC

A=, 2018).

7F= ofok & Aolvh (A

E

RyE

Moz g

jgase)

| 27HA] A=l 2 A

X

Ty obd A

o A7tg e

<

o Beha %4 T4

-
R

el 2 ¢l o)A

0

2) @+ =4

FaptAlel Atk Rk A H|

U

H
L EN
S

o]
=

o] 7l

F71 £

A1 3]

Ll
ZdEn

SR I ERE

SR REE]

o] A

gt

Aol 5 of

-
1

ol

W

ol



Aol A TholA gt

o
!

b

PRAPE

™
o
A

fite)

ojo

3

S|
&

2

o

e

Q)
=

SRS S

So) e 978

SEESE

il

77 Al A

i

o]

il

i

5

4

Ho|x

T2l A A

140w A3

e

A, Fa3 ARE o}4714 A4

AT

o
X

=
=

b o134 P

Qs

AAE =

Aol

Telu} ofH7lA] F5 o) 579

A

1
1

)=]
3 QA WA R

Ho

.

B =

0

A AT AA <)

oW

A=

Z

0

B

fife)

o= AMul

=
=

ECIEERE DR LR AE

CERIE S

1

hs

3 A

o]

il

)

—_—

wheba] 2 Aol M= P o mrl e AHjaEd g

o}

)

—_
file)

xr
iz

mjn

=K

N

j
a

]

7HAM, doprt AA 7k

=
=

o] ]

]_

o
5

3

BE%
< 79

1
1

kA 1ol A

=

M

o)
= 7

L

Zlo]t}, oz} ArHd 3t

-
R

%C}:

9

Ao} A+-714

=
LN

14 o

& T

wstol cheat ¢

a0

T B4 S 7]

B

ol

-—

—_
file)

A, o 57)3he] A

A

o
;OO

‘.mvﬂo

)

fo] =7} 71 o]

S



3) A7 W% 74

g oz A

o571 WP EAAE

A

g

=
]

%o

o

=o ATE

Nlo

=

3
L.

o
o)

g
1

s

J

=

S
[eRR=1

VS Al

Edz d

=

=

=
=

stol HYAT

S

71 9

fo] =7} 1b Aol

24

o
, =" w2241 (MGA: Multiple Group Analysis) 2]

[

=
SE
=

S
A

L
=

)

a

-

o
A AsE 3

BR

o
2
ol

g
®

o

woge] A Axkeh FAH U

o

T

Zolth (19 1)

s}k
=

Al A

=

=

o 1A%



1392049 21 LIEE it
| LoEdEy
g —— ysume S 44

v

oL

U7 B9, B2, O (U, 2, AERY

/

oA

JHEAS, #3324 B4, OETTEAMGA)

Y

o vEdyE

LR

(2" 1) A7 74




|2 7

hyA

1. Au|22H o]

13
=

7N

hvA

1) AH|Z==HA o]

o] 7] o] Atele]

7]&1tt

) AL

5

Eigal

<

2

=
—=

fg= 71 29
T} ARE A o A 31 o]

Sk X

ALgAH A7) Tk

Al

g]

Zolth (YW, 2022).

E= A

ST
™

1 7194 ¢] vhe

Ak 2l

FHEE Fol7] 913 M Aol

7

al

T
HH
il

o

A 71a
1310] Al
Stz AT Ak

P}, o] qu)

#93

Fol u%-

b oqE) e A

h 6

~=0

[e]

o}

%31 QvH(Kandampully, Bilgihan & Amer, 202

Thal Hal

Jo
3

~~
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=
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(Lai & Chong, 2019; Lai & Chong, 2020). AH| =27 0] 32 = 7]E2] A H]| A~ (se
rvice)ol] B-7FS oJn|Eh= HujAlel AA o) (—scape) 7t 28 Aol £ Bitner
(1992)7} Mu| =9 Ee]4 T71 FollA A% 273 (built environment)s #1%
SHHA A5 AAG Bofoltt. o= AMH| 27} An|Ake} AT ARk Aol A
AH| 2 Al AR} A AF B Al GEFe WA= EYA, deHl
ojnjat, TS o ® Au|asA| o] = AHH| T o] FolX= A A S 9

V] ke

& Landry, 2018, Tinner, Crovella & Rosenbaum, 2018, Vigolo et al., 2020).
HPATELS 5 B4 227, 754 L Fu FAS 2% A3} A}
B0l 7)o@ 5 Q= AAE AR Yov] ol gate] Af9) An)2 719
o Aabgdat WAek $AgS 7hvkar ®BarE th(Campion et al, 2016; Fottler
et al., 2000, Huisman et al., 2012, Rosenbaum and Smallwood, 2011).
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Au)| A2 Alo) L= B9 7] (atmospheric), &84 $H73 (physical dimension), 73
2 ¥4 (environmental clues), %24 <7 (physical evidence), &% 817 (phy
sical setting), %] 8.4 (tangible element), $7d *} (environmental dimensio
n) 9 &2 AFgF o] itk (Mari & Poggesi, 2013).

Bitner(1992)¢] %7] AAroll M= AMu)asgo] Zof| thal thE @ 4= wjAskaL
oA ZEHoRE Ao R ot =% 1 I QAN AMu| Ao
2 7438 T ©]F Tombs & McColl—Kennedy(2003), Hightower(2003),
Jeon & Kim(2012)9] A7k A2 o2 Y= HA o]aj @Az} 3ke] AFs] A<
A-8o EFEE AU asdo)Z TS A 887 = s}l

LA A=z Ao| 2] i Ao Ak Baker(2003), Bitner(1992),
Wakefield, Blodgett & Sloan(1996) R AH| =227 0] 32 2] JdS &35
a9k A TRE An|asAlo]Z Jpd o g HYaleltt 2000 ©]F Hoffman
& Turley(2002)2 MM = 7|43} 438|328 S-S F-2HA A a7 9]
AMA kgl 24E 2t} Tombs & McColl—
Kennedy(2003) %= A kg3 a1710) 1%, A2 3 E3slo] Anj2=2A
o] E ¢ 1A FAe I oz A Z Y Kazuo & Mark(2010)2 O =%
AMu|azFo| 2 Qo5 AH| 23} B7] o] 3} AMu]x A HA A o] Fol A=

7143k o] kA )l AH| 2 4 =
<3E 1> 79| stAE 9] M|z Alo] o] Ay} e AAskL A

pe

2
>,
=

>

>4
)
o
(K
e
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inly
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<E 1> Mujasdolel Aol 8l 7

2177}

EEEL

Baker(1987)

MUl Al A oA Aled o s BE

#3829 A (tangible cues)

Bitner(1992)

M| 27} o] o) A= Aanoll A AR Ake} A Al
2F B Al S A= A A 874 (built

environment)

Wakefield, Blodgett &
Sloan(1996)

Hightower(1997)

Amould, Price &
Tierney(1998)

Hoffman & Turley(2002)

Tombs & AE) A 3 e Al 3 o] o] XA HA
McColl—Kennedy(2003) | ¥F-2& o 7)== thA
A R Aqu]2 ddbel] tigh @3} Q1G-S gt
Lin(2004) M)z Ao gk ARkd FJrke] AV HE T8
AR
Au) 2 o] ThEal #elshE AJu] 2] A4k} 4n]
Nguyen(2006)

b BAG o] Fol N B4 37

Kazuo Sugiyma(2010)

298] 28} (Servitization) ¥ 7] o] 2] A3} Au] 2 A

> s wE3 & A

Harris & Mark(2010)

LeulLg & Aol 7110l Au|Afoll Al v o)A}

AA o] dXE A|F3h= A n] 2237 (e—servicescape )

o]

ek

7, E£4%1(2009)

FEAQ Au| 2= 3 8 ARA HAE, 2FE, F
A, oA, o HIE, SR A & Mu| A L

Z}A)

3H2]-2(2015)

R A28 AU GF BE FelHAEAS

<7

=2 1 11538](2023)¢] A5 Frarste] A4 A
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F2d ol A *ﬂﬂl**ﬂl 149} 017“1}4-‘% HAE v g4 A=
T WAEI T} Au| A o] X o] Eu] A 3 QAR (A8,
+ &l A A} (stakeholder) 7} A&
AR S A8 A, A8 A -4 The] AeArgo] Y §lo

[e) o [e)

At} (28 2)& dx]L2(2015)2] AH]|A~FA|o)Ze] 7d

b XL
ki
Au)
it _1
rm

f
o>'—l

MH|AA# 0| Z(servicescape)

QMR AT

B2 e
4 EixIEEEQ )
P e,
o qghsr 0
QMR )
ol_pqgé””“----.h. y i AH2A
(2N D (B
=0y 83

(29 2) Mu]aasAOE MdE &3] 1 34]2(2015)

AU 2227 o] L= Binter(1992) 9] A|QF o] 5, vheFgh Aq-F <3} il A&
a1 ot e A 0] (—scape) ] o2 7§22 o] Z (Kandampully, Bilgiha
n & Amer, 2023), oFEZA0]3Z (Andres & Taulet, 2020), 2F12=#A 0] 3 (Bruwe
r & Gross, 2017), 2=XZ=2A0|3Z (Fernades & Neves, 2014), HXEH A2
o] 3 (Tumbat & Belk, 2013), &227]0]3(Sahoo & Ghosh, 2016), AFo]B] 27
o] 3 (Williams & Dargel, 2004), 7Hd&2A Au]222A o] 3 (Vilnai—Yavets & Ra
faeli, 2006), T ~A o] 3 (Ryu & Jang, 2007), € 2~7©] 3= (Kwortnik, 2008),
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e—A 0] 222 A| 0] 3 (Hopkins et al, 2009), YA ~A 0|3 (Hall, 2008), 3| 2~E|H
2 7Ao] 3 (Mason & Paggiaro, 2012) s°| X%t}

o|A 7l AMujazAo] . AT Fdolut AFY Foke] wiAY Apel A AlztE]
Ao AAlol = WF R ATY, o, FEAH| A, WE e, =A%, JE

wofol| A X &H 07 Mu|AxA o]} Iy MBS A5 AEH 07
BaxEa up(o]ay, ¥, FA2, 2021; 342, 2015).
olo} H| =] o] BAH] A EHEROR A M| A o] ol #EF AT}

A& 0 2 W% 3l JtH(Baena et al., 2023; Lugosi et al., 2023; AA#H, o]&
Aol ANTE, 2020; Aol AAE], 2020; AL AXY, wiAS, 2017; o] &AL,
| A&, wAd &, 2013).

N

2) MH|E&ANZ T4 g

Aﬂﬂ]ﬁ:&_?ﬂo]}}_g/} 5_]]._5_;54] 7HLU:]O] _

2]
B
2 g5)7] AR Au) 2ol o] ghe AAATES A2

1A

A 2ftoke] Aol RHSES ALHel WS F7ate] gt
Ay 2o Zeks G0l AS AHgate] WA Bimer(1992)% A 22

Aolze] T4 a.01S

& 7F vl 2] 2 754 (space/function), ¥ 2+ (ambient

condition), AF21-AFA 018 & (sign-symbol & artifacts)®] 37F4] AL AF AA]

SIQITE WA FHIH S o]F= 9 ARE L A8 Zxu Sok 31y 2o xH|

i7} Zﬂ%ﬂ% B4 249 wiAd A EAS xgelgit) o] Q1] o7hs A}
= T A e

ooy Mo
()

HH 2 2 71%3 Q91 717, Sejol] THar

Ao Aulz B2 9av) JFpa Sl $d asolrh v o ALl
AFALOl B @ A= An] A Aol e MA A i oA A AlEE R 57
o] thget 2ol tigk Zlojth o] Aul2 F7h -2 o F-Auo] nAER
solE YA ARE ATsla, A 9 ATEL A He BAE AFTE= 7t
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Aol AHYAO)A ko z B = Quho] 54, 2010). Bitner(1992)7} #| A3k
o1y} @ AEL I-9] e AFEA AT o]
b Au| 2 g A8 7hs gk

TAA o= A EH Xu & Gursoyd(2021)L - AH]
Az Aol iR &7, T 8, -9, =R L
sh¢lem, Ho et al,(2019) E&7FA] = AH|22A 0| ZE P50 8Qlo=
9171, b, #A4e) kel iR A s 8/le= A ESkgivt. Bg Meng
& Choi(2017)8 YAEF Au])2 Folof| tdl An] Ao A X
M ok, 2971, e, g2, A, 749 e oR 39

)= ] — [e]
o2 AAHo A Well & Daunt(2016)& &l HH P

_

Aoz o] A7 E At

By 3T 7&%4(2023% = /ﬂﬂ]_iﬂ] o] ;LH 2l Aol A
A A s ARkl a3k A, A, A, Andel 571 Akl A
HlzzAo] 2 FANE S Baskglvh A4, A9w(2023)2 =¥ = A} #
dato] Y EYZ2 Al o] Au|asgo) SAL T Aol g/,
R ) (7] ) AFE, £-917), AR|A 28 67 3HY e0le

JER
Fol M FEHOR %:ﬂ% ARSI AT 75 el el 28
el Ma e

Gt SHEiopst ATt mheh Mg shelasle] YL TAH
IS
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3) Mu|EAA o) A8 A7 auF

27] Au)2=zAolme] Ahdo] thE Adsta Swels wAse] g, o]e

]
st a4 Z‘ﬂoﬂfﬂ "W]’\’\ﬂlolgg A5 ABjazAlo] Lo Avfet

27] AU AESA R L AF5E A AasT o] ep AU AR, AT o)
5ol 22} Aol BAE Frrgste] A AHIZ Bl A3t AH] sz o]
T8RS ATSAUIIA, ole4d, 2009; A=, 20115 HRI, HEE, o]
2, 2012; 1T, A, &3} 2013), AW AfFrEER LA EY FFRS
£ LSt AT dhs AT (FTIT, /be, 20125 o)A, WS, 2013)7F S

SHARE FZoll= AFolu AWTARRL, FE AF 232 A, Shulof| A= AH]
£ =SiskiA i &3 o] Aulx S siAstele A9 S
SkaL Qlvk o] gl Fol= AMR|Akel o] e dste} vhakst 1o xpEste] Al
sted v g 7 Aoz SH
& U FAH e Mulasdo) o] AyaE LAs B 2 Wilkins et al,
(2022) arsstal AMBja2A oot SpE o] Al FRke] 54 A o
o] glom, Mu|azo]zel SRS Fholl= A ko] ltkal Halskqich
WSl Asghar, Asif & Akhtar(2023)2 H|2AEFE g AESHS YAO 2 AH| A
Ao 27} X 2+E 784 (perceived usefullness)ol] 3S v x|, o]
TrE) ool JEkS mItkal Rauskith Lee & Kim(2022)% &-3-A1H|
A o] Mu| 2z Alo] L) MuaEA )14, TR S, Ao]-8-o =9} F
A ek QAAAE kL Barskgint. o] ¢F fFARSHA Kim & Moon(2009)
T UEaERS gdoR 3 Aol gl aER e MUzl 7 MH|2%E
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v
>
2
i)



FUHATE AR 225 F(2023)2 =5 vl 7o) Au| a2 o]
L7} AN A% 18]l o mete] AAE Pl on, 25, o)X
7}, 0] E(2013)2 PFEm) ] Au| Ao} X ZhE FA, A ol
&S mThal Rasginh ek 119, 1152H2023)E DAFY o] EAE

(€]

I=]
2 8 AFelA A2l ZAh Arbae] el e e Atk &
% o the BelA Pa% RAN(2016) Au)AzAoZAk Bl 17

AT A=Y SIS VA= Ao Basiglon, AWA, aA415(2021)

& BAFAO] A 7she An| 2ol ot Au| 2 E 3 AT el 47
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4) S ZAMN| L Fof Mu|AAFAo|Z Y A uF

Aarglol A ol 5] 47k A mel A 6w o) djefriele] Mkt v,
> ojman| o] AAo] st el o mAu s Agle Aw FAl 7)E

29 Gujstel AFHOR B FH 9 Muls AHoE Wwsta gk
o1F 93 SRAUI 2 7|9 DA} ol WA AelFt TEH L FThAI7)

7] §18te] AujazAlo| 25 Agat = ATt F7kekal itk(alold, Al S,

2020). 71 s7]ell= o] Fow BH= Sul4 o m Adolu = ARl
2Alo) 7} Au) 2o Tk 7] ANk Ql Q1A F o) 5 An|A; i 5o 3
A EQle etdt = qlal o] 5 ma o ® YA & 7] wiEolvH(Wakefield
& Blodgett, 2016). Q2] Mu]AaiaFo]Z = Mol Al Au|2of Tt A A4S
Algetr, o] Ao R s |z gk ARkl Wrtel| FaskA dEF
S R B AoA] An| o] a1 e] 13} dF ool ojW A gk
= 7 ‘15— Aol gk A2 BAlE A=A ATl T Ut

o5 Mu|=zAlo]| 2] TR G842 o5 AT T i AR
o|FolXIth o8 X MH|2VF AN e AARA A 753 SHE
ofte} AR A 75& FAst= 7HA] FEo gtolth 53] o mAH=E A
H| 25 A= o] Au|zof thgt 7| 7HA = e AH| 28t D] &
M, -2, B, T 5 HAA BAE 7 AL AH| = g1t Eole A
F7F giF-Eolt) webA S| AE AT a9 QA= o mAIH| 2~
Alg gl ToAdd Aol Al vA= e84 dIFe wola 744 AME

olmA] Bl FA el Felm g JFFS miHvkar Barstglet. o] ot TrA}oMl Batra,
& Taneja(2022) %= L] Au|2zAo] 27} ghate] A2 QHga} Wil
5 | Hokar shdek 3 Amin, Wahid & Ismail(2016)& HQ2] 4612 An]
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Z2Ao| L7} Fhape] wistzol f-ofu] gk S v)RIvkar &4gl o, Holder &
Berndt (2011)% AR-Q1ate] Muj2zAlo] 27 wel u|ate] 54 Q14] wisto]
Ly

=
ZAA F3FS wFvkal Bk T3k Lee & Vichet(2008)% HQo] AH]~

[¢]

Aol 7t Zevlape] An)2 Held A7tel L vlHLkn wusHom, Lin
33

[e)
et al,(2008) of=ro] =24 &7 Mu|aF|o| Ly} o gl 44 9

ghH ] ATES a1zete] B w=8n|(2018)8 987 HHe] AjH| AT o]
L7} o] A zbel ZpR|oF A RESIke] QIFAAIE Halslgl o, o] F A, BhA|

F, ol £ (2018)2 Wlo] Au|Ao] o} 1 Ale] AulzE o] el o)

soledl Y= MRt AyE Basith 3 @ A (2012)2 B e] AH]
22 A 0] 27} SRS, 2], APGHEo el @3 wRIvkal ®arstglom, v
& 5(2015)2 Bl =H| o] Au|2ggo] aAe] WA uk-g-3} B gloju|x]of -2
nek JE= mRiItkar Baskgivh =3 dvls, g9, s (2017)2 23 9
Tk AnjAaEo] gate] WARkS-3} gl mel e vtk skgle
™, olo} fFAFSHA QM4 o] E A (2009)2 W o] AujAasAo] 7} |1l ghatot
ol e gkatel FEolwmol AHA G AT Basiitt

Aul A B}

}O 2 HEeh=

=3
2 = g
AL wu, JF 54 717 A3 AlTS s Ao R oi A
v~ F3ke] &84, ) FFE vig- Ak &
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k]
30,

TH(Tran Xuan, Dond Van &
Tournois, 2022; Hoffman & Turley, 2002). <5 ] A4 2= Rosenbau &
Massiah(2011)2 AH] 2270 Agrel A w2l Aol A MH] 2 Al&21e] vhef
& WS Astolof dvhar Fxskar . ofef yhdsto] AnjasAo] 27t
AB]2z Al Ake] Il ojw gk weddo] Ql=Alell ek At=o] A H
3L QA o]} wedste] oA, AAE, Ml4d#(2013)2 WY An|asAo] 27}
B FAAS] A F oA Ao GRS YA it Ik &5
Z1(2016) %= A Mu|azF|o| L7} FAAES] F7|H-o] B A B[22
44 QS vITar &l

e Mu|azAo] ek theFel W Fhe] wAd Aol A AH| s Al At

=

% 41

A2 B 3T AR BoRshE Al EA e BN E 3P I
vFIehs AT AFel Qztste] vle) gl WY Bael

.
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o] =Ho] Yo Ay LS 752 7]aL tH(Figueroa et al., 2019; Lopes et
al., 2019; Kantanen et al., 2017). A MAF o= HLl olHo] B4y} H
=, dotel Mulx FA, oA o R =do] JMFEa o, AT} EHT
Fdol gz g 2 T, 98 7w 75 5= Awd] E
fof o H}AEZ W% ¢ri(Rabbani et al., 2015; Kakemam & Darga
hi, 2019).

Al oz WAL del & HAas A Ui, ARl a5 23 &
dol M Muj = Alge] aads QA A8 oF H(En, Lamarche &
Goulet, 2012; Busari, 2012). 3t W3}el= o5 43 AH]2= Ag o+
=3 gy, 79 M2 d%Fe] Fast(Coulter, 2014; Piper, 201
2), ol¥ g M8k & Fsta delstEH AR e H2 o] 4
Aot o] H g Wzt Ao ® o8 HeAte F WA TS 24

Q 3k ool g3FS m I th(Kitreerawutiwong, Sriruecha
& Laohasiriwong, 2015; Pihlainen, Kivinen & Lammintakanen, 2016).

B v 2ga A3 Ax AIAAE ST, BA 5 AR
T Jom yoprt ¥ YyHAL d 52 Ad%S =9 7 s Aotk ¥
A ol Tt AHA o] E A= WA ol it I HolE
gatA A gstolof gt Al w3 APATE2 AdVE AHE FHo
B2 AF7H] BE AR A7F Al A A E o] shoh(AAdE, 2004). A
A7EdA e M2 2pde Ao Tt AR o mA 22 ] 4] o Fo]

3

v o] A2 71 el M dEfel dFe mAIY, TaHom 24 At
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3. 7199 AF3]% #H(CSR: Corporate Social Responsibility)

D) A28 Fde A

7199 ¢] AF3] 4 2] (CSR: Corporate Social Responsibility) ZHgoll o3l =2
= w4 1930 ) 0] % TAsle] AR 7L whmal= Al 100d) 7199
flot tEo] ©ed] AR A 715 25 Jide dol] SN 7Ige] ¥7] 9%
9] shut= B gtk 1950 SolA 71 o] RS} 71§ o] ARslell wlX|
© Gl SUHEA ARSI A ]lol] tigk o7t FAtE 7] AR o] &
1960t Sl A AFE A Fgloll ek A= Al SHORE W E A
Bl ARA o2 A A3t o2 AV} 7] A #skeit) 80w )

]

=°1A 7119 AM’“ Z“"‘«] AN FAR =48s AAEAM (A, 200

 ohieh el 1ol 2479

r*o

N
- m

A AEE IS BY oo glow ARS|o MR oo thEk ZFA 7 AA o

oA aL d5HTh. o)A CSRE %7 o] Al3|of| A 2Fale] Ja-S A olslal AL3)
A, &4 7S vjz2Y 2z H8ste Aol 44 aglelgta Q1skar itk
(Martos—Pedrero et al., 2023; Lindgreen & Swaen, 2010). &< 7|9 E9] A3
A Aol wate] ¥ 3jysta delshs A=A AkdE dol 71 Akl A

71315 Algal] T A=54 2Fde] Ao m A H L Ak 7|99 At H
ol thate] FE 2ol Ak oz HIghd 7199 AHEFd 51 1e|a
71949] o]e}AQl Swo] iy Aplo] opel ek #AE 2 4= Athk(Poter
& Marker, 2006).

ol gk At 2] F917]Eel A EE3 T (IS0)= AR A A}l e] =A| 552
ISO 260002 A eAA A4 2ol thgh ofsf| %|3]-& AASFATE. AAA %
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F8 AALFAA A% b
ol AT A1 9S8, 150 26000 A, 49

NGO, =5, &H|A} 5 B 22o] 29 & 548 A Yot a3
_]

A A7} = E o] FoH(Su et al, 2017), dE & 7]4HFH(Ghosh,
7% FAl(Ahmed et al., 2018) 55 & 5 gtk o] & CSR 972 242 njA]
A Ao m 3o} CSRo| ofs@ARl Al AE]H oz ks vx|=
THFaL 53] CSRel| gk 22749 12lell 25& ghao] W w o] kth(Jon
es, Willness & Glavas, 2017).

dEel Z191e] 184 A9 MAATES 2N ALE A A1) Fa

zo =2
e Aol e AN, 24 v 3, A FoA, g FEat

’ JEs o, 1

’:Y‘
\)
(@]
—
|
~—

J

il

A3} Sof] AP A J3FS n|Htha B skl 9 th(Paruzel, Schmidt & Major,
2023; Paruzel, Klug, & Maier, 2021; Wang, Xu & Wang, 2020; Zhao et al.,
2020; Martinez—Conesa, Soto—Acosta & Palacios—Manzano, 2017). Wo}7} 7]
ol Akel A Q)2 719 wiefe] Aol A A2 Aapek= wi-g- AR o]

I By YA 7)F, o)1, 2019; B8, Cho, Chung & Young,
2019; Orlitzky, Schmidt & Ryneset, 2003).

B8 7199 ALE A Aelol tigk AlES] 3] o)Al WAl %= EA) g eH(Mohr,
2001; Mandina, Maravire & Maser, 2014). o] ¥4 % =S| 7|4 <] A}3]
X 29) ggo] $F 7I%19] 182 €] 918 WA Ei= ofn)A] Aek(green wash
ing) 6.2 A7ty 7] wj#o]th(Delmas, Cuerel & Burbano, 2011).

Aps) A Ag)e) Aejoh Ade AiH A, 29 de) e o] oo
wtet ohFskAl ol san ok (Bartkowiak, 2011).

714e] AbelA Al 710l ZIAA I o= AL o] AREA Q] EAlE EHA
okl st mEE 7IRRE VIl £33 ALSl] 7]ofshs EAlel A
o]al| WAL= (stakeholders) ¥} =2 A5 AA FAA7]LA} 3= 7149 5o =
go)d 4= glvh(Bowen, 2001)



Kotler(2005) d¥H4 o2 AF3] oA Q7%= HEAQ o5 &35k
Ae zdsto] 3 A, 71919 ol BAAN Al B2 FAE Wsh=
Qs o] H & Foj= 7ol A3 ¢ ?LHzﬂiAi Ab3| A #el s

H
S B0 AL ARshe M, S 9 bl it 44 B A

B 23 Aﬂﬁl Nets 40194 ME $140m 34741% .l
g3 A olaroin). olelat Foli= 7Ee] s]e] Al

)
o &
2
&
L4 [
rot
o
lo,
o
ok
of

“l‘dﬂ}(wﬂi‘r 04*“3, 200
=-2] o] 2 AES Al
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UNCTAD 1 J1eto] Abgje] oAbt} 2 go] of@s o) g3k o
(FA A GG S ux=7}ol] #B3F A
g‘o/‘lil) o = T i oo N
a1 o] o 714o] A o2 ALS/AA A TAE 7| 5 2
| EUEAAY | ojqaade guaeel sesie Y
OECD 71943 A1g]ehe] FABAE AE5A71a THAAT] 7]
Al (BAFH7IF) | f138] 71de] HAste s
Lo 7150] WA 9|75 o] AMA o Ashe oA
7] (F74] wE7]T) ElHolH, 7]¢] &Fo] EE ol AAA
A =ETIT) o) A gge AR F 9= uhy
- I Z1gje] A gl gAO® 719 B S st o
(AT o) | A o)A
150 x4 0| A BAEAT AF/AGTEA 2 A}
oM S :‘Eu%z"\(ﬂ%%%]g = o:l_ing]
(FARTINT) | go Aoy | oo e AR AR AR
AF 7} F e BN EE A E WA g oA A
Bowen(200D) | o 571 gja) syl 71g1elolnt 714l %
gl AE Autdow 244 dag nAs] 94
Baker(2003) SENPE Eiﬁ]é_—]—% %g]é}ci‘éjﬁc}‘jéo
o gy | A2 olal AR A9 ALslel g AFshe A
. A8 E= 98] FEel 9 GG e ol e
Smith(2003) X}%Oﬂ EH?J' 7H]O1;|]O Ogl?_ °°
= Kotler & Lee | 1% $1A|ol A A3 7} 22ld dlsto] 7FR] = 7 A
Blodgett(2005) | A, WA, &84, AdAd 7 E ol Foull= A
9] Albareda et al, | 7|40l 7I9AL 9] 7] & F3to] A HAL3] 9] P&HS
(2006) AR HE 554 w4
A Preuss et al., | 719 o]z} el o) +AHH RS =Lt AMs
(2009) o] M(#)S Aol
- Chen, Chang & | 71do] AF3|e] o= ALg]e} 37 v x]&= o gk
Lin(2012) Ao AS 7ty T -HAF o FA= A
Inore & Lee 719 AEgFe] BFAQA QA ZA 7|Ygo] AlA AlF
(2011) T A AE Adsts 92l FAd 34
. 719S 4t ol AAALe] BRI Y-S ERE AA
ELAGemL et |2, a4, 84 Zwe) g Ansts 24
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71999 Ak8 A Aol thgk sHE-4 A "ol 71913+ Bowen(2001)2> AFS]4 A<
D5 ABR7F ek B3 Zre]al ZER ol diste] Z1§do] wieA Rt oAb S
A AL gojsislek. 7199 Aksl A A9l
52 7199 AEE AA AR ol A A s ooF ek, AFeA 2 9ds v 9]
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6. 29 A7 (CSR: Corporate Social Responsibility)
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2) ¥=-35 SAETY HBE

2 ATl AREE SAHETE 8819 E2E Bu fFstal eadetAl #5st
7] 93ke] o1& Q918X (CFA: Confirmatory Factor Analysis)S A&}t

A QQRAM S SAE ASHFERE AFE AARWFE o]8oto] e
3 Alm e golo] oS P&l nEd = Aol AYrHEE, 2016).
T 2 Ao AR S ETY 80TETE AR TE $49] ARAE §
d3tA efd=AE dlstal 249 wdE57 FAE1S GeetA SAsta
A=A getatr] ko] A eI

14 89l #Ae] Aats AHEH WA Aol ARESE Zhzke] S =AY
Z=A18o] AT (model fit)S o5ty t), malxslro] ol =xgudo] &

ootk

o] uj glet A% 2|4~ CMIN(X7/df), SRMR(Root Mean Square Resid
ual), RMSEA (Standardized Root Mean Square Error of Approximation), GFI
(Goodness of Fit Index), CFI(Comparative Fit Index), TLI(Turker—Lewis Inde
x), IFI(Incremental Fit Index) A4S &34 o7 11 dto] g3t A
TES CMIN (J7df) gk %8 3710l 93-S deths AdES 7 oA
Tk CMIN(Q) A|4+& 2~5H T, SRMR< .059] 8}, RMSEAE .05~.08, GFI,
CFI, IFI A5 90| dolw Agslttar B astar glth(Bentler, 1990).

g gelA] Q1A IHolA adH A= 50N Rk AFA|sE] o,

LN
FHx A0H adwyel SAHRD ATt HHEA Fow, A (ML

2 29l
o] A3 X=483.013, d=95, p<.001, CMIN(X
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%dH=5.084% LYVt oM, CFI=.944, GFI=.909, TLI=.929, NFI=932, SRMR
=.036,0.% w=Fso] APAT5o] AN G5 AP 775 HIAT<IE 20>,

<} 20> MujAasFolE SHLETO HgE AF(EFH)

CMIN CFI GFI TLI NFI SRMR
(x?2/df (=90 (=90) (=90 (=90 (K0B)

483.013 % 000 0.084 944 909 929 932

Chi-square df p
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<E 21> Aplz2sol gely a1 B A% AnEY)

Variable Item SRW  Estimate S.E. AVE CR Cronbach’s a

w31 .829 1.000

& 2 .823 1.021 0.042
#H49 . 621 .865 .868
& 3 .760 1.12 0.052
3k 4 737 928 0.046
&5 753 1.000
&6 734 1.114 0.057
& 7 .666 .865 0.051
g 8 .629 .825 0.052
A i 546 .908 .905
&9 775 1.12 0.056
2310 788 1.116 0.055
w311 768 .993 0.05
2312 784 1.150 0.057
w313 781 1.000
5314 851 1.208 0.053
orHA . .640 874 875
w315 722 1.082 0.057
2316 .840 1.116 0.049

SRW(Standardized Regression Weights) ¥%3} 3|9 A4
Estimate HEF813] 715 SE. 704t

AVE(Average Variance Extracted): B FEEA4=
CR(Construct Reliability): 7012 =
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39, p<.001, CMIN(X?/df)=8.898 % e}t o, CFI=.924,

X=347.027, df

4

Ry

3

GFI=.904, TLI=.901, NFI=.9152 YEh} AaPAF-E0] A4

T
0

o
N
&

H

ol

o
¥

b
7ol
T

o
b

vzel
Nr
70

oH

T
™
o

FA
v

CMIN CFI GFI TLI NFI
(=.90) (=.90) (=.90) (=.90)

(x2/ db

o

dr

Chi—square

924 904 901 915

8.898

.000

39

347.027

SAEd =545, 2]
NEA= =(CR) A<=

TSR (AVE) =
535=2 LET

3

1

660~.7835 ®Hglom

sage:

= ol

Ea)

2=
=

w914

ol

A

PN
=

AP EA 856, 9BV

N
-

o] 412 % (Cronbach’s a) %k

755% ERT}

A4

z13} 825, W
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<¥ 23>o)BdBA o oY aQ¥N 2 N ARCET)

~
Variable Item SRW  Estimate S.E. AVE CR Cronbach’s a

1 744 1.000

A T3 2 749 .967 .044
AEA ) 545 776 .856
AT 233 736 1.121 .060
34 723 1.043 057
w35 661 1.000
ogre w6 738 1.225 077
jep ] 551 834 825
d78 ma 7 780 1.398 084
w38 783 1.475 .089
239 660 1.000
WAAAE 10 740 1.035 110 535 772 755
w311 788 1.121 114

SRW(Standardized Regression Weights) %=3} 37 A4
Estimate B]X%Z38}3|AAIG SE. 222k

AVE(Average Variance Extracted): Hi&AFEx]4
CR(Construct Reliability): 7FdAIZ =
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A BEH ¥=281.066, d=70, p<.001, CMIN(X/dH=4.015%

el o m, CFI=.956, GFI=.939, TLI=.943, SRMR=.035, RMSEA=.070%

LB

=

=

ol

[¢]

.070

RMSEA
(.05—.08)

.035

SRMR

(<.05)

TLI
(>.90)
943

(AVE):= 2|5x}9)= 558 I
1=569% vteElwtt) sk /i AIE = (CR)

L

=
T

GFI
(=.90)
1939

CFI
(>.90)

956
T EAFEEA]
352

|

[©]
O;

df)
%

(x2/
4.015

CMIN

D

df
70

682~ 807 HYom,

[e)

T

Chi—square
281.066

b

[<]

=.8419] X4

—_—

wer

jgase)

ﬁo

A

2]=.794,

UER o]

=
=

, AR 804,

1 .833

[e]
R
1t

9] 21#] % (Cronbach’s @) #k2 25F-A}

e

=.841%2 et}

]
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R

_92_



<& 25>49% 24 89

1R 9 EE

A3 (E

)

Variable Item SRW  Estimate  S.E. AVE CR Cronbach’s a
81760 1.000
w2 781 1.065  .054
252 558 836 833
w83 682 872 051
w4 763 1.180  .062
B35 767 1.000
A B3 6 807 1.250 059 580 805 804
787 692 1.020 058
289692 1.000
Dzﬂ% 2810 797 1162 067 563 794 788
h 7311 758 1.055  .063
2812 805 1.000
ZL R EELS s 569 841 841
w14 737 797 041
w315 725 886 .046
SRW(Standardized Regression Weights) %&3} 39 A4
Estimate R|3EF3}3]7]75* SE. jﬁg 2}
AVE(Average Variance Extracted): Hi&A5E4]4

CR(Construct Reliability): 713 ’dﬂ L=
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=4.6

A B ¥’=236.631, df=51, p<.001, CMIN(X/dD

402 Yefston, CF1=.965, GFI=.941, TLI=.955, SRMR=.037, RMSEA

=
=

0773 e}

RMSEA
(.05—.08)

SRMR
(<.05)

TLI
(=>.90)

GFI
(=.90)

CFI
(>.90)

CMIN

(x2/
dh
4.640

D

dr

Chi—square

941 955 .037 077

.965

.00
0
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236.631
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ke 721~ .883
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Variable Item SRW  Estimate S.E. AVE CR Cron‘t;ach’s
31 762 1.000
w2 776 1.096 057
=9l ®¥g 3 825 1.071  .051 616 .888 .888
w34 823 1.069  .052
w5 .733 .970 054
w7 810 1.000
sad F 8 840  1.087  .044
Aol ) 650 841 849
o w9 879  1.075  .042
310 883 1187  .045
w311 842 1.000
i;l;} w12 721 .980 .049 729 915 915

(

S
O~
—_
w

.849 1.003 .039

SRW(Standardized Regression Weights) %33} 3|9 A<
Estimate H|¥3}3| 7414 S.E. 23t

AVE(Average Variance Extracted): oS X4
CR(Construct Reliability): 7|\ @A1#8 %=
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= Z2ARYE AJrE AyrH  X=18.654, df=4, p<.001,

CMIN(X/dH)=4.663% E}oH, CFI=.989, GFI=.987, TLI=.976,
SRMR=.022, RMSEA=.078% }E}%tt}

<

ot

= Ag(Ed)

5
N
Ay

Aol A

CMIN CFI GFI TLI SRMR  RMSEA

Chi=square - df p (g/ (290) (290) (.90) (<05) (05-08)

18.654 4 .000 4.663 .989 987 976 022 .078

28> -2 el

Lﬂfi«ﬁ%‘i%— SAETe B4 ARy A3E Y 4 BP 2va

2 649~ 8715 B o HFRAFZEXGF(AVE)E 573, 7NEAIFHE=(CR)
HT%.%ﬁ14ﬂ4@%ﬂ%Eﬂ§£ﬂ%%
YR A YukEo] A& % (Cronbach’'s @) 32 .876=2 EMST}

<¥ 29>UIRAourE Sold golnd U A% Al

Variable  Ttem SRW Estimate S.E. AVE CR Cronbach’s a
41 .835 1.000
w2 .87 .986 .041
lﬁfi% & 3 .686 .800 .045 573 .852 .876
o &4 649 709 .043
&5 718 .836 .045

SRW(Standardized Regression Weights) %53} 37 A

Estimate W #5=3}3]71415 SE. EF24
AVE(Average Variance Extracted): H{-EAREEA]G
CR(Construct Reliability): 71@41% =
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5.209

5, p<.001, CMIN(X/dD

A RH ¥=26.043, df
2 Yehk o, CFI=.983, GFI=.982, TLI=.966, NFI=.979, SRMR=.0252.2

LB

=
=

7ol

NFI

CFI GFI TLI
(=.90) (=.90) (=.90)

(>.90)

CMIN

SRMR

(<.05)

(x2/

D

dr

Chi—square

df)
5.209

982 .966 979 025

983

.00
0

5

26.043

X
i

o] QQINE e 704~.7779]
547, WFAAZE = (CR) A

5}

alg

E=7F SR A

.857Z YERLT
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S
|

uMA A o] A # % (Cronbach’'s @)

S.E. AVE CR Cronbach’s a

SRW  Estimate

Item

Variable

1.000
1.111

707
172
735
704
77

_ﬂu.o
AR

.066

ﬂu.o
izl

.857

.857

.547

072
.069
.066

1.142
1.057
1.138

ﬂo
AR

pozel

=r X
o

ﬂo
AR

ﬂo
ot

- 100 -



custol

0707 custo?
el
0.772

fﬂ?EE" custo3
ﬂ.?ﬂd.ﬂi
s custod
DEAFE
custos

ONONOROR)

,ﬁ
oX,
)
ro
2
Fo
o
Mo
i
o
i)

(19 10) 274%]3

- 101 -



upzato 2 Ayt SHETe] SRl QWA AyE AvHWA SAHEY
o] A= ¥¥=92.897, d=17, p<.001, CMIN(XY/dH=4.889% L}E}FS; o™,
CFI=.977, GFI=.963, TLI=.966, RMR=.026, RMSEA=.80°.2 JE}3t}<i 3

2>.

vy

<® 32>494% FYETY YR AF(5P)

CMIN

Cisre ey G GFI TLI  SRMR  RMSEA
d P ;(f) (>.90) (=.90) (=.90) (<.05) (05-08)
02.807 17 '%0 4880 977 963 966 026 080

S
ax

O
2

AT

B9 w7 Fold 29l
735~.795% H3lom, HHE@AFEAF(AVE)E BIAFA
A3l= 600 Ve, B8k ZPE A E(CR) XI5 B A4 7= 855, A
H3t=28579 A5 vhehle] PEEgEst Susg.

3 7oA e] AlZ %= (Cronbach’s a) #H v A FA A3 855, ANF-2A 1

8572 YEMT

AE nW 54 B 4Vt
S|
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<3 33>7 A} A Q8 2 AgE ANCET)

Variable Item SRW Estimate S.E. AVE CR Cronbach’s a

w1 795 1.000

alaEn wd 2 765 944 044
]ﬂfﬁ _ 595 855 855

3t 733 735 870 043

w34 791 1.083 049

235 780 1.000

12878 236 773 1.057 .055
X}l;;; N 600 857 857

° 237779 1.082 .056

738 766 1.032 054

SRW(Standardized Regression Weights) %3} 3|9 A<
Estimate H]3%F3}3] A7 SE. 1524t

AVE(Average Variance Extracted): e EARREA|4=
CR(Construct Reliability): 7j3418 %=
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He A3 o m5r|we) Absl A A glo] Aol vX= &2 p=.151,
SE=.049, =3.051, p<.01% EAH 723 G (+)F&F& A= Aoz Yt
u 7Hd 4.2 A E Sl

W oATE R ony)ve] AuAER adle] B R AR 44
(+) 9F2 VA= Aoz FAAYT o)t o m]we] AH|2ELe] FolAw

NRALRE JHOoR Fold F USS ouFt,

<3 34> 7M1~ 7Hd 4) (&3

Hypothesis B SE CR(p [ypothesis

adoption

If YEAYuE  «  AuasAol= 231 050 623 4ccepted
2H WHE2 s« g ATEA 227 .067 3.4017  accepted
Pogrgams < w9z 310 0510 0% accepted
H4 UEAAs < A}3] A @ <) 151 .049 3.051"  accepted

x6p< 01, #xxp<.001
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adoption

C.R(#

S.E

Hypothesis

accepted

3.342™
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4563

.052

.236
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7.4577
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.345
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2.681"
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Hypothesis
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<i 36>7MEAST M 9(EFH)
Hypothesis
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(4) S271Be] WRHANE, DANGYTH ZGPTAeY #A M 10
~ 74 11)

2 A7) 7 102 o)mr|de] R A AT g el Ao (+) dFE
m & Zlolty o] it

A A3 57| -2 dntso]l A el v FF2 5=.410, SE
=.041, =14.766, p<.001% SAA f+ol& Aol(+)FeFe vxl= Ao= yeht
7Hd 102 A=A

AT 7 112 w7 aAAEd o] g Tel Bl (+) dEFE
n) & Flolty o] it

A A 57| e] aAx o] Bl mA= G =549, SE
=.037, t=10.034, p<.0012 EAA F-2Jgt G2l (+) F&FS v|A|= o= e}
U 7Hd 11,8 A=

<3} 37> 7SO 10~ 7F2 11)(E37D)

Hypothesis
adoption

H 10. AGAY <« UYRAde= 410 041 14.766™  accepted

Hypothesis B S.E C.R(#)

H 11

o
o2

A« AR TA 549 .037 10.034™  accepted

k% p< 001
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(5) =TI TEZY A¥= AF

PLS(Partial Least Squares Path Modeling) &= 72842 wd
A% A 71N 2 Ao v A, g AyATEA HEE D
ghlstr] fgk a2 AREE a1 Yvh(Kaufmann & Gaeckler, 2015; Carrion
et al, 2016). xR 4 L& F43t7] 918 Smart—PLS T=9e] FE
2~E 3 (bootstrapping) 7I's& &3l ZEE] e FAxEH(random
sampling) & sl FE9 FE=0 sl v 374 G 3724

%

2 wEr o Agsa

’

So =g nay paLde B1g A9 AE2A SR PLS—SEM ¥
E~EHF(50003])S 233 Ayt vhs +x2EE v A A (Inner VIF),
ARATY A7IeF o9 HE, WA WA AAAST (R, 237271,

vy

=4 A (), AR &3] &AT 5 Adrh(Hair et al., 2020).
ole} ##lste] PLS—SEMolA & TR H7ME fls)A A4 AT (R,

A7~ 28a A5 A4FA(Q)9 T8IV <k 38> Pt
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<3 38> PLS—SEM®| 7} & @ +8& 7|+
7 o w T &7 T
A7) 2= S YW} Sl A
FENT [ F R Aefeke Am(AR | Re ke Az 001w HAv 1
(B9 )
WA digh AT | ) AAFT o] A A FH S
a7 o] Adld &= (relative o 3k
&(fZ) effect, or impact), = AAT | f2 .02 : 2 @3 =7]
HyEo] YAl Aol RZ|f2 15 @ F3 G337
#holl 7loste A= fz .35 : & &337]
FEEEe] 54 WA AT
of| =4 = o i}
@%L/‘JZQQ :FLZ:F._%Q == . Q>0 : o =7 AL
) (predictive power) % %= AA AL 9
Q<0 : 954 H3Ado] =

<3 39>& om7|¢e] MujaFd a3 YA 3
Aatete] AGAT(RY) A¥ otk HF A om7|de] MujaFd a1
747y QA I R=.816% 81.6%<] A9
R*=768% 76.8%° A= <S YelAtt. =3 An|2=Fd a3 -4
AurE3} pe=7370% 73.7%2) AEE YeRRA

< 39> AAAF(R)(ET)

T R—square R—square adjusted
R 816 816
ks B ! 768 766
Ul -2 vk 737 735

<3 40> JAAAHASeL ARG A A o 3FE (relative effect) S
Brreks 7=l &) 237) Aypolty, 24 Ay AR FY 7 G4
H(f2=.669) BAZF 7 2 AiA dFEo] = MeER FQlEA
oz WA AS-7 g aH(f2=374) o2 52 9FY

At Theo = %%Oﬁ]%b MA A (f2=.114) 0.2 ZAT a3 777}
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2. 3= BV|FH ATEY HAF

1) % dFWIRre] Qs 54

WAl AFtiARE AR, e Ja) 48(15.9%), oA+ 253
(84.1%) % A#ke] WIE7} A vepsttl 8752 4392 1099 (36.2%),
|53} 15779 (52.2%), 71EF 357 (11.6%) o] o™, 21202 oA} 110 (36.5%),
YAt 7378(24.3%), BAA 69 (22.9%), o B7| AV F-7|AF 499 (16.3%) =
© = e
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2) ¥ SAETY HBE

T X?=249.347, df=95, p<.001, CMIN(X7/dH)=2.6252 L}E}RtoH,
CFI1=.955, GF1=.907, TLI=.943, SRMR=.034, RMSEA=.073% W€} } 43}

ATE o] ] ]6}— 0]:_9_6]— 7.9,%]‘11:_ —’Fi% E_‘/),iu]‘

<3 44> MH|azA 0| I SAHEAY] A A5 (7h)

CMIN

s | .y CFI GFI TLI  SRMR  RMSEA
sauare P jf) (>90) (>.90) (>.90) (<.05) (05-08)
249347 95 000  2.625 055 907 943 034 073

shH AB|A~AA0] o] AR % (Cronbach’s @) 32 #AZA 865, T4 910,
A4 8702 ERWET)

Ffi
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<E 45> Aulzzolx gely aolRa 1

Variable Item SRW Estimate S.E. AVE

CR Cronbach’s a

231 816 1.000

#32 834 1.070 062
#H49 : 616 .862 .865
#3 3 763 1.156 077
234 722 .954 070
235 760 1.000
36 753 1.128 078
w37 667 .849 071
#38  .637 .831 073
A i 563 913 910
#39 788 1.134 .079
2310 .807 1.116 075
w311 776 971 .068
53812799 1.136 077
w313 766 1.000
28 14 846 1.240 .079
Sk i 628 .869 .870
2315 733 1.158 .087
7316 .821 1.151 076

SRW(Standardized Regression Weights) ¥%3} 3|9 A4
Estimate HEF813] 715 SE. 704t

AVE(Average Variance Extracted): B FEEA4=
CR(Construct Reliability): 7012 =
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;OH
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Nr

27, p<.001, CMIN(X/d)=4.1302 JE} oW, CFI=.939,

X’=161.064, df

o] A

=
=

GFI=.912, TLI=.914, NFI=.922, SRMR=.044 %2 YE}} HePA+

el

ol

ol

-
b

7ol
xr

o
b

vzel
Nr
70

oH

T
™
o

FA
v

CFI GFI TLI NFI
(=2.90) (=.90)

(=.90)

CMIN

SRMR

(<.05)

(x2/

D

df

Chi—square

(>.90

df)
4.130

912 914 922 .044

.939

.000

27

161.064

AT =519, 9
A E(CR) A5

TSR (AVE) =
5162 YEST

3

1

679~.7685 B om,

sage:

= ol

Eal

A=
=

R

wre) AFEE s} BuEh

A

PN
=

AP A 841, 987

o
T

o] 42121 %(Cronbach’s a) %k

7747 EFT}

A4

X3l 819, H
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<3 47> osxdZAo el gdiA g Alge Ad(3=)

Variable Item SRW Estimate S.E. AVE CR Cronbach’s a

=31 730 1.000

A} F3 2 748 .956 .060
AT : 519 762 .841
e 233 720 1.093 .083
w34 681 .926 075
235 685 1.000
ozse w6 734 1.126 .094
A3 } 536 823 819
d38k mar 7 768 1226 .098
w38  .739 1.255 104
%39 763 1.000
HAxAd g 10 679 781 .072 516 764 74
2811 710 824 072

SRW(Standardized Regression Weights) <=3} 3] 74
Estimate H]EZ8}3|AAG SE. 222k

AVE(Average Variance Extracted): HaEAREEA|4
CR(Construct Reliability): 718412 =
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A BEH ¥=138.123, d=70, p<.001, CMIN(X/dH=1.973=

el o m, CFI=.971, GFI=.941, TLI=.963, SRMR=.035, RMSEA=.057%

LB

=

=

| = (3h=)

ol

.057

RMSEA
(.05—.08)

.035

SRMR

(<.05)

TLI
(>.90)
963

GFI
(>.90)
941

CFI
(>.90)
971

(x2/
df)
1.973

CMIN

p
.000

df
70

Chi—square
138.123

g

.8339] A4+

1=5542 vhebsth, B8k A # = (CR)

h s

[S=REPN
-

568, 44

'rﬂ:

o

g

679~.842

o

SENE

e
2L =.603, v}

=
=

°©

’

837, ALY 817

457

S
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9] A#] % (Cronbach’s a) &k

e
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<3 49>W 9 Hold adlyA W NI E Au(FR)

Variable Item SRW  Estimate S.E. AVE CR Cronbach’s a

w1 778 1.000

w32 778 1.046 074
2524 : 566 .840 837
233 679 .843 .069
34770 1.164 .083
w35 787 1.000
TP E3 e 842 1.279 081 .603 821 817
537 693 961 077
239 690 1.000
E]
Uﬂ/]" ®ah 10 795 1168 097 568 708 790
=811 772 1.129 .096
2312 794 1.000
i 2313 736 870 .065
73 EAl 554 .833 832
2814 724 783 .060
w315 719 .887 .067

SRW(Standardized Regression Weights) %3} 3|9 A<
Estimate H]3F3}8] A1+ SE. 1524t

AVE(Average Variance Extracted): HirwAbFEA5
CR(Construct Reliability): 7]*d418] %=
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<3} 50> AE A Y SHEF] 1A Q1A Aifolt), ALE A A =
du o] A2 Aur W ¥=137.228, d=51, p<.001, CMIN(X/dH=2.6
102 Yelsgton, CFI=.965, GFI=.935, TLI=.955, SRMR=.037, RMSEA
=.075%2 eyl

N

©

< 50> AEAAQ) SHETFE) AFE AF(RH)
S EMN/ CFI GFI TLI  SRMR  RMSEA
Sauare P ;‘ﬁ (>90) (=.90) (=.90) (<.05) (05-08)
137.228 51 000  2.691 965 935 955 037 075

h A}3] A )] 41F = (Cronbach’s @) #h2 =5 882, &2 4 AY 9
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<E 51> AE A FolH polwd W A A

()

Variable Item SRW  Estimate S.E. AVE CR Cron‘t;ach’s
31 754 1.000
w2 756 1.010  .078
=9l B3 824 1.018  .071 .603 882 .882
34 814 1.005 071
w5 729 .935 075
w7 785 1.000
sad w8 846 1119  .068
Aol ) 708 907 906
i 39 867 1071  .064
310 865  1.181  .070
#3811 818 1.000
i;l; w312 722 1.043 077 630 829 837

(

S
O~
—_
w

.836 1.045 .064

SRW(Standardized Regression Weights) %33} 3|9 A<
Estimate H|¥3}3| 7414 S.E. 23t

AVE(Average Variance Extracted): oS X4
CR(Construct Reliability): 7|\ @A1#8 %=
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<} 52> SAET A% Aotk I FA AN SAHEY ] AP EE
A RWH ¥=13.637, df=4, p<.001, CMIN(X/d)=3.409% }E}% o CFI
=.987, GFI=.982, TLI=.968, NFI=.982, SRMR=.028°%.% 1.}E} .
<} 52> YFALHSH AT AP A5 ()
e . ((:ME\} CFI GFI TLI NFI SRMR
e & ;‘f) (>.90) (=.90) (=>.90) (>.90) (<.05)
13.637 4000  3.409 987 982 968 982 028
WH-A AT SA T 814 Q1EA AyE B A ko] Qi)
FS .664~.8635 Helow, HARNFEAT(AVE)E 578, /IEAIZ = (CR)
A= 8552 YEIY HFEId =t SR AT UF-A vt A2 % (Cronba
ch’s a) #& .879% e}
<3} 53> UYH-ALYWE golx golFA U AlF e Ai(ghat)
Variable Item SRW Estimate S.E. AVE CR Cronbach’s a
31 855 1.000
232 863 974 .055
B Z] o
IHETX;J 283702 817 062 578 855 879
234 664 702 058
&5 693 812 063
SRW(Standardized Regression Weights) s} 39 A
Estimate W|¥<=3}3] A4~ S.E. ¥+23}F
D G EAEEA S

AVE(Average Variance Extracted)
CR(Construct Reliability): 713215
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AA Y 54
e}

5

a

—

Estimate H]

<3 54>& AANGH SHETS] AFE A5t}
o] A2 Av KR X¥=17.639, df=5 p<.01 CMIN(XYdpH=3.528
womw CFI=.980, GF1=.976, TLI=.960, NFI1=.973, SRMR=.029° % 1}E}
o}
< 54> IAXNPH SRETE] AFE A4 ()
Chi—square i ?\)iﬂgl\; CFI GFI TLI NFI SRMR

d P G0 (20 ) (290 (<05)
17.639 00 3.528 .980 976 .960 973 .029

DAY SHAET ] H14 2R A%E TAGoR Avny 5

A T AR 692~.7909 HTE Helow HAFFAFEASF
(AVE)E 556, IEAIZE = (CR) A& 86202 YEIY HFEFT =7 SR
= Ao
MR EA] o] A2 %= (Cronbach’s a) #E2 .861=% el
<% 55> XS 1M a<luA] @ MsE A(B)
Variable Item SRW  Estimate S.E. AVE CR Cronbach’s a
31 692 1.000
73 2 .790 1.178 .099
L7 5]
P % 3 157 1.225 .109 556 .862 .861
73 4 716 1.168 .108
=% 5 768 1.206 101
SRW(Standardized Regression Weights) ¥s=3} 3] Al

31391414 SE. 5594}

AVE(Average Variance Extracted): 835524

CR(Construct Reliability): 7§ dAIZ =
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<3} 56> AAAY SHETY A= Aol A SAHETF] &9l
A QolRA ANE Ay AR HAIE= X=42526, d=17, p<.0
1, CMIN(X/dH=2.238% e}y o CFI=.985, GFI=.966, TLI=.978, RM
R=.025, RMSEA=.064= v}E}ytT}.

<¥ 56> AUAT ZAETe ATE AF(EH)
S ?\m; CFI GFI TLI  SRMR  RMSEA
d P ;fﬁ (>90) (=.90) (=.90) (<.05) (05-08)

12526 17 .01 22338 985 966 978 025 064
A ST WA 2R AE A 54 B LARHTE
740~ 788 WEOM], FHFENFEAS(AVE)E HIAN T4 47} = 585, A4
Z] A Z1 X

=606= eI 3 JIEAIFE(CR) A HA A4 =850, #5214
#=.8609 A& HEIN A JFEFF =7t S H E QAT
kA A g 3e] A2 % (Cronbach’s @) #h2 Bl AT 3 850, #5243}

R

8602 L}EFSETE
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<% 57> AGA Y} 17 QoA 2 AFyr AR(d)
Variable Item SRW Estimate S.E AVE CR Cronbach’s a
731785 1.000
e we 2 748 .960 .066
A 585 850 850
3t B33 740 1900 063
B34 786 1.143 074
235 769 1.000
o B3 6 783 1.062 071
AT e 606 860 860
3% mg7 788 1111 074
w38 774 1.024 .070

SRW(Standardized Regression Weights) %3} 3|9 A<

¥x03}

Estimate H|¥3}3|#A A4~ S.E.

AVE(Average Variance Extracted): Ha-2AlE24

CR(Construct Reliability): 70\dA12 %=
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R 7
Auj =2 o] = AR AHEA LR A3 A A 9 ;—ji&i 11;& R
@ ) ® @ ® ® @ ® (V) @ ® ® @ ® ® @
) 1
@  .864xx 1
®  .800%x  .853%x 1
@  8I5%x  Bdlxx  812#x 1
®  T78xx 843w 804w | 875w 1
®  709%x  753sx 675w | 784wk 76l 1
@  609%x  642%x 552wk | 66lwx 679k 765w 1
604sx 668w 538k | 669k 651wk 789k | 833wk 1
©@  677xx 655w 596wk | 636%x  643%k  B10%x | 558k 519w 1
@ 72T T38sx 660wk | 727xx  T17#x  T13%k | 639kx  622%x 786w 1
@ T4 751w 635wk | 743wk T20%x 696w | 594wx  G0Lwx  T79kx  84Twx 1
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wk < 01

OAA4 QUL OXIY @INIEH B 12843 @YY QAT @FIAY @ARRY 0F
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(717 21) ZAWFET}] FoaA 24 ATH @)
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4) @= 7HAHT
(D d87|ae] MuAFES yWi-AduEae A 1 ~ 714 4)

Ao e o573 ARl AEA S A A=) BAE st
7] 98t PLSE ©]&3F 7242 Rds AT HE 1~71d 4). <
58> b o]m 7| 3he] AH|A~EA adlo] A Rk nX]= ol tgt
7Vd S Aol

BT 71 18 gt 9wy whe] Auaado] i Yi-2 intEel] A
(+) d&s vA Flojty o]t
A7} b o] 57 3e] A A2 A o] 2T YA ke m x| = o T
6=.139, SE=.064, =2.186, p<05= SAIA Folg H(+) F3F& v|A= A
o2 Yeht 7R 1.2 AgE A

AT 7HE 28 Sk w7 o|mwAd o] R ARkl H o (+)

g3k n)z Ao} o]t

K&

oy

Lo

349, SE=.088, =3.987, p<.001% FAA 723t Ao (+)FeS nH= Fo =2
e} 71 2.8 AelE Q).
2 AGe] 7P 3 Sk o5 ] dke] W gEke] RNkl AHel(+) o

e v Aoy o3t

43, SE=.066, =3.687, p<.001%
el 71 3.8 AfEE ik
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09, SE=.086, =2.446, p<.05% SAA 2t A (+)F&S v = Aoz 1}
Bl 71 4.8 A eE Qi)
2 A3)E EY R s o mr|de] AMu|aEd g

Bo(+) d&E A= AoR ARIEI o= = o5 r]dke] Mu|AaEA el
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=
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Fob T U A el A d 4w g o 3
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<¥58> 7MEAHFZOME 1~ 712 4)(%h=)

Hypothesis s SE C.R(» Hypoth'ems

adoption

If ARt MujaaAo]E 139,064 2.186"  accepted
T gpaaws < gmary 349 088 T accepted
é{ YA s < Holdsk 243 066 ©-687 accepted
H4 WHEAANS <« A8 209  .086 2.446"  accepted

#*p<.05, *xp<. 01
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-2 2l ek 801 798
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3. 3 Ju7|# ATRY AF
1) 3% A7 9y 54

Al T AT UPIRE AR, @%’3 HA} 73(23.9%), 1A+ 2339
(76.1%) % A W=7} =A Yebgth 28352 4893 11378 (36.9%),
53} 1689 (54.9%), 71€F 2578 (8.2%)01R o™, A A2 ks AL 10878 (35.8%),
OJA} 779(25.2%), 732 7278(23.5%), A=E71AHLF71AF 4978 (16.0%) o
= et

A Ake] FASE 6-10d mlako] 82702 26.8%S YERH] 7FY =
S eSS Yehflen, 3-513 vk 707 (22.9%), 21 w7 63(20.6%) 2
= Y

npx|Eko 2 He-faS e o] 182 O & 59.5%2] &S Uehyo] 7+
Eoon thgo = JiolHYl 867 28.1%, e 387 12.4% o2 el
Th <3 66> & Aol Folsk AFuldate] dwkd 54 vEhdar vk,
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<X 67> AH|2=2F O]:
= =

sl
2
= X’=309.213, df=95, p<.001, CMIN(XY/dH=3.225%2 1}Ebton

2,
>,

CF1=.936, GF1=.910, TLI=.919, SRMR=.0432.2 YEh} dfAEo
@ FF APE £ES 2y
<E 67> A 2sA L ST YT AF(ER)
Chi-square df p CMIN CFI NFI TLI SRMR
(x2/ df) (=.90) (=.90) (=.90) (<.05)
309.213 95 .000 3.255 .936 910 919 .043

AMBlazAe] s S To] G914 290FY AdE AFAoR dviny
A Ede] QRIFSFES 606~.8515 Hlon, H i FEAF(AVE)E HA
: A =.6397 WreRet 7 WEAIE = (CR) A
=g =861, He] =898, <F/d=873] A5 HEhlo] SH=T] T

rir _|>4 JIN'

o

Aol o] AF%=(Cronbach’s @) 2 A4 866, A A .893,
oA .873% e
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<3 68> AH|AAA0)E S0 9lEA H AFE AT )

Variable Item SRW  Estimate S.E. AVE CR Cronbach’s a
231 832 1.000
#3281l .998 .059

#H49 : 615 861 .366
#3 3 745 1.081 072
234 745 915 .062
w35 731 1.000
236 698 1.090 .086
#3 7 652 .894 .078
738 606 .829 .078

A } 515 .898 .893
#3975 1.134 .085
2310 762 1.144 .085
2311 756 1.047 .078
312 766 1.198 .089

Sl
ogt

187 1.000

.851 1.180 072
700 1.013 .078
.850 1.083 .066

w

.639 873 873

(

ol

Sl
0~

M
ot

e
S

[op]

i
od

SRW(Standardized Regression Weights) ¥%3} 3|9 A4
Estimate HEF813] 715 SE. 704t

AVE(Average Variance Extracted): B FEEA4=
CR(Construct Reliability): 7012 =
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39, p<.001, CMIN(X/df)=4.822%2 e} o, CFI=.922,

X’=188.057, df

=0l

=.0372.2 YEl} AyAT

GFI=.901, TLI=.905, SRMR

B

o
NF
4
14
ol
T

15(5%)

X

4
ol
T

o
b

vzel
Ar
70

i

T
™
o

FA
v

TLI
(=.90)

CFI GFI
(=.90)

(=.90)

CMIN

SRMR

(<.05)

(x2/

p

df

Chi—square

)
4.822

901 .905 .037

922

.000

39

188.057

A EA =543, ]
WAAE = (CR) A4

-
R

FEA(AVE)

506~.8575 H

sae:

= o

Eal

5372 LEFST

A=
=

R

ol

A

PN
=

AP EA 858, 977

N
N

o] 212 % (Cronbach’s a) %k

7262 EFT}

A4

X3} 818, H
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<¥ 70> AR ANH SR P NgE ANER)

Variable Item SRW Estimate S.E. AVE CR Cronbach’s a

w31 738 1.000

A} #3 2 738 .997 .066
AEA i 543 771 858
dir’e ¥3 3 728 1.142 .092
F3 4 745 1.159 .091
235 623 1.000
ozse w6 733 1.327 128
Jee i 542 .831 818
A8k mer 7 777 1561 (146
38 800 1.630 149
%39 506 1.000
HAAd 10 789 1.537 198 537 769 726
w3811 .857 1.704 .220

SRW(Standardized Regression Weights) <=3} 3] 74
Estimate H]EZ8}3|AAG SE. 222k

AVE(Average Variance Extracted): HaEAREEA|4
CR(Construct Reliability): 718412 =
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<E 71> BAGF SHET) FUH 401RY Asfolrh. YAGF SHR

o] AT S AE W X=197.742, df=70, p<.001, CMIN(X/dH)=2.753%
el e, CFI=.949, GFI=.920, TLI=.933 SRMR=.041, RMSEA=.076%
[BR= 37

<} 71> HYIH SAHA=T] AF¢= AF(TT)
e | fng CFI GFI TLI SRMR  RMSEA
e 4 jf) (>90) (>.90) (>.90) (<.05) (05-08)
197.742 70 .000 2.753 949 920 933 .041 .076
HeAgke] gelz Q1R Ayls AF-A oz Ay 54 o] 29l
SHFS 680~.8105 H o HHEASFEA]4(AVE) = A AHY=.549, +4
A =522, wiAE A2 =546, 7 F A =5752 EPth &3 1 d A2 = (CR)
A= AFA1=.830, T3 AL =785, n}AQ ] =782, I 21=.8442] A5
= YeEllo] HFEld =7 SR E S

st WY 99sFe] 412 % (Cronbach’s @) #42 272k 827, T3 787,
v ] (778, B9 A=.846 ERT
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<3 72> W4l Gold 9l¥A 9l 2w An(FR)
Variable Item SRW Estimate S.E. AVE CR Cronbach’s a
w31 733 1.000
w32 787 1.121 .084
2524 i 549 .830 827
233 683 927 .080
34 758 1.237 .097
235 744 1.000
TP E3 6 789 1.233 .089 522 .785 787
237 694 1.109 091
239 680 1.000
E]
uzl]" 2310 792 1163 096 546 782 778
w811 741 1.012 .088
2312 810 1.000
i 2313 756 .897 062
73 EAl : 575 844 846
2814 745 813 .058
2315 719 875 064

SRW(Standardized Regression Weights) %3} 3|9 A<

Estimate B]EZ38}3]AA9- SE T2

7

AVE(Average Variance Extracted): HoEAFEEX]4=

CR(Construct Reliability): 703412 =

- 159 -



capal | %

;

0.733

capa

g
®
® ® G

2HAY

| capalld = @
'D.?'QEJ

0.741-# capall : 0305,
0.680

- ~
EBEEE) s &
¥
0.810
0.756° %
0.745,
0719
Ay A

- 160 -



3.1
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<3E 74> ARSI A A SQ1A QA B AlRE AA(FH)
Variable Item SRW  Estimate S.E. AVE CR Cron‘t;ach’s
31 764 1.000
w2 .78 1180  .032
=EAe Fa 3 822 1131 024 619 .890 .890
34 822 1133 025
35 739 1029  .031
w7 892 1.000
sad wE8 725 1.047 027
Aol ) 733 917 917
i w39 824 1069  .019
w310 882  1.178 021
#3811 851  1.000
i;g} w312 702 .904 .052 645 838 848

(

S
O~
—_
w

.848 963 .026

SRW(Standardized Regression Weights) %33} 3|9 A<
Estimate H|¥3}3| 7414 S.E. 23t

AVE(Average Variance Extracted): oS X4
CR(Construct Reliability): 7|\ @A1#8 %=

- 162 -



0.786
08622 respol

0.822
A

respall
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0.851 i

548 -

respol3

2B Y

(19 26) ARSI A A 2l

- 163 -

0702 respol2




<E 75> URALATS SALETY FQ4 2w Aypolrh A dw
= Z2Ango AIe s AW X=11.479, df=4, p<.05, CMIN(X7/df) =
2.8702 YEF o™ CFI=.989, GFI=.985, TLI=.973, NFI=.979, SRMR=.02
2, RMSEA=.078% UE}%t}.

s | Oy G GFI TLI  SRMR  RMSEA
d P fo) (>.90) (>.90) (>.90) (<.05) (05-08)
11479 4 022 2870 989 985 973 022 078

WH-A WS S =] &% QoA AvE v =4 Fakeo] Qolxs)
FE 607~.8755 H o HFEASFZAG(AVE)E 548, /EAIZ] E=(CR)

<3 76>UF-A At Sl alid] 3 AlEE Ad(F)

Variable Item SRW  Estimate S.E. AVE CR Cronbach’s a

w1 .807 1.000

w32 875 1.007 025

m;ﬂﬁﬂ w33 659 784 .038 548 839 863
o w4 607 681 .037
a5 722 834 .033

SRW(Standardized Regression Weights) %53} 39 A
Estimate B]%Z8}3|AA SE. 222k

AVE(Average Variance Extracted): HaEAREZA|G
CR(Construct Reliability): 718412 =

- 164 -



jobsatil

A

0.807  johsati2

/53?5"

— 06599  jobsati3

\{}.E{]? -

0722  jobsatid

FEEEL 7

jobsatis

(19 27) Wi

»
(o

O 6@

rﬂ
I
J (

- 165 -



<} 77>& AR GA FHET] Tl QoA Axjo|t), x| EkA
Z2ARE o] AL A EH X’=9.189, df=5, p<.000, CMIN(XY/dH=1.83

8% YElyron, CFI=.983, GFI=.988, TLI=.985, SRMR=.022, RMSEA=.05
202 EST

<E 77> AAAFY SAET HFE Ax(T=)

Chi-square  df p ((jl\fj\; CFI GFI TLI SRMR  RMSEA
p (B9 (290 (290)  (<.05)  (05-08)
9.189 5 .000 1.838 983 988 .985 022 .052
AAA Y ST G0 2T AaE FAH R dvnd 54 &
el gRlN-alFe 680~.7809] WFE Hilom, A=A (AVE)E 5
28, MAAF =(CR) A5 84822 YEY HFEG et S E ol

MR e o] A E X (Cronbach’s a) 3HS .848% }EFWETE

<3E 78> AAMAEGA oA 89w B A E Ad(TT)
Variable Item SRW Estimate S.E. AVE CR Cronbach’s a
=31 720 1.000

Rl 746 1.031 027
A mg
254 g 704 1.046 .033 528 .848 .848

2

3
34 680 926 .029

5 .780 1.068 .025
SRW(Standardized Regression Weights) %3} 3|9 Al
Estimate H]¥F313]A715 SE. 524

AVE(Average Variance Extracted): HaEAREZA|G
CR(Construct Reliability): 7|'\3A12 %=
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<E 79>& AGR SHET 14 a1y Avtolrh. Y4

_]

[

ETo SHeld aqlRy AvE Avuw SARF] APEE F=3988, d
=3, p<.001, CMIN(X?/dH=2.238% e}t o CFI=.985, GFI=.966, TLI

=.978, RMR=.025, RMSEA=.0642 E}%T}

<X 79> A9AY SAHE=FY Fd= A (F)
ST fMIN/ CFI GFI TLI  SRMR  RMSEA
d P ;‘f) (>.90) (=.90) (=900 (<.05) (05-08)
30988 3 001 2238 935 966 978 025 064

H=582=2 LE
=847 A4S tehlel 4FEHgEsl Sus vk

St 7473 7e] A %= (Cronbach’s a) 32 WA 3} 851, A4/ 3}

.848% FEFIT).
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<3 80> AGA I Fox Qi A ANFE A(F)

2]
Variable Item SRW Estimate S.E. AVE CR Cronbach’s a

=3 1 .801 1.000

73}
Ay B2 769 914 021 - - -
g3t 583 714 825 023 ' ' '
wa 4 789 1.030 .02
7} 790 1.000
582 847 848

B me 7 761 1024 027

5
Ama  ®ak6 750 1.017 027
7
8 750  1.019  .028

SRW(Standardized Regression Weights) %3} 3|9 A<
Estimate H]3%F3}3] A7 SE. 1524t

AVE(Average Variance Extracted): e EARREA|4=
CR(Construct Reliability): 7j3418 %=
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R 7
Auj =2 o] = AR AHEA ERE R A3 A A 9 ;—ji&i 11;& R
@ @ ® ) ® ® @ ® ® ) @ ® ® ® ® @
) 1
@  .868x 1
®  TAdwx 832kx 1
@ 738w T82%x 816wk 1
®  684xx  T35wr 752wk | 802 1
®  630%x  685%x  626%x | 666%r 690%* 01
@  519%x 578 A65ws | 558wk 593wk T6Twx 1
5B3ser 626w 498wk | 599wk 615wk TdGwx | 820w 1
©  589xx 588w AOGwx | 556wk 560wk 55lxx | 506wk 534w 1
@ 649 673w BB3wx | 60wk 602%x 628 | G09%x  Bldwx 789w 1
@ 646 669+ 528wk | 604wx  5T4wx  B5Olsx | 535wr 577wk 780wk 826w 1
@ 563 609k 585w | 626%x 606wk 650k | 537wk BASwx 463wk 550 | 516w 1
® 6025 BAlwr 630wk | 677wx  615wx 673w | 513wx 515wk 458wk 510w | A78wx 843w 1
@ 722 T21wx 627w | 686%x 657wk 674w | 65lwkx  688wx  G04wx  BATsx | 652%x  58lwk 595w 1
®  718x 742w 655w | 695k 666wx  T19%x | B653wr  650%x  629kx  TOlwx | 665w 615k 610wk | 692w 1
®  74Txx 785w G678k | 723wk T08wx  T9lsx | 720%x  JOT#x 669wk T7Twx | T34wx 688wk T02#x | 759w 806 1
@ 72T TT8x T12x | 734wk T1Tex T65wx | 669%x  63Tkx 629wk T0Txx | 68Twx 676wk 691wk | 736w 805 | 801 1
w3k < 01

OHAAY QHNE OURAY DYAHEAY @873} @BANE OAFAY @FIAd OuAE#E 04
34 O=FHY @&AAHY O2uAHY QUHEHLANS O AAFE GHAFHYS OAF A3
(" 30) SAMFSIe A 24 AH(F=)
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100, SE=.059, =1.687, p>.05% FAA f2ldt d&gFHo| gl Aoz et

7Hd 4.2 712 S Sk

<3} 81> 7MdAST UM 1~ 7Hd 4)(5=)

Hypothesis yé; SE C.R(» Hypoth.es1s

adoption

11{ WA ARES —  Au|a2sAo] 285 4.092 accepted

51 U RS < 4129 1.379  rejected

3H YRA L HYdsr .373 5.172 accepted

H4 uFAduns < g9l 100 1.687  rejected
wkx p< 001
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Hypothesis
adoption
accepted
rejected
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2) =52 dE=IFEA(MGA: Multiple Group Analysis)ol] 7]%3F

A e, B AA 4
gk Q14 3} Gt o] A
s FedstH, A2 A
=2 AP W AA 2HE e ske 2 Fe] HolA ¥ AfelE
WAE 4= uh(Sarstedt & Ringle, 2010; Matthews, 2017; Cheah et
, 2023). WeEkA # dATE YE7|Hs I7PEE RSk el ot

T AEom vre Hd 7P9] ztol & A Hado] 3l

AT FekE = FHow FEEIIOH, s
Aaw AAsIlon FE 371 30170 = AAE AT Je2e S5
H A He] F2 A7) 306702 A ST FAA ) JYE EFARES
S <3 90>0o= A AT}

APATES dsHEEAS faiMs JdS Tiste] BE8S 48
ofF &t} o] 79 AMOS(Analysis of Moment Structre)¢} LISREL(Line
ar Structural Relationship Model) & &4 7|9 294 24S &85}
71 falM = 20070 o)l Hehd E-“E:O] doste] AA=E vTdEA
Y-S A&st7] ofdue Aol dnh J‘ﬁoﬂ PLS E}%@‘%%ﬁ el
2o 7R RERoZ Hu 7t vlar) shsdEte] §435 89 5 Ut
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(2) AT SAHZTYA AZF(MICOM: Measurement Invariance

of Composite Models)

PLS=SEM & =AY 2g2 @d Ziwe] 7p4 st di &
Arel A el Wk 9l = st S e R B4

%)
)
Ft}(Sarstedt, Henseler & Ringle, 2011; Jedidi et al., 1997).

=, PLS—=SEM t% " ZA A Addst Zfolo digt md =YX &
Hl g w) 7]EAl BAls 2§ 7Y 12 Ao WelA] et F o

eah et al., 2023). L2 4 Henseler et al.,(2016)€— MICOM(Measureme
nt Invariance of Composite Models)+ &3 mdleo] EAS 93] F4
shal 7] AAapet Hulgk fAetES AA A

OEHGEA(MGA) S Fq8t7] dol MICOME AHg3dte] $45 U4
A< (measurement invariance)<s F8Jstolof gt} o= Star Fo 9=
71 #e] AR o] FEREF gk ofsfi7t FAREA] FlEr] #l7E Ao
. MICOM®| SAAx= (1) Fel4 5944 (configural invariance) 3
7F, (2) A4 LA (compositional invariance) H7F (3) FAZNE L]
o W BEAo] B U A (equality of composite mean value and variance)
o] 3TAIE P Ft(Henseler et all,, 2016).

1%+A ’(‘SéEHZﬂ] 081/\-]_1/}. 21;]—7_-” ?-/\‘]X-] EO]/\‘]O] _];zﬂ A 5_ Z o

o=
=A% YA (Partial measurement invariance)o], 39Ae] FA/NE H

2Bk Aol HAEHA ¢d 54 594 (full measurement)dl €
He o=z Jdddd 5 dth(Henseler et al., 2016).
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Step 1: o
p No measurement invariance:
COI‘Ifigura| The composite does not exist in all groups;

lnva”ance? the multigroup analysis is not meaningful,

Step 2:

i No measurement invariance:
CompOSItFon al The composite is formed differently across groups;

invariance? the multigroup analysis is not meaningful.

Partial measurement invariance:
Step 3: The standardized coefficients of the structural model

can be compared across groups
Equal mean values
and variances? Full measurement invariance:

The data of the different groups can be pooled,

Z2]: Henseler et al., 2016.

(1% 32) MICOM®] d=}

(3) dEHGEA (Multi Group Analysis)Zd 3}

(A

Mulasgeol 2, 5wy, ¥ a
A, 48 e 724 BAA FI7HE=H T wet 2 A
2o 3 BAlol= Aol7F A=AE st Hote] s TR s A
Aletaitt. PLS—=SEMeA = dsHEEAS &3 fJd 1 2o
MICOM(Measurement Invariance of Composite models)
of Yirdo] Fdattte= A dFsoF st==, MICOMS 39749 &

94 24 F OEREES(MGA)S WS THHair et al, 2010). 1%
Al BehH FAH Aol dFABREAY A ol BAE 57
B3, 599 AR ALy, 599 29 duneEe 4§34 Do
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2—tailed
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.084

3k

.002*
.015°

s

(3

.184

.294
677

.509

.318

1—tailed

ERCE)

p value
1999
.008
.667
219
.937
.042

}

9
yul

(3

.908

147
.339

745

.159

S

Tl

Difference
—-.278
247
—-.039
077
221

kel

(

—.129

.109
.04

—.05

.082

ha

Au) 2257 o]

o

‘mo

o

"0

,.mw.o

ﬁo

0
AL
.foo

—_—

X
~

B

=

=

B

AR MujazAe

L

o
kel #ANA A

ZFo] 7}

)3 fJe2(F=) Ha g o

<l

S

oF
N

e

A

al7)

0.278, p<.01% 4

-
s

i

°
pul

o= FHA1(3

04

A

o= g

5]

Bonferroni 2

==

0.247, p<.05=

-
T

4 AR Aol

601:

3 317

g

A

np

1
[t i,

T

Sidak

Ao vhehgth Ed

R

Aol 7k i

T

9
paA

‘g]

o

of

X
.Z:l

%

B

fite)
.VOH
o

- 190 -

A H) 22227 o] 5.}

-

.

o



~N 2
B2 |
0 0 S *
i 3 = s
_._T X < m % oﬂ :
. . 4
309 2|8 3
o NER RN
s il E1EL
i 1°18 " s
. . O 8
M < s M L
Tw ]T % 3 | : % % O
..__Fl 2 3 6 . o (@] (@)
BB 5 BRER=
RS- = |
. — 7 O
Q| ™| S i F i
| S = g5
To! - > | S g 2 . '
. O 2 0 |
W AE| o Wk
T ]T — © | : m w 0
T < 0 A | | 2 0 O
| ™ = % | O 0
. : B % : > <
1B E
‘l_lo . . 2 O 3
S 1E |8
LA S = n
=T Ll 2 = mu i .
° ;00 ;OO Of —_~
= x| T |4 L
\,/_ =r | X X O = %rﬁ &a L
g S i = | 2|2
T _ NN x| i | © :
B A | H ™ = T T -
]_ [ A A A il s ~a XTO|RE 2 :
W o | _ _ = - o m_, o ﬁm
i s Ao | 2 T T
H w | o LA A A
‘Q X T N ° z _ _ > _ :
= lw X = | B JEAE z_
T ol 2} 4| = |5 w s E -
: ; T |1 W | X n!
= S R -7
-— o) HO o R 5 o
A sl :
: 2
=3

- 191 -



V. =9

739
shsiel AT $AHL oph B 39 AT A o
el Bkl 7} 2 Aol vlm ok sl

ol Ao BHe 9 9
Gron Tk AR 2 A4S S0, I g
Bajo] ANE 20 olo] Yelo] ATFAAL V2w £EW ANE

o AdgdTet v

=1
ME
1%
flo
ol
_O‘L
£
o>
o
X0
X
('
fo,
%
[
k]
>
rol
£y

1. S| gr)ee] Au2ZAT YRAQnE, 25, A9 Hete)
A g3 E7H 2

A2 o) m7)ee] Mul2E At APt 710 BANS FAT ATES]
AYLE O ATUIAE o5 A anjshe dnlge] FA o] Fo
A gtek. Bgro] o) wylzhe] ME|2EA 201 S BaahA Aolsa el
o Aul 2% Ao o 43 ThE WeSlel Hegel v AskEe] #)4

A ell= tha AlgHA o]t

ueba] o] 57| vhe] M| aEd I g Tete] s B S oR &
Asb7] el S w7 WR-SAAEe] A, AR AlelA Ak Fol
oAwl gk Jehg sh=Alo] gk By LEAQI o] g8t

AdtH o7 MPATEL 57| AMnj2mdoe] 987 AF 4 4
Aol wj$- e S ATk Huw Al Qlvk(Ziglat, Lockwood &
Erinci, 2005; Kunst & Jos, 2000).

T S m7]dke] 7k fifi AMu| 2= gRlvto] 57| % 4
AHE G Aol A2 wi FA4TE ajA o)

g7 BgdHet B 5 Haie WA dY] dF AdS
3k npA R Mo R Al Aok Sl W FAH o R o8| H W F

ol

O

- 192 -



N

min

|
110
T

=y

B!
N

1, o] & 7]

S

& ofo}

N

NO

}

3el

S|
=

=4 7}

1t

2

=K

1

T

et

°©

A

o] of

=

=

_(H

=

Fol A3 Aatel A o 57| ¢e] A

°©

o

5

RS Rt

1
1o

ol m7)he] Au)aEA gele] )

AA A= Aolg-ol =

-

bl A o] =7

el A

°©

4

star Q). o= o8 7|3o] AMu|AEA AT A] Ul EAMALe] th

Aoz Yegt(7Hd 1~ 71 8).

o4

_’_F_

S

]

il
o
pu
=
=

A

]

2008).
w
o]
5
A

S
=

His

=

2
=)

1 A

k<)
il

Far o

Al Al Sko. = A7)

=
L

<

14 el o

@

BERFD P PN Iy
Aol Zeh=

o
Eatal

T

]

=

o aulAte] RN Fi o] FolA gtk

o] Au| a2 o8 Ao B

[e)

T

!

1
1o

-
T
-

At
b 2
i o527

°

T

A=A ol g 7] %e] Mu| =2 o] o 1

2} AT
e s BARR AR E, 48, ZAH )

2010).

A-gsk Bk olygl, 1 AHA =

=
=

A

Y

Fo}FH(Koerning, 2003).

R

- 193 -

k)

T
a

7} 7]

]

[}

3

AH) 28

T

142

A

=

[¢)



o 71

-

e

B

S

S A =

%7]-0

=7 H=

7} AAZ 9

EE B

hyaA

[c]

|

o] AH]~ I

7)) Au] 2227 0]

xﬂ ]

=

ol 3

ol

VS
)

7]

_ — = T O U = op o m,*
TETERYE TEME TR TRy g Ty
e T HEELILE FRTEELI2ING G e
ST eI ERB %%%%mﬂm%wuﬂo A R
\_12 <l o~ R . — ) — — =
%mu@rﬂp\t&& BORom B N Mg o e Y o X T
S R H B ~ Y I e A R 2
E,l‘lqam mﬂodﬂXJOUﬁﬁMﬂoﬂlﬁdﬂlvﬂuT zo‘ol&
O K - T M RCHE
0 o o H ~
T 2 % m (Y R =t~ Gl o8 Rl < 3 {4
XED® (¢ & TisSsdysEczuils Tl
< = - NN g = R o ~ Y = K
%&%Eﬁwﬂ %%ﬂ%@%%ﬂﬂiﬁ%uﬂ -
TEd s o nD __Lahﬂ%%%ﬂ@m@&%EH%.ﬁoﬂef
CEr L g FELY TR m Z R LR T R L
PE e d g Efﬂar%ﬂ%%ﬂﬂtﬂw,iﬂmmﬂ ™
ﬁm%wﬂ&&% ﬂ.,%mﬂnuzﬂwﬁﬁameaoﬂﬁowkw1?2
RS Ll T WA ENT b R = 2R
Mo K mm T _ B R i) ol T E e = o & o B A TR s
v o ‘Q _.E X o ,Mv.ﬂ X R = o Jl o o~ 1 OL OE _uﬁ e
X g = ﬂvlél ) ﬂiz‘.ru,ﬁi du Dﬁﬂul -
TExXFel Eayarydce T B O
W = X o i g2 mr =y o ol = 1& T T M b EL, oF ‘_LH_QW o ) < T o i~
S Qgﬂ.tﬂ]ﬂrrmmﬂ ol to o) o,NlﬂmL ot ) o T X W K o %.ﬁ W
%&%%%yﬁﬁ»@m%%%Qmém%ﬂm NE R ow o
ﬂwae_#oﬁaiwﬁﬁﬁﬂ@@ﬂ% g Mo T e g g
5 w <k o- Noar T S [ B [EY~ = To o) o) SN o M
TEWE o s g R L N A
+ O ]Qwo%vh,éﬂﬂmmﬂmﬂﬂ%?ﬁﬂﬁoﬂ%o_ﬁ,_mmufma
ey 3 o oH o= S ©
uﬂ%%%mmt%mmw%ﬂmiWO_LW%MM%ﬂWEE%O_LWnPA
X K ~ % R nr T N X ,A]ﬁ B 5 J_,.o WL ML = v o %o K= T
pitermow Tl nTRRY TR RE]
%m%ﬁgﬂ%.mﬁﬂiwﬂlﬂlwﬂﬂﬁmo%y T o4 ooy MR
AT TS g BN %o Hop o Ty ilw How o o
T N 2 2z TR E DT o N ! X© o o
3o ,Ul E.‘.# Of q N 0 Z o X o X &) ~ — E|# = o z.tl _ﬁo ‘Aluﬂ OR
MoR T oo R W R o ~ R u

- 194 -



fibe] 4] AL 57

AN E 5

2

K

)

iy
fite)

ol

A%

< 9

Aol AAE S~ T o) my)eke] AH|=EA 89l

2

o2 YEbsth

:mo

ﬁo
B

2]

o]

ok

E]

37hehe

o o
Lé.»

el
KR
<]

o] 5 7]¥ke] AH]

A=4Ye}
=2

YA

2010).

SIERE

]

7ol glo} Q1 ]

<A
i

2 9
3

by

2|

8] 2~ A

7}ek=

of 7FsAE FaL itk o 57]de] ]

E

o -
= %

9

]

x
Hm
<]

il

L

Au| 2224 7 vl el w] o] E A )

e

A
-
9]

O~
ZHATH(AIE 8], 2011). o]l

Sl
3

-
R

o}, 2ol ol AT

At olale] AjEFou) kel & Qlu) 1L} ol AR A} Al

=
AL

1
T

°
=

A e+

1717} oldthe

o w=3E
z o ivL_Tf:pq'o

SEIESE

SERENS

ol
e
N

o}
ol

TR

il
o

ol
o

—_
file)

)

&

"
o)
!
=3

= [e]
THE =0l

71 TR Aok

=
AL

s gAe o

7RI

FAA =

su
qul

A, 2011).

).

l

J_HO

’

AE37E 8w, o

- 195 -



SREERTE RS

2

ol

ol

fg

Njo
pul

77|

ke
T

A3k k. Shortell(2000)

TE, WESN A, U2E, AMRjs

=
- -

Foie. Ea A

il

kel
T

(2011)

B

o] U] Mes QAU

N
N

olo} FAFSHAl A2EAH(2013)

%, 71
Z}

) &

A41(2] £.7]

eI,

e
A

r

A& ApaLs) 4

Ao Husal vk A

Al
2]

B
==

)

el

H

131 2™ Lanjananda & Patterson(2009)

S

R

=
o

+(2019)

3

R EEEE

Aol A

7HA] 8

o}

=

A=Sye)
-

AT

d

= w9

Btk Wk v AoA

ol &
b1 7

2
5

<]

K3

7ol Aelol weh 4
ofake] mr ol2 AY} 3

e
theto 2 S o] 7 7]

=

=0

o 4ol Wa

=
=

2]

)

- 196 -



HAE A A7 263 Aow g
£ Aol mp o @ Au|aFE 9Qlo® M Wb AL Qo)
AT}

37 71gie] ABA Aol P ol BA A%, BA, ANLEY g
A8l FRBEIL 7190] SPHASS A ek AT 2 WS & o
2 A Eo] gk et Aol A RA o Asle] WaEaL A
B9) wr ohle 37, A9, wF, A9 FY 5 A BES T2

2 ¥3tslar It Byun & Kim, 2011).

oA k8| B9171% o 8o)3 ek olfe} Y199 e eAl AbEA e
SEERE IOE IR
Smlold slle] AEAAY BET 4HA SWelA olsluxol &

(Stakeholder theory)E Wb o= AFS| 2| AQlekgo] 7|jow| x|, 3, AE
uj oAb gl A o) AL Ao A A GRS mRIvs dTE sl AEHH
o= Wil AQuH(Sen, 2001; Lichtenstein, drumwright & Braig, 2004; Luo
& Bhattacharya, 2006).

FHow w7 W] ARSl A Al g 14 o] A5 7Y Al
22 o A4 Brkeka, WaAade] A A, AR 29 B ooF onE
HaAZle A dddus AdE ASHew AAetal vk(Herndon,
2006; Maignan, 2001).

AHoz FA3, A5, HA9=(2015)2 WE-F Qe HA ALE)ZE A9
g A4 o] AN, WF Ay Ao, B ofn x| Bl WA folmlek 4
13k nXtkar 3191 21, Alrubaiee, Aladwan & Joma(2017)2 714

d ol R B, AABIE Sl 0] 393

ou A& A gt wasigle. ols FARA AUE(2015)E e AL
4 Ag) Dol Wl FAA) AFunEeel IAXGA FAA felue 4

FFE AATE vkar Bashgity, o]# g AFATEL Hals & AT
A

- 197 -



%0,
FFI )
o &

Aol o= 71| o T d MHIAEE S ddA o R 4 st
Pagh HolA] Gujste] AujazAo] X, R T, WAGE, AFEA A<
o= Z 7Y B2 Au|asdo]Z, oF

BT} FojA o7 sAstgrtE oo
A2, B, A Agle] AulaEe] agloR sae & e
)8l o] o= Tl o]EA HjAHo] 2Ea}x]| ot}

g AuaEde)] 7P 1H A Aol B 5 gl A" AH|A FFo
a7l 1ol sk U4 = (Lewis & Booms, 1993; Gronross, 1984)% 34
o 2 o, AARIlA SlR1ee] nAEe] Jlojotk Sz v cheksha )
Aotk Ao 75 o £ Ay Aaed ¥ B2 =o7 3 ojor &

e B de] AdE BEdR A EE S/ o mrde] Bxud e
8 AMH)x

g9l B ] i aAe] 7t ALO}%E}U&, oA 24| o

she W
ek 15tk
R BRI

s =
3t IAA G 2902 FFA el A Felre AH(+) dFE VA=

il
ro
>
i
}_.
&_l
JL
lo
kil
k]
=
1o
,
B
i
offN
rlo
o,
N
rir
o
rx
X
o
il
k]
i
B=)
1N
i)

ol2fgk Al 541 5718 TAAREl 3t A XY daret Fes
FIN7171 9% dEfae] AxHaL i of& VxR a0l sk 88



o

it

2008).

A
H,

M@O
XO

=

T A =k

=K
ot

s

+od

[
o

ol

sH(2007) %= Z21+

oA Rt A

dy A

)

392 Rogoff, Lee &

Jot1 HI

A

Suh(2004) % He]zbe} EARRFe] 31707

FA

KeR
T

] yo}7} Church & Wave(1995)

|

é) ‘LH_’_‘ %‘

H ¥a 1

5]

o A% T Bol

B

A g4

L 1

=

—_
O

HH

—_

A Siu(2002)% 3

S

oI5t A}

ol

—_
1o

LHERU AT

=
=

o AEEE A

- 199 -



b

(9

b

°©

J

A
ax

T
= 7HAla

T

o] o 87)¥

=
K3

A ol A
fol S717 apolE vl

}

°

=

°©

A g AAAS

E

o

ol
o
N

!

i)

)

]_

S Auzo) AAe) Fejw

AHEFAA S =

]

2, 290 o1z
-

SCED

o %77} o)

of o

R
-
a___‘

ER I ERS PR

4

%

<
AZ17F H Ak 53] T

7

T

A
L
L

B

oL Am)

<]

ol
Pl flomn o g

°

7}

=

o

]

°

o] Aol = B

=

k<]
o % oo Hd 4%

T HA9E3], 2014).

T

70
@,

}

9
T

pud
0

R

}o] A A
ol
o] &
2013
[e=]

L

]_

2T

-
1o

o Wi olgith. e}

G
o
s
Ho

i)

0|
T
'~

- 200 -

2013



R

=K

e
-

o)
-

O

X

LA A €]

Al
2]

w7k A

&

X
NI

i+

]

=2 WA A 9

—

4

Nlo

A7)0 71 % &}

A3k FERFe] FAPY ol ol

|

o= vehg.

Al

7

o

Ea

Hu}, 2 up AR aaA o] =

]

ghel

=

2 FRIEAT. 28y 98

10

o

T
= £

o
oR

ko
IH

H

700

P13
TR
A=
ol
o)
o
H
Y
L

;OO

go

BJ

el

- 201 -



3}

}

o]
pl

A Fpol| A

1

0]
T

ol

By EEW T RBN TE KA g
H M B! w X E_ oy o R T 7 R o
Nlo TR0 wﬁﬂ%ﬂ R oo X 5 o
— B o T T T - R
S X — 1_.0 | = W £y
W ERR o) M F oz o T W w®
= o = w:_ o o T o M T o F o= ﬂm <) o
w YL BRI e ox o B W ™
5 o B N R o = -~ W -
=3 oL aTER mTJdIE o
i = o m W B B oy Moo T < o
~ ° [ S T % =
cﬂiﬂriw% T - N R N TR G TR
\Nﬂ — m ‘_II.VY Q‘ HML —_— ﬂ ﬂE o M_W o — X _ﬂvﬂ
ofp BT W R~ . o = T %
T o R e ! mm_t oF Hmﬂ 70 B S 5o w_' oF "
o Bl T m LT p T T T o
=2 gy 0 odoe X =E2AT gp o
ﬂA#Ewﬂﬁam v Ex . AEFES T T
R o oy He = o, T 9 T = i
w o P o T Pew® ZTHFp 5 .
SIS ST T W X = M 4 ~ 1
ALEk%Aﬂw o i < g o = ® I U A
.ol RS D o & ~
&oﬁoﬂm7m.L ﬂ__/ulu_o:wlmﬂ o_LmaLUWML Mm‘dd
T® gy 3w Ixen EELIT L, T8
o T W of T & o ~ o o W 9 Bo<
o Koo N Njo < O % ~ Hﬁ T
. W o i W e Koo @ o X 9
@Ug%vaﬂ% I o A ﬁqﬁizfg.w <
mw B ode WO oW Nfo TS mi M =2 ~ N .sm T - = o
N & o Moy Wy X oy g AT R
Mmoo e T .M R R o R T R T B o
Woor Ee T oD o o W = o BRGNS ~

-

s

g]

=

=

A 1

F7}3}

=
-

sfeh. ol@7)ee] - FAA

A2 Ao}

o

=
- 202 -

2gol W

2N o]
=

o o|Z 71714 w$- ek

o] Am]

!

1
1o

= o7V

=

W lo] %7he} Ao
5

3 olm7)7ke) AbE|A



Jloe U
/y\q,'

L=

i
= 1 _r
B = o
;O‘_Irh/l XE ‘Ol.ﬁo
o o) I oz
Xﬂﬁo o oﬁaﬂ n_mﬁmw.ﬁ j—
oy n mh 2 Ho T wr__ T = O
wo ey g N " Mm e B M# " )
awg% = 7 %%Qmw T2
f 1r1_| o X
Egﬁmi Mﬂr LJ@AM_H EWMM bo of
1,%2 X _3085 m_uz % ﬂ
W&ﬂfa AQ. ﬂ_rw%;@.ww Z.lv_ﬂn_wm M%E. BO 60
utﬂl} MBTX ﬂ%.]LIEo w =y }aﬂ Eo
Ju]o_L.O = _,ooL.o7 ﬁov < o 0
W o = N _,oLLI;.ﬁF — w o =0 )
dl.Edn%mﬂZ,oﬂ mwﬁ_m nu.% %or Woku Mﬂm.w
%mﬂzaxgamltﬂ ﬂw_ouu_s,_%ﬂ ﬁu.rﬁwﬁ o® ﬁjtl
%iﬂr?ﬂa&mﬂ lmoﬂi _E% Mﬂ oo
Urgwr@ﬁy 3 ﬂq%ﬁaﬁo Eﬂ# AEO < 3
ﬂﬁﬁlﬂomﬂdﬁoﬂo Jﬁﬁomﬂqﬁc W,mulaw HoR Woﬂ
G = Pﬁf_ko ?E}AT =B o T S oo
xoxoo_u Jua zl?_ut { _ 0 ]E
ol 4 R i e 4 7 o <
£ ol Ewmﬂ aE op ) Jod%h 3o T ol o ﬂﬁﬂ
%ﬂﬂo%ﬂA.@ 1%%1 HQ% ° N
N 5 9% o= o ® 5w o 1 1
]7E§mow\l4x fﬂ:._.dlﬂﬂ duL Mﬁo Juf
m;gﬂalw»qw?%Lﬂ 75 = =&
mﬂmﬂufﬂo»ﬂmw%o@urﬁm ﬂi% X X T M
@Q@w@ﬂiELﬁﬂivﬂé mOﬁﬁa zxﬂ.uﬂo
_*oo‘_wﬂ;oh 1 oW _Lmﬂul L_;T_;]DT ﬁAﬂ o u_.aﬂ| S
JA.U_VO‘LI #)A]‘mﬂ‘lﬂ —~ ‘_ﬂw.._,q‘l_l ;IJMI . ]Aﬂ
Aqg}lvﬂaﬁo ﬂ;o‘DrPJmoxL %ztmo@rdﬂgm»]&ﬂ
ﬂﬂgag ﬁoJo_adrEﬂéE i = 9 .%%%%&M%d..
%ﬁeklisﬁﬂiﬁu%?mﬂ kaﬂ&7ﬂ$wﬂ1
w X R oS TR o o =8 won ~ F =
T T o T ﬂd%ﬂ o %mo A i o X F =
\ﬂIOﬂLWﬂﬂﬁT,UIOMﬂL&O Z*O}Lﬂidﬂdﬂa@o‘mo%
zoarﬂﬁmmﬂﬁuﬂar WWE%EELEAT
& Eo?%aﬂmqoi%¢amn%
O%EL‘Iﬂ:.EUMU.OOn_,I,_yl ,_IVH7‘|
u&% S jbfu@ 5!
< Laﬂo oo kﬁeﬁqi
S = Ly o S
o E 70 mvw_ e w B Wﬁ i o
EE 0 ‘_._,mo X! WMO ‘HQJ ‘;_._ o T
ﬂgaﬂﬂ%g%%
Qiﬂﬂ%ﬂﬂh
]],mumA
ﬂﬂ% 7
MLHLO#
_meog
"

- 203 -



Y

TK

I

g1e] A

3]

A

Rk

b

°©

LHERA AT

[e)

]:E

2

SFaLz}

S

J

A
ax

T

o]
pal

A (+) 9

}

)

b1 ol

J

< ¥
=

%

fol =7} 2 AolE HlaL B

A, ol st7]ge] Au] o], o

b

of BAH v

[€)

=

o

al

A

=4, o] 57]e] M|z o]

]

FEEE
}511
b

o

THAA, gk ol =7 el o

JeER

=
=

Al

AH| 227 0] 32

T

1

EER]

ko a
™

QB 22

Nfo

o

G

- 204 -



Eata

A
of Au]

1t

2

L
T

T

ERTER

=
=

ko) R THEA Aol A

5 o)) ee] REAR

g o2 7]

=
K3

LHER 2

Aol A= B

=

=

2

pol

= Yehgo, v

A

—_
file)

il

—_
file)

=
iz

o, ma Ay

-
R

1

&

Bz o
= =

brks Aol A B ATsk 7

°©

o2 AA

il

A}

=
o

SEEREE
S ERE

T A dR

A

ek ey

)

bl

&

=
3

b
3 Ajolg melth, wjahd B el

°
pud

B

N

o o
7}
3}

=
=

-

R

9]

A A

A

5

S

A
5
=

fu—

af

S

97t
=0
=7k 3k A

o] g
s e)
= =

s

AlS

<

o

i=

120}

g =2} Al

7184 A

-

1

T

1o wele) Ave
k)

R

h 8

3

CIESES
9

- 205 -

Al oF A] 2

A

=

Aol At
1. ol

9] o

=
K2

e

b

R

SRR (MGA) & B
°

%4 A9} v
wpA oo 5

=z

2}
A



=

=

w3}

A=

3} g,

pzs
o

=) &
b ohe

=
3

<]

=

bl Aot
A

°©

=
i

AR, =3t
‘?4

PR

[e;

=
=

ERE

17 AT
%

O
his

0
pul

1)

= m

71 %
Toj g

-
T

i

-

=

b Fae] B8 Aol B

Aol A

ke

T

7o) 23t
X

A,

e

2. AA
=

2}
=

el

il

B} B-(FGI: Focus Group Interview), @3}o]iA] Zo]

p—

0

K

o|
NI

P

@d
ﬁo

tol 4=t v ArellM = F9d3=

)

el
o
xr
il
i

o=
=3

=
=

A

-
s

3

FaL sdnk vE) Aol A

177} A ofof

T

0]
yal

= ofre] o) B gk A}

o=

=

=

WA Ao e
ECEES B

i

AR FA ol A o] B H] A

- 206 -



PSS

el
°

A
N

el

1

A7

T

k)
pl

o] 2]

1

s

ok vl Aol A

-

1

& Aol

A
A

1A,

5

- 207 -



Ll

4
<
4

AR, HER (2023), “FHRTHY 25Abe] 5 2PHAT )4 o

Zol=o] dANA Aol v E. TN E S A, 32

A
AAE], A, A (2015). “Hde] Absd A SEa Ho HY
A2 ZALE v o2’ st Ad+,, 41(3), 51-61.

e, AFAE (2020). HIAFAZS} 719 AR ke wAol wigk
AT ESGAI X el AFEEE AR AIGNES 417 TIAA
Ay, 57(2), 1-22.

F63(2012). “BAE AP A 7109 ALs| A AeatEo] o
o tisk A, Aty t)sty ukapele) =

ZFAE, Ads] (2012). “sfABRAE= A3 Y Adds S HE . &
27 62(6), 67—79.

A (2018). ‘MY WFxAEsEA] AyFdsy 9 AR
A s G TE=Abe )8k =E A, 19(6), 484—492.

s (2020). B URebAG ] FEARe] A FREE 9l
A= Q. =A% 8] =4, 21(9), 321-330.

B85, 83 (2022). “BEAke] Au|AxAo] T} A zkE 7bx] o A o)
Lol mA= 3. M desdddT,, 16(3), 1-23.

N

A Aol

=

delE (2020). “ejmleke] ARs]H AQIISR) Fgo] oA e kel WA
=9 2dass FHe

= gu 2449w Ede 24
g



al¥

Tor

Tor

oI

B
TO

A5

Tor

or

}3) A4, 6(3), 39—-52.

HAAE (2004).

EEEIREE

£, A=A (2014).

4

=

=z
-

1915, 29(2), 151—174.

Rl

EER))
Oc:)]ﬁo]: . T76]O

-
R

o

(11), 75—86.

FFEA AT AE

A o
EREI

[}
o

(2015)

15s

f

ol

o
Tor

Tor

i

‘HATEAre] WHEA g 2 A

3], Mg (2020).

cl

]

f

}3] =), 25(1), 58—

(2014).

S
|

, °1A

1,, 14, 51—65.

21 (2014). ¢

5

}3) 4], 19(4), 1-8.

P AFAA )

Anld, o]dY (2022).

Tor

Ay, 16(2), 13—24.

4

T IRk Aol A

’

71]113] =]

T, 21(19), 525—538.

- 209 -



1 1t 1__*11;—
2 ALY v G, =HFUST b bl
Sing

A3, AEN, AAR(2011). “ALdB#He FFAF AR Au|=A o] X
(Cabin Servicescape)Z &= 7. T&33A S, 26(3), 43—-66.
A (2009). 7149 Ak3]d ARI(CSR)S ol &
"1 97 ey, 16(1), 1-25.
A H# A (2019). “H Au|2= FARRES] A =Fo] A
A GG m A= G AR HY FAHEEY g
S FAo R TFESAT,, 37(6), 95—106.
A48 (2010). 7199 A3]Ad AA(CSR)IOl gk B7F 2F 7del &
s AT l% A EAHAHP) 7S A&stel-" A3t

1@z<mu»“ﬂﬂc*ﬁﬂzﬂovqﬁm»ﬂ B e vHE o

go) wlw”, TAau|Apsk Ay, 22(2), 323349,

Wz, A9E, A8E, dea (2012). “Tade] WFAn A 8
Qlo] uAAgEol vA= & "EABIsE| A, 17(2), 1-2
0.

- 210 -



kv

o] ol Au| o]

]

e
Rl

b

“/\U

, olATF (2020).

o
e

—_—

<

el

il

p—

0

15, 15(1), 167—180.

B
o
e

ojo

"
mK

%

|, 2011(2), 183-179.
el a7 A4 Al

. TAIFS A Ay, 25, 57—86.

=245, 5(1), 15—21.
3]

[€)

ol dA] Ay el mA=

Ay, 25(2), 133—141.

15

&
fa

(2018).

el
LN

o] ]
1

“ESG TEE= 7]919] Ab3|H

“qu] 22227 o]

o
T

|

et

’

“o J—‘:__‘ILAilﬂ]i

_FIL

}

CEMEDINE
s

ek

]

o

A3 A5, 20(3), 199—216.
A(2011).

(2), 75—114.

Ada, A5k (2023).
T+

(2009).

=]

’

1, 9-1]d (2021).

as]]

33} (2022).
7
A~

I_T

3

¢
o
2
-
o

]
]

2]
H
i
=

Tor

o

atol 71%1 7HA

S

o

i

QL

Alo] F

‘S 1ce] A} A

A5 23(4), 65—80.

Asn) (2016).

al¥

BEEER

]

e s
Rl

, °]8 (2014).
9(3), 107—117.
“ fe)
[e]

155 (2011).

-

18

o
1l

]

ke
710

=

al¥

- 211



o) Qo o] WAL Qe ATVIRS) W ET. THYW 2,
12(4), 1-18.

HAT (2019). “He) CSR FEo] PMSe] ol g, ZHA e thet
A, W ATl Ve g e s AAT,, 19(1), 143

o
2
o4

—171.
AAd, 44 (2005). WRABAH A G} AF-H A heke] dA -
Fau A, R RS, ARk vz e F3)

shel ) 30(1), 273-301.
H72 (2005). “Ym7|H Al 2=x]gd 2t wdoln =], WAz}

okel #A". TEAAT, 10(2), 281-304.

o
2
e

AAol, 987 (2022). “A-32} AFUAA FF7 HLAe] 213 A
A9l &F W B AL Q1A H R AH]a A &o] ol %
of nAls Y. TAEAFTUAIA,, 17(1), 39—47.

A5, B9 (2023). W Ao A I EUL AlE O AH] 22 0]
X S5 e HEod 2 sy, Tk A S #3eks],, 32(3),
487-500.

AA3], Alaqt (2016). “QBL #HANA 7125 & A&7 987

A, TR A7 gA,, 14(4), 157—176.

ARG (2014). "My 2 Agake] Aol A FA ol

A5 A BHL FHOD Y
=

A (2001), “AHAD B A% AT 79 - 9

o

o m =" TeEA=e 7id,, 8(2), 1569-177.

A%, A3 (2016). “Smr|@e] WREAR|AF o] ARkl n X =
Gl B3 A7 T A g FHE | T o= Ay, 6(11)
401-411.

Adallg, AR, 33, ol (2002). “714e] ArElH Ffel] iy A

= . TelAI"g Ay, 20(2), 67—87.

AL (2022). “MFBA HH A2 FAAY °)

E

EREE SO

- 212 -



FHoE=" AFUS A9
A%, AAD (2016). “Hul=zA LA AN FHIA FALAY 37
Aol MAE GG AT - 2ABYe] 2AEAHES FHOD

PR A AT, 11(3), 139—-161.
A2A] (2022). “nlFo] A A A I(ESR) A%
Fot-poigta A S FAHOR" TS AT,, 32(2), 29
—55.

Aeeh, MRA, A4S (2010). “Mu|azAlo]27h AlE, nAnsS 9 A
o]-& ko WA= g3 gRARAE FAORE. IAH| AT
3]#]y, 11(5),

Az, A3k (2021). “QAFEARS] SFREEST o] Ao o] FhA oA
2] ko] uH7HJ<_>LJJr” Telat e8] =54, 12(11), 445—456.

Ags], B35 (2019). ‘M=zl ZE A5 HeteA o] T4
o] o] &AL WHIot A& o] = FIF. TR A8 A,
36(1), 31-52.

w718}, o1784(2007). 71 AR A Q) 1Al gk 713 An]Ate]
A Ao e AP, Tau kst 18(3), 43—62.
=744 (2016). ‘AR Lo A =7 BAEA. SPSS & AMOS”, A
<, Sdlotgtdv],.
21 (2018). “9) 873 MujaaFA ol AHMu A7} A ZhE 7hA] 9}
AAREE] w2 = A AT TS g e =iy, 9(1), 3
25—330.
=om, 1g, e (2016). XAl wr| e E8)F 4 A A AN
27F AT n A GG, & FALE] G HHE| v v o] =5
A5, 6(9), 559—-567.

EAE (2011). “719e] AF3S1A A9l 2
T3, 35(5), 205—-221.

F71R, A (2017). TR AR Au|asso)zmA mAe

[-l [

m&‘i
AQ,
fol
i
=2
=
s
r o
5
o
K
%
r o

- 213 -



o] ojsju] 2
32y, 11(4),

1t

2

e

=

“«
[}

34y, 13(4), 1-26.

1

°
of

[e)

(4), 75-97.
3

73

s

82—103.

1

o

TR

Fa] A5, 9(1), 1-16.

(2015).
v AE (2004).

&
&=

1

|

g

ij

[¢]

=
T

s
&

“X] H

o
T

A

=]
QLN

F3) %5, 9(2), 102—127.

T3 (2003).

fud

|

M, €

a7 g ks, 8(1), 111-12

B

=

A\ 5pdol
JUESE

2 (2023).

=

e

oo
<]

ﬁ
ol
Bk

T QAAE A+, 8(4), 93—

of i

)

-
Rl

(]

e EEA] AR 20}

ATy, 29(5), 51-73.
BAAT, 32(2), 105—-112.

A A H] 2% 4 (Integrated Service Qu

==

[€)

o] a4

=
[e)
e

2]
ality: ISQ-HMWS)o] -
8

]

s

=

(2006).
EEERE ENESE

O~
‘:I.T
2%

al

8

“o] A ]
]
]

4

’

1
1o

B

[€]

5T, 8(2), 35-39.
12(4), 173-187.

A
101.

1
A (2002).

=]
=L

]7

Jo}l (2014).

2
=

O;

)
I

ar
zl
=]
zl

rvze]

W

or
s

—

0
I

P
o

—_—

0

o
X

0
o

o
o
;Oﬁl

AAAY o

- 214 -



FAsia Marketin

o=’

o] 4ol

1

=

[¢]

“

(1), 1-18.
g Journajl, 12(2), 27—52.

=4k (2009).

B

2% (CSR) 9]

J o]

i

CEE R TR E

(2017).

1t

2

=] &

=12
=

ol

vAE (2020).

Tor
-
G
Tor

=

Tor

T o
BvooH)
o oF

).

o

”
¥

3

|
A

o AH|2E AT A}

1t

2

32

o

“ A}
&

vkslal (2021).

o

)

o] Ajolg-2l el A

o
ol

"

X

DEREE
Pl EALS],, 21, 11(2), 685—700.

[e]

«

(2020).

Az AL8)3E, 39,

oju Ao WA= P

115-131.

o> =1-”
.

kA o] A

2]

« ==z
Tt

(2017).

gEE:

o

—

~H

o

"0

3]A 5, 42(1), 44—-52.

1

o

A

To

op)
JA.u_-O
!

i
o

=

. A AT IdA T, 11(2), 163-18

“RAX G} A8 A
- 215 -

3%, 19(3), 11-28.

1

°
o

W32 (2018).



324, 20(4),

1

[e)

h8s

e ERE R

F=

7374 el

A
7.

(e}

FA] o]
|

R

o w2
‘o)z 7)gke] AWz

]

AR 20 AR A

A7 A7) A

14(4), 97—122.

(HSR) <!
284 (2011).

1-24.
A7 (2004).

RN

A (2007).

38t (2006).

M4

_1_&0

d
b

-

. (2013),

s
|
<

A

]

3] A5, 7(4), 154—160

SRS

al

a

H

TR

Ar

S

(1), 1-32.

Eal

Ny

44

}7) <283 =81y, 17(6), 449—458.

°
=k

15

A
pul

-

ki3

F=

”

AT

O
1l

Z
=5

T

Au
Y

A

0, o] AL(2023).

ase)

O

] 2] =

T}

A

3

3

AR o]ge] A

chsl

«

%

4

- 216 -

-

Ay, 30(2), 167—185.

3

REEL

‘l:”.

%



G 9 B mAE JF -FAAGE FHeE -
AG-gE8AT,, 12(10), 456—466.
Aol BA3(2020). ‘PP o I8 Mu]=zAolz RS 93
Mulz FzE garel ZF7 Ack-A e 4oy o A8
T AHE AR TRty A s =, 15(8), 3
13-324.
A1d8 (2011). 9

!

AAE ) At (2022). “Au] A=A o)L B}~ 7| o] 3 (BARSC

APE) 2% 7iek 2 e}lgsl. fTadzdodsrd+t,, 31(1), 61—83.

A8 (2022). “HY OA}XH AL AEg 2o e HAHNHI Qg
= <]

H
=
oL,
2
rd
N
o

o741 (2018). “H¢) CSR &5o] PMSE <]
Gl mA = G gt

, HAdsk (2017), WA NA AATrAR] dilAAI s H o] L
A g el m A= JE. Tehm A e st s] A, 24(6), 865—873.

, °1%54 (2009). “AMujasFAol el AHMHAFH] FF o
= gkl wek AT -SjdBAet SJHIAE AR
w7 gTgA+,, 3(2), 1-11.
Pt (2012). “WHwAIH o] B
st thehel uRALehe] =it

k7l (2011). “&F& JV*HW*Q UARA G Aas S FFEAE N

2
of
I

2
ox,
1>

r

O =171
G ATaro AR mUel A8 Ak daa



AFEL9] =

Fgst, AAM (2014). A tlxA|= 7F Sk (DINESC
APE) A714 #AfFA L= mA= FF -7 A5 TA
o -7 MU AT3 Ay, 19(4), 3344,

A7, ol¥ (2019). “F7IFY AFEA HSlo] BFA T WA=
g TAGAEAG AT, 19(3), 47-56.

o &4 (2008). “WH-wAR ] AFRES x
T AP # A AREAATH
st HARSRS) =T

SEE

g
Ky
N

H =X
O ” == =
= %‘}1\31 -C—)—i . %"T“ﬂ ‘6‘}—-]7—

J

AW, A5 (2015). “FHA % EApe] ERAZL AR 2 A

sk Aol AT, TegAA+t,, 40(1), 59—80.

2&E, olAZE elZ® (2023). "SPEE wlge] Aol el Q1HA
Hl27F Az 43 aAgd o] wA= a8 gk el
ojF-ztel =dad”. MiAIg =1, 31(1), 86—107.

L2, Anld, 75, HA<S3, oA, HAAs (2023). A AHG

5, 29(3), 258-267.
AR (2012). AL MR|=zAo]Z gQlo] fAES, A, A
wolol M= G MR G A, 13(1), 133-155.
AT (2013). "BFARY FARARS] Wi mA R A AR, 2=y, A
AN R B e 4741” = ﬂ%f; Hiehed HRARSEe] T
z

zg Al 7] oﬂ{,z

)
T —1, ™ o

S50 (2016), “PEYRATY A} olal. e el
._C[L ]

Ryt wAA e vAE

(o
ofN
Ol
-
S
=
[.ﬂ
©
o
—
ﬂ
Pi
ox
of
e
1o
~N
s
N
>
J|m
o
-
o
o2
ox
%)
=2
=
rlr
o2

- 218 -



(4), 71—86.

FAE, Aok, WA (2010), oAk Ay Aol 2ol gt gk}
o] Qo] AT ool WA= FI: AR THIeoh oAb AlF
=] w7 aatE FAeR, dwFaFRGE,, 12(3), 77-101.

721 (2023). “A study on the influence of social responsibility and cu
stomer orientation on the service quality in chinese public ho
spital: Focusing on the mediating effect on service innovation
and organizational ethica’l. $-A] st e HrAFELS] =,

&4 (2003). ‘el 25 toAbe] A 54, dIEo B u

AR RARAT. TG4, 8(2), 5-23.
A<, vHdel (2009). e Pk AR wER S = i A

T Tt A, 15(1), 93—-106.

Ho
z

+71<4 (2003). ‘T EU FHFA O dFEXHLeFo] FALUSY FIA
o ALY =

Fpoll WA= é‘%‘: AT A7Ihstal o st
D).

fubeh, A9, (202 ‘TP zFALe] Ada} glo] 3o o)A x| n
A= oﬂ]: ARutzyl ZzEo] njjgysE FAoR” A

ALs] Aty 41(4), 295—-312.
S (2023). “HY JYo] 22T} Qo] mAX| A, 2 FukEo 1]

2]
A= Q. AR A EATY S8 = Ay, 17(4), 247-25

6.

40 (2019). Az AP Qs BTN
9 oAEY R WAL JF-HR B FHoR—". Y
Shal thehel el

(2004). “ojm7]¥he] Mu|ax o] A g7zl

x| = o dke] Bk AR, FAH| A GEE| A, 5(1), 135—155.

&5, G (2010). PRl GG Tl PA= Gl Ak B
_"

LA -1
A AT -MHI ARG I ARG Ml EY Hee TAHS

- 219 -



, TB 9" i, 1(2), 1-28.
, EAA, ST (2011). WL Fe] aAR AT H G el 1]
A= G, =g sks| =], 6(3), 143—-164.
HE7 (2016). ‘WL Au|aiA|o)Zrt FAAES] F7]HFo] B AH]
22 Aol m A= G AU S ey AARSH] =T
A8 (2018). “HuAIA FHE(CEO Celebrity)e] 24 2913 H A
o #eE A CSRY R&DE 2daxs TAoZ" AAU e

1A%, FA (2015). “FHAE AR, ARl wAX G ¥
L GP-FEANS FAAE BHOE- TRANZFIAT,

ol7r3], A, =749 (2015). "WAHHFTAE to 170l 1
Aol mA= G THAEAASE A, 9(3), 69-79.

ol (2010). “J87|We] MH|AAFA o] T} 1A MR A FHo] A
H|z2to] sl WX = Jgfo] g AT A3
HPALSH 9] =2

ol A, W%, o]&<d (2018). “Influence of Servicescape and Nurse—

Staff Related Service Qualities on Behavioral Intention of Med

ical Service Customers”. To]g5 7 g+, 12(2), 45—-58.

ol A, H&F (2016). “QdH Y 7FIALe A FEubEo] o)A

of mA= & MgAAFeE A, 21(3), 22-36.

(2002). ‘711l AbslA A w3 d=x7|Yge] Atded g

Ala”, FRk=pALs] sl 36(2), 77-111.

c e, A (2021). AAH AT SHOA =AY Hk-
Madt A=A 24 FEEAT Hal-. 593,
37(3), 133—144.

T, AdA (2006). AWME FAKHAO] BATAAE Anksa 245

el WA= GG, U7
A

ol2d (2021). ‘SHEF

o,
2
Ho

©
oz
2

o
B>
of

rlo

o]

- 220 -



B

‘PLS T

ol (2018).

o]x

Ay, 11(1),

nl g
4

;O#I
N
finy

T

o
=

266—276.

otz

157—-165.
EREIE

TR A e, 23(2), 379-400.

B A= 0]

Ay

7 FAbael

o]
E

F3) A4, 6(2), 156—172.
/o] v A

3 A],, 20(4), 31—49.
CFolAbzA A 22(1), 39—93.

A} A}

3]A],, 22(1),
FAFA A A A, 32(1), 95—114.

E

=

1

°

1

o
o
of

=7] 2

o

gl A3

=44 38k 8] %) 5, 24(3), 859—870.

“IMF
= 2}
- 221 -

L)
AL =Z

b3 A, 17(1), 1-22.

AN FAE QT FAAe)

O
=9
3F.

xR
%

174 (2001).

-

1438 (2013).

A, A
AL R ERPN = PNl

=
e}

o

-, H

=

g, 14(1), 1—22.

™l
A7),
g 7AF35 (2019). ‘9 w79
gkl wA|
A A

o

o]F3Z (2105).

o] (2015).

o] 2}



e

]
}3],, 17(4), 116—132.

o A3
S| n

]

T

fnd
[l

[e)

3

[e]
[e

“

(2012).
b 17
3} (2013).

OlA” T3
i T . R

12(3), 57-"71.
) 7} <]

olg5, M

¥ 7 ® L ¥ Mx T A TR xF
- olo CRTS ol - %0 o R = o
s T o = O = N of o MW X
| = 4= Gl X & F Ko 7
WooO® 7R ® H g o UL
ol o i~ o =R ~ < R« mw o Gl
NE 7D w N_.wo — m 50 wﬁ MM m ~ 0o .Qr
. ~ ar 0
by s kT, Lo ozowh @S
o~ = © o X T i = X o i a
ol N = m oy : o X ) GO
RS o EX M g 2 g Hl K
J 0 lo —_—
woow Lo B L P ® T T F
= 0 0 I ) O
o B »* b8 BEh §L
o B X o 90 A (o T wﬂ. N =) -
(my o T = X ' X o <R~ — o) = A
= 3 ™ Eg = © =3 o R ﬂ_Al,._ =) a —  °
< w~ o < 1 o T 0
: e N TR 7 N 7o O
A OGN L B ) & 3
LN AF LT 85 EES I oD eT g
BT o= W OT 70 - A o KO K K
A5 T o L EE R RO ol
oA N I C ) K I IR
T P " - r N R D mo oy = T T Y
g o *) H ol B W B B o Ho X X
T - T X Pl T
o o= X K I e N O G &
oo R g oo W5 2o @ R om g wﬂ o <
—_ = 10 ] 0
=T 3 % g i o) X & & 0 B I T g AR
e e h e S i m A s RSB uRE A
o B T IV m o L o W™ S of I o S WS W E S
TGt ST OB VIR SKE QT
JRT e ® N S Qoo ST =M S ®EF n(A\ M
T {o =t iy o =T o X
3 B iofo o) N 3 Mo o
c o o o ° xo xO xO

- 222 -

A (2008).



T RAT, 25, 1-34.

«

of mA= 9.

34}

3} 4

A

3

)

o

Ho

R REE I ERES

[e]

o AeA A

A

3|

A}

=

o

Al o) w

A

A

Al o]
1A

A5, 19(3), 39—59.

O
Ris

1
Hl =T, 8(3), 117—132.

71E, 93 (2022).

]

5, 15(3), 219-240.

3

o]
jm
=
T

R, oA (2012). “9
Z

34,

.]

A
fg

o

o

o

7
=]
RN

4]
e}

}

o
pul

A

Z]
S|

l
=

A

5

o] A
}3],, 25(3), 157—166.

=
—

i

.

(2001).

o

e

}-

&

o]
“o] 52.7] ghol A
- 223 -

FEEREE DRRLE

AYAAGEA &L ]

83 = Ay, 19(11), 325-336.

gl =
, °]=3] (2020).

E
6(1), 138—155.

(2), 24—48.
AL (2019).

25(4), 65—81.
AR, ek 38 (2019).

3(2), 1-14.

A (2014).

S

&



A, AbEm], WA (2018). RV ARSlY AdSE SAH =0
gl B sl TR RAA S A, 12(2), 149-162.
ZER (2022). “stold AWEHIE ZIRE tAE @A A7)t
i shel BRALSY =
295, A" (2020). “u7)HCEL)] A A A (HSR) EFo] &
A ] o] Aol o] m A= 7. THAEEEFAT,, 18(5), 19

=l

7—203.

2FE (2022). “F&719 CE0S A28 ARo] A4zt mAx 9
- ANFRY WAERE FHoz-" EAYSE ANt
MPAFE 9] =

=g (2017). "BA ouMn|a 540 #AEES "R o8An

h =
o atel MAE G ARYAT durdd va BP0

Oéﬂ Ay, 27(5), 285-303.
223, 4%, AAm (2017). B9 Q] Hrhol g An|s H A
s AR TRAAS AT, 37(1), 463—494.

285 (2008). 7194 AwUAIAY AR A A FEH} FA
P A A AAol m A= 3. Fotietul thshd ukALE)

v gEAAS FAA et AT

]
TSol| W)= ek A Tek=m| 838k %], 25(6), 1301—130

8.
A=A3(2011), “wHPA A TR ARukRe] ek AFA g
ArE FHCRT, R dibdd oy, 2(3). 143-173.

2FEA (2013). “7149 A3 A AMQJA(CSR)o] FAFS] A 35 (Prosocial B
ehavior)oll v X|]+= G, Thst7d g3 x|, 26(3), 529—548.
An S AXY, wiAd S (2017). ‘A3 o) g 7| 3] AMu| A o]} Q1

NulsFAo] BAe) AuS W AFo e WA g o

R

- 224 -



}3]y, 22(4), 1-15.

.
39

2%

=1

HA2A, AAE (2005).

o

EVEREES S

o
o«

«

s

(S

”

]
:\_‘—)_;

’

A

3

]

o] 4

]

1, 4, 197-213.
S

k3] =84, 8(10), 239—2

g mEee] An szl

17 &

CEEE T IE R

“9]_0

g (2012).

]

K

&g (2017).

]

>33 = Ay, 12(3), 391-400.

g
°]
el

1=

’

o

HFgs (2017).

&

ERVICESCAPE)7} 41| 2% 4 3}

A

48.
1

’

2=
T

]

_;‘5]13

Tor

o

K o

Felat, o1¥(2001). 714

g, 10(1),

]

~H

M
T

ol

S dde=’,

p—

s

el AAWQ

9|

3 AT
51-72.

i
B

I

o WyeAFe] ARu,

g

“

(2014).

}3]=],, 18(3), 329

Ay, 14(11), 783-797.

—337.

234 (2009), “F

H5A, o] LF (2012) “FAHA 7EBALe] U

w

ﬁo
)

A< (2005).

}

°
R

oj

shiped, wldS (2017).

R3] =Ay, 22(5), 113-128.
- 225 -

al

3

2



i

Tor

o

)
)

0

rEslol 83k, 45(2), 483—495.

ko] B 227 o]

Gl MA= I

3
(2015).

hYA

i

—_—

1@0
»AU
14

]

“

A &

ok

o
Tor

=

o

F3) 2], 11(2), 29

Amos T

f 7}

-

s

]_

Qe

°

g 7k Ae] COVID-19 ~E#~¢}
=0

=

[€)

“7]
“}E]’%
INEE

T, 20(1), 167—284.
3), 213—222.

5]23], ol®i3} (2023).
of fA upe}

==
LN

]

whel o .

“

A& (2011).

—42.

(2016).

==
LN

5]

I}

Competency—based Cu

“

, Aol A% (2008).

rriculum(CBC)E A&

B

A S e 2"." HRDA

l
=~

atel Ay, 19(2), 11-20.

]
AT mE
oé 5

c oA, 19(1), 161-177.

HAFGRE) €] 2w

T, 10(1), 195-222.

=R Al
A3 (2000). =
(2004),

A (2014).

O~
‘:I.T

A
KR
S 1o

<

o

=2

o

F2qn] 2~

Yol o] A= JP,

K
o
N
N
H

=

Ll

2l

7]

- 226 -



HeJsrs|x),, 24(1), 126—156.
sFold (2010). “Mu|=aA o) 7} FALL Y] Au] 2 XA} A

'E*;o}:
el MAlE FEF-FA AdEAe SAHeR". AU o

8 (2023). "2 whE g The o] AE] a2

= AT o] vA= 9F S-0-R
27 Tu| =g eha] X, 24(1), 126—156.

Falxl (2012). “FeArte] AE7bsAd Dol Z1gelvAel A= 9 A

L)
o
=)
ol

874 At /Aol MARERE FHOR e AT
3, 25(1), 207—229.

- 227 -



kil

i

2. 79

Aguinis H., & Glavas, A. (2012). What we know and don’t know abo
ut corporate social responsibility a review and research agend
a. Journal of Management, 38(4), 932—968.

Ahmad, 1., Donia, M. B. L., & Shahzad, K. (2018). Impact of corporat
e social responsibility attributions on employees’ creative perf
ormance: the mediating role of psychological safety. Ethics B
ehavior, 29(6), 490-509

Albareda, L., Tencati, A., Josep, M., & Lozano, J. M. (2006). The Go
vernment's Role in Promoting Corporate Social Responsibility:
A Comparative Analysis of Italy and UK from the Relational
State Perspective. Corporate Governance International Journal
of Business in Society, 6(4). 386—400.

Alfakhri, D., Harness, D., Nicholson, J., & Harness, T. (2018). The ro
le of aesthetics and design in hotelscape: a phenomenological
investigation of cosmopolitan consumers. Journal of Business
Research. 85, 523-531.

Ali, F., Amin, M., & Ryu, K. (2016). The role of physical environmen
t, price perceptions, and consumption emotions in developing
customer satisfaction in Chinese resort hotels. Journal of Qual
ity Assurance Hospitality Tourism. 17(1), 45-70.

Alrubaiee, L., Aladwan, S., Hussein, M., Idris, W. M., & Khater, S. (2
017). Relationship between corporate social responsibility and
marketing performance: the mediating effect of customer valu
e and corporate image. /nternational Business Research, 10(
2), 104—123.

Amann, W., & Stachowicz—Stanusch, A. (2013). Introduction: Why th

e business world needs more integrity. In Integrity in organiz

- 228 -



ations: Building the foundations for humanistic management (p
p. 1—16). London: Palgrave Macmillan UK.

Amin, S. H. A., Wahld, S. D. M., & Ismail, M. (2016). Observing the
natural dimension of hospital servicescape on patient satisfacti
on. Procedia Economics and Finance, 37, 58—64.

Andres, B. T., & Taulet, A. C. (2020). Assessing formative artscape
to predict opera attendees’ loyalty. European Business Revie
w, 33(1), 237-246.

Andrew, J., & Baker, M. (2020). Correlate social responsibil/zy report
ing: The last 40 years and a path to sharing future insights.
A Journal of Accounting, Finance and Business Studies, 56(
1), 35—65.

Arifin, S. S., Mohammad, I. S., & Jalil, R. A. (2022). Measuring the i
mpact elements in servicescape on business performance: A li
terature review. [International Journal of Accounting, Finance a
nd Business, 7, 64—77.

Arndt, M. Bigelow, B. (1995). The implementation of total quality ma
nagement in hospitals: How good is the fit. Health Care Mana
gement Review, 20(4), 7—14.

Arneson, J., Rothwell, W. J. and Naughton, J.(2013), Competence stud
y. The training & development professional redefined. Americ
an Society for Trainig & Development(ASTD) Press.

Arnott N(1994). Marketing with a passion. Sale and Marketing Manag
ement, 146(1), 64-71

Arnould, E. J., Price, L. L., & Tierney, P. (1998). Communicative sta
ging of the wilderness servicescape. 7he Service Industries J
ournal, 18(3), 90—115.

Asghar, A., Asif, R., Akhtar, N. (2023). Servicescape and social servi

cescape: Impact on perceived usefulness, choice satisfaction a

- 229 -



nd behavior at fast—food restaurants. Journal of Hospitality a
nd Tourism Insights, 6(3), 171—183.

Ausat, A, M. A., Windayani, A., Rachmawati, I., Latifah, N., & Suherla
n S.(2023). The effect of intellectual capital and innovative o
n business performance. Journal of Economics, Business and
Accountancy Ventura, 24(3), 363—378.

Babakus, E., Yavas, U., & Ashill, N. J. (2009). The role of customer
orientation as a moderator of the job demand-burnout-perform
ance relationship: a surface—level trait perspective. Journal of
Retailing, 85(4), 480—492.

Baena, M. M. S., Fernandez, R. E. H., Diaz, C. R., & Tarradas, P. T.
(2023). Promoting the sustainable recovery of hospitality in t
he post—pandemic era: A comparative study to optimize the s
ervicescapes. International Journal of Environment Research a
nd Public Health, 20(2), 10.3390/app112311131

Baker, M. (2003) Corporate Social Responsibility — What does it mea
n?, available at http://www.mallenbaker.net/csr/CSRfiles/definiti
on.html (accessed on December 27, 2003).

Bamfo, B. A., Dogbe, C. S. K., Osei—Wusu, C., & Wright, L. T.(201
8). The effects of corporate rebranding on customer satisfacti
on and loyalty: Empirical evidence from the Ghanaian banking
industry. Cogent Business & Management, 5(1), 1413970. htt
ps://doi.org/10. 1080/23311975.2017.1413970

Barney, J. B. (1995). Looking inside for competitive advantage. Acade
my of Management Perspectives, 9(4), 49—61.

Barrett, H., Balloun, J. L., & Weinstein, A. (2012). Creative climate:
A critical success factor for 21°" century organizations. /ntern
ational Journal of Business Innovation and Research, 6(2), 20

2-219.

- 230 -


https://doi.org/10

Bartkowiak G. (2011) Corporate social responsibility in terms of theor
etical and empirical, Difin, Warszawa.Becker—Olsen & Hill, 20
06.

Batra, M., & Taneja, U. (2022). The role of servicescape on emotion
s and satisfaction of patients in Indian hospitals. Journal of H
ealth Management, 24(3), 433—439.

Berry, L. L., & Bendapudi, N. (2007). Health care: a fertile field for
service research. Journal of service research, 10(2), 111—-12
2.

Berry, L. L., Parasuraman, A., & Zeithaml, V. A. (1994). Improving S
ervice Quality in America: Lessons Learned. Academy of Man
agement Executive 8, 32—52.

Bettencourt, L. A., & Brown, S. W. (1997). Contact employees: Relati
onships among workplace fairness, job satisfaction and prosoci
al service behaviors. Journal of retailing, 73(1), 39—61.

Bigelow, B., & Arndt, M. (1994). Great Expectations: An Analysis of
Four Strategies. Medical Care Review, 51(2), 205—32.

Bilgihan, A., Okumus, F., Nusair, K. and Bujisic, M. (2014). Online ex
periences: flow theory, measuring online customer experience
in e—commerce and managerial implications for the lodging in
dustry. Information Technology and Tourism, 14(1), 49—71.

Bitner, M. J. (1992). Servicescapes: The Impact of Physical Surroundi
ngs on Customers and Employees. Journal of Marketing, 56, 5
7-71.

Bitner, M. J., Booms, B. H., & Tetreault, M. S. (1990). The service
encounter: diagnosing favorable and unfavorable incidents. Jou
rnal of marketing, 54(1), 71—84.

Blomgvist, K. H., & Posner, S. (2004). Three strategies for integratin
g CSR with brand marketing, Market Leader, World Advertisin

- 231 -



g Research Center.

Bopp, K. D.(1990). How patients evaluate the quality of ambulatory m
edical encounters: A marketing perspective. Journal of Health
Care Marketing, 10(1), 6—16.

Bowen, S. P., & Peterson, A. The Effect of Effort on Sales Performa
nce and Job Satisfaction. Journal of Marketing, 58, 70—80.

Bowen, T. A. (2001). The concept of corporate social responsibility.
Journal of Marketing, 22(1), 136—168

Boyatzis, R. E. (2008). Competencies in the 21° century. Journal of
management development, 27(1), 5—12.

Brammer, S., Millington, A., & Rayton, B. (2007). The contribution of
corporate social responsibility to organizational commitment.
The International Journal of Human Resource Management, 18
(10), 1701—1719.

Brown, T. J., ,Mowen., J. C., Donavan, D. T., & Licata, J. W. (2002).
The Customer Orientation of Service Workers: Personality Tr
ait Effects on Self—and Supervisor Performance Rating. Journ
al of Marketing Research, 39(1), 110—119.

Bruwer, J., & Gross, M. J. (2017). A multilayered macro approach to
conceptualizing the winescape construct for wine tourism. 7ou
rism Analysis, 22(4), 497—5009.

Budiman, M., & Riorini, S. V. (2023). Pengaruh Servicescape, Emotion
al Satisfaction, Perceived Service Quality, Hospital Image Ter
hadap Patient Loyalty. Journal of Management & Business, 6
(2), 347-360.

Busari, J. O. (2012). Management and leadership development in healt
hcare and the challenges facing physician managers in clinical
practice. International Journal of Clinical Leadership. 17(4), 2

11-216.

- 232 -



Byun S. Y., & Kim, J. W. (2011). Strategic CSR and Corporate Perfor
mance in Korean and Japanese Corporations. /nternational Bus
iness Journal, 22(1), 83—110.

Byun, K., & Kim, M. (2011). Shifting patterns of the government's po
licies for the internationalization of Korean higher education. J
ournal of Studies in International Education, 15(5), 467—486.

Caldwell, N.(2002). The Measurement of Service Quality in Museums
and Galleries. International Journal of Nonprofit and Voluntary
Sector Marketing, 7(2). 161—171.

Campion, M. C., Campion, M. A., Campion, E. D., & Reider, M. H. (2
016). Initial investigation into computer scoring of candidate
essays for personnel selection. Journal of Applied Psychology,
101(7), 958—-975.

Carringer, P. T. (1994). Not just a worthy cause: cause related mark
eting delivers the goods and the good. American Advertising,
10, 16—19

Chapple, W. T., & Moon, J. O. (2005). CSR in Asia., business and so
ciety. Journal of Marketing, 44(16), 415—554.

Cheah, J. H., Amaro, S., & Roldan, J. L. (2023). Multigroup analysis
of more than two groups in PLS—SEM: A review, illustration,
and recommendations. Journal of Business Research, 156, 113
539.

Chen, T. U., Chang, A. E., & Lin, R. C. (2012). The Effects on Corp
orate Social Responsibility(CSR) Activities, Trust, Customer
Loyalty of Airlines, Journal of Marketing, 44(7), 321—342.

Cho, S. J., Chung, C. Y., & Young, J. (2019). Study on the relationshi
p between CSR and financial performance. Sustamnability Time
s, 11(2), 343.

Church, J. R., & Ware, R. (2000). Industrial organization' A strategic

- 233 -



approach. New York: McGraw—Hill.

Coulter, J. S., & Faulkner, D. C. (2014), The multigenerational workf
orce. Professional Case Management, 19(1), 46-51.

Crowther, D., & Rayman—Bacchus, L. (2004). Perspectives on corpora
te social responsibility; in D Crowther & L Rayman—Bacchus
(eds), Perspectives on Corporate Social Responsibility, Alders
hot, Ashgate, pp. 1—17.

Dam, S. M., & Dam, T. C. (2021). Relationships between service qual
ity, brand image, customer satisfaction, and customer loyalty.
The Journal of Asian Finance, Economics and Business, 8(3),
585-593.

DCunha, S, Suresh, S., & Kumar, V. (2021). Service quality in health
care: exploring servicescape and patients’s perceptions. /ntern
ational Journal of Healthcare Management, 14(1), 35—41.

Decker, P. J. (1999). the hidden competencies of healthcare: Why sel
f—esteem, accountability, and professionalism may affect hosp
ital customer satisfaction score. Hospital Topics, 77, 14—26.

Dedeoglu, B. B., Kiiciikergin, K. G., & Balik¢ioglu, S.(2015). Understa
nding the relationships of servicescape, value, image, pleasur
e, and behavioral intentions among hotel customers. Journal of
Travel & Tourism. Marketing, 32(supl), S42-S61.

Delmas, M. A., & Cuerel Burbano, V. (2011). The drivers of greenwa
shing. California Management Review, 54(1), 64—87.
Deshpandé, R., Farley, J. U., & Webster Jr., F. E. (1993). Corporate

culture, customer orientation, and innovativeness in Japanese

frms: A quadrad analysis. Journal of Marketing, 57, 23-37.
Diericks, I, Cool, K. (1989), Asset stock accumulation and sustain abi

lity of competitive advantage. Management Science, 35, 1504

—1555.

- 234 -



Dinc, M. S., Kuzey, C., & Steta, N. (2018). Nurses  job satisfaction a
s a mediator of the relationship between organizational commi
tment components and job performance. Journal of Workplace
Behavioral Health, 33(2), 75—95.

Domi, S., Capelleras, J. L., & Musabelliu, B. (2020). Customer orienta
tion and SME performance in Albania: a case study of the m
ediating role of innovativeness and innovation behavior. Journa
[ of Vacation Marketing, 26(1), 130—146.

Donabedian, A. (1980). The definition of quality and approach to Its a
ssessment health administration press.

Dong, P., Siu, N.Y.—M. (2013). Servicescape elements, customer pred
ispositions and service experience: the case of theme park vi
sitors. Tourism Management, 36, 541-551.

Donovan, D. T. & Hocutt, M. A.(2001). Customer Evaluation of Servi
ce Employee’s Customer Orientation: Extension and Applicatio
n. Journal of Quality Management, 6(2). 293—306.

Douglas, T.J., & Ryman, J. A. (2003). Understanding competitive adva
ntage in the general hospital industry: Evaluation strategic co
mpetencies. Strategic Management Journal, 24, 333—347.

Dubois, D. (1993), Competency—based performance improvement: A s
trategy for Organization Change. Amberst, MA: HRD Press

Ehnert, 1., Harry, W., & Zink, K. J. (2013). Sustainability and HRM:
An introduction to the field. In Sustainability and human reso
urce management: Developing sustainable business organizatio
ns (pp. 3—32). Berlin, Heidelberg: Springer Berlin Heidelberg.

Ekingen, E. (2023). The effect of organizational justice on job perfor
mance and the mediating role of job satisfaction: A study on
nurses. Hospital Topics, 101(2), 103—112..

El Akremi, A., Gond, J.P., Swaen, V., De Roeck, K., & Igalens, J. (20

- 235 -



15). How do Employees Perceive Corporate Responsibility? D
evelopment and Validation of a Multidimensional Corporate St
akeholder Responsibility Scale, Journal of Management. doi: 1
0.1177/0149206315569311.

Ellen, S. P, Mohr, L/ A., & Webb, D. J. (2006). Building Corporate A
ssociations: consumer attributions for corporate socially respo
nsible programs. Journal of the Academy of Marketing Scienc
e, 34(2), 147-157

EN, T., Lamarche, P. A., & Goulet, L, (2012). Contandriopoulos AP.
Health care system performance of 27 OECD countries. 7he [
nternational Journal of Health Planning and Management, 27
(2), 104-129.

Feng, T.. Wang, D., Lawton, A., & Luo, B. N. (2019). Customer orie
ntation and firm performance: The joint moderating effects of
ethical leadership and competitive intensity. Journal of Busine
ss Research, 100(7), 111—-121

Fernandes, T., & Neves, S. (2014). The role of servicescape as a dri
ver of customer value in experience—centric service organizat
ions: the Dragon Football Stadium case. Journal of Strategic
Marketing, 22(6), 548—560,

Figueroa, C. A,, Harrison, R., Chauhan, A., & Meyer, L. (2019). Priori
ties and challenges for health leadership and workforce manag
ement globally: a rapid review. BMC Health Service Research,
19(1), 239.

Forehand, R. M., & Grier, S. (2003). When is honesty the best polic
y? The effect of stated company internet on consumer skepti
cism. Journal of Consumer, Psychology, 13(3), 349—356

Fottler, M. D., Ford, R. C., Roberts, V. Ford, E. Q., & Spears, J. D.

(2000). Creating a healing environment: The importance of th

- 236 -



e service setting in the new consumer—oriented healthcare sy
stem. Journal of Healthcare Management, 42(2), 91-106.

Fournett, G. P. (1996). Job satisfaction. Issues and Occupational Psyc
hology, 53. 66—72.

Fusch and Gillespie (2012), A Practical Approach to Performance Inte
rventions and Analysis 50 Models for Building a High—Perfor
mance Culture.

Garfield, B. (1993). This heavy—handed ad exploits someone new. Ad
vertising Age, 64(5): 50

Gebregziabher, D., Berhanie, E., Berihu, H., Beletie, A., & Teklay, G
(2020). The relationship between job satisfaction and turnove
r intention among nurses in Axum comprehensive and speciali
zed hospital Tigray, Ethiopia. BMC Nursing, 19, 1-—8.

George, W. R., & Gronroos, C. (1991). Developing

Customer—Conscious Employee at Every Level: Internal
Marketing, in the AMA Handbook of Marketing for the Service
Industries, Carol A. New York: AMACOM.

Ghosh, K. (2017). Corporate reputation, social performance, and organ
izational variability in an emerging country perspective. Journa
! of Management Organization. 23(4), 545-565.

Ginter, P. M., Duncan, W. J., & Swayne, L. E. (2018). The strategic
management of health care organizations. 8th ed., Wiley Sons,
Inc. Hoboken, New Jersey.

Gonu, E., Agyei, P. M.. Richard, O. K., & Asare—Larbi, M. (2022). C
ustomer orientation, service quality and customer satisfaction
interplay in the banking sector: An emerging market perspecti
ve. Cogent Business & Management, 10(1), 2163797. https:/
/doi.org/10.1080/23311975.2022.2163797.

Goula, A., Rizopouleos, T., Stamouli, M. A., Kelesi, M., Kaba, E., & S

- 237 -


https://doi.org/10.1080/23311975.2022.2163797

oulis, S. (2022). Internal quality and job satisfaction in health
care service. 19(3), 1496.

Grant, R. M. (1991), The Resource—Based Theory of Competitive Ad
vantage: Implication for Strategy Formulation. California Mana
gement Review, 33(3), 114—135. Financial Times Press.

Grant, R. M. (1996). Toward a knowledge—based theory of the firm.
Strategic Management Journal, 17, 109—122.

Gronroos, C. (1984). A service Quality model and its marketing implic
ations. European Journal of Marketing, 18(4), 36—44.

Habel, J., Kassemeier, R., Alavi, S., Haaf, P., Schmitz, C., & Wieseke,
J. (2020). When do customers perceive customer centricity?
The role of a firm’'s and salespeople’s customer orientation. .J
ournal of Personal Selling and Sales Management, 40(1), 25—
42.

Hair, J. F. Jr., Black, W. C., Babin, B. J., & Anderson, R. E. (2010).
Multivariate Data Analysis. 7th edition, pearson Hall

Hall, C. M. (2008). Servicescapes, designscapes, branding, and the cr
eation of place-identity: South of Litchfield, Christchurch. Jour
nal of Travel and Tourism Marketing, 25(3—4), 233—250.

Harris, L. C., & Mark, M. H. (2010). Online servicescapes, trust, and
purchase intentions, Journal of Services Marketing, 24(3) 230
—243.

Harris, L. C., Ezeh, C. (2008). Servicescape and Loyalty Intentions: A
n Empirical Investigation. European Journal of Marketing, 42
(3/4), 390—422.

Harvard Business Review Analytic Services (2017). Closing the custo
mer experience gap. how IT and business can partner to tran

sform customer experiences.

Harvey, J., Erdos, G., Bolam, H., Cox, M. A. A., Kennedy, J. N. P., &

- 238 -



Gregory, D. T. (2002). An analysis of safety culture attitude
s in a highly regulated environment. Work & Stress, 16, 18-3
6.

Hayton, J. C. & McEvoy, G. M. (2006). Competencies in practice: An
interview with Hanneke C. Frese. Human Resource Manageme
nt: Published in Cooperation with the School of Business Adm
inistration, The University of Michigan and in alliance with th
e Society of Human Resources Management. 45(3), 495—500.

Hennig—Thurau, T., & Thurau, C. (2003). Customer orientation of ser
vice employees Toward a conceptual framework of a key rela
tionship marketing construct. Journal of Relationship Marketin
g 2(3), 23-41.

Henning—Thurau, T., Gwinner, K. P., Walsh, G., & Gremler, D. D. (20
04). Electronic word—of—mouth via consumer—opinion platfor
ms: what motivates consumers to articulate themselves on th
e internet. Journal of interactive marketing, 18(1), 38—52.

Henseler, J., Ringle, C. M., & Sarstedt, M. (2016). Testing measure
ment invariance of composites using partial least squares. /nt
ernational marketing review.

Henseler, J., Ringle, C.M. and Sarstedt, M. (2015). A new criterion f
or assessing discriminant validity in variance—based str
uctural equation modeling. Journal of the Academy of Marketi
ng Science, 43, 115—135.

Herndon, N. (2006). Effective Ethical Response. Journal of Marketing
Channels, 3(1), 63—78.

Hightower, R. J. (1997). Conceptualizing and measuring servicescape’s
impact on service encounter outcomes. Ph.D. diss., The Florid
a State University.

Hightower, R. J. (2003). Framework for managing the servicescape: A

- 239 -



sustainable competitive and advantage. Marketing Management
Journal, 13(2), 84—95.

Ho, Y., Lam, L.W., & Lam, D. (2019). Gamble more than you want?.
International Journal of Contemporary Hospitality Managemen
t, 31(2), 557-574.

Hoffman, D. H., & Ingram, T. N. (1991). Creating customer—oriented
employees: The case in home health care. Journal of Health
Care Marketing, 11(2), 24—32.

Hoffman, K. D., & Turley, L. W. (2002). Atmospherics, service encou
nters and consumer decision making: An integrative perspecti
ve. Journal of Marketing Theory and Practice, 10(3), 33—47.

Holder, M., & Berndt, A. (2011). The effect of changes in servicesca
pe and service quality perceptions in a maternity unit. /nterna
tional Journal of Health Care Quality Assurance, 24(5), 389—
405.

Hopkins, C. D., Grove, S. J., Raymond, M. A., & LaForge, M. C. (200
9). Designing the e—Servicescape: Implications for online reta
ilers. Journal of Internet Commerce, 8, 23—43.

Huisman, E. R. C. M., Morales, E., van Hoof, J., & Kort, H. S. M. (2
012). Healing environment: A review of the impact of physic
al environmental factors on users. Building and Environment,
58, 70—80.

Inore, T. E. & Lee, G. E. (2011). Case Study of Airline Companies’
Management ability — Focusing on the Airline Companies, Cu
stomer Loyalty of Airlines. Journal of Marketing, 65(13), 129
—142.

Jani, D., & Han, H. (2015). Influence of environmental stimuli on hot
el customer emotional loyalty response: testing the moderatin

g effect of the big five personality factors. International Jour

- 240 -



nal of Hospitality Management, 44, 48—57.

Jaworski, B. J., & A, K. Kohli. (1993). Market Orientation: Anteceden
ts and Consequences. Journal of Marketing, 5(7), 53—="70.

Jedidi, K., Jagpal, H. S., & DeSarbo, W. S. (1997). Finite—mixture st
ructural equation models for response—based segmentation an
d unobserved heterogeneity. Marketing Science, 16(1), 39—5
9.

Jeon, S. R., & Kim, M. S. (2012). The effect of the servicescape on
customers’ behavioral intentions in an international airport ser
vice environment. Service Business, 6(3), 279—295.

Jones, D. A., Willness, C. R., & Glavas, A. (2017). When corporate s
ocial responsibility (CSR) meets organizational psychology: ne
w frontiers in micro—CSR research, and fulfilling a quid pro g
uo through multilevel insights. Frontiers in Psychology. 8, pp.
520.

Kakemam, E., & Dargahi, H. (2019). Competencies Gap in Hospital M
anagement in Tehran, Iran: a Cross—sectional Survey. Journal
of Health Management, 21(4), 451-464.

Kandampully, J. Bilgihan, A., & Amer, S. M. (2023). Linking services
cape and experiencescape: creating a collective focus for the
service industry. Journal of Service Management, 34(2), 316
—340.

Kandampully, J., Zhang, T. and Jaakkola, E. (2018). Customer experie
nce management in hospitality: a literature synthesis, new un
derstanding and research agenda. /nternational Journal of Cont
emporary Hospitality Management, 30(1), 21—56.

Kantanen, K., Kaunonen, M., Helminen, M., & Suominen, T. (2017). L
eadership and management competencies of head nurses and

directors of nursing in Finnish social and health care. Journal

- 241 -



of Research Nursing. 22(3),228-244.

Kaplan, R. S. and Norton D. P. (1992), The Balanced Scorecard—Mea
sures That Drive Performance. Harvard Business Keview, 70
(1), 71-80.

Kellog, W., & Nie, W. (1995). A framework for strategic service man
agement. Journal of Operations Management, 13, 323—337.

Kennedy, K., Goolsby, J., & Arnould, E. (2003). Implementing a custo
mer orientation: extension of theory and application. Journal o
f Marketing, 67. 67—81.

Kim W. G., & Moon, Y, J. (2009). Customers’ cognitive, emotional, a
nd actionable response to the servicescape: A test of the mo
derating effect of the restaurant type. [nternational Journal of
Hospitality Management, 28(1), 144—156.

Kim, M., & Lee, G. (2022). The effect of servicescape on place attac
hment and experience evaluation: the importance of exoticism
and authenticity in an ethnic restaurant. lnternational Journal
of Contemporary Hospitality Management, 34(7), 2664—2683.

Kirca, A. H., Jayachandran, S., & Bearden, W. O. (2005). Market orie
ntation: A meta—analytic review and assessment of its antece
dents and impact on performance, Journal of Marketing, 69(
2), 24—41.

Kitreerawutiwong, K., Sriruecha, C., & Laohasiriwong, W. (2015). Dev
elopment of the competency scale for primary care managers
in Thailand: scale development. BMC Family Practice, 16(1),
174.

Koernig, S. K (2003). E—scapes: The electronic physical environment
and service tangibility. Psychology & Marketing, 20, 151-167.

Kohli, A. K., & Jaworski, B. J. (1990). Market orientation: the constr

uct, research propositions, and managerial implications. Journa

- 242 -



! of marketing, 54(2), 1—18.

Kotler, B. P. (1984). Risk of predation and the structure of desert ro
dent communities. Journal of Marketing, 54, 1—18.

Kotler, P. (2000). Marketing Management 10Th. Edition, Prentice—Hal
1, Englewood Cliffs, NJ.

Kotler, P., & Lee, N. (2005). Corporate Social Responsibility, Doing t
he Most Good for Your Company and Your Cause. New Jerse
y, John Wiley & Sons Publisher.

Kunst, P. & Jos, L. (2000), Quality management and business perfor
mance in hospitals: A search for success parameters. 7otal ¢
uality Management, 11(8), 1123-—1133.

Kurdi, B. A., Alquqga, E. K., Alzoubi H. M., Alshurideh, M. T., Al-Ha
wary, S, I, S. (2023). The effect of process quality improve
ment and lean practices on competitive performance in the U
AE healthcare industry. Uncertain Supply Chain Management,
11, 261—266.

Kwortnik, R. J. (2008). Shipscape influence on the leisure cruise expe
rience. International Journal of Culture, 7ourism and Hospitali
ty Research, 2(4), 289—311.

Lai, K. P., & Chong, S. C. (2020). Do the servicescape of public and
private hospitals differ? The Malaysian context. /nternational
Journal of Quality and Service Sciences, 11(3), 357—377.

Lai, K. P., & Chong, S. C. (2020). The influence of servicescape and
service credibility on older adults’ intention to recover. Journa
| of Health Organization Management, 32(2), 101—-122.

Lakanmaa, R. L., Suominen, T., Perttild, J., Ritmala-Castrén, M., Vahlb
erg, T., & LeinoKilpi, H. (2014). Basic competence in intens
ive and critical care nursing: development and psychometric t

esting of a competence scale. Journal of clinical nursing, 23(5

- 243 -



—6), 799-810.

Lanjananda, P., & Patterson, P. G. (2009). Determinants of customer

Latif, F.

Lau, C.

Lee, L.

Lee, S.

Lee, S.,

Lee, Y.

Lega, F.

—oriented behavior in a health care context. Journal of Servic
e Management, 20(1), 5—32.

, Perez, A., Alam, W., & Saqib, A. (2019). Development and
validation of a multi—dimensional customer—based scale to m
easure perception of corporate social responsibility(CSR). Soc
1al Responsibility Journal, 15(4), 482—512.

M., & Sholihin, M. (2005). Financial and nonfinancial perform
ance measures: How do they affect job satisfaction?. 7he Bri
tish Accounting Review, 37(4), 389—413.

T. S., & Vichet, K. (2008). The effects of service climate an
d servicescape on service convenience in the hospital. /nterna
tional Journal of Service and Standards, 4(4), 415—436.

Y., & Kim, J. H. (2014). Effects of servicescape on perceived
service quality. satisfaction and behavioral outcomes in public
service facilities. Journal of Asian Architecture and Building E
ngineering, 13(1), 125—131.

Chua, B. L., & Han, H. (2017). Role of service encounter an
d physical environment performances, novelty, satisfaction, an
d affective commitment in generating cruise passenger loyalt
y. Asia Pacific Journal of Tourism Research, 22(2), 131-146.

K., Kim, S. H. & Seo, M. K.(2015). Franchise core competen
cy and its relationship with environmental uncertainty, compet
itive advantage, and financial performance: An empirical asses
sment of food—service franchise firms. Asia Pacific Journal of
Tourism Research, 20(10), 1151—-1173.

, Prenestini, A., & Spurgeon, P. (2013). Is management essen

tial to improving the performance and sustainability of health

- 244 -



care systems and organizations? A systematic review and a r
oadmap for future studies. Value in Health, 16(1), 46—51.

Lewis, B. R. (1993). Service quality measurement. Marketing Intellige
nce and Planning, 11(4), 4—12.

Lewis, B. R., & Booms, B. H. (1983). The marketing aspects of servi
ce quality. IN: L. Berry et al. (eds). Emerging perspectives o
n service marketing (New York, AMA).

Lichtenstein, D, R., Drumwright, M, E., & Braig B, M. (2004). The
Effect of Corporate Social Responsibility on Customer Donatio
nsto Corporate—supported Nonprofits. Journal of Marketing, 6
8, 16—32.

Lin, I. Y. (2004). Evaluating a servicescape the effect of cognition an
d emotion. International Journal of Hospitality Management, 2
3(2), 163—178.

Lin, L., Liu, X., & He, G. (2020). Mindfulness and job satisfaction am
ong hospital nurses: The mediating roles of positive affect an
d resilience. Journal of Psychosocial Nursing & Mental Health
Services, 58(6), 46—55.

Lindgreen, A., & Swaen, W. (2010). Corporate Social Responsibility.
British Academy of Management, 12(1), 1—=7. 248—266.

Line, N. D., & Hanks, L. (2019a). The social servicescape: a multidi
mensional operationalization. Journal of Hospitality & 7Tourism
Research, 43(2), 167-187.

Lopes, A. G., Narattharaksa, K., Siripornpibul, T., & Briggs, D. (201
9). An assessment of management competencies for primary
health care managers in Timor—Leste. The International Journ
al of Health Planning Management, 35(2), 520-531.

Lucas, A. F., & Bowen, J. (2002). Measuring the effectiveness of cas

ino promotions. International Journal of Hospitality Manageme

- 245 -



nt, 21(2), 189—-202.

Lucas, G. H.(1990). An empirical test of the job satisfaction—turnover
relationship : assessing the role of job performance retail ma
nagement. Journal of the Academy of Marketing Science, 18,
199-208.

Lugosi, P., Brien, C. O'Brien., Olya, H., Pink, R., & Lavender, V. (202
3). Evaluating impacts of the physical servicescape on satisfa
ction In cancer acre waiting experience. [nternational Journal
of Hospitality Management, 112, 1—7.

Luo, X., & Bhattacharya, C. B. (2006). Corporate Social Responsibilit
y, Customer Satisfaction, and Market Value. Journal of Marke
ting, 70, 1—18.

MacCallum, R. C., Browne, M. W., & Sugawara, H. (1996). Power ana
lysis and determination of sample size for covariance structur
e modeling. Psychological Method, 1, 130—149.

Mahmoodzadeh, S. M., & Sedaghat, M. (2013). The relationship betw
een knowledge management and organizational performance in
the hotel industry. Journal of Tourism Management Studies, 2
4(8), 89—119

Mahoney, J. T. (1995). The management of resources and the resour
ce of management. Journal of Business Research, 33(2), 91—
101.

Maignan, 1. (2001). Consumers' Perceptions of Corporate Social Respo
nsibilities: A Cross—cultural Comparison, Journal of Business
Ethics, 30(1), 57-72.

Maignan, I., & Ferrell, O. C. (2003). Nature of corporate responsibiliti
es: Perspectives from American, Franch, and German consume
rs. Journal of Business Research, 56(1), 55—67.

Maltz, A C., Shenhar, A. J., & Reilly, R. R.(2003). Beyond the Balanc

- 246 -



ed Scorecard: Refining the Search for Organizational Success
Measures. Long Range Planning, 36(2),187—204.

Mandina, S. P., Maravire, C. V., & Masere, V. S. (2014). Effectivenes
s of corporate social responsibility in enhancing company ima
ge. Journal of Applied Business and Economics. 16(3), 152—1
70.

Mari, M., & Poggesi, S. (2013). Servicescape cues and customer beha
vior: a systematic literature review and research agenda. Serv
ice Industries Journal, 33(2), 171—199.

Martinez, M., Perez, A., & Bosque, 1. R. (2012). Measuring corporate
social responsibility in tourism. Development and validation on
an efficient measurement scale in the hospitality industry.

Martinez—Conesa, 1., Soto—Acosta, P., & Palacios—Manzano, M. (201
7). Corporate social responsibility and its effect on innovation
and firm performance: an empirical research in SMEs. Journal
of Cleaner Production. 142, 2374-2383.

Martos—Pedrero, A., Jimenez—Castillo, D., Ferronlchez, V., & Cortes—
Garcia, F. J.(2023). Corporate social responsibility and export
performance under stakeholder view: The mediation of innova
tion and the moderation of the legal form. Corporate Social R
esponsibility Environment Management, 30(1), 248—266.

Mason, M. C., & Paggiaro, A. (2012). Investigating the role of festiva
Iscape in culinary tourism: The case of food and wine events.
Tourism Management, 33(6), 1329—1336.

Matthews, L. (2017). Applying Multigroup Analysis in PLS—SEM: A
Step—by—Step Process. In: Latan, H., Noonan, R.(eds) Partial
Least Squares Path Modeling. Springer, Cham.

Mediano, J, M., & Alba, J. L. (2019). New perspective on Customer

Orientation of Service Employees: A conceptual framework. 7

- 247 -



he Service Industries Journal, 39, 966—982.

Meng, B., & Choi, K. (2017). Theme restaurants  servicescape in dev
eloping quality of life: the moderating effect of perceived aut
henticity. /nternational Journal of Hospitality Management, 6
5, 89-99.

Mesfin, D., Woldie, M., Adamu, A., & Bekele, F (2020). Perceived or
ganizational culture and its relationship with job satisfaction i
n primary hospital of Jimma zone and Jimma town administrat
ion. BMC Health Services Research, 19, 1—9.

Miller, K. D., Nogueira, L, Mariotto, A. B., Rowland, J. H., Yabroff,
K. R., & Alfano, C. M, (2019). Cancer treatment and survivo
rship statistics, 2019. CA: A Cancer Journal for Clinicians. 20
19.

Mohr, L. A., Webb, D. J., & Harris, K. E. (2001). Do Consumers Exp
ect Companies to be Socially Responsible? The Impact of Cor
porate Social Responsibility on Buying Behavior. Journal of Co
nsumer Affairs, 35(1), 45—72.

Montabon, F., Sroufe, R., & Narasimhan, R. (2007). An examination o
f corporate reporting, environmental management practices an
d firm performance. Journal of Operations Management, 25(
5), 998—1014.

Nakao, Y., Amano, A., Matsumura, K., Genba, K., & Nakano, M. (200
7). Relationship between environmental performance and finan
cial performance: an empirical analysis of Japanese corporatio
ns. Business Strategy and the Environment, 16(2), 106—18.

Narver, J. C. & Slater, S. F. (1990). The Effect of a Market Orientat
ion on Business Profitability. Journal of marketing, 54(4), 20
—35.

Nguyen, N. (2006). The collective impact of service workers and ser

- 248 -



vicescape on the corporate image formation. /nternational Jour
nal of Hospitality Management, 25(2), 227—244.

Oberseder, M., Schlegelmilch, B., Murphy, P., & Gruber, V. (2014). C
onsumers’ perceptions of corporate social responsibility: Scale
development and validation. Journal of Business Ethics, 124
(1), 101-115.

Oishi, S., & Graham, J. (2010). Social Ecology: Lost and Found in Ps
ychological Science. Perspectives on Psychological Science, 5,
356-377.

Olsen, J. A., & Richardson, J. Production gains form health care: what
should be included in cost—effectiveness analyses?. Social Scr
ence & Medicine, 49, 17—26.

Orlitzky, M., Schmidt, F. L., & Rynes, S. L. (2003). Corporate social
and financial performance: a meta—analysis. Organization Studi
es. 24(3), 403-441.

Ornek, A. S., & Ayas, S. (2015). The relationship between intellectua
| capital, innovative work behavior and business performance
reflection. Procedia — Social and Behavioral Sciences, 195(Jul
), 1387-1395.

Osborne, D., & Gaebler. T. (1992). Reinventing Government: How the
Entrepreneurial Spirits Transforming the Public Sector. New
York: A Plume Book.

Oyemomi, O., Liu, S., Neaga, 1., Chen, H., & Nakpodia, F. (2019). Ho
w cultural impact on knowledge sharing contributes to organiz
ational performance: Using the fsQCA approach. Journal of Bu
siness Research, 94, 313—319.

Ozdoba, P., Dziurka, A., Kozak, A. P., & Dobrowolska, B. (2022). Ho
spital ethical climate and job satisfaction among nurses: A sc

oping review. International Journal of Environment Research a

- 249 -



nd Public Health, 19(8), 4554.

Parashaakti, R. D., Fahlevi, M., Ekhsan, M., & Hainata, A. (2020). Th
e influence of work environment and competence on motivatio
n and its impact on employee performance in health sector. A4
dvances in Economics and Management Research Volume, 13
5, 259—167

Parish, J. T., Berry, L. L., & Lam, S. Y. (2008). The effect of the s
ervicescape on service workers. Journal of Service Research,
10(3), 220—238.

Paruzel, A., Klug, H. J. P., & Maier, G. W. (2021. The relationship b
etween perceived corporate social responsibility and employee
—related outcomes: a meta—analysis. Frontiers in Psychology.
12, 2582.

Paruzel, A., Schmidt, L., & Maier, G. W. (2023). Corporate social res
ponsibility and employee innovative behavior s: A meta—analy
sis. Journal of Cleaner Production, 393, 136189.

Penoyer, D. A. (2010). Nurse staffing and patient outcomes in critical
care: a concise review. Critical care medicine. 38(7), 1521—1
528.

Pihlainen, V., Kivinen, T., & Lammintakanen, J. (2016). Management
and leadership competence in hospitals: a systematic literatur
e review. Leadership Health Services, 29(1), 95-110.

Piper, L. E. (2012). Generation Y in healthcare: leading millennials in
an era of reform. Frontiers of Health Services Management. 2
9(1), 16-28.

Pizam, A., & Tasci, A. D. A. (2019). Experienscape: expanding the c
oncept of servicescape with a multi—stakeholder and multi—di
sciplinary approach. /International Journal of Hospitality Manag

ement, 76(B), 25—37.

- 250 -



Polonsky, M., & Jevons, C. (2009). Global branding and strategic CS
R: an overview of three types of complexity, International Ma
rketing Review, 26, 327—347.

Poter, M. E., & Kramer, M. R. (2006). The Link Between Competitiv
e Advantage and Corporate Social Responsibility. Harvard Bus
iness Review, (Dec.), pp.78—92.

Preuss, L., Haunschild, A., & Matten, D. (2009), The rise of CSR: im
plications for HRM and employee representation, 7he Internat
ional Journal of Human Resource Management, 20(4), 953—9
73.

Purwati, A., Budiyanto, B., Suhermin, S. & Hamzah, M. 2021). The ef
fect of innovation capability on business performance: The rol
e of social capital and entrepreneurial leadership on SMEs in
Indonesia. Accounting, 7(2), 323—330.

Rabbani, F., Hashmani, F. N., & Mukhi, A. A. A., Gul, X., Pradhan,
N., Hatcher, P., Farag, M., & Abbas, F. (2015). Hospital man
agement training for the FEastern Mediterranean Region: time
for a change? Journal of Health Organization and Management,
29(7), 965-972.

Racha, L. J., Cortes, M. C, J. W., Dias, E. C., Fernandes, F. D. M., &
Gontijo, E. D. (2019). Burnout and job satisfaction among em
ergency and intensive care providers in a public hospital. Revs
sta Brasileira De Mecicine Do Trabalho, 17(3), 300—312.

Rafaeli, A., Ziklik, L., & Doucet, L. (2008). The impact of call center
employees’ customer orientation behaviors on service quality.
Journal of Service Research, 10(3), 239—255.

Robert, D., & John, R. (1982). Store atmosphere: an environmental ps
ychology approach. Journal of retailing, 58(1), 34—57.

Rodriguez—Gomez, S., Arco—Castro, M. L., Lopez—Perez, M. V., & Ro

- 251 -



driguez—Ariza, L. (2020). Where does CSR come from and w
here does it go? A review of the state of the art. Administra
tive Sciences. 10(3), 60.

Rogoff, E. G., Lee, M. S., & Suh, D. C. (2004). “Who done it?” Attrib
utions by entrepreneurs and experts of the factors that cause
and impede small business success. Journal of Small Business
Management, 42(4), 364-376.

Rosenbaum, M. S., & Massiah, C. (2011). An expanded servicescape
perspective. Journal of Service Management, 22(4), 471-490.

Rosenbaum, M. S., & Smallwood, J. A., (2011). Cancer resource cent
ers: Transformational services and restorative servicescape. ./
ournal of Marketing Management, 27, 13—14, 1404—1425.

Rust, R. T., Stewart, G. L., Miller, H., & Pielack, D. (1996). The sati
sfaction and retention of frontline employees: A customer sati
sfaction measurement approach. /nternational Journal of Servic
e Industry Management, 7(5), 62-80.

Ryu, K., & Jang S. (2007). The effect of environmental perceptions o
n behavioral intentions through emotions: The case of upscale
restaurants. Journal of Hospitality and Tourism Research, 3, 5
6-72.

Ryu, K., & Shawn Jang, S. (2008). DINESCAPE: A scale for custome
rs’ perception of dining environments. Journal of Foodservice
Business Research, 11(1), 2—22.

Sag, I. Zengul, F. D., & Landry, A. Y. Patient perceptions of services
cape in healthcare: A systematic review of the Literature. Jo
urnal of Healthcare Management, 63(2), 94—104.

Sahoo, D., & Ghosh, T. (2016). Healthscape role toward customer sat
isfaction in private healthcare. /nternational Journal of Health

Care Quality Assurance, 29(6), 600—613.

- 252 -



Sarstedt, M., & Ringle, C. M. (2010). Treating unobserved heterogene
ity in PLS path modeling: a comparison of FIMIX—PLS with
different  data analysis strategies. Journal of Applied Statisti
cs, 37(8), 1299—1318.

Sarstedt, M., Henseler, J., & Ringle, C. M.(2011). Multgroup alysis in
partial least squares (PLS) path modeling: Alternative method
s and empirical results. Advances in international marketing,
22, 195—-218.

Saxe, R., & Weitz, B. A. (1982). The SOCO Scale: A Measure of the
Customer Orientation of Salespeople. Journal of Marketing Re
search, 19(3), 343—351.

Schneider, B., Ehrhart, M. G., Mayer, D. M., & Niles—Jolly, K. (200
5). Understanding organization—customer links in service setti
ngs. Academy of Management Journal, 48(6), 1017—1032.

Sen, S., & Bhattacharya, C, B. (2001). Does Doing Good Always Lead
to Doing Better? Consumer Reactions to Corporate Social Res
ponsibility. Journal of Marketing Research, 38, 225—24.

Serrano—Baena, M. M., Hidalgo Fernandez, F. E., Ruiz—Diaz, C., & Tr
ivino—Tarrada, P. (2023). Promoting the sustainable recover
y of hospitality in the post—pandemic era: A comparative stu
dy to optimize the servicescape. International Journal of Envir
onmental Reserarch and Public Health, 20, 1100—1123.

Shi, H.—X., Li, X.—J. (2011). A sentiment analysis model for hotel re
views based on supervised learning. In: Proceedings of the 20
11 International Conference on Machine Learning and Cyberne
tics (ICMLC 2011). IEEE, 950-954.

Shi, X., Xiong, D., Zhang, X., Han, M., Liu, L., & Wang, J. (2023). A
nalysis of factors influencing the job satisfaction of medical s

taff in tertiary public hospitals, China: A cross—sectional stud

- 253 -



y. Frontiers in Psychology, 20, 438.

Shortell S. M, Kaluzny AD. (2000). Healthcare Management—COrganizat
ion Design and Behavior(4th ed.), NY: Delmar Publishers.

Shortell, S. M., & Kaluzny, A. D. (1994), Healthcare Management: Or
ganization Design and Behavior(4th ed.). NY: Delmar Publishe
rs.

Singh, N. (2009). Exploring socially responsible behavior of Indian co
nsumers: An empirical investigation. Socral Responsibility Jour
nal, 5(2), 200-211.

Singh, S., Darwish, T. K., & Potoc¢nik, K. (2016). Measuring organizat
ional performance: A case for subjective measures. British Jo
urnal of Management, 27(1), 214—224.

Siu, N. Y. M., Wan, P. Y. K., & Dong, P. (2012). The impact of the
servicescape on the desire to stay in convention and exhibitio
n centers: The case of Macao. International Journal of Hospit
ality Management, 31(1), 236—246.

Siu, W.S.(2002). Marketing activities and performance A comparison o
f the Internet—based and traditional small firms in Taiwan. /n
dustrial Marketing Management, 31(2), 177—188.

Smith, N. C. (2003). Corporate social responsibility: whether or how?.
California Management Review, 45(4), 52—76.

Smith, P. C., Kendall, L. M., & Hulin, C. L. (1969). The measuremen
t of satisfaction in work and retirement: A strategy for the s
tudy of altitudes. Chicago: Rand McNally.

Spencer, L. M. & Spencer, S. M. (1993). Competence at Work: Mode
! for Superior Performance. New York: Wiley.

Staples, C. (2004). What Does Corporate Social Responsibility Mean f
or Charitable Fundraising in The UK. International Journal of

Nonprofit abd Voluntary Sector Marketing, 9(2), 154—158.

- 254 -



Su, L., Swanson, S. R., Hsu, M., & Chen, X. (2017). How does percei
ved corporate social responsibility contribute to green consum
er behavior of Chinese tourists: a hotel context. /nternational
Journal of Contemporary Hospitality Management. 29(2), 315
7-3176.

Suebvises, P. 2018). Social capital, citizen participation in public admi
nistration, and public sector performance in Thailand. World D
evelopment, 109, 236—248.

Swan, K. S., Kotabe, M., & Allred, B. B. (2005). Exploring Robust D
esign Capabilities, Their Role in Creating Global Products, and
Their Relationship to Firm Performance. Journal of Product In
novation Management, 22, 144—164.

Tinner, P, Crovella, P., & Rosenbaum, P. F. (2018). Perceived improt
ance of wellness features at a cancer patient and staff perspe
ctives. Health Environments Research & Design Journal, 11
(3), 80—93.

Tombs, A., & McColl-=Kennedy, J. R. (2003). Social—Servicescape co
nceptual model. Marketing Theory, 3(4), 447—475.

Tracy, D., * Knight, J. (2008). Lean operations management: identifyi
ng and bridging the gap between theory and practice. Journal
of American Academy of Business, Cambridge, 12 (2), 8-14.

Trinh, H. Q., & Connor, S. J. (2000). The strategic behavior of U.S.
rural hospital longitudinal and path model examination. Health
Care Management, 25(4), 48—64.

Tsai, H. J., & Wu, Y. (2022). Changes in corporate social responsibili
ty and stock performance. Journal of Business Ethics, 178, 7
35—755.

Tumbat, G. & Belk, R. W. (2013). Co—construction and performances

capes. Journal of Consumer Behaviour, 12, 49—59.

- 255 -



Turley, L.W., & Milliman, R. E. (2000). Atmospheric Effects on Shop
ping Behaviour: A Review of the Experimental Evidence. Jour
nal of Business Research, 49(2). 193—211.

Van Looy, A. & Shafagatova, A. (2016). Business process performanc
e measurement: a structured literature review of indicators,
measures and metrics. Springer Plus, 5(1), 1—24

Vigolo, V. Bonfnati, A, Sllaku, J., & Douglas, J. (2020). The effect of
signage and emotions on satisfaction with the servicescape: A
n empirical investigation ina healthcare service setting. Psych
ology & Marketing, 37(3), 408—417.

Vilnai—Yavetz, 1., & Rafaeli, A. (2006). Aesthetics and professionalis
m of virtual servicescapes. Journal of Service Research, 8(3),
245—259.

Vuong, B., Tung, D., & Tushar, H. (2021). Determinates of factors in
fluencing job satisfaction and organizational loyalty. Manageme
nt Scrence Letters, 11, 203—212.

Wahyuhadii., Hidayah., & Aini, Q. (2023). Remuneration, job satisfacti
on, and performance of health workers during the COVID—19
pandemic period at the Dr. Soetomo hospital surabaya, Indone
sia. Psychology Research and Behavior Management, 16, 701
—=711.

Wakefield, K. L, Blodgett, J. G., & Sloan, H. J. (1996). Measurement
and management of the sportscape. Journal of Sport Managem
ent, 10, 15—31.

Wakefield, K. L., & Blodgett, J. (2016). Retrospective: The importan
ce of servicescapes in leisure service settings. Journal of Ser
vice Marketing, 30(7), 686—691.

Wang, Q., Zhao., C., & Voss, C. (2016). Customer orientation and inn

ovation: A comparative study of manufacturing and service fir

- 256 -



ms. International Journal of Production Economics, 171(3), 22
1-230.

Wang, Y., Xu, S., & Wang, Y. (2020). The consequences of employee
s’ perceived corporate social responsibility: a meta—analysis.
Business Ethics, 29 (3), 471-496.

Well, V. K., & Daunt, K. L. (2016). Eduscape: The effects of service
scape and emotion in academic learning environment. Journal
of Further Higher Education, 40(4), 486—508.

Wilkins, S., Hazzam, J., Ireland, J. J. (2022). Servicescape in transnati
onal higher education: the effects of campus design, physical
environment and facilities on student experience and satisfacti
on. Journal of Marketing for Higher Education,

Williams, R., & Dargel, M. (2004). From servicescape to ‘cyberscape.
Marketing Intelligence and Planning, 22(3), 310—320.
Williamson, A. M., Feyer, A.—M., Cairns, D., & Biancotti, D. (1997).
The development of a measure of safety climate: The role of

safety perceptions and attitudes. Safety Science, 25, 15-27.

Williamson, O. E. (1999). Strategy research: Governance and compete
nce perspectives. Strategic Management Journal, 20(12), 108
7-1108.

Wong, A. K. F., & Kim, S. (2020). Development and validation of sta
ndard hotel corporate social reponsibility(CSR) scale form the
employee perspective. International Journal of Hospitality Man
agement, 87, 102507.

Xu, X., Gursoy, D. (2021). STHRSCAPE: Developing and validation a
collaborative economy based short—term hospitality rental ser
vicescape scale. International Journal of Hospitality Manageme
nt, 94, 136—151.

Xuan, Q. T., Dang Van, M., & Tournois, N. (2022). The effects of ca

- 257 -



fé servicescape on employee job satisfaction—centered on soc
ial interaction, job experience and emotional experience: A st
udy in Vietnam. Journal of Human Resources in Hospitality &
Tourism, 21(2), 197-225.

Yunita, R., Shihab, M. S., Jonas, D., Haryani, H. Terah, Y. A. (2022).
Analysis of the effect of servicescape and service quality on
customer satisfaction at post shop coffee tofee in Bogor city.
Aptisi Transaction on Technopreneurship, 4(1), 68—76.

Zahra, S. A. (2017). A conceptual model of entrepreneurship as firm
behavior: A critique and extension. Entrepreneurship Theory a
nd Practice, 17(4), 5-21.

Zahra, S. A., & Hayton, J. (2008). The effect of international venturi
ng on firm performance: The moderating influence of absorpti
ve capacity. Journal of Business Venturing, 23(2), 195-220.

Zeglat, D., Lockwood, A., & Ekinci, Y. (2005). An investigation of the
relationship between service quality and profitability in the ho
tel industry. EuroCHRIE Conference 2005, October 26-28, Par
is, France.

Zehrer, A., Smeral, E. & Hallmann, K. (2016). Destination competitive
ness — a comparison of subjective and objective indicators for
winter sports areas. Journal of Travel Research, 1—12,

Zhao, X., Fu, N., & Liang, X. (2023). Whose customer orientation? Ex
ploring the relationship between leaders, team customer orien
tation climate and customer satisfaction. Journal of Service T
heory and Practice, 33(5), 629—646.

Zhao, X., Wu, C., Chen, C. C., & Zhou, Z. (2020). The influence of ¢
orporate social responsibility on incumbent employees: a meta
—analytic investigation of the mediating and moderating mech

anisms. Journal of Management. 48(1), 114-14.

- 258 -



Zong, Y, Chen, J. S., & Tsaur (2013). Destinations experiencescape f
or Hanfu tourism: Scale development and validation. Journal o
f Vacation Markting,

Zula, K. J. & Chermack, T. J. (2016). Integrative literature review: h
uman capital planning: A review of literature and implications
for human resource development. Human Resource Developme

nt Review, 6(3), 245-262.

- 259 -



At o] glom Ao dqAls F&dl

I

B
T

51

I<]

3l 54 A

9

A= AR

1

T

o] 9] o]
Fol = Ao %

h s

HH A

U o

2 A s o] wdEe] B

AR o,

—_—

file}

)

3

)

2024

o

jpase)

ﬁo
E

Tor

0

%

© 7]E

SIEE
wangyijinqunqun@qq.com

SIETEE

- 260 -

g e
@ o1
4%

=

se)

ol WY AR FEL?

sl

O A&

]
]
S

7

D O @ HEA @ ARIATAFA @ BHA

D 49N @ AR @ g

2. 9
3. 7

1.



)
rr

1
d v @ 6-10d ¥ @ 11-20 wTF ® 20

- 261 -

29l

® 7)€}



e BT AN cFetAE Bele] Al 2ol g AEuT.
ASAN A2 HE AA s Fol v EAEA FAA L.

# o g 5 2 oas 2w O
< = ° 24 o o % =
1 $2 e e dyers 43 ® @ ® @ ©
2§28 B W Al s v @ 0 @ 6
; ia MY e A Agel 238 L o o o o
4 ) B yRY AuRdlE 283t 0 @ ® @ 6
! Zz_j;ﬁw AdEwe WE AR o o o o o
; jgxom] 2718 WAE AbgE) Wels o o o o g
7 ARA} AN ogo] et} ® @ ® @ ©
3 JIALFAL AN A B @ g g @ o
9 o7l X A Fel AT gt O @ © @ 6
10 H9e o] A Fzd A ® @ ® @ ©
11 Hge] FAAELe FHa T 2 0 ® 6
12 ¥4 3ES A wgdel At ® @ ® @ ©
13 ®a #7e e D @ ® @ ©
14 WY NHEL Aoz s ® @ ® @ ©
15 98717 #4 2 A7} kst ® @ ® @ ©
" ix}iﬁ@ Tl B welwEs WA o o o o o

- 262 -




700

mh

& lof

o @ @ @® G

o)

o

‘WO
o

O @ ©@ ® 6

O @ @ ® 6

pult 971 ARgel o

O @ ©®© ® 6

R

|
A

ol
N

.

;.01_

of
ol
il

o
Gl

mo
™
o7

A
Tl

18t goj i @ @ @ @ ©®

A

Fory
T
oo

o @ @ @® 6

EET T R

o
< A%

<l

g

™
o

- 263 -



cfleo|leo|o|e|le|o|eo|lo|le|e|o|le|e|e|o
" le|e|le|le|le|le|le|lele|e|le|le|le|e e
P20 0|0 0|0 | 0| 0|0 |0 0|0|le |||
"slo|eo|o|eo|leo|o|c|o|leo|e|o|le|e|e|e
"Heo|le|le|leo|le|le|le|lele|lele|lale|els
o o S T A SR I U e T I I T

5 T G o = P - I i e P

Gl R I o NN I IR T I R~ K I I

= R T CH B = |& [4 |o |[= |® |2 |&

E,o DT_ X QE ﬂ ﬂ‘_.ﬁ o o = S o i) N

o | T | ok w | = — Nr um‘_ o W o

9| N B - DN - T I T O B DO bl I B

T | = ™ e w D L -t <

Sl I IR N D N B T |E Fu | E|E

%0 = <R o | | o | |B =T |
gl ST = T S R = |3 | | F T |y |

i | %7 | B Gl R e o WL w = x WT mﬂWv_ o o}
Tofop | S| | | | [R || oy | No™ |

o L= S = Bl e e B I S S Kol - B = e R
& | mﬂ Alom|a | W= |B_ oS |® |ME [T |
T o | T IR %1@ o) | ol %M oyt Oy o %M oo | TR
F | | g | | T || P | || P | W [ FH || e | P
El O N B S N - O el e S ol el e
WY W W T | T W WE T | W | WA T TR | W | W
o |ob Bi| ok | o [T |obuy | o |ob ot [ober |obm [ ok [oF A [obiE [ 2 [ ok

ol | — N ™ <t To) © o~ 00 o = = N o N =

- 264 -




700

mh

& lof

@ © @ 6

itas

7

do
ﬂ

H@l
T

W

i

iy
<ok
o) A
e
o
ﬂzt

of-ojp

@ © @ 6

ol
o
‘mo
GyeY

oF7o!

I~
0

——
o

il

o @ @ @ O

@ @ @ O

o

o
)
‘.mo
W
)

&
il
ol
Ceiny
HOGR
™A

oo

@ © @ 6

S)

" H
RECE

ey
o o
T o
‘_Q.O ﬂ

—_—

o
T Mo
N =
™ ]
o) N
ifliiero
o Ho
N®
o)
#

0 O
X s
™ Tl o
ok W W

(@]

- 265 -




o<
jajgas
;OO <
ﬂzT
N5
RIS
oK
el
moJ
_fﬂ
=<
ﬂoriA
a3
Mo
T
o
o
s
o™
o
%mm
o™

T

AR

B o}

Ak

48

L
T

N

=
o

]

P REAREA 5 3 @ 6

| Fela wgdn)

9|

-
R

29l 1A

o Mo

D @ ® @ ©

o AgelA o

=
=210

D @ ® @ ©

Aol Al A et w) AR ol
Il Uk

=
R
B

D @ ® @ ©

S EAH A

E =

- 266 -



AR

B i

g © @ @ @ ©

75

0w =

32 WAL Ee A%

5

sk © @ ©®© @ ®

7 3

=
<]

= =

o 2~
]2 X|&H 0

o
G
o

o

s © @ ©®© @ ®

7}3]

How 2

%

- 267 -



&t

AR e IAE R BT AR S MENEERRNZMmMTZE — AR
ﬁﬁ%ﬁﬂm%hﬁﬁMﬁnA%%Tﬁmmnﬁ¢MMﬂwﬁﬁ%¢

RNABFEEEEERERMNEIRER, BVERFIRAIESBEMEE,
k&f%fﬂ%%%#ﬂ@%%ﬂﬁ%ﬁo

EEENAENTRSEISITE BAK FHNAFLE 2Kt
TRERE, B ETSEREFRBNZI, EhEETAE,
WEE A 2 o kBT F & (TR,

20244 3 A

FR —MKFERR

BS¥IR: B B ¢

WRE: £ & B

B£ % wangyijinqunqun@qqg.com

L. EeMERE?
O 5t © &M

2. BRERSITHIRBE2?
O BEHAB @ Kk O HAih

3. fEHVER A AR ?
O EE @FL O EFEFERA @ THERR G Hft

4. IRAVERLLE?
O —MERR @ FiA/MREAHY O BEK/ARK @ FK/NAE O Hib

5. BH) TIEFPRE?
@O 125FKH @ 3-5FKiH © 6-10FKH @ 11-205Ki#H O 20FLLE

- 268 -



6. EATERERR LA E?
O XZER @ ZE8ER O MAER @ Hft

- 269 -



LTFHEEE N TREIENER MRS &6,

TEAY HITRRIC,

BT S RE By e

I RMNERASHENRERES O © 0 @

2 BRINERABHEANZESRIBH O @ 0 @ ©
3 BRINERAIPEMEIAGCHSRTE O @ @ @ G
4 RNERAIBNEAFBERZE O @ 0 @ ©
5 gg;g?*ﬁm?mmﬂ”ﬂﬁuﬁmﬂﬂmﬁﬂ =N O ® & @ 6
6 EirREMRANSESRERRGE O @ 0 @ ®
7 U EREEMAERRAE O @ @ @ G
3 %/%EEIEH WEZE, FR=E, KREZEZED D @ 60 @ 6
9  FHEOXEN HFERARETE O @ @ @® 6
10 ERRMZERESHE O @ 0 @ 6
11 EREFVERSE O @ ©® @ 6
12 ERHERTE O @ 0 @ G
13 BITHHERELE O © 0 @ ©
14 ERrRBRZZ O @ @ @ G
15  Eyy SsWevm N i RE 2 O @ © @ 6
16 FBENZREZEFRREETRXE. o © 0 @ ©®

- 270 -




TEEEEE AR TR TR ER E T % e &,
m AV #ATHRE,

BRESERE BRI T

1 RMNERNEEFFEHET AR o 2@ 0 @

2 HRINERMEERERLN o 2o 6 @ ©
3 gll;\lzWfﬂ@@iiﬁ%@ﬁiﬁﬁﬁ%ﬂ%ﬁﬂ’ﬂﬁ)ﬂﬁ D @ ® @ 6
4 RMNEFREYEEFR U TS LR o @ @ @ ©
5  RIMNERNETHARER © @ 0 @ ©
6 HINEREZERFHETBEARTEFRA 0 @ @ @ ©
7 HANEREAREAHIEIT RS %R o 2@ 6 @ ©
3 T%ﬂ)‘g%ﬁﬂ&?ﬁﬁ%mmﬁﬁﬂ@ﬁﬁﬁ%ﬁﬁfm D © 0 @ 6
9 g;l‘g%ﬁﬂ#?%%ﬂﬁu&%%)@wﬂﬁm# D © 8 @ 6
10 FAERA % W HIE TR E MILEY X o 2@ 6 @ ©
1 BNERFFEINEASETRESNETR o o 5 @ @

it

- 271 -




TENEEERTERE NN, FEESERE—BMEE TEAY #ITH
ic.

1 ®RMNERHORAMNEIEE FEH MR o © 0 @ ©
2 RNERMNEEZFIFEESHZ UM o 2o 0 @ ©
3 HAEREEER AN Tk AR E A © 20 0 @ ©
4 BRMNERZRRARIERE DR © 20 0 @ ©
5 RMNEKRMMrLFEEEERNNEE) O @ @ @ 6
6 BNERSHBEEERTIARFRFNRE O @ @ @ ©
7 RMNERBMEIFHEF) 0 © 0 @ O
8 HMERMEBRNEEERERIFNELRR 0 © 0 @ O
9 HMNEBX T B BHITRAT LAREF B9 PIKT o 2o 0 @ ©
10 HMNERERSHVANEUARRFNETRS O© @ © @ 6
11 RMERA THFEER-EES N o 2o 0 @ ©
12 ATRNERB AR AEATE—ESD o 2 0 @ ©
13 ?ﬂzééﬂﬁl%%&%ﬁg% IJTTE@SJ NLENERME-BESD ¢ o @ @ 6
14 BNERESMIEESHIAGENTIR ¢ o o @ o
15 RMERNEEEBN—E£BITEE QI o 2o 0 @ ©

- 272 -




THHNZATEIEERESTENRI-E, HEES GRE—RNRE T E AV
PEATHRIC

1 ﬁﬁ@ﬁ%ﬁlﬁ$ﬁﬂmﬁiuﬁﬁﬁ&ﬁ§ DO © 0 @ 6
2 RMNERRMATLA TIEFES N O © @ @
3 RIMNERNTHFARRRREN O © 0 @® ©
4 ﬁm@ﬁ REHEANABBREFERIZENIE D @ @ @ 06
5 RINERNTHRANNEMEELFNTE o @ 0 ® ©
6 RIMNERTHEKRKEBENNF ®© © 0 @® ©
7 RNERIELREWLS, WEENETE © © @ @ 6
8 ﬁ@ihﬁ%#%tﬁﬁﬁ% o 2iET, B QD @ 6@ @ 6
o ffgrgigmﬁ%\xwﬁ BREFHIAERN o o o o o
10 FANERN BEHN ABRKRIFESF © © 0 ® ©
11 FRAERR N EBRAERRY R o © 0 ® ©
12 RIMNERNMAENAEZESTEN O @ ©@ ® O
13 BNEENTHEEERABRESB 2417 o o o @ o

T HE 35 B

- 273 -




THZATEIT/ERERRER W 7R 8 3, 3F 8 E 5 SRk — i [ & T E AV
BEATHRIC,

1 ENTHEIRGEDFRE—ENRENFMNEZmL © @ @ @ ®
2 BN TERNITIEIIREFO LB HRPIRTRE o @ @ @ ©®
3 %ﬁﬁ?ﬁ%ﬂﬂﬂﬁuﬂk%ﬁ#ﬁﬁ—imQﬁzﬁ%i D @ @ @ 06
4 ?ﬁé%i@ﬁE’\JI{’E%W&E’\JI{’EE’\J%*D’%IJE’Ué@)ﬁb D © 0 @ 6
5 RIEMNITIELXNBIZE TR o @ @ @ ©®
6 NTEEEFHFEEHZE] T AER Yk B o @ @ @ ©®
7 BRWEIENEEMWRERE L EFHE- o @ @ @ O
8 EWNERMSEE XM LIERE NRLF o © @ @ ©®
9  RAFOLMSRIMS AT EE O @ @ @ ©®

TEEEEER T 6 T FHE B2 2 A8, 3 A7 5 B — B 8 T
A TR,

%

1 BN TRENTIEEEBER 0 2@ 0@ @ ©
2 BN TREFHIRE S ERIER o 2o © @ ©
3 BNTRMNERNFEHERHER o 2o 8 @ ©
4 FIENTEFERKTHEREZEE o 2o 8 @ ©
5  RIIERISUsRATH o 2@ @ @ ©
5 %E%IWEME&%IW%ﬁEQ%X%E D @ 6 @ 6

- 274 -




j;ﬁf%??@:lﬁﬂ’ﬂlzﬁlﬁﬁ”é%ﬁ%fﬁl%ﬁ, BIEAE S RE— B 0@ T E AV
PATHRIE,

W g B = E = ® | w
: 9 FH TS
1 RNERMATRANILEETES O @ © @ O
9 ﬁﬂ‘]gﬁ%ﬁ’ﬂﬁIREQ772%%%?%1%%%}55%5% Yo @ ® @ 6
FrEfER
3 RATEREH A TE BERE R ol e E 2 O @ © @ ©
4 RNERATSARIERRL EEHITH A O © ©® @ 6
5 %ﬁg@?ﬁﬁ’ﬂﬁl’éﬁﬁﬁ%?ﬁ%ﬁﬂﬁFﬂ%ﬁiﬁ’\]lﬁﬁﬁ& D @ 60 @ 6
6 ;ﬁﬂ‘?@ﬁﬁl/ﬁ‘ﬁﬁﬁ%%ii@ﬁﬁﬁﬁ%ﬁﬁﬁEI"JH& D @ 0 @ 6

- 275 -




THEATEIENERSERRNE-, FEES EEE KR T EHAY

el

=

| pERIERSEENRNEELESN O 0 © 2 2© @ 6
BN FRNERA R RS R

2 s mEREREET M @ © @® 0
RIERNET RS LR REEMERR

3 WETem & © @ © @ °

4 REREY R ERT RS D @ © @ 6

5 RIERIIKA BB LK D © © @ ©

6 RIERMSIRA—BAR N ik O © © @ ©

7 RERSM—E R O © © @ ©

8§ RIERNEENE—E R LK O © © @ ©

- 276 -




ABSTRACT

A Study on the Effects of Service Quality of Medical
Institutions on Business Performance
—Focusing on the Mediation Effects of Internal Employee
Satisfaction and Customer Orientation—

Wang, Guan—qun

Major in Service Operations Management
Dept. of Business Administration

The Graduate School

Hansung University

The purpose of this study is to analyze the relationship between
service quality factors, internal employee satisfaction, customer orientation,
and management performance in Korean and Chinese medical institutions.
In addition, based on the research model established in this study, we intend
to comparatively analyze the differences between countries through model
analysis of Korea and China. The subjects of this study were 607 workers
at medical institutions in Korea and China (301 in Korea: 306 in China),
and data were collected through a structured questionnaire. The collected
data were subjected to a series of statistical analyzes including descriptive
statistics, confirmatory factor analysis, correlation analysis, and structural
equation model analysis. The conclusions drawn through a series of research

procedures are as follows. First, the service quality factors of Korean and
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Chinese medical institutions' servicescape, medical expertise, hospital
competence, and social responsibility were found to have a statistically
significant positive(+) effect on customer orientation. Second, the
servicescape, medical expertise, hospital competence, and social
responsibility of Korean and Chinese medical institutions showed a
statistically significant positive(+) effect on internal employee satisfaction.
Third, the customer orientation of Korean and Chinese medical institutions
had a positive(+) effect on internal employee satisfaction. Fourth, customer
orientation and internal employee satisfaction of Korean and Chinese
medical institutions showed a statistically significant positive (+) impact on
management performance. Fifth, as a result of the research model analysis
of Korean medical institutions, the service quality variables that have a
significant impact on customer orientation are medical expertise, hospital
competence, and social responsibility factors, and the variables that have
a significant impact on internal employee satisfaction are servicescape and
medical expertise. hospital competence, and social responsibility factors. In
addition, the customer orientation and internal employee satisfaction of
internal employees of Korean medical institutions showed a statistically
significant influence on management performance. Sixth, as a result of the
research model analysis of Chinese medical institutions, service quality
variables that have a significant impact on customer orientation were
servicescape, medical expertise, and hospital competency factors, and
variables that had a significant impact on internal employee satisfaction
were servicescape and It was a hospital competency factor. In addition, the
customer orientation and internal employee satisfaction of internal
employees of Chinese medical institutions showed a statistically significant
influence on management performance. Seventh, as a result of
cross—country comparative analysis based on the research model of Korea

and China, hospital competency among service quality factors in both Korea
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and China showed a significant relationship with customer orientation and
internal employee satisfaction, and customer orientation and internal
employee satisfaction were related to management performance. showed a
significant influence relationship.

On the other hand, the factors that showed differences in the Korean and
Chinese models were identified as variables that influenced customer
orientation and internal employee satisfaction in the medical expertise and
social responsibility factors in Korea, and the influence relationship was
significant in the servicescape factor in China. The results of this study are
different from other studies in that they were conducted targeting medical
workers rather than from the perspective of existing medical service
customers. In addition, it means that the service quality factors were
analyzed as a multidimensional concept rather than a single dimension, and
the significance of the study is that it broke away from empirical research

on a single country and conducted a comparative analysis between countries.

[Keyword] : Service Quality Factors, Internal Employee Satisfaction,

Customer Orientation, Management Performance
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