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2.1.2.1 AA ALY 239 5F
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= 2y =9y gdy(F.W.Tayler) 7} %22 55 7] AFH(Consulting Efficiency
Engineer)dhi= o522 A S A A& AF R S 7 |71
<9, 2013). %, 19143 AlFFazell A Edwin Boozell &l S5 ¥ 2
e = b5 F %o A9 3]}l Business Research Service g SJAMES A
o, Akl Aol gk Aol AR E AT A7 A7 =85
2013). ©°]%, 1920 @] Elton Mayoe =
experiment)< QIFEA A tfst AGof Ao Avkst G2 7| HY. 1
T XA S} Fr]F dE Fad HAHE
Parker Follettoll 23] AlZ=EAQom, 19173 =3I+E 'Principles of
Salesmanship'®] A A}l =<1 Harold Whiteheadol] 2]3] &322l Fhuj s}
AR gk A" o] AT = A= A7I7F v EH AT (Kubr, 2012).

53] 1920 ol = B2 AR 3rtso] A=, o2’ it
A z/A 5k AAE EAE oot T = U 5 A7l A o
TomA A 7de FdA A4 s g AA Sl o] FA
5t © Ay AHAPES 7hed A7 At kA Y 7199
siIA B JAFATE S 2L A= AAEEoIUY] wiwell 7Y A8
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9 <13 2-02>5h o] Tl ANY AL HL Ak MG G,
FA8 A om, 1 g 4o 2Yd AN 2 4TS AL

o] #r3sich.

A AR Ao EAEES AR, 1994 5009 lo]E =l
A4E A rEE 20129 9HF 7910999 AF o2 AAetgion, =y
AAE AGASE 2006 2,817707F 20123 4,5867 2 ZU) = ), w3
TAAF 7= 31,326 02 A &H Q1 s Hola U (EAH, 2013).

<3 2-03> 7AA-AYLAFY FAAFA A D BFdE)

g | A | B | ER o}z Z9 dqqulg | oz

R (70 (%) (%) (%) (k) | (el) | (kg))

1994 126 2,252 878 1,374 53,449 47,553 21,714

1996 908 8,648 5,150 3,498 789,875 276,255 -

1997 957 8,873 5,590 3,283 797,748 701,904 260,650

1998 1,186 13,033 6,176 6,857 871,318 802,385 325,924

1999 1,309 12,793 8,088 4,705 1,084,785 930,940 373,058

2000 1,841 17,443 8,525 8,918 1,444,441 1,174,477 634,937

2001 1,757 19,974 12,139 7,835 1,798,885 1,450,474 —=

2002 2,154 20,536 10,934 9,602 1,835,332 1,723,253 593,641

2003 2,307 23,414 14,879 8,535 1,903,602 1,859,924 679,833

2004 2,432 24,439 13,604 10,835 2,286,510 2,077,465 742,431

2005 2,628 28,294 16,957 11,337 3,687,471 2,803,435 -

2006 2,817 28,570 16,300 12,270 3,991,861 3,149,029 1,162,742

2007 2,389 21,014 13,832 7,192 2,197,731 1,917,534 701,259

2008 2,637 26,754 17,811 8,943 3,034,149 2,643,320 980,699

2009 2768 25,789 17,054 8,735 3,952,623 1,376,482 199,795

2011 3,735 30,462 20,572 9,890 4,731,388 4,374,291 1,551,076

2012 4,586 31,326 20,938 10,388 4,790,956 4,607,175 1,817,082

27 0 BA%.(2013). Aul2g 24 B Hu sy F 24
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SHAIRE, =l A Y AIES |
W, <E 2-04>¢F o] FTHY U 1090 IR AAYHAME AA
81%(3,067Ah) = & A8t & v, 99 v AA 32%(9,887
H)E Hola glar, =l vl A 29%(13,7409 )7 vrERHAL QT

091 ujuke] AME ALY WS P 109 910] oF ¥ o2 ek

to
rol
)_l
[}

I ok ", 5090 o] e AA 1.8%(6670AH S A et o, FHY
e AA 31%(9,446%)F Kolal Qlar, mjE NS M A|35.5%(16,8359 )t
AHA el e o vk 5081 o)t E e HAYAL Hat vlE 2 225
gPdo = 102 "ek 74 Eel &l 2 #ol7t d5S & 5 AUk o]FE X% =
Y AAE AIGS FA L e AAAEAE THY 1090 mRke] Mgk 4
2o 7] FEds & 7 Jdu(AlETF, 2012). o] V|9ES RS T
2719e Ao E A FAsta o, B Vg Ee] B A A s
& el oAt lom, AHoET wfp- dotgk AA ot
<¥ 2-04> AHEA} FE2EH d3
8. 7197A 4 349 & o AAZ ey | 1907 HEd
AH(%) 3 (%) 3 4(%) =K K
591 mjgt 2,312(61.9) 4,938(16.2) 5,765(12.2) 2.49 1.2
5~1091 w|gt 755(20.2) 4,949(16.3) 7,975(16.9) 10.56 1.6
10~20¢1 wjvk 404(10.8) 5,269(17.3) 7,615(16.1) 18.85 14
20~50¢1 o]gk 198(5.3) 5,860(19.2) 9,124(19.3) 46.08 1.6
5091 o] 66(1.8) 9,446(31.0) 16,835(35.5) 225.08 1.8
Al 3,735(100) 30,462(100) 47,314(100) 12.67 1.6
A4 1 TAA(2013d). AH[E=S] 2AHAGAAEE ), A AT
Eoh S|4V dBATU(2013)9] AAE AUAT AAEA B oA
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E &

170, Yol

=

i

ol x

1WA ] =A7F 16.7%, = o)

YE

g 3AE d71E AD BAEAY MH A7y sy 24

9o, 1 ¢ AFS FEH AAY 3|ALe o 3
AT A" FAlebe] AAF =R o] 73} Ho] gt}

14, #H?l & H¥Y, IBM,

ZFA]

=

=

BAL7E 49.7%
., 2013).

Ea

Z2A

_04

e
L
w~
Bo

A

2.1.3 73

i

714" &

e LA 5t

AHEZ AP A8

=
T

H X Kurpius, Fuqua & Rozecki(1993)

DE

=

o] 9o (Kubr, 2012),
A

PATE

a

S
hind

A

q

24

—_
file)

3]
=

2k dl (Milan

HPH 2 (1LO Model) ol A
24|25 #(Entry), X (Diagnosis), 7
-1 -

hYA

el

= 2| =8 7]

FaL, 7

S

T

-

A A

e}

=

(Kurpius, Fuqua & Rozecki, 1993).
ILO(1996)

Model)



LOLN

Shal

(Planning), 7 (Implementation), =% (Termination) 2] 5@A = &

Aolth, AA 2 A A NAM = ebedA AN e

=

il

—_
fite)

i

~
W_,

—_

Z¢] (Follow—up Management) Al &S +H3s

ko3
T

, AL
A ¥ ok (Kubr, 2012). o] &

(Milan Model)& 2802 Jehld <8 2-03>3 Zt}

1=
=

Y

Sk Kubr(2012)9] 554 L=k

=
=
o o
=
- ¥r v =r
- H wo B =
= ™~ Ko 550 ok =
&= [ | |
N N
ol_._...__.n.u_o
— [
= =o 22 A
2 = = {ok
ey P N
=
|_._.u_“.-w =
Iﬂ_ —- ——
e = ._.Ul_lp.l_l
= ™~ I~ = &
LHEe [an) o= Ho = =
L - AU S = 50
P — &5 = M+ =u
il P S N - N
51 F54
-
=g =
= o e el Tl
= . DR DR FU DR - T
= =roE= S = ™ L)
r—1 HroR = =< ™~ =
e I N N N . N
=11 |
wlr wi =
= ._ﬂ__u nH g
<= = 4] = 8r
ST o ml _ ST *
e = =d We < UM o o
i) == 2 @r = =0z
[ H =S rd /= d = md
PN N = =

A2 A4

: Kubr.(2012),

=5
2 A 2~9] T

‘mwo

<9y 2-03> A
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2.1.5 LR E

—_—

she] A4

—_
file)

2012).

Tk dolH e WAL 2o =
FW. Bl A7} 5E7]AF A E (consulting efficiency engineer)S 7143+ A o]

], RM.elw <=, HL.

=]
s

shH, 1B

1 Al Zefa

2012).

FoH (x99 g, 2005).

= A=

2 A3

-2 Lol A

E, 7]& 71

2012).

A3l T

= A7 YA HEE(ICMCI CMO),

T
-

Aoz o=

1]
o
el

e

)
il

—

0

)

R

o

o

o

To-

ol

jpuze]

T
7} =27

AHEV vl &

o o) 7

=1
s

3)

&

v} 7 ol =

i3

o17kaL glem, o

=
=

=
-

ol

A F A=

= 14"

o
A

Il

—_
file)

o

31850

40942 &categoryld=

1060238&cid=

2) dlo]e¥] W3} http://terms.naver.com/entry.nhn?docld
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2.1.6 AAHES 9

AARA 2R 558 HFJUARES] PR E
o Xﬂo]—f'ijl ﬁ]gé‘]—tﬂ 21357 %‘H ° 75'05‘]:”’]:‘5'0]

[e]
I #2 MRS AlEshs Aom AAEIL

roly
o Hl
o
o

2
ol

!

A

Sh
A=)
ol
rlr
&

=
b
(S}
@
=
as)
)
x
=
[eb)
=]
oS}
0)e]
@
=
2
4
o
=
)
w
@
[eb)
lon3
o
=
)
=
El
fo
x
=
ol
=
)
8
)
=
T o
ofo
2
[rd

)

AH8-3F TH(Williams & Woodward, 1994). ZEi-oke] FHy 20 AF
gfof shi= A7t ZRAE Aute] gk #he, 35S sk deh BRE
T, 24 AAS sk AT, AEANES F55 222 A4St ES
Eolgs wSAE AERES] JEole}t Aok th(Williams & Woodward,
1994). T3+ Jang & Lee(1998)+ Williams & Woodward(1994) 7} A|A] gt
ALdEE A& JfQlely Hee Zes =Astal, FTAst= AX7F
(Politician)¢] 9 & F7lste] AAHAHES] A& F3HS 57HA = Fdfslalth
(Jang & Lee, 1998).

Kubr(2012)= A A% FEjet BIX| A A FEf Alo]o] A4 oA o2 7}

q

o

Al A FE A, thbEQIA, AR AAL, ZRAS AT, Rt

)

o
i
rr
Rl
&
lo
lo
Y
©
T
AW
N
gl
o
lo
%

3) AQAGHA|IZE http://www.work.go.kr/consltJobCarpa/srch/jobInfoSrch/surmmaryExmpl.do?jobNm=02120
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2.2 AEHE A3 Y M| 29 o|24 1 F

2.2.1 X183 P59 g

5o FE= YEFITH(Brief & Motowidlo, 1986).

A3 A 385 (Prosocial Behavior)o] & €013= Wispe(1972) 7} #18 #|7]3}
Roun, tE AlgolAl olels F= Q1 AF A dFow A Y3tk
(Wispe, 1972). 212}3]%4 #-5 (Prosocial Behavior)2] Pro= "~& ¢35l "gh+=
=9 gtelo] HFAboltH(Wispe, 1972). WEkA] o2 Ao Al o]e]S F&

rlo

T
7N1e] AR A Q1 whg-o A A, B Abde Al sk WAL A e
EshelA] =t (Wispe, 1972). Brief & Motowidlo(1986)2 E==°] a3k
Abgr == ARSlOll E=wr(helping) S Fele AMRA PFsomM, Hz EH
(co—operation), Y (sharing), 3] (volunteering) 53 72 9= 1A}3]
% 8% (prosocial behavior) ©.= A3k v} 9}

ol ¢, AFAE wpe} XA 4 85 (Prosocial behavior)oll thsh Aol =
ZaA Zpol7F AN, T E Al Al E=wg Felstal, viE sk 5 A<l

ALE] BES st HollA = 9]@"] A A skar ),
o & W t& Al #AE FAdsta wAsH] & vEluE og 4
A& 28 (Wittmer & Hoing, 1994), A 8] 2~o0]&x}ol| Al 7|2& F7] 93

2 Sfi= A4 85 (Price, Arnould & Deibler, 1995) s©] 1t} B3l 2] o]

o
1%

o
2
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Aol qu|=E Alegomr 249 A4d4 F5 X
&t7] 18k Al Aol A o] FARAFe] ApA o
2006) %= St} ol 2%k T o) 23 A dee AH 2 Xéﬁoﬂ/ﬂ A5+ UE
g e, FE 20 AHACE Eee T dAF

Ax T 22 dHE vUEuY, £4d mepd = deFQ] A=
(Brief & Motowidlo, 1986). Brief & Motowidlo(1986)+ ZIA}3] 4
Al e] ol A o] Aol 2 o] B (welfare)oll = = 1 Z
SHATE HERE o2 g 7t s Eoll= A A, AH| 2ol gk g A
A, 7 o]l F& H-E2= A, aAEA aagraL QAbekE Al ol EgtE
ST

ol o} 2 AL A d-gol gt JAE HoJE QoF
=3

SANA w2 &
S

S

H, <3 2-05>¢}

ol

b

<3 2-05> ZAL3]ZA Y=o Ao

A7 e

Wispe(1972) T2 Al Fes Basy] o8 BAS JgeA Qe A P
AMu| 2~ AL Q] e 229 o]oS F7] g 9EH 9%

Brief &

Motowidlo(1986) A3 A % (prosocial behavior)S E8-o] Qs Alel e Al3lo] &
(helping)& F-ej= APE4 Pg oA, 45 ¥ (co—operation), L}"‘(Sharmg),
7ol (volunteering) 53 2 92 oJn|gic}

Jmer “ ghelate] #AS FEaa, §X517] 98 JehtE A Aadg

Hoing(1994)

Price, Arnould & ol Aol A F|EE =7 95 v AUA PYE

Deibler(1995)

Ackfeldt & | % = TA MU AS AEs7] 9ok Mu| A Ao A FARFO] 2pukA
Wong(2006) 9 P&

Weinstein & | 914 WA 7ol 9k E19} 2] £87) o]o) & AAYFAE o)
Ryan(2010) PR

421(2014) Aulzs o] A EE 2o Ao AL Fole Ary Pt

A Aol




2.2.2 IAA3H Au| 2 Pgo) g

ZIALS) A AqH| 2~ dg ol gk o5 Ao A e FA o AMH|AE AlEst
of 29 APJH FE Fxle7] fg A2 HA AdY ApE Jdg s
o7 Ao 7|®= &Fal(Ackfeldt & Wong, 2006; Bettencourt & Brown,
1997; 013 %, ¥-&Al, #A7IF, 2010; 252, 2005), 24 = 2] e
TALENA TAYo] APAoE B85S = Psoz Tl /el &
= 229 AAAQ o]o)s FXety] fF AL orr A= gt
(Brief & Motowidlo, 1986; Organ, 1988).

o] 3l ALS] A Mu| A~ Y5 ZZA A H 35 (Organizational Citizenship
Behavior : OCB)o.2 AwWE7|% 3}(Organ, 1988; Podsakoff &
MacKenzie, 1994). o]#1 gk #52 AMuj2=d 3ol 2] B 9 o]zt
*’F—Oﬂ Aol 7t At
o]

), @=(helping) 52| Al 7}
At oz =0 AT organ, 1988). AEZ =4S S|ALo)| A 9] AFASE A
U 15s sk fsoln, AlUAAS dufdo] 3|ALY Aol Al 7
Ao Fpofstar dAl S Zhe BEolal, g A Ul A o] oo =
A 85 o]t} (Posdakoff & MacKenzie, 1994).

Brief & Motowidlo(1986)+= XA A 52 Apale] A 7]Ee] Ao
w, 2249 F(welfare)ol % F3S v Fvha & (Brief & Motowidlo,
1986). XA 34 A5 B, &, 710, X A T 22 e @
Bl =A vety 534 Ql 24 753t E flste] A Ql slew e
(Brief & Motowidlo, 1986).

ok, JAE] A AH] 2 dsel gigh At AMS A 24
organizational behavior)e]g}= 7idol] ZAE T A ZAH AT (H IR, =4
<, °o]¥ %, 2011). Bettencourt & Brown(1997)2 7], I H& =49

M 215 fiskel 24900 Jste] SasE JPYF O o

AEE ﬂ”(sportsmanshm) /\] I A A (civil virtue

'l

|

2] 8)%5 (prosocial

- 028 -



+(Brief & Motowidlo, 1986) A3 4 Z2] 5ol Av]|xe] /idS 57}
sto] ZIAE3] A e 2 sEolebal MRS ATHHE Y, A<, ©]F &, 2011).
Ar3 2 A sol gk JidS JH e Brief & Motowidlo(1986)+= Z1AL
314 x4 e 9L W FARA &5 (role—prescribed prosocial
behavior), & ¢ A}3]4 85 (extra—roleprosocialbehavior), &
(cooperation)®] Al 7}#] slxtP o= 3 tH(Brief & Motowidlo,
1986). ool AMu|=9] Wde F7hste] JAS] A AH| 2 P5S 9 ) 3
‘& (role—prescribedcustomerservice), & ¢ -5 (extra—rolecustomerservice),
FE o A Aoz FA31 H(Bettencourt & Brown, 1997; @53, 2004;
HYFW, A, o] E, 2011).

o] &} Zro] XA A AMu| 2 PF ) AL A 2] sl g e H

WA R, <¥ 2-06>3 #Zr}

<¥ 2-06> S A M|~ P53 2NN PFo g v

T8 AN ez 5 A Y 2495
B 70 SEAF 3 z2] 0] A <

ﬂ‘r‘ _L._—|°ﬂ7ﬂ <] oH\_ = 11:1]—‘ *ﬂ*“éoﬂ ‘ﬂ‘E/\] ogt-gﬁ_% _z[_x]% o%—
2 AFsle] 22 YA g =3 B N

4] S] S A A Hee) g | UL £ 15g adHez 4
87 ’(_?“}\Hv/_\‘xxx.(_ A % —-y1_‘ =] - +§] —_“
o 5ha) N S| ek sk el A%
12 [}

THLA 92 W FF, 9% 9 P& A=y, AN, g2

Ao W@ qF | #7155 Adle 2 164 W98 ¥

27 gnd Auz 29 27 o) 49

AR AEMNE | ARl BARA e A% BF | Aol BAEA @ 39

SEH/FEH SEAFEY 49 BE 2 SEAFEY 49 BE 2

240 d@ £71%/ | £/ (A ololg Adshe | £71589 (A ololg sk 4

9715 FdF PE)RF 7 %)

ARA el Apey | SHAN B AZEe] QIS )| e A<l B AlLe] e 5
= 39e ¥ gl e




2.2.3 A Y Mu| = FEe) FAH8L

Bettencourt & Brown(1997)2] A7toll o]shd, XAS] A AMu] 2~ P5S o
g ] MM~ (role—prescribed customer service), G & ] LA ]~
(extra—role customer service), ¥-&(cooperation)®] 37}4] 39 8 4E A|A|
3laL A th(Bettencourt & Brown, 1997).

AA, d 141 Feo A SHFA A FAIA Rl AT e, A
HHF7FEe 28 73 © G oR FARe]l AT RGN A wrEA] 5
A3t/ 2 7)oiets WS o|cH(Brief & Motowidlo, 1986; Puffer, 1987).

of7lol= ddntE BEow sk A, 2o A gk g et x4,
Aol Al ZEALS] QIAL o] XA T(EFd, 2004; &
S A& wESolu FA X7 HE et A

o2 Yelyar tH(Bitner, Booms & Tetreault,

Fl

g

o

o
>
for
o
o
ofo

-
)
S
|
o
)
i)
ot
08{:",
[-' 0 Olﬂ

Z?}ﬂr(Bitner, et al., 1990). =, L7

2 Zanst A4, d AT & Eok

(Bitner, et al., 1990; Price et al., 1995; &

g o] §Ae] 8 oGO R MH|AE A|ET
|

% 5 9o}, ol gAelA sk Al Az Ao 9l
_]

Motowidlo, 1986; Puffer, 1987).

A, AL 24 5315 DG A% SAAES] 118E x4 ds
< Eotd =AY adNd Vles FHoke MdEe AREH P
(discretionary behavior)©]tH(Organ, 1988).

T3k, Bettencourt & Brown(1997)2 FAFAZE @glo] o] ol Al A H] 2
E AlFsts BGoA o] 8AZE A Zbek= BIbel| s A e v Hva

3l tH(Bettencourt & Brown, 1997). = EAFA}e] 214134 35 0] o]-&2}¢]
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dapg WA, ol e WALE A WBFo] TAAe] Fole

2
<3, 2004). 1 d AL A *Wli 5ol Muja HA Al

. A @ akel el B Rk heE - QAR 2

1 YuE BEsHA AN, A2, ol 9§, 2011).
= Bettencourt & Brown(1997)9] A3 A AMu] 2 s)-go tgh a}91 %
T, B2 JAE) Y 22 deo s Ay o]d 4 A H(Bettencourt &
Brown, 1997), A4 Mu]~ 59 s9jatd o 2= Adebx] g 2o
2 34dd F A (HIGHW, A2, o|FE, 2011).
FERE, o] AHlA 7] Ml A Aol Fals|of = MM
Fea BAIE AF7]EAod 9 24 Mul~ PsS Edeta vt
b, XIS A M2 5] sFefak ] 9 ) A H| =9
AR 25 He] T o m FEekr]dl= Hva 7o 3

HE 2011). T3 o] 83k Al A X &
e

!

[e3R}

oA, I Ny Ps3 9T 9|4 P
U= AFAE9] oAy sk At}

ol A+= Bettencourt & Brown(1997), A 74-2(2009), H#3d7
(2011), A24421(2014)2] AFE 7]vto 2 A3 2 AH] 2 faE

€ 9% 2790 S48 Fd9) el 22 AT 239 AT #2

-

2
-+
ald

!

yo 2
L
EY
i
o

L K
i
re

2
N
)
o T
of

ZRAENA AAE AL U= AAY APelA, ALV E A3 4
MB|& dgo] A wied o] 2ol wet Fo kel dAE SR
= " g A SQds] Harak sl

o] >~

2%
S} gre WA A Au s @Bl dF A5 4o L THesE o
!
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<E 2-07> AARH Auls ABe] SpE Fo] W FHLL

A77 A9 FH8A
o35k 1] 2 AL3E] A ol
Brief & Motowidlo AR, 1 EBE 249 MY FX8] f% ;% lH_EA-}iZﬁ:i% o
(1986) 247490 25t} #A9: Jegs g4 2 9 ¥
[e)
Bettencourt & Brown | A A Aol Mu|~dS F7F 248 | 92 Ul 5,9 9 3§
(1997) 93 0] S JUYE %, 89

it SEALTE] 3E A 3L ]
Ackfeldt & Wong Al %%_% .Equ Au=g A, 22l g& ] oM H| A~
294 22 225p7] 92 A2 94 499l | o _
(2006) 2k o ae) = A 9 AAMH A E
=271 12
A, 242, ol BT | A BN wol A= 4959 BE 2 | G o) aANH2DE
(2011) 9% A3 9] A E
23201(2014) AqE) 2 FA Yol il T FAd AHKow o) g

gole Felt Aud @53 o2 Ao

A4 AYATE Wgon AT ATA

2.3 AERY Au| 2o o)2H 13

ZAst AR Hef thdd welSol

3 =, S T A
AAE 3 vk, MeAFE A3 A, Kurpius, Fuqua & Rozecki(1993)+
G AEE e A7 AEE of Foll Aaglo] AbdE], o AlE A - A ok,
AR , Zl

A=A, S AGEF- e, WL, ERe 69
!

o3 s o 1L.0(1996)+= HERE (Milan Model) & &3]+ A =& 7]+
HFPH 2 (ILO Model)S AAstar ALY X ZAMA~E 24 (Entry), &t
(Diagnosis), A& (Planning), & (Implementation), <% (Termination)2] 5%

AR PR Qlon, o2 s AME A Aol % 71 @ol A
AE S s B F shuelth o] M7, Aate] wiEl AAY TR AT

e}

=

=32 -
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=01 AaL, A9
g7} ol
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o7 AErosy ANY qulss o

°©

o2 olo] XA Erh(Kubr, 2012).
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el A

o
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Eof 9
74387 Hell ol &

E
4

j'

| Al = 22 91t} (Kubr, 2012, Shin et al.,

-

st} 9] o1 (Kubr, 2012), o] & A}

10]

AAF D F8(2001)= AA

o

of o8 &<

=

2k dl (Milan Model)

=

Ho] gkar, 2o thgk AF7F A EHEH o m o] Fol x| AL gt
=i}

(follow—up) &tz 3tcka A 9

7ol AT

2013).

.
fite)

T

°
i

ol

T
-

A2 o) 31

T
-

3}

AR5 hobul
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1??]_—
°] %Y

e}

=

%

RERER A
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ZA| 2ol A ;AL QA

] M| 2ot dEE HT AYATE A, A7 et al.(2012)
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MZL G2 HAE EE3 g¥8te 4984 AT 5 IA=F A
A= 7HE S o SR AA sk ATHA T et al, 2012).

7449 A3 AP]2~E Simon & Kumar(2001), #9143
(2009), Shin et al.(2013)2] Aol A AAlH B} o, APAT9] HE&=
defstAd, Abeake] o] B4 A

A ZRAES S =E3d M= 49

Alage] e FHI O Aol Fs Ao FINAe ads A
L2 o #e] FAstA} sk slolth(Shin et al., 2013).

oJAH AbFHE] Mu|avF AAY AikE el Sl Tad Mg
% Eebal, AbgE ] ok At obx] Zke] o] Foj XL QA KrEk A
ol

thek, Shin et al.(2013), 877 et al.(2012), Shin et al.(2015) 9] A7
oAl ApFHee] e dsol @ vt Sl

53] g7 A9 999 SAR 8 A" TR 5T A5 29
oAl A=< = 7Igdsel @2, old Abgae] Mu|avk 2 dFS v
T Atk o], B dyAEe] vEHeR AAstal 3= ARl H(Shin
et al., 2013)

ShAe, BRe] MY s ABAEE, A A Fu] GA
Hom slal AUT Akl FRAW, Aol 714 Al s AFE 3
7N =

A ek ok AFwe AU 2 9 @

N
g
HHN'
L
>
5
c
>
>

OFO 12 kd

H]-&2 Lol 7hsslko] A7) A o
5} 4= 9)tH(Shin et al., 2013).
AT = ALY Ao Q3 M & 3}l (Shin et al., 2013; 4

i
o
o2

TAF et al., 2012) A AU 2A~7F 23] AAIFA O E SR8 A3

FRIA ol sl gelal Barxk splor, APA oA AAetaL = WE=
TEF AR Aulz o) F R ew At AFRE Bgo=, A
B 5 Ao gk &8, ReAE 14 T8 FUHE SRR AL
2]

MU aE Agoste] A4E st



2.4 A

< oloo) M) KON
= = H 0
CR T T = ~ X E 8% p X B o N
R R G o - i > w 2 M o NOE g
T AT 2 eHd @ X = 8 % o o W o
T oy T ol SO i ) T X & 2 X (e 0
o8 o X ~ X wow T (i = * I T v g o=
L I S R I 42 m 9 Tt
— o —_ T ol o © N o =
X ~ = X ™ o o DY
W Ny X = M - Mo CINL
R N ik o ® o >
X iy — = & o — Wo © 7 B Al =
SO a9 ol © T SwW T2 - SR oy
P T =Sy A S = ARG v
cELERS3rT 0 SrifEriiie
~ - X 0 - N — — +— ‘_Ir h\ N fret) )
Tgm P ME OEa T RPN T ko
X oUoo] oy T = T N A o n7no T T M3 = S o
I B o v 2 X N~ H L
Oﬁa _— ;OE N [} To ‘I,M| ;IY,M| — Of MM ﬂ 7D N W:.U & ﬂ_l /nlb\ ‘mw_l
e U R VI M S o B m R Ty &y
%?W%H.mﬂﬁﬂzﬁg &Wd%m éxmf
) A 0
%i.@r,awuﬁaﬂﬁ% m%%%%mﬁ%wﬁmﬂﬂ
,UI O_ ,DI T~ B o= M ~ ‘M =o T »n OE ,HL ..I 5 = ﬂ
—~ 0 5 of ¥ W =™ H ® XX S or S o T ) :
N - R Oy ST TR T T e D
e sl Ry ™ R O B O S
o%%mMcTﬂzTﬂblﬂmme %Wﬂﬂ@7ﬂrm¢r%x
W zo R O " W o @ oL e 7 2 | W N " oo g N oy [
T = o A = 9 o XO __M O B X = mw Mo B % = g X HM
ol o = M) T = ,Dl o W M Lo E o © 5 S < = m w0
R = EM oo M o HM M_ MM wﬁ N 0 - T (M\ o W .E, W
ST ooy M oo B - o S P T =
Wnﬂﬂﬂ@%%mA,Mﬁ%ﬁﬁfmmﬁﬁwﬂo e SRR F g%
Ao).&ﬂ%%ﬂﬂﬂ%@w%wmﬂwmWw%%ﬂmﬁ%
N Te) —_ —_ e} i % o K _Wu o
S 9 R H W o W W M o] Fw D
M%?ﬁaﬂﬂ T R E e R
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712] 31 Bartlett & Desteno(2006)& 342> AFS) A FUl#AIE PA3H
FA8 U7k 918 24 Mg A A18FS A, Palmatier et al.(2009)2
714e =83 FE| A X2 HEtol A, 71go] #A vAlY =8s d4lE
gt AH|AER Stolw vk AA S Eeke] A A FE P, volrt oL
AEQdoll FaFe v A AEHHQ FojoE= o] thal &3tk (Palmatier et
al., 2009). o]} o] Aol Mu|x= FAAFe] TA o vl &L §laL, o]
WA S TAA R Hrbstar v, 7 hell tig &% Ko ®
B7tst 7bs Aol = (Yim et al, 2008; Bendapudi & Leone, 2002; 744143,
2012). ¥ AAVAY & FaeH, Foof #AlS Vleojof & Fito] &
A7 = gt dE 5o, o] AL $8 =S AlFsHE A
o] F7beHAl HH, wiige] H-g3 a7 9
H| 2] A elo] S5 o F/

3

X
3ol ftE 4 Qv AASF T (Goranson & Berkowitz, 1966).

O

O]

&)

ojo] &

o
g
o[l
ox
X
|\
g
1o

4 S
Stes u2 S|4 AAS A4S AolaL, yoprt MuH| 2 Al g2 7Y
of thst] TAAS] HEE HAdte s & 5 Aok B E, T84 9 i
= A3 des AFH R Tkt oy, el digk o] 24 AlA=
CFFRE okl A ALS A R B Al S BA 8L, A8l wWrtr] 98] & dadh
HeQdd = Edgluh(Bartlett & Desteno, 2006).

HZo slidT 5 A, 289, 34720119 A5 AHEY, &
HI A= A4l o) Heols Sl AT vl Y& Erar Azhsid, o] 2 gt
A4 Wil Fujd s F&l wigel RS staxtete Aol FshAl LhE
VORI AASRAL QLaL, B ThE el M A4 (2012) S Ak aE €
=y e AAA TEde] Ta HEdes A vk AT

Nopr Ak o] X EH2Q o R dtojm AN A A Ve
A 4etA sk, Aoy AEA Q) dAFA S} AQE sAHA R e F dee
Y vk At
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A2k F9 dTUE
Goranson & Brekowitz dujdo] IS ) TS AlTstE = A w80 Sl HH,
(1966) s Boge Ao g g aeAe] A FAA vhsS i
Morales(2005) 71990 AlFsts A tial] AR A7 38dS =) AN AER A
oraies 7t s o o) =R g
Regan(2005) 2B TS wH AYAFA Al BAdstE e S A

Bartlett & Desteno -

(2006)
. 71%00] BARAE e AE S, 20T FolF Teke 2
Palmatier ct al.(2009) | o gurgie) mang wAER) 9 A%H pololwe Je W

A, osld, 4

(2011) gt 24 Wzl TS Sl el Bigs skal w73k,

e
b
=
B
ftjrt
rlo
R
£
o,
)
19

[o
olN
=
)
Y
FN
=
o
2,
>
)
o
ri
i
=]
o
N
ol
=)
o

W3t ArhEl o) ALl 0@ SolF wAd ) AL TS
449 (2012) AZEEA o], A% A%AQ WARAG AUE THLOR WE 5 9

dlo
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1o
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>
>
B>
f
=
X
ofN
L o
ro
2
s
tlo
ol
o
rlr
e,

AT o= A, FeAed Y A A AEs 8)
3F AR EAM = WFEA] (Ao & P o] T (FEE, 2009). ©]
e o] e e TE o xR AiE 58

sh oz ALgETh ALE A Aol AEAE delwA
%‘

9
o

2
ol
rr
oN & 2

on, m
o

it
=3

2
2
O
-
ol
-

2 AR FRES 71 & w @ SRR JHEEA AVIHARA A=
W Aol vk 2y ATl tidk Hawke] Es Aokt Aufsk=
AL FAY A wdetsd JoM Tad 247k He 4] v
(Bitner, Booms & Tetreault 1990). =, A5 B ol thet H Ao 5=
Asehs Ao dul= 2vtsade JAGHE 140 Let Vs es
F(AlE, o] 47], FAF, 2015). o3t AT Hls AHA oA
AR QI F GRS Fal lom, B Ao 1 F8AS Fxshal
ATH AU HA ol o] Mu|A AlgAt S FAY 2nAE Aol o] AR
= ARlz A Ao oA - T aF o], oju FHUe] AT
Hlies AARA G A= S35 Frbehs T8¢ 8] F sttds B
ArAbEel Axstal AT (AlEF, o147, -, 2015).

MYPAFE AR, Swan, Trawick & Silva(1985)% 2] SA 0] 2 A|FA}
o W Aula AlSArE Ao 2R AHE ded %E vAE
a9l S5 A, A4, AA4, A EY, Ao bil 7 E Al st

g

Silva, 1985). o] Aol Al HFdolzt At v

S

A]
(Swan, Trawick

32
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A ] 2238
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7}l
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A1) 2~ A

T
-

A

g2 v

3

A tH(Sundaram & Webster,
O

=1

°©

A A

(Swan, Trawick & Silva, 1985). Sundaram & Webster(2000)
Coulter(2002)+= AH] A} AlE] A

oA Bl H Afry7lold FL7F aah e Mulz AlE At

of My A-g Aol o

& MU A AL o] 3 A o]

TR

132 A o(Coulter,

°©

He Az Al

2002).

= 7

A g1e] ) elo]

]
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F < Aol A o
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2.6 BAH wiejde o248 nF

2.6.1 HlEIA] o] &

H ALsl= Aol 987t 485 AFS] (Marketbased Society)oll 4] 4xH
249} v 2}, 2B R 2P Y g3 AN e} 719 7] AN 2H1S F
YE T 7|8+ F A}3] (Network—Based Society)® W 3}alar 9o (77
<, 2AAE, 2011). o)yt HHE AA SE= AR A A wiEjE o] Tt
= SWlA Granovetter(1973)2] ‘ALS] w4 A< (Social Embeddedness
Approach)'# A gH(H 74, 2009).

Granovetter(1985)+ A}3] HIES A 54 5 syl o4 %= (Strength of
Tie)7} Z3kAl vepd w) AFS] WIES T 2402 Hje s o] vt A
3 TH(Granovetter, 1985). o] 2|3k 7 &= (Strength of Tie)+= UIEH A W
o FAUE Fholl Wi WiE, Aol whabA oFgh Fri @AY A
tf#A 2] MY E zHA Fth(Granovetter, 1985). HIEY A oA 2] 2k
e AT FHAE FEAA, X AFAAZA THEH, HEH A Hel
A aF7E Aol A AL, G HZsHA AAAE, ok FHHAR SAA S T A
ok e Fid e 3 = (Intimacy) 9] 7E S HERSH, MIE A Hol
A N1 BHoE bE FAAUEHNS AAY s AW Fuh

Buskens & Weesie(2000)+= 22 2ke] A ¢lol A miejd o] A=E F4
sl A& ot ALS A BARSH 25 F = vl dig 7 et 3A
2HEY Aol B o g Agsto] AE7F WAgivtaL sty AdA o w
ARSI A HIE A #AE 3 FA85 = wiEidS BAA Adaealsy Al
g FAAY BEFEAE BT 98-S gtk (Buskens & Weesie,
2000). Halinen & Tornroos(1998)+= H|=U2s WE L A 9] R stet= #H
A uElAd e 988 gador Ag-E ¢ vl Qth(Halinen & Térnroos,
1998). o] AgollA weld 2 71 E e FoAAe 7, S HE2Y 2 Y
EQlAel EA webx YA (temporal), &34 (spatial), %4 (political),

A% (market), AF8] 4 (social), 7]+ 4 (technical) el 3} o] thekst 3 E)

—
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oZ:_L
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OPL ﬂil

ﬂ.lO

£

T

-

obefl <i 2-09>9 Zth

o]

}\}\‘q_
el

SR

O

<3 2-09> viEjAd 9 F3

d) (Halinen & Tornroos, 1998), o] &3t Hj

Hef g +3 FaU& ATA
g a x| 7IRMENRE 2AH0R A7k Hatl wet
(temporal) ¥l €] Sh= ALE] AAA A 2H Halinen &
Ny pora ~ QUIES A AA 7R ol AFE A A7k | Tornroos(1995)
° T& ol e Eo] 9
e E A 7 A Qe A giroe & Sabel(1984)d
B2 (spatial) | - 7131 ol ojrle] A5 glon), oA 243 | 20PT a
2 oy - u Walker(1989)
R HACTE e Malecki(1992)
- A, 3714, 494 19 aecd
Dicken et al.(1994)
XA (political) | — 7H7190] th2 P95 et Jild A2S 2= | Melin(1989)
i e 4] B2 -AE A HE YelA 714 Eso] sl Thorelli(1986)
- WE QS 54 A3 MR .
¥
aame M | _oigse de wa i 48R ARy | e ¢
° 4 AFE B)EY AT Y
— JAVENDE thFR AH8H Fro] e
A8 A (social)dl | WE Q9 J 1 AaAE-L g5 7]eold, | Granovetter(1973)
Wf AGTze 322 A 2 Scott(1991)
° - M FALES A HE UEYAE FEF 5 | Ahrne(1994)
A
Rk e S B A
A& A A AzE el e Hikansson(1959)
(technological) | = 7191& SHET-24 71%o) GF& WA S0 v 719, | 200D O
LR A7), ekt s} 9 Sbe] WES st wepy | O
AFE A B
=] : Halinen, A. & Tornroos, J. A.(1998), "The Role of Embeddedness in the

Evolution of Business Networks",

o9} o] ofe] ATFeIA AT =

Scandinavian Journal of Management, vol.14,

pp.194—196.

2L

A+ HHE =FH zelE Holr|m AT, uiAFoz  wiEA
(Embeddedness)& AFEE9] AR S FAs oL, FAAA EAANS ZoF=

41 -



S St} W2 A3 ATl A, Bl el (Embeddedness)-& 2+
B2 Hz2Yx 73E 25 F dSe AAst 9
Anderson, 2002), Dimaggio & Louch(1998)% E3HdAJo] =& Aol A
HEYZ Wy AdE A8, Arjau o] w3 o wat wiejd o =5
o] tt=A yebdthar skt (Dimaggio & Louch, 1998).
A782-(2009)00 oJetd, BA YA A= w5408 TE Algae] A
= Sl AL d R EAsH, A= AL A BAE el e 8
sHA Hths Aolth(H 42, 2009). 53] AH314 9= AF3] HEAA
ZA o= HEjFEo] vt FxHHA dARA, A -AHA TEA
HES T diefe A FidAZ 8 U 8o FxE
(Granovetter, 1985). E38F, vl €4 (Embeddedness) U Abgh 1+ 37
AE Axshs d o mA, SA0] vE AlgY FA S H+=
SolA AME Tro|] S FTA Hrhes 7123 9H]
(Granovetter, 1985). w2}4] v E]4 ©]&(Theory of Embeddedness) =,
A% o] 22 54 FEo A2 kol A wMAA A= AR AA L
=9 oAolt a8, =2 Pl gk B (payoff)oll 7HA1%= G v ok
U 2d& 9=t (Granovetter, 1985). <, AF8] 4] A31(Social Ties)ol W=
EfQlFe] #AAIE Fsto] Al Ao 55 52 A& FudAzA
a1, Al 7ro] 4= AL w o] A= vl el A (Embeddedness) o] &= AS
gtk (Landry et al., 2005). 7] A nHAIR A A= 7ol 43} A
FrAetEd 2-S A 79 e AAA =y vt HFEo] ATt o] F
ASHAHAY, 2012). 12 /\1HV\ A THLE FiL U= 7HE

H
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2.6.2 FAZ HlefA

ARSI A M EYAZE iAo ® FA4E e 7A=Y BAA, AR A
=t W= (intimacy) 2, A3 EY T +x240 2 A4% FojdA
E digl® A (embedded relationship) =, ¥4 wlelA (relational
embeddedness, BAtR T5iaME) ol gkl (A2, A=, 2011). of 7]l A}
3| MEHY A= 71 3he] AAI= o] Folx] glom, “zloto] ofsf Hold Hrt
o] AMEE 52 A3 A YRS At A4 H'lloleta Fojgd
91t} (Seibert, Kramier & Liden, 2001).

= A3 HIEY A= idde] Bt = AA MEHIE o= sl
ol g} A2lo Al Ego] Hrtal J1AGg BAEER FAEHHA S, 2L,

Aol ol oA Fujd of o] MH2: FHYL T

_]
1= Aul2 FA QA A2t AFS ol stz

e AASE solF, /gl 3
B MEGI A Fomn nAEe]l 719 U YE L) FHE =7
2 ZES 3§ F Zoln

|

aAA ey ddE APAFE A¥EY, Rindfleisch &
Moorman(2001)-2 &4 wleid S F A A4 PA= Alololl A HE s34
I 2R AmE BYsidtt. ol g NS AAA dfAEo] FE2A/3
AA - wEldel  ofs AAHS Utk F2AAT os) HEEHIAS
(Granovetter, 1985; Uzzi, 1999). Granovetter(1985)+& R 7 A 9171 A}
3] MEQ A 240 = vjejE o] dvtar F4staA vES Tl wiefd
23 A HARNE Ues= AAA ddYE Al vk (Granovetter,
1985). Egk viefE UIEL T ol A= Jazte] Az} SadS IA =
AA o7 AL A LS AA Hrhal k¢l th(Portes & Sensenbrenner,
S o

1993). webd A WS Fall & 5 e dYow uy AU
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FATH A= e el o

°©

A

-

1 A (Armbruster, 2006), WE Y T34 A 2]

°©

=1

Armbruster(2006)
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AT7F 7HA
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A
1l

LA

el o

s

o)

|

A ]

o

Foll theh 1+toll A, L7z uj

<

3

F99tH( Brown & Duguid, 1991).
O

1 aj el o] AAA wAEE,

°©

]_

A

5]

HEH, 71742(2009)
[e)

Alell mA=
144, 4oz

% o) e}

=

=t Aolth(Brown & Duguid, 1991). ool tf

7] e Ao

=<

or
3}
o] 3ejA,

=

ke

1

312 Al oal] AF ] wjLola

R84
[e]

A

i
ﬂl
eyl

Ajf

ol

A al e

T

| N

ba gl Wb sha vl o)

steict. o] Aol A

S

3

Folth = e dpelA, A9 (2012) 2 BAA wjejol &
3l WA}
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AU A= sk o, el A Al A g AT AapAH, waA oA o] AlE]
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oA WH2 Fr uAIe] FA e o] FojA = JfFdow A
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Z1AFS] A A ]2 274 4.01 701 -.590 753
Z1AFS] A A ]2 274 4.03 781 -.707 682
Z1 ARSI A A2 274 412 727 -.932 1.813
Z1ARS] A A2 274 4.14 817 -1.352 3.022
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HAA v e 274 4.12 724 -.712 .756
HAA e 274 4.03 782 -.879 1.158
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HAA viE)d 274 3.82 .873 —.641 .352
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AL 274 4.25 .755 -1.174 2.067
AL E 274 4.29 752 -1.260 2.615
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==
K3

al

%

il

_]

945, &7
7

832, A

3}lo] Cronbach’s

S

o

<3 4-04>9 7},

olw 7] ¢
A}E] A B~ 935, WAFH

L 928, 7194 H

T

| N

7}

o}

]

Y

s

7}
)
=
<

s

A&
iui
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942, #A
] Mu2 920, A17tE 534

939= B 800179 Fto] e,

-

o
T

.867, WA F

o

AX A2 942, AL

aj e 3
3



ERE
2483 Hfi s s T auel w | A3 |2y | aes
f4 774 .892
f5 710 .840
{6 .685 871 935
{7 715 .868
g3 750 875
g4 638 837 | .867
g5 081 .786
hl 675 .892
h2 719 920 | 942
h3 719 912
12 .688 .899
13 .653 910 | 928
14 651 .885
k1 624 .891
k3 .636 895 | 945
k4 .647 .893
11 .760 .929
12 736 904 | 942
14 .684 .881
el 761 .866
e2 796 907 | .920
ed 788 877
il .520 .829
3 639 864 82
c9 .803 .837
cl0 .864 943 | .939
cll .834 .906
Eigen value |3.518 |3.416| 3.160 | 2.883 | 2.665 | 2.359 | 2.330 | 2.164 | 1.313 - -
B () (13.031)12.652/11.705]10.678| 9.870 | 8.737 | 8.630 | 8.015 | 4.862 - -
TERH%) 13.031(25.683|37.388|48.066|57.936| 66.673|75.303|83.317| 88.180 - -
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analysis :CFA)S A8kt Q1317 OJ?OM g
B8-S A5kt o] &3tk 2 Aol AFRE W T ARSI A A
A e, SAANE, AAS Z1GA =], A7 EAA F ol t gk
TNEE e TP RAE EA 5O A 2 SAEMFE] Ol 2 A
= AR ARY AYrE
NFI, RMR, RMSEA %<& A}%z‘s}s&ﬁﬂ, Aggwe] g A 7Ee <#
4—-05>9] 7S AL AHA, 2013).
AR E P77 st HE=EPdelA SMC(Squared Multiple
Correlation) %k 0.4°]3t5 7|22 s AA st A= vHE A8

2, B

o A A (Modification Indices) @ X% 3} (Par Change) & 7]s+0. 2

ZAQx b FEAS ARSI ($-FE, 2012).

<3 4—-05> AT Tt 7]

N

T& F& FF E AFdA Y AR 7E
vHA p>.05 -
CMIN/DF 3 o]t - 3 o]s
GFI 9 o 5 9 o]
AGFI 85 o] -, 8 ol o= Fr 5 8 ol%
CFI 9 o 5 9 o]
NFI 9 ol 9 o]%
RMR .05 o3} §-= .05 °]&

05 o]st §-
RMSEA 087 ] jsf ;gi;¢ 08 ol
1 oY 8 E7
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Azt AT

pig
Ho
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)
25

T
-

o], >300)7 %<

=
=

= =
=

(o

o], <100)73 ¢l &= &

=
=

= =
=

wol FEANL ALE

TR

A

=
=

5

1.

k)
H

S|
A

ol e

T

°
pal

of -

=]
RN

atrt. ol

S

S, 2014). o
ZS A

<

87t

S

SETEE

7F 1009 o] A 2009 ©]

o=
T

=]
=

|

—_
file)

(&)

<]

SMC
.605
631
733
789
735
779
.760

=

=

sksksk
sksksk
sksksk
sksksk
sksksk
sksksk

t—value
14.406
15.852
16.648
15.882
16.513
16.245

]

o
.064
.069
.064
072
075
.070

8

Ftol A5 A= (x2), GFI, AGFI, CFI,

o]}, whebA
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]
%S|

]

gl

~

778
795
.856
.888
.857
.883
872

=%
o

A ]2
.000, df=14), CMIN/DF=10.927, GFI=.848, AGFI=.696, CFI=.954 ,

K EIPSIH PN

|
Y

sl

A= o] (A>.50)0. % YEFYE oY RMR, NFI, CFI
e

f1

f2

f3

f4

5

f6

f7

A3

]

A

Pz
AE A ]
<3 4-06>

]

Y

4.1.4.1
AEERE

Z
]

L

NFI=.915, RMR=.027, RMSEA=.191

sk p< 001

NFI, RMR, RMSEA

A3 y2=152.982(p



Hx F4 813 23 i APE AF7t 7les SFA7IA X
st Aoz Yyehy 7 S M52 SMC(Squared Multiple Correlation)
whe ZIE o R 19 25 AR § w4 s AAskalt

221 2o gk 1% QRIEA AF, <3 4-07>F Zo] BE F&E9
{158t A8 A o] (AN>.50)0.% ‘JrE]r‘XALEUi #Hzx Eﬁég A A
of Hlaf &

<E 4-07> FAS|A Au o] e 23 1A 28 A

T30 AEY | EFHAR | ZF2A t—value D SMC

3 814 - - stoksk .662

f4 .888 .056 17.981 ook 789

%A}ﬂj A 5 .862 .064 17.187 ook 744
6 .898 .066 18.288 koK .806

f7 .898 .061 18.303 ook .807

A3 Ey2=40.372(p=.000, df=5), CMIN/DF=8.074, GFI=.940, AGFI=.820, CFI=.971 ,
NFI=.968, RMR=.015, RMSEA=.161

s p< 001
2xF g1 914 7534, F29 A% % A7t 722 SFA7IA X
(Par Change)”7} & fBTJr fA(MI=17.127, Par Change=.044), f63ﬂr 7

(MI=18.810, Par Change=.042)2] &7 .x}8} 7to] FHAFS AA3E & HA

& ANSFAT(SEFD, 2012).

- 107 -



<HE 4-08> AAL3A Au o] @ 3A(HF) FAH 2w A

T80d AEY | EFFAXA | ZELA t—value D SMC

3 .809 - - ook .655

f4 .890 .052 19.728 ook 792

%A}ﬂj A 5 878 .068 16.750 ook 770
6 .870 072 16.303 ook 757

{7 874 .067 16.415 ook 764

A3 Ey2=4.893(p=.180, df=3), CMIN/DF=1.631, GFI=.993, AGFI=.966, CFI=.998 ,
NFI=.996, RMR=.005, RMSEA=.048

s p< 001

IALE] A Ad| 2ol tist HxRrPy HFEYe AHRE AHEstH <x%
4—-09>9} 7o},

<E 4-09> FA3A Au BAdd AR AT (Hz, A%F)
4 | CMIN RMS
i f x df D OF GFI | AGFI | CFI | NFI | RMR EA

S
o 152.98

AAE | x| 7 ) 14 | .000 | 10927 | .848 | 696 | .954 | 915 | .027 | .191

A A ]

A | #AF| 5 | 4893 ] 3 | 180 | 1.631 | 993 | .966 | .998 | .996 | .005 | .048

i)

D11, 12, 13, {4, 15, 16, {7
Tl 2
13, f4, 15, 16, {7

B 2 b
ofN L PN

o9l o oot

i}

o=t

41.4.2 VAR WA FA9F @

[-'0
A
b

mE BH 2 BA A3 <E 4-10>3 Zo] BE 3
% 2 vektor}, CMIN/DES} AGF],

[} |
RMSEA A7} 7158 WA 7]1A] ol A o2 SRIE AT,
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<E 4-10> BAA WEdel tF Hx DA 2R A

T80d AEY | EFHAA | FFA t—value D SMC
gl 812 - - - .660

g2 .864 .068 17.000 Hokok 747

ERT—— g3 .849 .064 16.565 ook 721
g4 822 .068 15.802 ook 675

g5 .845 076 16.443 ook 714

g6 881 078 16.043 - 690

A9 Ey2=98.974(p=.000, df=9), CMIN/DF=10.997, GFI=.883, AGFI=.726, CF1=.932 , NFI=.926,
RMR=.028, RMSEA=.191

% p< 001
Az 214

4 Qi A gpre AFE (57} 71ES EHA71A
=

et Aow Yt M

2]
ol & (\>. 50) Lt Wi‘rM—Uﬂ & QE A7t 71 EATE ALz
eHel= At

<3E 4-11> AAA wfefdel et 22H(HF) 04 adE&4 A

T4 AR | ZFHAA | 2E2A t—value D SMC
gl .836 - - ook .698

g2 875 .063 17.996 ook 766

A A nl e Ad g3 875 .059 18.001 ook 766
g4 812 .064 16.029 ook .660

g5 794 074 15.481 ook .630

A9 y2=12.508(p=.028, df=5), CMIN/DF=2.502, GFI=.983, AGFI=.948, CFI=.992 , NFI=.926,
RMR=.011, RMSEA=.074

% p< 001

A e o HxeE
s ).

Y
ofX
td
ofk
1o
i
i)
il
o
)
o
(g
A

=5
W
1
\}
V
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.830
.903
.805

SMC
, CFI=1.000 ,

sksksk
sksksk
sksksk

t—value
26.516
23.473

, GFI=1.000, AGFI

.039
.042

911
.95

.897
, df=0), CMIN/DF

NFI=1.000, RMR=.000, RMSEA

hl
h2
h3

0.000(p

<X 4-14> BAA ] U

% p< 001

A ey
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& hl, h2, h3, hd
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BATE e 2H @R A}, <E 4-16>3} go] LE B
QRAFeFS HAAHA o] F(W>.50)0.2 YES oY, CMIN/DF, RMSEA<]
I NEE WEAINA R Ao HAHY

<X 4-16> TAWZ] gk Hx oy Qi

TN AEEg | ZFFEAA | 223t t—value D SMC
il .852 - - Hokok 726
12 924 .052 21.145 stk .854
AR
13 915 .064 20.783 Hokok .838
14 875 .060 19.138 Hokok .766

A9 Ey2=12.105(p=.002, df=2), CMIN/DF=6.053, GFI1=.979, AGFI=.895, CFI=.990, NFI=.988,
RMR=.009, RMSEA=.136

sk p< 001

Hzx 94 83N 23 FEY APE AF7t 7leS SFA7NA X
sl Aoz yeEhy /M SAHMSE29 SMC(Squared Multiple Correlation)
He VIR i1S AAT T E4S AAESH

AR S] 22 2ol tigh &Q1A Q1FA AW <F 4-17>3} Zo] B
= o g FE AAA o] (A>.50)0.2 UEY e, BE A E
A7t 7Es WESA7I= A ow FlYdnt

<E 4-17> BAVZ] FF 23H(AF) B 2ARY

T80 AEY | EFHAA | 2E2A t—value D SMC
12 919 - - Hokk .845
AR 13 932 .050 24.597 ook .869
14 .861 .049 21.119 ook 742
At y2=0.000 (p= , df=0), CMIN/DF= , GFI=1.000, AGFI= , CFI=1.000 ,
NFI=1.000, RMR=.000, RMSEA=
s0x p< 001

- 112 -



]_

U

al3) e

934
918
827
.780

SMC

sksksk
sksksk
sksksk
sksksk

t—value
39.150
30.293
27.100

025
.031
.035
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A

.967
.968
.909
.883

.003, df=2), CMIN/DF=5.939, GFI1=.979, AGFI=.893, CFI=.993, NFI=.991,

k1l
k2
k3
k4

<} 4-19> 7]

11.878(p

o ;& 1_,/| L« =
B o %o Y I (o =3 | 2
O R ~| g |gls
e S ,mlm w2 ﬂwﬂ U# 2.#0 e ’
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0 m_t o) ﬂl (vm =3 = . 0 ©
CE DT LT W[
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-~ ) 4 ~~
B %o_l ﬂn,_/M HT_ mxw m ,WM ,IWNI ‘m = ™ o
‘m ;OH (@]
W ¥ W oo W 2 W —
I o ! A w | =
oo w Xogh Ry ¥ o0 3
o =9 W W oo M T
W MT AﬂT Cl ™ w(ru KV < [EBR®AR] = | >
oo BN =% ME M R
x . & X ) o o \% =N | o
XA J— 7o WA
r %ﬂoﬂ i - i~ X M w _MT = =
wmAT = T =
TR T QS ow o o

4.1.45 714

RMR=.008, RMSEA=.135

% p< 001

A gy



] o] (A>.50)2 2 YElo, CMIN/DF, RMSEAZ]

o
o
N
ﬂ.ﬂ

(Modification Indices)”} 7}

2|
(Par Change)”7} & k13 k29

s

&+

)

—~
file)

RMS
EA

SMC
934
918
827
.780

135

RMR

.008

4-21>3} 7+

kksk
koksk
kksk
kokk
-
It

NFI

991

(HAzx, H3)

sh <
CEI

S

993

] o]4(n>.50) .= e O

39.150
30.293
27.100

AGFI

893

GF1

979

025
.031
.035

el dy= 4
/DF

CMIN

5.939

=TI

[€)

.967
.958
.909
.883
3} 3

.003

df

2

k1
k2
k3
k4

11.878

.250, df=1), CMIN/DF=1.325, GFI1=.998, AGFI=.976, CFI=1.000, NFI=.999,

4

<3 4-20> 7]GAlF ] o
<X 4-21>7]GA1F &<

1.325(p

X

A oh(9-22, 2012). 23 28 1

S

iy

1/\]
RMR=.002, RMSEA=.034

=2

% p< 001

]
Al

A

7194

1 200 | 1.325 998 976 | 1.000 | .999 .002 034
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1.325

4
& ki, k2, k3, k4

& ki, k2, k3, k4




4.1.4.6 A7|BAANTEA o1y Qo8N

F7NBAAGE N e S 29w A, <i 4-22>9F o] BE
o] eql¥stge AAHA old(h>50)0® YERoy,  CMIN/DF,

<¥ 4-22> AV VAT T Dz FAH 2ARA

TN AEEg | ZFFHAA | 223t t—value D SMC
11 .933 - - Hokok 871
. 12 933 037 29.397 stk .870
71 B A A g
13 .962 .033 33.036 Hokok .925
14 .896 .038 25.709 Hokok .803

A9 Ey2=13.269(p=.001, df=2), CMIN/DF=6.634, GFI1=.978, AGFI=.892, CFI=.992, NFI=.990,

= H =X

RMR=.006, RMSEA=.144

#x p< 001

Hx ZAH aQ1EY 23 i AdE A7t Vs SFAIA X
= Ao 2 UEhY A% 4 (Modification Indices)”7} 78 =31, 24 ¥ 3}
(Par Change)7F & 129} 149] S 23 ol ik A% & B4S
AN AT (-FE, 2012). 7 BAAFAF 2] 22k 2ol i3t Q04 2+

A AT, <3 4-23>7 o] BE FEo| QREeFe 4=

]
o= yegton, Be 4k A7t 7les UHAT= Aem FRIFHA.

TN AEEg | EFEAA | ETLA t—value D SMC
11 931 - - Hkk 867
. 12 944 037 26.496 Hokok .890
7| B AIA A
13 955 .034 32.206 stk 912
14 910 .038 25.709 Hokok .829

A9 ey2=.022(p=.882, df=1), CMIN/DF=.022, GFI=1.000, AGFI=1.000, CFI=1.000, NFI=1.000,

RMR=.000, RMSEA=.000

% p< 001
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&7 B A A

SE /\g

o

] F Azwd AFnde Ads ALsd <x
4—-24>9} 2t}
<3 4-24> H7|BAAEAY G aQwA Ay (Hx, HF)
_t'?_
T4 & , CMIN RMS
A ;‘ X df D DF GFI | AGFI | CFI | NFI | RMR EA
2
ANw | Hz| 4 | 13260 2 | 001 | 6.634 | 978 | .892 | 992 | .990 | .006 | .144
|7 &
4 AE| 4 022 1 | .882 | .022 | 1.000 | 1.000 | 1.000 | 1.000 | .000 | .000
HEE 01,12, 13, 14
AAEE :
HEEE 01,12, 13, 14
41.47 89A Q28X A 99k
AALS| A Au) 2 BAA afejA], BARE, BAS, 7194 F, F7| A
Aol ek ANH AE¥AM A <E 4-25>9) Pk
<E 4-25> F1A QA A (Ax, HF)
T Hx 73 AAZZ HTEY
ZALE] A A u] 2~ f1, £2, 13, 4, 15, 16, {7 f1, 2 f3, 14, 15, 6, {7
HAA vl el gl, g2, g3, g4, g5, gb g6 gl, g2, g3, g4, g5
AAAF h1, h2, h3, h4 h4 h1, h2, h3
A S i1, 12, i3, i4 il 12,13, i4
714 A =] k1, k2, k3, k4 - k1, k2, k3, k4
7] A A & 11, 12, 13, 14 - 11, 12, 13, 14
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s
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0

i

Ar

Ar

file)

<E 4-26>°] #e AEIAAT(TE, 2012; 2AHY, 2013).

iz

Y
B

N
N
ojo
M e | 2| | e | B 2
e} T || o | o | |° :
o
W ™ > o = < S S
JI
B
pl
o] o}
50 00 MWH Nh =
1_.0 L ™N
0
I R I IS oF | ok | | FR g
o0
ow A {F o = o o o P 0 g
< of- s | o > o | 8| 8%eo
N %0 ' BCIETR
) 5 o
()
— S} ’
fx,
<
w | 8 — 2 — = = %
Yl | 2| B|&|5|E|Z 2
% | 2 = = =
= =

A74(2013)

(2012),

O F%
. ‘To"é

7%

Ar

94 2] o] AFH(\>.50) 2 & YEar, CR (0.70]%4), AVE (0.50]4)

2)

s

TH($-%9, 2012). 2281 CMIN/DF, AGFI A7} 715<
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- = E55 | ETL
FANE  [ERIE A% = t—value D CR AVE SMC
£3 818 - - ok 669
axrEH A f4 873 | .056 | 17.808 | sk 762
N f5 858 | .063 | 17.333 | sxx | .962 836 736
N f6 909 | .063 | 19.027 | sxx 827
£7 900 | .060 | 18.708 | sxx 810
gl .830 - - ok 689
g2 882 | .063 | 18.306 | sk 778
A A 8 e A g3 .856 .059 17.460 Kok 952 797 733
g4 816 | .064 | 16.196 | =xx 666
g5 810 | .074 | 16.005 | k= 656
hl 919 - - ok 845
A2 = h2 .943 037 | 27.730 | x| 967 .907 .889
h3 897 | .040 | 24.202 | sxx 805
i2 907 - - ok 823
A = i3 936 | .048 | 25.856 | x| 953 870 877
i4 870 | .049 | 21.572 | #xx 757
k1 .960 - - ok 921
Je1a1s] k2 957 | .026 | 37.805 | wxx 973 901 917
k3 914 | .032 | 30.332 | =xx .836
k4 893 | .035 | 27.688 | sxx 797
11 .933 - - ok 870
) A A A 12 933 | .037 | 29.440 | sxx 977 14 870
13 961 | .033 | 33.086 | =xx 923
14 899 | .038 | 25.956 | skx .808

A3 y2=733.024(p=.000, df=237), CMIN/DF=3.093, GF1=.824, AGFI=.778, CFI=.940 , NFI=.914,
RMR=.021, RMSEA=.088

#xk p< 001

B4 Ay CMIN/DF, AGFI A 57} 71+%
sl A o= YEh SMCRLe] W 3, 45 AAT & 23
<3 4-28>3 o] RE FHO Q0FS
o CR (0.79]”4), AVE (0.5°]%) 4
(FHER )= dRHATL J7HE 5 Adv($-FE, 20
X

Ho| A= A5l e FgEdort, o3 GFl A5t 1 2L

ox, ol
Sap
>
Y
D)

>,

o

r -1

oo

©

ox, —%

[o o% ot

b = M
T R/
ol ox o M

|
\)
~
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RESA] 714 5

]_

rr

Aoz gt

Ol

<3 4-28> 2z SARY BA Ay

g |sggs| EEH EEL ) e | p | R | AVE | sme
A 2}
5 .834 - - ok 695
SREEINY o
. 6 925 .057 | 20.093 sk | 946 .853 .856
- f7 913 .054 | 19.686 ok .834
gl 831 - - ok 691
g2 .882 .062 | 18.349 ok 779
#AAA wjefAd| 83 .857 .069 | 17.503 *¥¥% | g9 797 734
g4 815 .064 | 16.181 ok .664
g5 .809 .073 | 16.010 ok .655
hl 919 - - ok .844
HA A = h2 944 037 | 27.755 wkk | 967 .907 .890
h3 .897 .040 | 24.136 ok .804
i2 905 - - ok .819
A R i3 .939 .048 | 25.866 wkk | 952 .870 .882
i4 .868 .049 | 21.382 ook 754
k1l 959 = = ook .920
TRE k2 957 .026 | 37.618 ok 3 o1 916
k3 915 .032 | 30.386 ook .837
k4 .893 .035 | 27.728 ook 798
11 933 - - ok .870
471274 8 12 .933 .037 | 29.452 ok 977 914 .870
13 961 .033 | 33.081 ok 923
14 .899 .038 | 25.956 ok .808

A3 y2=557.500(p=.000, df=194), CMIN/DF=2.874, GFI1=.851, AGFI=.806, CFI=.951 , NF1=.928,
RMR=.020, RMSEA=.083

sk p< 001

- 119 -



W
juil)
Fy—u
ot
il
rlr
_1 U
fz
L)
32
v
k]
ot

A
&
=
=
)
o9l
o
At
32
o

o E33 (BEFEL
TFAAMNE  |SAYE . - t—value D CR AVE SMC
AT ZF
5 .832 - - ok .693
A28 A A —
. {6 .926 .058 20.046 kK .946 .853 .857
{7 914 .054 19.627 ok .835
g3 .825 - - ok .680
A A wjef Al g4 .839 .067 15.904 Hokok 915 782 705
g5 .831 077 15.681 ok .690
hl 917 - - wkk .842
TA A h2 .944 .037 27.638 ok .967 .907 .891
h3 .898 .040 24.109 k% .806
2 .905 - - koK .819
AW 13 .939 .048 25.873 k% .953 .870 .883
14 .868 .049 21.379 k% 754
k1 .959 - - wkok 921
k2 .957 .026 37.673 ok .916
71441 =] .973 901 H——
k3 915 .032 30.427 k% .837
k4 .893 .035 27.658 k% 797
11 932 - - k% .869
) 12 .933 .037 29.412 Aok .870
71 A A 977 914 +H—
13 961 .033 33.034 *ok % .923
14 .899 .038 25.952 *ok% .808

A9 Ey2=411.130(p=.000, df=155), CMIN/DF=2.652, GFI=.876, AGFI=.832, CFI=.962 , NFI=.941,
RMR=.017, RMSEA=.078

xxx p< 001

A3} GFI A7) 7128 541714 Eole Aoz v
E}t} SMCHEY ©e 3S 7|52 2 k3, k4, 14, 11, 125 Ad & A ASIH
Y, GFIA 7k 8413] oF FolA A, k2, 135 AAT & 43 SHRE 24 &

(] =
AASEAT. <3F 4-30>¢} o] BE EE QRIFSIFo] HAX o]
(A>.50)0] o™, CR (0.70]7), AVE (0.50]%) HA| 7]EA] o] o =2 7
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TAMNE  |SAHZE F;?_,:} E;f]—-_?_ t—value p CR AVE SMC
f5 833 - - ik 693
ﬂ’\}ﬁf A f6 925 | .058 | 20.029 | #xx | 946 853 855
£7 915 | .054 | 19.698 | sxx 837
g3 825 - - ok 681
DA el g4 838 | .067 | 15.885 | sxx | 915 782 702
g5 832 | 077 | 15727 | s 692
hl 918 - - ik 842
FA A = h2 .945 037 | 27.699 ok ok 967 907 .892
h3 897 | 041 | 24.067 | sxx 804
i2 .903 - - ok 816
ZHA v i3 942 | 048 | 25.901 | == | 952 870 887
i4 867 | .050 | 21.22 ok 751
k1 932 - - ook 868
71941 =] k3 931 | .036 | 28.294 | sxx | 960 .889 .866
k4 909 | 039 | 26.249 | sxx 826
11 942 - - ook .888
A7V BAA Y 12 925 | .038 | 28.423 | sxxx | 965 902 .855
14 896 | .038 | 25.738 | sxx 803

A3 y2=248.598(p=.000, df=120), CMIN/DF=2.072, GF1=.913, AGFI=.876, CFI=.977 , NFI=.956,
RMR=.015, RMSEA=.063

#xk p< 001
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<E 4-31> ZRRY B4 A3 (Az, AF)

TE | £¥F X df p | CMINDF | GFI | AGFI | CFI | NFI | RMR | RMSEA
Hz 24 733.024 | 237 | .000]  3.093 824 78 940 | 914 | .021 .088

o)
ofN
—_
co

248.598 | 120 | .000f  2.072 913 876 977 1 .956 | .015 .063

5433

i
99




L
ZlMM‘nr
dr.léﬂ
aomﬂﬂﬁa
mrﬂoﬁ )
ﬁowOAmhﬂmﬂr T
uﬂTﬂE} DY
7D‘WEMW)AVAO} ﬂ‘_.__mwo
oﬁagu% - ol
Ho@%nhmﬂy S|
ﬂoﬂﬂlﬁ;él_kom =) ™ A, =K
,U|> ﬂX_HEO . 3 umﬁlU*w:Aﬁl‘Ll
,meiZdﬂﬂu @.ﬂ > s 1k Eﬂ_xﬂl
ﬂigiLz a 2|8 |4 umm%qog o=
IHA_TM%W . e oiaxﬂoﬂg =
oﬁ; JI,_HM X0 b ® of = HLLI e
o X o X g o 0| N N
N KO 2 B o o | = = I~ Nlo o _
no B T = x NN gy x X
& o ﬂkaﬁ gl i mlgm @ﬂ%ﬁk%ﬂ E)
—~ ™ ' —
bwﬂuﬁveg i AR aﬁﬂwﬂwvglﬂ <
n,_o{%@%E ar . ﬂmﬂ{ﬁ%@@u% ;
LA = 2 o 2 < - e = - W iy
E@%Mwﬂ o | W IHE = .ATATWC_OE Ak
<ﬂ%o.4me i 2|2|%|w ar@@ﬁrgﬂ% o
o ok % = |7 i o & e
‘q /I\Ofo JIJ; _zT 1r_,AO1r (H‘I_,/l
N — X0 T O o ! i o W
Q%MM%RME _,Tﬂu:m S8 3 go;?dﬂ aﬂzoE -
HL‘O|0} 31_7E ol 7%%2 o N_IOf ﬂ, =) TR T
aﬁﬂifyo.a 3 JHHE oﬁa%wﬁm#wﬁ@ M
— KO ® : o — 7 ~
oWﬂeﬂl%ﬂr o_owmé ol KO ﬂaoﬂo% ny mO_dL o
o < T G < W B |10 % oy = N K JJo
‘H —_— o Ny <+ X % Te) > U‘.ﬁ rl B I Lf —~ _.ﬁo
omﬂsV41 B G A - 2% oo D
Myt 10%207 <L .7%%25 4 J.oMAE ﬂ;oo..# I
%%ﬁ%ﬁgo. AR R uoSﬂrcﬁ_nomo#o A
= — { = " o - T
zanxnfﬂélzﬂob uumﬁo i zmﬂmjxlwoﬂlanlm
@%ﬂ%% WHMﬂ ey i K ?.bﬂﬂlﬂl%ﬂmﬂw
ﬂb = ™ _mm K = % %.ﬁ ey o0 ) ﬁﬂ 8o = M ry ‘WE ~~ ,A_._ re %
®O o 7R | % = | 5 ) WX B O oo el wﬁ
<5 SlelE T |T X In 2 dy g e el
x| W 7| T ~ B =T ) 2 5 ofp O X0
v | n b_mfiﬁlwﬁﬂ?
Zoﬂrﬂ OO. — _L_l ‘_ﬂﬁ m_/LH_T._(
D -+ w5 T S
< Ecélwoﬂumﬁ_o
g M E s o
rEE g MM = T
ﬂmﬁﬂuMﬁT_’TMordu
4%%%

- 123 -



1= YeEbs

= ok &

= 3
=

T

RSN

o] &
4—33>3} 7ko]

@)

=

-
it

S = AAA afEl, JAA
<3} 4-33> H

4 Av <

al

Y

=

o]tk AMOS 18.0
(Maximum Likelihood Estimation: MLE)& A}&3}%it},

s

Uetstow, GFL A7t 71es S54171

&z

ke

e}
]

< |
Al S |5 |*
S R =
a4 A
T
a4 -~ ~
=8 |32 |2
~ < % X
=0
22 |2
Z | = | | F
=0
=2 |2
O| = | 9|7
— ~o
R
2| 2| |T
| ||
B2 | |F
: o | o
=
—_
S| g |®|w
= < 0 "
= | ™
O
<t
S | @ _
~ 183
(@)
o o
T |3 _
x % -
A
X | X
W &
e
Br | oNr
N

A A4 (Modification Indices)”7} 7} =31, 5= M3} (Par Change)”7} &

Fk3, FAAF h3et FA WS 4, FAT

ey
0

A

TR
T

%

2o o

]_

X
3, <E 4-34>9} o] BE HFE A5t 1S

2012). 2

o Z
o =,

%tk

<} 4-34> 2Z2H(HF)E

At

=
N w ;OH
S | <2 G
~
5|z |3|2
~ < X
| 3 or
Z, = ;U
mo| 2 ox
&) S X
AEEE
S | = R
= = o
& S X
e,
A=
=R i
O
(@]

Yy
o N
~ |3 2=
CHERS
% |8<=

2 N
= _
ﬂ X ‘UVL
H 7O
B AN s
"

ee
V

o

R

- 124 -

4—-35>9} 7},



T X df P CMIN/DF | GFI | AGFI | CFI NFI | RMR | RMSEA
7y x| 322.386 | 124 | .000 2.600 885 | .842 | 964 | .943 | .028 077
R ¥ 233541 | 120 | .000 1.946 917 | 881 | 979 | .959 | .018 .059

<19 4-04> HZ= FZEIU(AMOS)
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4.3.2 7]1E7Fd AA

7B AR A= <3F 4-36>3 7o)

¥F3} HEEZ EF &
A= A | A5 | ea | OR PR gy
- A2 =] 461 468 074 | 6.356 | *xx | A€

AL A Auj ) — | BAA el | 755 668 | 057 | 11.792 | =xx | H &
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N A A A = 428 491 | .085 | 5.783 | sxx | AHY
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— FAANE .261 257 | .072 | 3.550 | xx | A=A

A =]
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A RE=
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ABSTRACT

The Effects of Consultant’s Prosocial Service Behavior on the

Outcomes of Their Relationships with Customers.

—With Focus on the Embeddedness Theory—

Shin, Dong—Ju

Major in Management Consulting

Dept. of Knowledge Service & Consulting
The Graduate School

Hansung University

The government’s strong industry promotion policy has become the
foundation for the rapid growth of South Korea’s consulting industry,
and due to the government’s strong support policy, the number of the
country’s small and medium—sized consulting firms has increased sharply.

The domestic consulting firms, however, have increased only in
number, and it is the foreign—affiliated firms that have been earning
much (Shin, 2012). Also, the competition among the consulting firms
constituting the domestic small and medium—sized consulting firms market
is becoming fiercer.

Along with this, many small and medium—sized consulting firms and
consultants have embraced the management style of merely depending on
the government’s support rather than pursuing growth by providing
quality service (Shin & You, 2012), causing the small and medium—sized

consulting market to deteriorate and hindering the development of the
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domestic consulting industry (Shin, 2012).

Accordingly, the direction of this research was established
considering that the vitalization of the small and medium—sized consulting
firms market and the growth of the industry are the core factors for
raising the competitiveness of the domestic small and medium—sized
consulting firms.

As mentioned in the past researches, for the growth of small and
medium—sized consulting firms, it is necessary, above all things, that such
firms reinforce their marketing capabilities and raise their project
outcomes through excellent quality and specialized processes and
methodologies (Shin, 2012).

This research attempted to examine the effects of consultants’
prosocial service behavior on customer relationship and relationship
outcomes, and to present the implications of such. After a questionnaire
survey on the CEOs and project managers of small and medium—sized
consulting firms, frequency analysis, descriptive statistical analysis, factor
analysis, reliability analysis, confirmatory factor analysis, measurement
model analysis, and structural—equation model analysis were conducted
using the SPSS 18.0 and AMOS 18.0 programs. The research results are
summarized as follows.

First, consultants’ spontaneous customer service behavior was found
to have positive effects on relationship trust, relational embeddedness, and
corporate trust, confirming that a service provider’s positive and
spontaneous customer service is very important in forming customer
relationships as customers eventually perceive the positive emotion, leading
the business relationship to change into a positive relationship;

Second, relational embeddedness was found to have positive effects
on relationship trust, relationship satisfaction, and corporate trust,
confirming that the flow of human emotion and close ties are formed

through relationships with others in social ties, and that solidifying
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embeddedness as time passes is very important in obtaining trust and
reciprocity in the relationship with customers;

Third, perceived relationship trust was found to have positive effects
on relationship satisfaction and long—term relationship orientation;

Fourth, perceived relationship satisfaction was found to have positive
effects on long—term relationship orientation and corporate trust;

Fifth, corporate trust perceived by customers was found to have
positive effects on long—term relationship orientation;

Sixth, relational embeddedness was found to have mediating effects
on consultants’ spontaneous and positive prosocial service and relationship
trust and corporate trust;

Seventh, relationship trust was found to have a mediating effect on
the relationship between relational embeddedness and relationship
satisfaction;

Eighth, follow—up management was found to have moderating
effects on the relationship between relational embeddedness and
relationship trust, relationship satisfaction, and corporate trust;

Ninth, perceived reciprocity was found to have a moderating effect
on the relationship between prosocial service behavior and relationship
trust;

Tenth, perceived courtesy was found to have a moderating effect on
the relationship between prosocial service behavior and relationships.

The results of this research show that the emotional and social ties
and the intimacy between consultants and customers formed with the
social network in the background are necessary in the process of forming
relationships with customers, and imply that customer relationship is also
a core factor for the sustainable survival of consulting firms in the
domestic consulting industry. The research results also imply that
consulting firms should plan diverse activities for relational embeddedness,

and to achieve this, it 1s necessary to review and revise the job
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descriptions of their consultants.

This study is significant in that it conducted a positive research
applying the embeddedness theory on the consulting industry, and a
research on the relationship between the consultants and customers in the
small and medium—sized consulting firms market. Also, it sought policy
implications for the qualitative growth of the small and medium—sized

consulting firms market.

KEYWORD : Consulting, Consultant, Prosocial Service Behavior,

Follow—up management, Perceived reciprocity, Relational Embeddedness,

Long—term Relationship Orientation
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