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in Multiunit Franchising”ol] =3+ Aol thHEZ7FEA  (multi unit
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1990;Bordonaba—Juste & Polo—Redondo 2004; Garbarino &Johnson
1999; AA & 144, 2014)2kaL Fow, A7t S7hekes 71 7he]
A= 7188 A, (Chowdhury, 2005; Holste & Fields, 2005; Huang et al.,
2011; Mentzer et al.,2001; Moberg et al., 2002) @& @A 9] 3} 43
E A Ph(Schurr & Ozanne, 1985).
(Trust)= @83 Jso)ES o= 3}

5 =
Aol EAS JFAAL Qe NEo R ZTaxfo]l = AT Holo| A R 9} 7}
7

- 25 -



o] & 7HA], <14

o

=

t}

=
=

t}. Johnson & Grayson(2005)S AlE =

3l
%y

L

A
=

1=

%o o Nr = B 4o
ﬁ = LlL o I LVE )]
N I = wroood A i MM o o W % om T
o - -y U 5 s W 0 W T R RO
| N2 3k T _ g © L r - I | N
] = Ho wm _,%L NN ﬂi of o o 5 KA i H;rm © W K - oW Wlﬁ _WT
= oy _ = _ = et ) < o©
I I %%ﬁ%h%frm%é Q@%mwAﬂmns
o mox 70 o = X = I~ o F blo
g T o T T F N S L ® o N K oz o R
qr umm B Ho X X o X oo A= L Ho n Wmo z X i Mo = )
N R B g R S ST o AR R
~n NE AR XS — o el = ~3 B X ol . LU— N
o m o o O oF o RG-S W W o) M o X T — % or
o M I TR S O T
T " ) _— X N A oy o = A - N oW =0
oy 7 T X T Ao o NN o o <O ~ F =
Q,._ xX oy ‘mﬂ _zr! < .L.ﬁ ﬂo Ot = ﬂ o . ‘Mﬂ N T .Alv/_l . OE
Ty EEEE. w5 L I A -
R ﬂﬂ%oBﬁﬂ@ﬂrﬂuﬂnﬂm%ﬂ%%owg
. —
S Eew ZF 0 E % g mﬁ?%ﬂﬁ%ﬂ@%@%%kﬂa
g xR m e = AU NG S I %o W o ooy P
=) o} oy \u ‘IOF 0 & &° Gl N 0 o —_ o
S bga_x,E%friﬁr?,Afﬁrﬂéﬂox%wwﬁz
T i Aﬂ%ﬁ%&%ﬂﬂzmw;_ﬂ).urztbcﬂdH_ZT
= B = R e z%ﬁ_gla ﬂgwdaﬂﬂ&onﬂ
— 5 jo T - N| o = o 2 = T
T N o — R o — > SR A CE W = R
N N wﬂf;%gEngagﬁ;JZﬁO@gg&z
-~ N <X T ‘Ul x o< N o = o X = ER AT X0 o o S — o
o B oo O =) o - Bl @ o o r R | 5 X
% WOR ol oA WB N N o X B T < B oy X 70
ol KA XS 2N Wlow T M B o 8o B S e
- < 0 - — N = o o T o O n
Howﬁwh o Aﬁfrx ﬂuﬂo. % wﬂﬂﬂﬂr% %NOM@&MWW#
o 2 P oA R T ER S fag o
BT R ; To! = .. — IR~ ol R
ﬂmﬁﬁﬂy%zaﬁmﬁm@m.,l%ﬂﬂE,olxﬂ%@uﬁ__ﬂo%wﬂw
HL NO - X — T OR EAEY 0l ~ 1= ! — Mﬂ 0
= XK OH W o o o= 2 o ~ 0 < e 2 .
o) X o Ho W oo ° o J ol PR oy N ol 2 s N
= ow X oo - = > - oy 5 X
A ol o = MW M w o W o .@ﬂ 5 .Wﬁ Mﬁ > o o < % n_M_v Wr Mo T 2 & )
o oo || g BT g gy M 1rdmﬂao@yuxmaaﬂ o T
= poexig® o B ETm R L o 20
VoA W e S N\ZZE@Q%EHGabagwgwgaﬂa@@
TR E T T 2o oo S §Y L
z i w B X B S ol %o
LGOS

- 26 -



Fol ok (H e ,2017)

S

SRk

upepa] Aol A
AA, AMA A et B e e §

5 uho] 4
3} o] A

<
T

g vgoz

AT

-
T

) oo

9|

142 Aol Z(+)9] <

[eXie}
o U

Hi1-1. 2% o

A2 A=l A(+)2] FEFE 7

o|J
o
B

H1-3. A%

gelere gxH Ao H(+)e]

S|
=

s uto] A 7

PN
T

H2.

AA Aol A(+)9

[e)
O 1o

H2-1. Q1% o

- 27 -



3.2.2 AZ et AA Ik o=t #A

e o] A ) B ohga) u

KeR
-

=
=

e LR R R

FAFl A,

gk

Aol = AWAFE o

zH

e 94

T} ©]412](2008)

o]
AR

™

o
;OO

jgase)

!

3

oj
100

ol

)

Johnson &

wo

Aoz eyt
AA A Sl A o] A=}

FRags s a8 A A

=
T

=} O
By

%

=€
T

=

By A

=
=

Grayson(2005)& A1

= FEsgn

)
AR

=

ool F7HA]

e
==

A

—_
fite)

o

ml

B1(2016)°] A7-4 el ot

3} o)z

%

+ AL o] 7HEA

Fhw ) whAY 2 7

1
R

ATt °]

P
nn

o

o
o

el

p
R
A

/\é"?

24

_g]

o

I

ol
2017).

7
=i

bol= ¥apshe] Aok v A
wow JolHArk(4E

B

P o 2ol

S|
)

zkel 21

SRR

Wiko] = AFglel 4], ole] e ATE

3

(2008)2] AT-ollA €2 ZdHAfo]= 718

o] 77 9]

2]

Azpo] = B-e] A

kv

Aol A,

1

AAEI E9-2 7R o] Aol

s

gk,

o =

e, 7hA 2ol tiek A=t A

(e}
PIS

P
T

o)
=

el

A

o=

=
&4

- 28 -



AFAT} 0] 58(2016)9] ATolAE 7P ER ] Hodx| o] el Al
2, e Ao =9, 2ela dAE Il vA = JF BEYe] AR
frolgh 2o 2 yetstth o= bR X ele] h e A E ol
7P el Bk Wl mie T, /P8l 25 e A A Y
AT As AT & ¢ qluk B8 PR AE2F 49 A
el & FFS A= AoE YT (EE4], 2017). o] flel= B2 413

[l

]
AT(EFFF, g, 2010; FAA 2], 2012; A%, AVIH, 2009) 4]
Hxfo]z= Zp Lo gk A== 7hE ] AEA A, F AAF o=
1A= A o2 YERt
o] 9} o] alixfo]= ZpiLR e} h S 1Fe] AlE = T e A
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7PFE TR A o] ZpE Aol tiek BA A& 9] 2d
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A 2=gof] el A E7F s URE &9 R IS vy
(Bendapudi & Berry,1997; Chiou et al., 2004). ‘@ x}o|= 7} HH o]
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g AgstelE 9FL Jdvidt ol HALFE 3t A
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<E 4-3>394 2d8H 2+

=4 WL ¥ F3} Estimate C.R. AVE CCR
A1 0.833 1
SRR o122 0.763 1.057 15.558*** 0604 0.869
o o 2113 0.799 0.976 16.556*** ' ’
Q124 0.763 0.808 15.552%+*
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254 0.736 0.952 12.74%%+
AR A1 0.624 1
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ABSTRACT

A study on the impact of franchise supervisors' consulting
capabilities on cognitive and emotional trust,
re-contract intention, and multi-store operation intention

- Focusing on convenience store franchise owners -

Yang, Ji Hyun
Major in Startups&Franchise Consulting

Dept. of Futures Convergence Consulting

Graduate School of Knowledge Service

Consulting

Hansung University

According to many preceding studies on the franchise industry and
the supervisor of the franchise headquarters conducted so far, it is the
supervisor that provides a key role to the franchisees on behalf of the
franchise headquarters. After COVID—19, the franchise headquarters, the
number of brands, and stores of the franchise are growing steadily, but
specific studies on the supervisor's consulting capabilities have not been
actively conducted. This study provides an academic foundation for the
impact of consulting capabilities on the trust and contract intention of
franchisees and the intention to operate multi—store among the core

competencies that domestic supervisors must have, and presents practical
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standards at the same time.

A group difference analysis was also conducted on how
supervisors influence the trust of franchisees in relational aspects of
franchisees' operation by demonstrating consulting capabilities on
behalf of the franchise headquarters, and how cognitive and emotional
trust between supervisors and franchisees affects franchisees'
intention to renew contracts and operate multi—store operations. The
difference from other studies is that it was conducted on franchisees
of convenience store franchises that operated more than 100
franchises as of the end of 2022. For convenience store franchises'
franchisees with the largest number of franchisees in Korea, the
impact between trust and franchise renewal intention and multi—store
operation intention was Iidentified by reflecting the franchisees'
intention to more realistic consulting capabilities of supervisors of
Korean franchise companies.

In order to investigate this real impact relationship, a survey was
conducted on 265 franchisees of four convenience store brands. The
summary of the research results is as follows. First, the priorities of
which of the four competencies of the supervisor's consulting
competencies, management competencies, achievement competencies, and
communication competencies on cognitive and emotional trust between
the supervisor and the franchisee were identified. Among the four
competencies, communication competency, management competency,
cognitive competency, and achievement competency influenced the
cognitive trust of the franchisee in order. The necessity and importance
of the communication role, conversation ability, and counseling ability of
the supervisor in building cognitive trust were confirmed. In the case of
emotional trust, cognitive competency, communication competency,

management competency, and achievement competency appeared in order.

- 78 -



In order to build emotional trust, it was possible to derive that in order
for the supervisor to consult the franchisee, it is necessary to know the
overall business management knowledge and manual for the operation of
the franchisee. Next, as a result of the analysis of the effect of trust
between the supervisor and the franchisee on the intention to renew the
contract and operate multi—store, cognitive trust was high with the same
results. It was found that the cognitive trust formed between supervisors
and franchisees considered the cognitive trust, which is the trust that
advises and delivers based on the supervisor's analysis of the operation
and management of franchise stores, more positively. In this study, as a
result of dividing the franchise types of franchisees into headquarters
tenancy type and store owner tenancy type, it was analyzed that the
headquarters tenancy type for each factor had a higher response value to
all factors than the store owner tenancy type. In addition, in terms of
trust, it was analyzed that the average value was higher in the case of
the headquarters tenancy type, and in the analysis of the franchisee's
renewal intention and multi—store intention, the response value was
higher in the case of the franchisee's franchisee type than in the case of
the store owner tenancy type. Finally, as a result of comparing the
average value of each factor according to the brand of the franchisee,
there were various factors that showed higher average values depending
on the brand.

This study should be systematically approached in consideration of the
trust, renewal, and multi—store operation intentions among franchisees
when identifying the consulting capabilities of supervisors through the
relationship between franchisees and the franchise headquarters investing
and training on the consulting capabilities of supervisors in the future. It
will be necessary to continue role—playing education and case education,

along with the transfer of theoretical knowledge to improve
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communication and cognitive capabilities among supervisors' consulting
capabilities, and furthermore, based on an active understanding of the
supervisor's on—site practice, the capabilities of franchisees on renewal

and multi—store operation intentions should be approached.

[key words] Franchise, supervisor consulting capacity, cognitive
trust, emotional trust, intention to renew contract, intention to operate

multiple stores
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