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A4 olfshs Seu A WY AHIFL o) BS 2Wshs Seolet
7 eletrhEhe, 2012

Cooper & Sawaf(2000)= ‘A2 17+9] =], 4R, A4

-

NE

'Eﬂ:E 9,]
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= AN = S
ERF Wong & Law(2002)= #8252 “7HQ19 A& Folxl Aol wzt
AAGE gfEom zAS £ Qb =g’orm xégqg}

5 gog :rL—'—O]'Oq H A TYe A
7]‘?1’4%%1} 1}711?4%%*2 o], }ﬂé TS ARA QAEE I
e 58S FEsk Ut Goleman, Beyatzis, & Makee, 2002).
5ol AT A7 S| o|Fojxal Sledl, HieS
(2012)h 71E0] =il % =eo] APATE HiFor 7S As) AR
A4l Bl e QIASEL olsfishH, ol mypAor xEE 4 Q=
LEﬂOV\]’ Lot e &8 4 Qe FEolgt A9 shith B H(201D)2
A7) 2K EjRle] A TolslE Hig e R TS £, 8T + v T
glolgtal sielrh. 2472009 "AAASS A A& olsfiste] ®RASH
o, BRIO] S QIASHe] ofsfshH, ol=et A= aeAor XESk &
Sk= sE"ol2t Aokt ol A 24T (2012)+= A2 AIE 1Ak
ZAste] F718t D 9low, BRIS] e skl olsfsty #7goldie] ¥
goto] Rl diJIBAE AAE & = 5ol Stk
et ol AR Aol osll theFeta FEA AGolEal Sle Aol
o ol wet & dAAtbE 2 Ao A=Al HA oheFetAl AL T
Aoz Aoxolzl AFE Edlz FAASE A7| A4lE Qs A7) AR
o] A& =dst thE ARRre S oldliskal ¢lAskal, aato g Alo] &
T e TYol2tal HoJstalx} gty
o|e} Zro] 2150l M2 TFsHAl AFERAL U=l AFAREC] Ao
oF AT JidS BE Aot 2o [#2-1]3 Lok

N

S 11 -



[E2-1] 7AAAS9 19 A9

a7 % 4ol
Ayle] 74 olsfste] Edsh, Eelel AL AAstol ofsatn, of
2/371(2009) ) _ o
o e BeHoE 24y BEeE 5
WeF | AAASE A Eelo AL QAR olafsle, o) mRAoR
01D | BT 4 Uk IR Uobt e BET 4 Ut 5
N4A-EAT | A S QeI 2AT 4 Gl S0, e Agel 1L o
(2012) sfoty FHcte 59
] A 9] A olelE goR 14 24, 88 @
s |
=

2) A 748

o,
ko
e,
ftlo

IS #= N3 Mayer & Salovey(1990)= #2152
AT EBRRlol IS oldffstal 2dstay a&xor 89t 4 9
Aolstant. 220 H8olr] ol 4 Y Helsto] gyt 48 2|5t

a1, Z7] AAdolsli(self-emotional appraisal), EFRl ZAdolsl|(other's emotional

Ir
or
)
|o
f

= r

o
=

o,

appraisal), 71/dZ 4 (regulation of emotion), 74 Z-&(use of emotion) ©J2f=

_]
o
T akE AYSAkEE, 2009)

7hA717343 o]sl(Self-emotion appraisal)

- 12 -



Idiz 29 5 e Al s SRkl AlAd, 2012).

= A1 olsiE Slside 4 AAel 71E, 2 ol dish #de 2
WS, 24le] A Qe Aol dflel dHisid & Lar qlojof FoH(Ed
of, 2014). AlE S°f &<lo] WERM] Ei= PEIA| d2A]ol s H=Isk,
2ia 11 ERE o] il wishA Rtk &~ glojof QrH(EbA, 2017).
A viep go] 27de] olshe Al HAEE EARE = d4ske
Aot} £33t Aol e A4l e JAsHl HH O7s AEst
A g & e Ae71IE(meta-mood)o]l AAA 2] AT AekEl 72
£ = 7 W oA, 2017).

A A7goll wEAEA] & W7F Lrls Aol R skl A4S BUHs)H
£ A2 A718A(elf-control) 2] A GAOIHH(AAF, 2014). A7I1A2 A/
59 7HolH thE HiF-Ze #AEol ool ojEs] wiee] HEAQl T

Pt AAS flol ddid ez FasieHHEA]Y, 2017).

h ERRIZH] olsl(other's emotion appraisal)

ERlgty olslet A7) 7919 ThE AR @A Adsk ojsishs &3

7 2ot 18 b Apile] 171 A AASHE B ojlsieHErE,

wet Z2bdeln 3549 BEL 5] Bk A
Aol

=
WgoR 55 4 YEE WF

- 13 -



3t

O

$715 52 ugiteled, 2011).% 29| wolee EAlshL ofHeS

oz ARk, AN BAEAE BAT 4 9 Ade] B S el
T B A4 A 5 ol 5, BG40 RS Foldl ARkt Wl of
e A el AFoR ek 4 9l B ofn] GeHIAE, 2016).
Pz A0 FAH NBS §ASL A%A7)E stiA 24 gk )
5o Zolt 58 oulshs A|FFHEAT A HhalA Efele] 2] s
Qe 2t BARE] SIS BRI HolRe AFAoR dl
AT FAA717] $lstel ERlvte] BAHQ HEE oSk SIS onlshe
ERIZE S omlgitt shlchel A, 2010).

2h 44 &8(use of emotion)

Fx

o BAZ AT 4 UA Eeol, THAL IS AL + =S
2 ABsFE B oulgth (A9, 2017, WA &

I e

[F2-2] 71—%—]1] _4 :rL/H_g_O]

489 &

T30 ol

A7) 9] el e Heet ola) 5
(Self-emotion appraisal)
BR3¢ olsf A7) FH ArEe] ditt 242 olsfstal 1A
(Others’ emotion appraisal) | k= 58

a4 24

(Regulation of emotion)

4] &8 AR gk Zi7HQlo] ZHAAL Qe ARE
(Use of emotion) A Eof| Z8otal EEol= 58

AR o5E, TAEA] PGl £A2Y AnANGHe] WA AulEe] 2AE

B, et G A, 2017

- 14 -



AT e HPALELS Wong & Low(2002)0] AT AR 52 =
Argotact. ABYEI(2015) 5 E-EAES] /A5 EH‘?J wASE g W

njz2l= FFE 24, Bl (20112 AR e A48
7 Au 7he] QA A4S BASHAAL, HieF(2012)= HREF

At Zz‘xélu%iﬂr WA ol AFLEd 2ol niAlE T2 Z46H

o>
N Mo

o Ao w HEst —5:};,1'_% Hrefsto] Zg=gell A
of 271 2ol gt 8l dAAdS 72l =84 7IEs 7L PEete T
o5 AT FoE WL 8l
231 Cavallo & Brienza(2002)+= “ds383 S5 422 et d3Ao]

AL Sle= S,

l_.

5ol =
ety T1E|al A AE] w2 " ARl
Sk=dl HAE At S7RkRdhe A= YeHH =

Carmeli(2003)2 “7Hig #ejate] 425 2

9}—4 WS Aok A5 S 7L Sle #EAke ARHE, A5

AT 321 ATE 7R AL SR

Carmeli and Josman(2006)2 “EHYe] A0l FHAE =ol=d o4
A FFE R = A '5;*2&3‘:]'.

Higgs(2004)= “EHHe] AAAs ol NA] AFpsl Areto] w2 A

A7F T L SESIT.
%‘H‘?i:rl—% Qﬁ%l‘i?ﬂ, SEIFARAS] A Fol Autel] mAE FFATlA
T

O

MWL et

.
2
dehgonl, 2% €8, A 93 9 G2 ool A

- 15 -



Aol

o] 24
1

T
O
[}

&

2| ¢

Z
S

o= UpERITHES A, 2009).

5o WA A
of met FA19le] 247

HERSAA9] Y5t

e RAEFA
A EdeIEet 7)Aol

AN Hofd o

[e)
[e]

i

p==N

[e)e)

1

-

iy

2009).

o

2]
b e As & 5 Ao w25(2012)

Asta 2 42X 87 9 Elg TH9

=

=

sf

O

ofo] ¥

AYS ez AP Eat Ty

N

b o Aoz

Ed

)

=

5ho.

==
=]

=T

& Bl @Al
Qo

i
2]
7

B

oy
Al
{

AL
__OO

‘m-o
)

glzof |7

7t &84

O

T

o -

1 2sArels w2 Aol 7+

5]

—_
fife)

L A7)

7| "heth

AE A
—=

Jo] A4m AEd

A5

=

A}
=

o

n

1

[€)

]

A

@4

]

11—
5°

]

A

< A4

Jo

Fg B A9 Aol

P
4

<

&

A
i

Fot

o

el

1, 2011), (W=,

o
2013)9] A7ollM sz ARSE A7IR1A, BRI,

=
7

—qj.

fl, Bl

O

2~

[€)

Ental

[

A1 ol
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[e)
294, 2006), (

7%]"

—_L
=

FA9) 747

%4
o
)

1
-

154
a

9

]

]

g

Ttk
Heh B Apels (3

WYz 7424

(2013)9] -
2012), (
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A FREE0] JiEE tFeHAl AojEojx]a ik dRbd oz ARakE2 Rl
Al Fofgl AFoA DA He 5ol g Aoy 4 JdrkF=4, 2016). =
loll= 2% ‘?lé—% 7Q1e] AelA wrEo= olsiEglont Hap e A oF
[Ql=5o] ZxEHA Jido] thefstA Aol=al ltHFd, 2016).
Smith(1955)= “ZAlFRtFolgt 7lle] 27253} HelsiA FostA == 474
BHIEZRE A He HETEH FoJetilen, Porter?t Lawlers AFTHES
“AAR de HAro] AEsity QA== 4F"olatn Aolstatt. Davis(2004)

N

N

£ AL IEC] A4 ARl el W)= FHA-FEAGAR 2 A= A
oI5}, Netemeyer®t Maxham(2007)& Z1Faf7tgolA 159 8471 55
oS o ARl it WA, ofZ, dolE vEiie 38A AFHE Sk
=

2713](2003)= N9 BiE, 714, Ald 2 8 5O frof i 2R FF
Aot At B 55 ol 2 He 3784 et ofdth. 25 5
(2004)2 “ZA/gHo] 72Hile] A Ret ARAY BGrte| tigh FHHoIH fFalg

WA ARA ARe] ol 7 BEek stk HEleloons g A
o] A79] GRE SAsHe WA A1) AR AA Ei 54 2wl o
e FRAEAA @l dE"ekn Aotk o8008 “EATA
o] 2pa1e] AFH AR S Fo) AFAY ofAs FAHY 8§75
o e FAYESS] wEge] ATy stdrh AAF FQO1DS AT
2} AR AR, F910] Bt Beiste] Aele] A Qe e 74,
JEln HEg AT 5] 4ol Aol neh Lk whEe] AwTeku g
th AAQ0I3S “TRAE A Gl WS A ARt 24 )
A Yt BE RS Bokstel Uehlls FAH AAA wreAE e o
Ark. ol9lollE AAAQ005)E “As] FHUSe] ZARAY HolAzA AU
FAA Hmeky stgow, ARNE Et BuEe Aol Uushe ARe

olt

TG 29 W QAT dis] KT Qe ofe 7Hd ] 2g eletn ot
A AEAQOIE “FATHLe] AR te 7S DAskn 25k A
oK ANIER ARl BIE WA dojx: FAA Y A ek

g2ttt Fisher(2001)= "2 HE2 A4F2] Bie"etal 4 ofst3it.

f

- 17 -



Angise 77k ] apshs AR AR dig ke Alele] Awhe

BARA o] 15 Re] oiste] WEAA ohW BuEiH Ao
del oA L7131 Qb metsks A AL 57150l deh wepupst
9 QRoldale dEsher] whe Fag el SitHAA, 2010,

Anazy} s A 2ol TE AT We ol FAe] AR
82 25k TAH Qo] tejAs st 1 olgo] BhsthAES)
2013, AREE a9le of@ x4 wiEsy ST B 4 glov] A7
o bt 2R @7 A7 D xAe] AR Aol wet Akt o]}
SIEHOIAE, 2005). AReEe] Pk Aol QlolA] A I AR BAAAe
2 drtgen AXEE Qe Aol gon Eelo] AR taj ArAue 5
ol 27 S @A A, SAl
A%, QRS SAsEA BosHRs FAHeln B
A AR, EAIe] AAle] AR, Ba, ARan Belste] ZEshs FAH
QAN ANA A, Aol £0] QRS FAsHAN L dof e B
27g0] AR FAAY WEe] K, ARTH AL e BEER et
o] BEOITHAHS, 2003).

ol A7} shke] AL ohet T, ofF, A, AEAG, 9, By Fol
B35 JEPAR ofsslolof 5] WRolcHeRE, 2010).

AALQ00S)E ARREY 49l AR, B, 50718, A, FRAUA] of
A A BRA9T, $4AQ0I0e AwEe] adlow AnAd), A3, &
A, Q% AQEA, BAGA, GA] B, SR, sife] Aurgos
TASIACHAAF, 28, 2017).

ZAHQ002)= “AFER| ¥ F= 84

A
N
_C?LT
Y
4T i
rr
rel
i~
o
ol
=
4
et
=
I
1o

rr

it

AEe Zso] chorst %

®



o et P HEEY] PFoz ARe] glelA e 2w A AdH Aol
2 Q8 2RHE A, 539 78], AR, 35 3
7/\ o

Tolehi stelw, QFEZIQ00E “BRE, AT, 9F, SR, 0 W

= AHEY, 2PE002)-2 Ha4l U,

r O
o280l (2003)2 “FA, F71F

of
gl AW 1Y 2 9%e ecloz vehton, E4, S9ITR

] EaS

[}

=

s

=
ALANE ANSIgon, TE ASEF FAEC] 2E AN A ol

ﬂJ]O r
(o]

97 EAleH Gl WEAEA To] AMs] R ol & YuS g A
ko] Trat elEAl elgto] WHFLS W FALE] AEREe] ROl of

THYQO0)E AT AEG ARE Falsis HHor FAR AcmTt A4
o] 877} ol Ax FEuo] ke FrrA rjo] i fFol wet AR
o] A5 o] folHel Hol7t Sty ieiet,

ERF FEA (20052 "ol 7] 83 FeolA 719 FHRE duolt X 5
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HAL L7005 “AH|2 FAAES] AR wEst 2AANRE] A
B AT ZEEATH FAAE] ANAEA thek AR o] 2ol7} 9l
on| AR wEe ZANURE GOl A(HY] G Ak T SHAL

AOA005) HEE U TR AA] it UES WA 250] HELT =
A Gekow], ddo] tasE ARgiEe] A Uehton, Eah ARuia)
olFe] FFS F VF FR 891 Hroln], thgoz AIe] gwet T
A, AP, Seo] 28 5o aAz Ueht Ane mE"shdr 49049
12006 “TEe] AHagloR B ABATN AgHeld Hrel 4,
Fol, TRARYL A, AR, BesA, P%, FE AUA UE 52 A8
A folet A7ATE AN S,

2AGQ009)S BN ARUES o]y ShalAE AH TPt 24
o AYASo] A el e A WA e Fal AEe i
ggoRA B4 U S} Yase Fesk, SAE] Bt 34 ot
AES EG AT B §ASHL A3 PRI F ARHRE of
Zof W 4 ek shdrk

=3 sdzeAle] ARAEdAS} ARG ARGiEa 2489 o] FEY
49042 80000 B9 Fejte] ARAEGAL AR
wEo] o149l R(-)0] AL nAL, ARREES 2B fo149 H(+)
o] JaFe HAE Ao FHHIck

59 zepbt Ak g A o
PAS BT MAEQOI0E PO BE 2dlo] ARG o129l 9

o z e wAE

e HAE Ao ey, ARUEe

¢

HIHQ01002 "2 ) ARG FRote A, Aot 1A B AR w
Sl dAololduct 3, Z1Eel TAe] ulEe) FHARt sfelo] Has
= A vekon] Jlek A9l S4B fOle ATENE A S,

—L

-
=3 sdzeAle] 9 AEdAc ARUEE, ARQEEe 242 7
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M_OL

—TL—% %6]] o]

ol

A

Le

__O

o

’]@EQ Q91 & 9on|

H

(2013)9] oa%ww% it

Z =
T2

‘8“% OH'L]-Og o]-.o]

K
M_OL

X

“ﬂﬁ%ﬂﬂ

o
~—

ﬂ“]"ﬁ'%‘ﬂ?i-Ol%ﬂ(Z()l:s)

A

1

-

agole}

o, AAA2014)

(¢}

i

S}

A

SEER L

==
i)

&

_‘l

A
[¢]

A 27
A7) =

o «
-

ol o

Al
A

3} o]

=i

]—’_l

-

thd-231H (2013)

=

¥
o
T

Al
A

hlE

Le

__O

M_OL

]

Aoz vt 2]

‘_”.M'

'~A

or

i

590l A1) (2014)

]_

o
i

7

“X
>

1

-

(2016)

s
T

ol

Z)5-0] Adatet volrt 7194e] Adato]
3]

ol

Le

__O
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SlAIAPE ol T AHle AmMEE §d] 52000 4719
=S 4 Faete] Pt ARy
sjIch 3 shlck ek Aol drIgle] A9 22 U Re] ek 22,

o, stEUARL B SEAEe] oie
Het 9 Fo| ARuHEe] QeES mAls Ao Uehton, F4719 B
A3t 719 AL BRSO BT B BAY ARTEL] GeEe

2 2912 2Pt dote AE EESSIATH Y, 2017).

A 48 AE2
D) Au|~de] 7g

AABlel A Ar|2aks ofnl ofF chefshAl AMgElT glof T AYe Wet
317 Bofslolet ol ofele olthEaA, 2012). Aulae Jid At uhs
claFshal BahAel AL AU QYORAE o ol ol AHlAg ol
7h 92 F9Y ofchut Agsln WY WAS Bor] Sejeh gEsk 9|
uhRolthE 94, 2012),

AHlzE 594 AES s & u), Rl Zske AT A7k 54
o ot wEAOPASl o] BEHIEY, 2010). Aulit @& Ano] %
Mo Feksn], Also] Sl AZH-g7H o] Wasky, AHlAE 3
FHo% zuafe] REE BHoR Fri]Eel, 2008).

g

Aelsk 1 FR7} Bt o aHel 8

949 a4vt gone P wet kel
HolE|T QAe dbow Aulak 1ol Woloh} 878 5% Bxow
wge 2n

ATEE A 7Fset A9 o r VEHorE BPHoln 4
= Ao Aot 4= JIrHEAH, 2009).

H AH|AEL AU A9 AR gt R Aot ol e, 1 oG
£ 99 ASAE AlF Aol At To] aAoA Tl A3t o £
O] e AlFoh= Zol7] wgol Azto] 52 Fof ARgAte] QAo ols) A

-2 -



AE]7] whZolth ()38 21,2010).
weba] AR|AZe f50] Agtet G| FA-oldAd-HlEed 59 540l 4l
onz AWHor Brsk= Zo] ol A Aol Adl Azt AuH|AF
(PerceivedServiceQuality) o|2h= 7@ =2 H7} sheh(ErE 3], 2013).
212tE Au|ade] A g2 7|tfjolE(Expectations  Theory)ollA1e] EAA]
(Disconfirmations)©|tt. 7|djo]@olAe] EAd%] 7igol oJshd 7thel Afu|Aet
A7 el AH|A0] HIWE Soff EYA] AeE AAsk, 1 A EYA7E AH]
249 pF AEE U= Zolth(7]29], 2008).

A7t Aujado] AL Y| 7R FEste] AHET. A, AH|AES AT
A = AAAAN O 4 ok BA, AR AH[A0] A Ao
oflal ARl ot AR, Ar|AEe HELE FARE 7 e ko] ot
£ = 94 AP (GlobalAssessment) 0] 7' do|th(EF A, 2012). WA, AH]
AR 2 totHoR Hol AEolb AHAS 7ho] AiA 94 Tl o
FAde] gt Hrrolth(EAds], 2010). AHIAE] gt o] vl 7kx] JHde “AfH]
20| 94T HlE AvEAQ] wdolu HE B AH|A 294d0] Ao o
S A E= 2 goFst 4 QiruE Y, 2010).

A7t AEAde o Aujadet i Aquiads 7S 5 e, oF
AL 9F 1Mol YR uZo 2 RE = AH|A QIASES okl Ui
A UE ARA AIFACIY Be 71THERE He UlF SAERRS] AEA
o] XS WRIHEIA, 2012). R FARR: UiF AH|A Xﬂ%ﬂi—‘:}ﬂ
AEA41 SAAZ Ay, ti BANAY HZE 59 84 o FFS
EHEME £],2009).

F3F AEAEE SEol)ES] W FEAtY] WHos FREEH 2geld
E 9 AHIAEL AE|A o] g2t Algie RSl /ﬂ‘:‘]ioﬂ ool o8t
7b AAsh= EAQl Solu FARY] HIEE WIlth SRt S AHIA
A2 FEA] oAl AP 19 A, FARA %FdE o HEA %

oA AuHIAE-S TReH(E43], 2010).

AH|Ade] gt =0 oF 171 FeolIETL QIASk= AH| A9 SEoflA]

ool A, el 7¢oltt )T W ALY, R HAG ARERTE §

l‘



O] Aaht MEAE Al AEQl Ui SARPE QA AHIAE S 2
Alstal Gtk Ui AL 2 21O] WARQ] FAo| oF 17Ol MH|A AlFAte]7]
Loty S], 2013).

olf] olf& &JF o] QAel= AH|AHS] £E2 IET Pk WHE F
ARRFS] ABIA o] whet Fepny, WR SARRRS] AHIAER T1E0] 28 9]
+ Aot "ot 24 oA o] thafRt daAkgol oo e Weth(RAd
7], 2011).

A24(2008) “UF AL FA O] Aol Skl e o] AHIAE
Algsh= 11*?%01715; sith. &, oy 71 dlollA L 1 Zof|A] o]FoiZ]
HAE O A2 Wi ado|mz I

ﬂ?it}. 3 YR nAorHY QR 1Mol TEF ¢ Q= AHIAS HE

__11__ - =
YR 7] 2o} 7O R e theut Aul2o] wet Sepdct w5

2) Muj2Ae] 44 a1l

Mulzo] B4z TP wol =oHa Qe As2 734, oIEA, HIEEd,
284 59 Hl 7z 2ok & Ut Es4l, 2013). ARRlEA] GHe] Aol

A MuaLe olop Z2 Mual] E4E THItH(AlEA, 2011).

A, AH|20] BgAolt oA Apdort AAE BAL WA 4 gl
FgHoRE O AHIZT} ol ZQME AP olgiths ofuleleHesA,

2013). wEpA Aav AR, ARyl +ZH, 47, M TomRH Mujad
= FEITAIEA, 2011). =, S=CIAESS YA Muls S B7st
+ Zo] ofye}, I 7HY 7Pk ARl AlAEe 6 Brleke Aolti s
A, 2011, =4, AH|29] ofF/doltt, oA olel= Zl2 AH|AE BESISH
ofH7] mZol Lt BeldEsEE AH|2o HsiME AHIAE FrF A,
ofHA AlFsi=upel ARIAE AlsdE 1A B4 wEt AlFEs AR
oyt At 27 B7HE 4 dnk(Es4, 201D,

AR, Au| 0] vlZedoltt. AR|As A 2B7E AL SAO] AE HAL

-4 -



olzolxmz o] Yl AHAE HTH R AT PeHNE 1AT A
HlA AER Aole] el aTE, 1AW AulA ATA B AulAc]
o] ake wlHths AL omFTHAIEA, 2011),

9, AElse] AWAolth AmAoler AL AHle] B golak AulA
g0 B0 FlQlste] AMATL ARE 4 Qtks AL oluldrhesal,
2011).

Auls A Aulse] Ae Al Swe WA &

SR A
Parasuraman, Zeithaml & Berry(1985)= AH|Z7F AlgiE2 AH|AS] /7

i
.—‘1

R
yAgle] AH|20] He Wrishe H4ee SR oR HiSsSite Ade 2

Stal AH|A 9o HEAHor AGS 4 Q= AH|IAAY] 2telS 10714 W
FE o] AASHITH(ARAA],2011).

AR, A= (reliability)> datet W39 AAolct. FAFHo] Fo|2]al Hofxl
Aol MEIAE Algsts A T3t B4, EHg**(rt‘/Sporlsiverlt‘/SS)—o— AH| A
A2 he] 2p/dolnt FHIFE], 140 QAo A&’ 39, AlE7E AH| A9
Alsolth(E54], 2011). AA, 53 (competence)> AJH|A A|lFof QlojAl 1170
gt 7]&at 2 Alolct, WA, A (access)2 o 7 Aol Bol (B>
7IARE, A Foldh a4, 2011). oA, o9 (courtesy) TATEZ] 9]
sa=gh,  AEFE,  Hiy Soldk(A@A, 201D, oAA,  iRF
(communication)> 1149] oJsflE wY 4 Qe JARYE SHotHAEA,
201D). 45A, AZA 3 (credibility)2 AH|A AlFAre] A4, AE|A A5
A ole (w541, 2011). oA, $H8/d (security)> AHIA AlgolAe] 91
ol o] AAolcHolsE, 2017). oFA, olsi4d(understanding)> 1140l Q=
olafiste+= iaﬂoli’r(olom 2017). AHAE o= 3/ (tangible)& AH|A9] &
2AQl FAoltHelEE, 2017).

AH|IA ZALS dPom AH|Aof High ¥REEE JiEAor BASk, 7t 24
o] AF|re] wE AFAS Alkste] A, teA, B354, dFeld 1
G4 5 71K FA8AR AASKIITHARAA, 2011).

}:1

lI

p

R

3) Mujae] APA+
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A2 Yol owA B HolA B AulAd Ei e B A7} 2
Wslo] gtk 1 F o9 Auls EBde] Bt =RER A% 478 A8 B9
oh AHA B B ARGEe] AW AL $R72(201499] T 7

2 Aok S4, elEeh Bl
el BEBHE AEAEDe] Foklk A0 et R sigon, sEEA
Apo] ARurEat AHAEATY] Aurblle] B Aol AESH2008)E “8)

Aol gt 71 AZTGo, FPRSe TAFARpe] AT WE gelo]

4
Fasel AUl B G nAL/IE BAG AR AN, A4,
57, AAete] B, Faete] B, FAEA 5 67k W4 B folg e
Se pelgn T st E9 ANEQ9e T YrapE B0l F4
o] APErE 9 AAEA] HAs gl Bek delde “Td e
de FAEe] Au|AEA] SOl GeES HAE, S8] ARUAIH] aglo]

AHlZ EAT AREEe] Pty Ad APERoRE 92jo|(2012)E T
ool £ ARuET QuARde] nAE gl B A7 A
Bg7el] dit W a4l A& AR A, B4 AH,
of B foldh GEES WA T stglom, AR Alzo] tie WE aioAs
A AR AE|eh AR Aol g JEES WA B A
o folet] ehthy MIECHOISE, 2017), E3t oldF(007)9] ‘TEEA
AHlZ EAT AR87090] Tlde] TR ATelA Aulx EAT H5a
A M F ARaEdas] gt FOE S99 Aot 9 HolekeRe 7}
Ao| Avtz @AYo AHls FAT AR B 50 AHAED A o)
7ro] Ffol7} Qe Ao Uehgon], ol 229 $70] Webt e A9l
A2 Eo] FAEE 2L ofn] ek SHATHElEE, 2017).

AHl2 Ee) pE RO tiaksh Astgon] uiu Aus B
Aol ek AT gJglom, oloh pAE HBATE FLAQ0IDE T

FAH10] AHIAE 0] ARET AR WA GeE oA AAed FALY

TATA A2
Z

<



g molslr] Slste] SRS Salst Ait wAAe T 2o tele]

O O — H 1 o] og o= 5 Rt
o] BIEEr} £24= olgo|zil LoP W FAStch AW “FEARe] Auls
AL HRE o] 547 BAE @ 14 PEE A S

= <
AL BAsIrh HFeH20160)2 “HHY f AE|A F4, o8 WE:
o, Hutd f H=ieof digt 8917 AFEs w2 A
Holow, ol mupd §f Mu|la FHe AME|s FE HH F4
3

A, HPY o s FAEIH Y HAlskGo

o
"k
0% fr 8 oo o o2

Mg x lo §

fol
s
OE
fo

2

>

[>

A5 AT

D 5% 74

SHEEE,  Empathy)2 19C o =ddsE0] AAHoIYS Kok
Einfihlung o4 fefiElo] Agoz AgEct 2H|2E 14 (RobertVischer,
1847~1933)eh= Holxprt ‘oflazgs At ™ 2E o= 5o 74 74
7 Lok sk, olnf] FesH He S Aok Aor FHstrHelt
™, 2017).

Finfithlung'®] ¥1<]o]Q1 "Empathy' @] o]¢-2 18|40 ‘empatheia’ oA f-2f=] o]
‘Eol7Hem) “ZtH(pathos)'= Ul Kol= ASZ 19099 =<] Askat
== X (Edward Titchener, 1867~1927)7F A-22=2 “FfH(empathy)’ o]
2tal ARgSETH(ElolH = 2, 2013).
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418120000 EZGER, Emparhy) "X} Agitole] Wi 24, 4
24 AahgToletn ek omlE WA SiAsH ABTAY Aeloy w7
B4H AAA AQT To) weh AEsitiy dSEE B ek & 4
QIhlolHlE 59, 2013). oleler Rl AlslAel BEozNHe| 2z A
apste] FAHQ AN AAl0] 4 RS s olafst Brlo] A 4
= QAL olsfeks ¥, Jeln thE Aol AU Ak AAHS A
SHA SRe 2o o] 2717k chasteR(aA S, 2009).
B AT Bele] B oo Aolel WAsHE 2L olsGREY A%
FES 75 e 230 98 FAoHelFY, 2017). o= Azl 4ol
(BAE)Ste] RGBS WET Sees FUYE vigor A2 of
Fotol AR A T DT 4 9 sk o] o] Ylrka

HEPEL, 2009). TS Felt QA o1 ol ol bt

ool
ftlo ru{

X
olo
ha]

_O|L
kl
FN
o

Mo rr oz
)
S

ASE A Qe 2713 4] BES GAS] I8 9ge sk

25 D2 PHOITE, 2017, o HHE Lo F Foke A2 A
ok, geely, gpasty, WAsky, A2g ol AzE EFotn dels
L AP §AHe] TATAV B4 W A4 BES 24T 4 gonz )
$ Zok3 offe] PET FEFo] QrhEHyS], 2009). ol TS 227
A ARE 257 FRAID ERS AN, 13 dSAA R
5o AshEe] THUL AEH BAE AFo] FH5sH S, AT

21 %ol
slel Al 21, BEAelr], =L FL AFom WEL AelH 3ol F
G FARD Aole]l HIBAS FHHOR Bk TRsHo] obdl FA T
A whEgto] FAFETHOlFE, 2017). Wetd TRl Flae AAaE, vz
Us QR BE oxpads B4 shad] 48 A ohdemE 59,

2013).

308, 244 A &, Compathy)24] ERglo] g 4] dgelld 1 At
ol ST 2HE Tol A2 LAk AL dolach, ol A Al um
AL 1711, theoz Brb Ag gol Lyt 2 wahargs], 2000). &
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B7F 2] A Boll A e o, 152 L7t <57 BllE ddste 4
£ = 7 Ut OS2 AR &5 HldE
= RIthelrH, 2017).

A, A FHGEEE, Empathy)olth. o= BRI ol A= RISt
2 Ztsto] ArdHbo] A3 AfslolA AL olslsty = A
2017). AH RE FE E119] AW So theEhks LET} 7] Pt o]
U A8 st Adshe A ofuletrhErde], 2009).

AR, A4 2 (Mimpathy)oltt. BiQlel Ae o =717 gkedA Fui
U= ZAe SJuIRieh(EME3], 2009). A7k ZHERIES] A8E AAE w77 ¢
OHAME xS0 AERlEe] A AHE olsiAzlEa HEshke e ov]
st Hie= Hide] AAe AR =R AR B Hie e Qnidtiol+t
H, 2017).

A, A (@1, Sympathy)oldt. ol BHjle] A7d= olslistal 11 A4

of Zol] Fofste AS uRIe(EMd3], 2009). APdA onlgs 5782
ARALAAS ASEAL Felste] Aol A=Al Ade Aue A, "ol o
= AXE A7) LAY gt ZigAl o4 ot st FEAMEelA SE=
AL dD)er WAHE ) S2AHMWBE 2022 EASHTH(EHIS),
2009).

AR, JA12H7 D (Transpathy, Gefiilsansteckung) 0= EFRIC] 2 Al AJE|

of ‘A HAAY ‘FHHe Ze ugtehelH, 2017). o] BAH Ade 54
< QF ARH Aot dojual, dibHo= ERRlel Aol Wl afs A
2 okA] ghethe Aolrk(eld, 2017). Ao Folstd &&ol 1*740134 AR
= E7e0l HEEel, Al B2A S| WAEA He FeE gt
e 250 HHEE A= R oIt @S, 2012).
u].;qu} o7 A /\1;(4 501 /\](Unipathy)iﬁ’ﬂ ‘2] /\1;(4 ;qoﬂo] 7P6]-71] HPAH%]-L]J{L]-

o vehd AdelA 271e] A7} ERRle] AAjeh Ae] A AT

S WRTHElTF, 2017). ol A7t Brele] Z1Ae] Belstel Al Ehelat
o] o] sulsAL ZA-olhabs], 2009). =, ERle] e nhA] 2]
o LA s DA BEoke A SRR, 2012
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2) T4 #4484

ol gt JiE-E she gt 9 AAkEel wet hE2A A =l ¥
Aol AR a40F AMA @ AE Uhro] AWslr (3], 2009).

AR, 3] JAA g4t FHA AMY BES st AR 71AeE 2
4g ouloty, ‘HF&48(role-taking)'o| ¥ ¥ 8(perspective raking)'©] 7P
Al gAEr A oHEMIS], 2009). =, ERRIC] AFolu 7S uhA]
24410 AAY olsfistal -85t Ae Rt (ol++H, 2017).
lannotti(1985)= 7= THE ARRRY] AR ofuet At 71714 olsfista=
A, Keller®t Hopper(1987)+= A4l ElQ19] Alg] o] ofd IS SofjA 245
=2 11 S olslislA] e Zoletal stof 1A]H SWE FEsk= HoE Y
k(M s], 2009).

A, 3] BAA a4d FA olslaa] Az A= 3HA HkS
oot Ao=, tiide] Aot WEA] dAskA] dHiete ohE AR AHS
A e Ze TIHEMEE], 2009).

T2 BRI A Aot FAARIe R dolu= thEHQl Aol
o, O AFO A A AAsk olo] dis) AAAcw dieuts she
Aotk (AAE, 2002).

ol ?F AF7F ASEEA A2 JIAA 52 FAA aro] g 7] A4
o5 ol A 4 gl 5 idelztl BA FHJIA(Hoff man, 1987;
Baron-Cohen, 2003), =We] of2] ok A olof] FoJstal UrHHAR,
2002).

Davis(200D)+= “F#= Ul 7H4] 19 Ao s vipo] 27 Wl 7hsst
o7 AHoslact Fe] A 4R Aokt I FHd1(pe rspective-taking)
ot ‘st (fantasy) = A4 4=, 542 ¥ (empathicconcern) ¥ 71914
5 (personal distress)> A4 T TAHGMEAIS], 2009). 749 5F9] @
AollA T FHshl= ER1e] A= oldlstEe AkE ok, st o
TR K3l A=, WelA e 419 Aol gk 143} e (ol+

= 7HAL @A 2

4

_‘l

o

il

=)
N
=
3
ol
oy
L

-]
Mo
W
o
O
ru
o
1o
o,
oo
=
=
r \

-

-]



o rr

Q7o) Fsh @AEGe] AP HIT Folo] AOlT S B 2A
ook Sl AT, 2009). AAECO0E o
(Q01009] Fgo] w2 PSS FEA A% Al &4 uheo]
1 5L e Gt oflW U5 A BEF SE AT 69
FHSH Rolol, ZHEBL AYE A FoT AR L
2 W] 2 AEIoE A8 5 9)
A 27 otz Ht B grle Aot sk ofzae A
ofet & & ITHEGS, 2006).
Wiescke(012) 3ol “olsfstel o= /M1 AH(EE, HEshe
A Z AW BRE FRA Aot e i Zolteln ety of
Adele Ut B4 gage olskshs 2, 2 13T olskg F7ske Al
9A g Aolk. el B Bes olsfely] HAef AFHOR EX WSH

L apolel W 4 glom, oleidt Tael A w Aaargate] ol
% g

u

0|

SFAGUNT AI000HE e BERslE 2t Y 54
Zg5eo] Al ofgt HEYUEE AN 4 9l §UT aclow 3
ol ol dTANA AT B Qi adE sy 48 4
ol el el WAY glol e vheoR ANT ThE ARES vt
2 5 o] WEel, AHile] mhgo] B4 g ALY ol ATE
52 AAAITT B 4 Qleka SHATkEbE], 2000). BMHEQ01012 Atst
L AT RS B4R 2ol dnhtt ol ofBThex S W) Al

et shA ok FE Adolehy Ao ) olme] Fi ZAP} 2
o ot el Se olds] ATk etn she Anke AFsiGTHol TR,



2017). BAE009%E Fo] Aok €] Fastel fIpAeld Bash 9
Aok 2 Fxoto] TAS 71971 15 B PES ApsEA 20
e 2 wepslel Ausk] B GATAN RAE A5 FES Hastn
2o}2e ol o] PSP Mok Uol vhg AT Arghe Zolek et
AFshgiekol T, 2017).

Wieseke 5(2012)2 1A} AH|A Alg2te] BHAlM 4= A5o= AXISH

N

gon), Aulz AFA L FRe FAe] DA YRGS o

ona
T7e) Az AAE olsista 1Ae] AR teldEsAL aske AoR

AAAAERDe] 1A0] Azt FALS olsfska 1Ae] AL HelddsiA
U Bgsteis Aol oier 1Ae] QAo FolsldrkelTE, 2017).
A AT Q019 “AHIAAZA Bl Auls ABARe] T dha B
e AN, X, ARUAelHoR FAEE TR e Holsigr.
ABEQOIE “BAS TR AR AAH 8L e Adshe Zoln, 2
o) AL FABAA mE ATl AXY EhlelA] Egstea she o)
2 12o] B olet Aolgic. Mk AEH 0131 “BRE 27 A4 B
N Brroz FHA AXH BEL Ele] Aol AN, o STt 7L
RS glolto] FESL ofslshs 2" WY ST,
P01 “2AelN AWt FRe T2Y /RS FolFy, UL
FohA A et Aee % R, £ Be A4S
J

walsts  d 2AA Qe mA: goltben  Aoskgod

IL.

ox,
Lot

r
olt
-
Y

- =
ol Fell AMulx FARS] ARTERT IAXFNE A
FFem Heh He SAD = AU, 2017).
ol dTAT ] mEt T2 o 7HA HgEd gaasR 5] ey
olgiet 8fls= mEAor AEEY W KAV HEL ee e
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A3 AT ALt FAYH

Al1RE RIS 7Hd

D g9 29

Q7o BEe Sl ANFANY ARGS9 Aula Wo] nlXE 4T
o tistel Z4A%SC] BAS el Bfo] PG ARG ole] £

are] GFUAE wostr] 98] AAEon, [ AL 4]
Q4 2|2, EelgAe] adle] WE Auge] Hruisa) Auado] Ja
WS BRe FHo= wolstuat st £ AL ojefd A7E 4
s7] Sl ol2H 1o ARATE B dofdl ofgf WSS AR [17

[Z193-1] A2 23
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2) A7

A Afololl TAIE Uehie A8 28
AR =] TAE YR QlofokstH,
o)l | 7ol IAE HS & 4 e 7Fsdo] lolof ATHAY,
2013). 27} AAR g TEoHHA A= RS AFE 4 olof k(A
A¥,2013).

2 Aol AR HE T 7R oA Y] FAES] /R Fel Rt
Zah AH|IAE] niRls JFe mefoly, FAMES] ARRESo] AH|AZe] H]X]
= TS et A2 AHA H ALo]

L 32710 %A—]z]h_],]_ Z]UU]—__H_
Agshe zdavel dist 7Hde AAstal ZF 7Rl digt AR S dAskal

Hi-1 #d2s & A7I42 A7z fofet 419 dd= nld Aot
H1-2 #d7s & A28 A7 fofet 419 9= nld Aot
H1-3 #d2s & BRI A7z fofet 4(He] 9= vl Aot

H2-1 A & A4S AHls Hofl ot (1] 9= vld o]

H2-2 A & A712EE AHA Hofl {203t A1) J&Fs vE Zo]
.
H2-3 A7 S BRI ARl Hol {9

o

el

4 (+)

o

qeFe m)d Aol

11](e3
>

.34 -



w
Ton

ol
o

Hi-1 3gS 4719
HA-2 e A7)

Ton

Ton

H5-1 42 A7[9143 A
H5-2 42 A7|2485} AH]

422 +4

ol A
=

3) wo] 224 4ol

2 Aol

Maz gojolw, &

Mol AZE AT

L Arngy a7}

wio] 224 el

L e | e i R o I

, 2011),

1

A5 =
S/

[

2~

A, 2006), (

@37

=
-

A7olA

18489, 20139 A7eld FHAAR AgH 27914,

219

(e, 2012), (

s
=

4] g

?
pee 271e,

[

TE

]
zal

94
ted

S|
=
<

a4

s
SPusE
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T

galdch. Sl 2 4RgoR PHHe] glom ZAZEL gAs
5

S (1="0) - TR A by o]

B Aol ARgEe 2t Aglo] ZAAUelA B G ARE SAsHAA
L7l sk ALY WEAES tehle] BEAss AjlY e 4,

Folal e Aol dit #eH, =AAUWNMY oA 22 S

dizel  AZE Qo Aelsiilen 2 d7olde A 2002),
&

netstel AMgSlEom &SR Agstel RSttt ARuse] di

ge & 7RgomR  PAHH] o  A33mL s

B AoMe MHIAAS AlFE AB|A 0] 10 Z]diel At AX|5H=
Mo, Au|A FEE v Z|de] AAHEE g A AHAE AT
ok A oulgitia AoJetglon 2 Aoz ©0]56(1994), HAE(2003),
A2 2007)9] AelA ARBEHAE s 474 9 Helsto] F&H42 43
sto] EAstodeh. AB|Ade] gigt B2 F 7

A (1="tj-¢TZR| ATt o A 5="tj¢T}) 2 =5t

@

of
@
N

=

1l
7lEe Ak et EA

-
of A g4 9 BAdH g4E BT EY Artal Hosiglen, &2 oA



0] 24(2007), A52H2012), o FHAQ016)2] AT AFLEYH HAxE 5
Heole] 2R ARSI Sl Hiet 242 F 82T 545k
AL SHAE(="t-¢-1ZA et ol A S="mie- 1) = S5t

rlr g?ui rlr

Wb A 74

2 Aol EHMoAY AU Aol ARHE L Al Gef

1= JYBAS UL 2PEAE Teteb] stol HPATENA A=
3 52 Efz 3RS PHskglon WAEY 2 3o 72E ohn

3

_‘l

lr

Qo] AES o) AHEeN 24 gEoR A S FEoE ARA7}
AE9EP F4 1 BHE Sfole] SxiA0] AFEAAY Heelod, T
HlolA®] FAkdel AAs, It S8t Qe ARRE, i

q
RlES g b e ummgi Ve el digh S et e
2 & a7e] Aol 732 ofef [E3-113 Zt
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[23-1] Aol 74

A

@A=
A=

=Y
ox,
N,
olr

=~

=AE
S A=

of
N

@A=
o HE

2AE
v HE

H1

oR

e
H1

o)
L

Az A

D 2AREZC] A7

AT

A
=

]
=

T’]—Oﬂ Eﬂé}oq oE}O]'E

Az o] wlAle
al



2oz HAASIRN Aol iy Fdoz Ayt FAA 44 Ee HAR
ol oste] FRE dowy sh= Y HEE Eydolwt oA
2013).

2 Ao 32 £ A 29 HolAY TAMES tiie=E 201749 10
4 15¢RE 20169 108 3097k 15¢7F AAototy. EEFEH-2 HigtsE
FEFETY Fol HREFEWS AN, AEAHS olgste] A9
A8t

ARALE F 30055 HlESte] 2874(95.6.2%)7F SlsEon, sttt ARA
N Wgol FAsH] FAY H7|1RE 5 SE9 R WS 2758E Al
2605-90.6%)E ATl AHgstedtt. [#3-2]+ 2yde] 22 9 4o of
aff =gt Aot

[#3-2] BT 74 5 #EE

2 515 sdHolAe] A
HE Ne371A9 E15 seHo|AZEAY
ZA} 7|17 20179 102 15¢ ~ 102 30¢
A=y T HARAE ol8e A7)7194
REO| 37 3005

S B 2675

4 52 2605

2) B4 gy A%

Q7R AR Wit ol weh Bl Ado] gebd 4kt A
2 mefste] BAY shae] Bag JHE Arhe



A7He mle odsH A" & = An@ A, 2013). 2
]

1=}
AFATe] Feols AHE EE5] flste] dFEAo] dut2
o]

Aol A

4719

Mo rr

A ANE AT mY W spde] AAat def wE sh 4
F2 9lste] HBEZAES Bate] 2Aslol] HEA] it Sl gl

= 2 F&dte] Aol wepd 2YAYos st
=S BA 2ol SPSS 22.0ver 03] HlE B 7]
RABNT Nl B, GEIARY L 2AFALLS YA

-
Ho=m mE—l:/‘—i (frequency ana y81S) el ]%%ﬂl—ﬁr@] : ’\%_1/\]5}51 xE E4s

wjetssiet.

S, 19 AES A 99 A% 54 GRS O AFE 2 eyes
gatick. Bhel £42 Slete] Zhzte] e

o] 242

q(factor analysis)& AAISIRo™, Z17H0] =&
St WA LWAS "dol= Cronbach's a #He o851t
A, 2F ApEe] AEAIE FotHz; AdAlEAS AASHIT
Ui, SEHo]AR] FARNES] A/dAEel AFNE 9 AH|AZ w2 o
RS Tretolr] Qlote] thE3]HEA (multiple regression analysis)-= AA|SHSITE
A, SEijo]AE] FARES] AFHESo] AU~ njA]E JS mefst
7] $Jote] TS EA (simple regression analysis)= A AJSFT
oAXA, SHEMo|A Y] FARES] AT ARNks, AART AH| A9
AN s3] 2= 2EavE FAsH] Slste] $A1=(2012)0] AlAlet dat
of wat YAIA 3] FEA (step—wise regression analysis)& ¢t ZEGIHE HAS
Skeleh. 1o ofshH, fAIA IlHRA FEHf tiet SRR A
Fe o] 2715 mefsbr] ffsll ARgshe Ao R a
o] ole} FUSHHL St AAA S
% AAsH 2davE Aok W

il

ol

_]

=~

o
2 QAR oA R, 2005).

_@E
p

o

)
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A 4% AFEA

A1 ATRIY Qe A

ok

A7l AFEATA AFFS FotE7] fiste] RIE=RAS AASHAS
vl O Ak [34-103 Zoh AR JA 19279(73.8%), A7t 68
(26.2%) & Jertct. A= 20th7F 1457(55.8%), 30th7t 757 (28.8%), 40
ti7t 3778 (14.2%), S0H7F 38 (1.2%) =2 Wetsteh. 2Fete2 uEolshr} 18
B(6.9%), HEAGSE E= E%)ol 10478(40.0%), dHetw (st E= =)
ol 11178 (42.7%), Hstd(Hst E= E9)o] 279(10.4%) 2 Yepdd. <5
Ast 19 olabrt 1619(61.9%), 1-29e] 479(18.1%), 3-4do] 38%
(14.6%), 5-7d°] 118 (4.2%), 8-10¢] 28(0.8%) = Hetgtch 242 A
ofzlo] 867 (33.1%), Atde]l 807 (30.8%), FHol 35%(13.5%), W7t 34
B(13.1%), gol 258 0.6%) 2 Hedth. dB8wdaS2 2009 ofsit
1108 (42.3%), 200-2997F10] 90 (34.6%), 300-399%H¢lo] 427 (16.2%),
400-4997F9o] 1279(4.6%), 5008+ ool 6T (2.3%)=2 ettt

- 4] -



[F4-1] AFTiAre]

At

T =3 Ad H &
o gt 192 73.8

X
T 47} 68 26.2
20Th 145 55.8
" 30H 75 28.8
E 404 37 14.2
50Th 3 1.2
ek 18 6.9
- AR Asl/Ed 104 40.0
sty A/ EA 111 4.7
ek elold 27 10.4
[do]5 161 62.2
1-24 47 18.1
o5 3-4d 38 14.7
5-7d 11 4.2
8-10d 2 0.8
Aok 86 33.1
A 80 30.8
PR =) 35 13.5
=El 34 13.1
R 25 9.6
2005 o]} 110 42.3
200-2997+¢ 90 34.6
ABFLS 300-399%H¢) 42 162
400-4997+ 12 4.6
5005+l 6 2.3
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A2 A ggE 9 AshE

2 Aol 2dolAY AR AT s, AT, AH[AE
HAE Ash] s a9le] A=1d 9 gdo] A= st 894 (factor
analysis)= oo £AISF3IT.

B (validity)2 S5t she idolu &4 Ags] S4sHA=7E |
Elll= 7dol™ SA7delu £42 S4s] flsl e S8=+71 ofd &
A& Al wrgskal deriet wHE Aotk (HASe, 2013). WEEHHTE
(content validity), “ISEFS = (predictive validity), F~JEF3 = (construct validity)
Al 72 28 o JAHCEEA, A, 2013). " H=E 46ty sk
MaT 54 Aes] SAsk=A mefstr] ffsiA efd/do] dSHh olF 9

ko) /\}gg% 2A _J 71Hol gRlE A (factor analysis)o|™ QRJAEALS oy
o]

7122 3t B2 HWgs HolA dAllsks AAA 7=

W, A ;Y] AA SAHEE E o=EoRl ol
et Fe 0}—7]—‘ Brroks dHbA EAHolH Ty dubdo s o8k
UHGESIL, 2017). QA4 49AIE A4 AR 194 e H4E
oiet AeelEs ARt fARE HE2 A2 FolFolof tog Haes 1
Hoje it o] o] thE Wl w2 ATTAE 7HAoF it 21|, A4A4e] o
s FEIHEAS, 2013). AFER] F9wEA(principal  components
analysis or component analysis : PCA)-& Ho] ARERItt 30|, Q=S ﬂ;q
ot gQlelde A Aueld, Atweldos WA Hl2]E A (varimax)
de] ARSI 49|, 2 SEA] "iY 89 HaeR S (EE Y, JJO]‘H"
2011).

Ao 1o o
rE g
N
1&
L
FL

R

S 5ok ofolfl(eigen)dts 7|02
ot ofolZll ghol Lool2ks Jule Wit Axe| 4k Seftthe ovlolH.
Q91 AR (factor loading)= 0.40 oiel AHALE EAH oz QoJgt Aoz
RIS, 2017). W40] AERHS] ARt T wige] ofs) @ s
= AEE Yee F24EE KMO (Kaise— Mayer—Olkin)€] o] 0.9001%



ol 45| FL Zolnl, 0.80 olgeld M| F 7, 0.70 ool AT 4,
600l ol BHa 2, 0.5001d0ld Hiekalaka] £at Zlolu, 0.50m ol
of S 4 g AEe WHICEFR, 2014, p60). Barderr] FFY ABE
7re] Aprgde] BSllEeIA olRE WHShe AHPHOR 4QEA 1

rE

oflt
o I
i)
Qlr
o
£
S
ﬂJlﬂJ
Jdo
1o
Lo
it
K
X
o,
=
I
oL
o
>,
N,
D
S
N
(@)
>

(reliability)2 &L 7ol disto] HHEHo= =S4 o Uehte
O E4ke ORI A, A, 2013, p.314). SHHL] A=ds
3171 sl she] Aol diste] of= Jle] dEor 4 HRE ol g
1=2/de d5ote ez 71 Wol AH8=E cronbach aZlsE AFES
tHEAIS, 2013). cronbach aZl= AERt gholl dieh dE4 712 sA
0.701geld A=dol e Aem w|estal, 0.6014¢%] -9 vl A=k

e Aow dHECHelIA, 2011).
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D #4759 BHd= 9 AREHT
[24-2] 24259 B B AFE 4
TA84
299 2495
1 2 3
FE ot S A OEE B | g
ot} '
e e A% o 380l AL | g
A7) | e olgdl tal F AT 9o '
O] A]
T ey ARl e sjetsta 9ok 837
GE o el a8aA 284 9 |
A g g, '
B o 2AE 2%E Hold B4 »
< 7HA2 3o '
4oy | T Ae) B & B £
23 | UE ) =g $AS 1 EAE o
odHe R HFAE + At '
e 37t g w59 %] "o 647
£ §aEZd 3EoERH EE59 s
Whe motgs slo -
e Ble] gRsk el uga o
o | wgdt -
et e R Al o
e o F9lel kRSl 3 e 2 o o
st '
Figen-value 5.853 1.564 1.131
AEE4H %) 48.777 13.037 9.429
+AE4H%) 48.777 61.814 71.242
Cronbrach Alpha .867 .830 .857

KMO = .855 Bartletto] F+gA

A x?*= 1887.679 df= 66 sig. = .000
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299242 74 2% (principal components)oll ot FE14] 51 =Y
X(varimax) 2]0%

Ag ANsgen], RaRAde] Agbsyel e AR
Apof| A EEATLEO KMOZLEE= 855, Bartlett®] 3 HAA=
1,887.679, fow2 00022 @RlFAlo Aotet Ao=w yetyth. A
5O gl gt 8% FE47 F 24 AEEE 71.242%E UYERS
o aqpdo] o 2aE A71e } SRR
71.242% & 48.777%°] Hles 7HH A7 mest 89 & M &
FFES e Ade & Ao A|RE, 54 247 13.037%,
9.429%°] 74t a2 ATt k. 7ol o] oigt A= ZA44x
Cronbach's a #to] #}7]1¢1A]l 830, A71=4 .830, EfCIQlA] 8302 ufj-L-
=2 AREE Holal qlth

I
4r

)
S
R

=

o

o,

o

=tk geEALe —T@E— BO](principal components) ]| 940} FE04A 9 HY

i(varimax) ﬂ;ﬂ‘%}’l}% AAstRoH, @@ e] A87FsAdol wE HA Y
MOZLE+= 852, Bartlett®] #+8A HAAA|= 1064.744,
%944%% 00008 QRlEAdl 3et Aog vkt 3310 dgaslel] o
=243 & F4F A2 53.803%2 UERCH ﬁo]oﬂ iRt Al=e

m
E
E

==l

re
Yy
el
l-l'T
1o
=

el
B
o,

BAAT} Cronbach's a Fe] 87002 e =2 AL E Ho|il Qtf AR
ol tigt 8RIEAEY BE o] 0.5001 = vgtow, ol tiet 87H
o] B2 Ao AFgSIAth 349 B 9 AlE|k= [84-3]3 Atk
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ZF i
Qo e QoA ofo] ZIgk Cronbach's
(FAHER) a
= EE HZ2]E oldlle
JE TR S O
U F=7F 718 Uk 7 81
B o} 817
e 89 gAolztd o 823
w987t At ‘
L T=g0] 7FAS 7ho] w
] 2 ooiﬁ s 2l = .651 4.306
T
el S_% 14_}\,\9’] =29 AA= o (53.830) .870
sfstel gt 18
Ue 59 dFd4 5= 686
o) @58 oldfa ‘
= 53_4 A &oz 4]
A A=} 564
e Bao ORI 52
o) BAE delel wt ‘

KMO = .852 Bartlett®] @4 A x? = 1,064.744 df= 28 Sig. = .000

3) AReE] B 9 AHEAE

AFRtZo] dfet SHE= Likertd] 58 ATE AMBSIloH & TEde=w
TAAEH 8RJIEAS TR Bﬂ(principal components)oﬂ 94?} F=u] 9
H2H 2 (varimax) 2AYAS A
o Aol FEAAEO] KMOZE+ 837, Bart ett94 :rL"ﬂ/H A78A]
800.241, ‘IT—JAZO 0000= QRlEAe] Aodet Ao=w Ukt AFTHE9
° ZF BAF Al 55330%2 vebtom g9ld
i3t A= —Er/\——]1 Eﬂr Cronbach's a Zto] .8592 wf-¢- &2 AF|L & Ho|1l §)
of Aw Tl ditt 8@ 49 BHE =0l 0500102 wgton, 27t
ol digt 7719 Es Aol AMgsiaith ARukEe] Bk 3 AR A=
[#4-4] o]tk

Fl

=



Al ZF !
Qo =5 oA ofo]ZIgt | Cronbach's
(BAFED) | a
e U] d4F-E Fdstet EES 762
L7}, ‘
U= Aol HlolAZ YR U 845
Aol gh=ttal AYzieict, :
U= SAeke HolAg 457t 714 809
U dolear Yzt ‘
U= %—Aﬁ%ﬂlﬂﬂﬂ A (5 3.873
T A, ' '
Us HYFE ot ¢t Age
2, 745
+ SEHo]AZN LFoHA 729
HFol A4S 7HITh :
+ Y5 AFE Fsk=T 2
oA UelA FolX AFEAdo WSt 704
ot

KMO = .837 Bartlett®] 84 A x* = 800.241 df= 21 Sig. = .000

4) AHI2AY BT D AEAE

AB|adof digt SAE=A = Likertd] 58 H=E ARESIeH & Twdow
TEEAH. 8dE42 FHE %A (principal components)©]] ot FE4] 9l
Hl2 g 2 (varimax) A S AASIR oM, Q9240 A87bsdo e A
o] Aol BEAFES KMOZ=+= 873, Bartlett®] T34 HAA=
1,007.702, frefeps 00022 9R1Z4e] et Ao Wepgth AHjazle]
FFaslel izt a8l FE2A% T 24t A 60.479%= HEREon AH|A
Aol tigt A== ZA4ZA7 Cronbach's a o] .884= ml-¢ &2 4TS Ho
A ok AR @ it 8@ AN BE o] 0.5001 02 Uster, A
B2 digh 7719 2 Ao AREstA AHAEe] BP9 AREs
[E4-5]9F 2t

T

r
[e:
r

i

5

0|
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[{4-5] Aul229) B 9 AsEF

el J——— a9l oto]AIgt | Cronbach's
2 o Y | (ENER) | a
el TRINEE AEAS AT | g
ol AT HHE A3 Aot ‘
T o] AHA mide %ok
o) .800
S
e Ao B4 st 738
A H] ] 4.234
ng | T AL 87T Tl gl 827 (60.479) 884
€ o] oigt vkl ANe 28 .
sto] gt ‘
 AEIAE ANl AT S8 & o
A g A gl ‘
e 4 2ASA JAdsie 785

KMO = .873 Bartlett®] 784 A x* = 1,007.702 df= 21 Sig. = .000

Al 3 d EBARA

M Aol A AEEA E4=

JIPAE HAFA= Edht T a

Q125 mhetst = AokEAY, 2005). &, BSE 7] THEA EAjR
o] Axof dis] A5 & oy Was o S wA s

Me & 5 fle Aoir(iA Y, 2005. 2 4 =

£ FE51 AASEAT. 24 Mgt duaAe [B4-610 2o Zp W)

_ﬁ_

ofmiet AHEAT e AL e,

A5

AA G
oF
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[(E4-6] W 7F A 2445

= 271914 | A7FE | ERelolAl 7 AROE | AEH]AE
2471914 1

247|124 483%* 1

EFQIQIA] 544%* 601** 1

v 537%* 598%* 513%* 1

2 HupE 504%* 530%* 481%* A04%* 1

AuAA 510%* 572%* 538%* 571%* 465%* 1
p<0.01

- 50 -



Al 42 7MY AF

N

Hl 2s2 AF=o] ot A(+)e] 9= nid Aol

Hi-1 #4215 S A4 A5l fofst A(h)e] d3d= nld 2]
.

HI-2 25 § A28 AFHs ol A9 dd= nld Aol
.

HI-3 #4215 S ERIgA2 A5l ot Ao d3d= nld 2]

R* 3k 0.37322 yeht A8 4] A9ee 37.3%= Uerst
oh A By AJEE UEle FeAES 5072508 Ueon fofgt
B2 0.00002 Yeht 374e] By At Ao vEyth

2p71R140] A Bakgo] u|A= P AST 2t FHAY] FFES U=
Hegto] 0.2752 Weht 27.5%2] felnlet Z(+)A JF(=4.532, p=0.000)=
1A= Aog vehd 7Hd 1-12 Ae=glon, prjxdo] ARREEe nX]=
FE AT A A dFES velie HERe] 03112 dERt
31.1%2] gomgt A+ FK(=4.879, p=0.000)& m|x|= Aoz Yept 7}
A 1-2= A=, BRIQIA ] ARGkLe| nXl= JFS AFT At 39
Alo] gk S U= HERgte] 0.1452 YR} 14.5%2] 003t A(+)3 9
FH=2.176, p=0.030)= "= Aoz veht 7Pd1-32 A= F3F A
T HggE 7o s A7|2EG11%), A719427.5%), BR1Q1A(14.5%) 9] &

d

o
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B A H|EF3F Al B9} AF TR BAE
¥ 5 B E203} Beta t D TOL | VIF
&) 1.358 228 5.953 000

271214 279 061 275 4532 0007+ | 666 | 1.502
RHER] 258 053 311 4.879 .000 604 | 1.655
ERRI1A] 135 062 145 2.176 .030* | 554 | 1.805
2% Qo
R R’ Adjusted R’ Ak mEA)
611 373 365 62479
2AEA (D)
AFe A BAE F RogHE
A2 AEA 59.402 3 19.801 50.725 .000(a)
23 99.932 256 390
] 159.334 259
1 p<0.05 * : p<0.01 == 1 p<0.001

H2-1 425 & A4S ARla "ol fofst H(+) o] = nld o]
.

H2-2 A As & AP71x2E2 ARlE Aol ot (He] dd= mIE o]
.

H2-3 4215 & EQIAS ARla Hofl fofst H(+)o] = nld o]

o

WAl Aulage] GES mALIE ohis] dfslel SPRFE B
S5o] SppEsel A, A2, SIS BYskon], FaEaat

EsaE

m
1A
ol
el
£
"
o
s
M
o)
ol
el
8
L
i)
rE
V
|t
)
1o
of
]
rJ
)
i
S,
S
KT
N
e >



At 71E0] He 2t MeE 1HY] FARMHIeE VIFgte]l ZH2F 0.101F 10 olst=
verde] ot thsgidgel Bl siEdE Aoz Hoh A 3l9)4e] diE
< UehE RAFO] 32 042302 yeht HAS|FAe] AgEe 42.3%=2
ettt g74e] ny HIaes UehiE FEARS 62.5352 UErtor &
ojgHE-2 0.00002 Ueht 3]f4le] By ARt Aoa Vet

Zp71Q14o] AMu|AaAe| ml2) e Fke AST A A4 JFES vErdie
Hletgko] 0.2352 Weht 23.5%9] fomlgt A(+)A F3F=4.039, p=0.000)=
a2 Aoz yeht M 1-12 A E|glon, pr|2do] AH|AH mix]=
FE AT Ant A FFES vehlis wERgro] 033302 yEeht
33.3%9] gomgt A(+H)A AK(=5.451, p=0.001)& mx= Aoz veh} 7}
A 1-2%& A E|glon, eRjIIAe] AH|AM mX|= Je AT A7t 8]
Alo] gaFae Yehfe Helzto] 0.20902 el 20.9%9] §-ou|st A (+)A
FF(=3.283, p=0.001)& mA= Aoz yeht} 7Hd1-3S feA=Ich F3Fe
Ag e 71Eo® 7| 2A(33.3%), A71Q41(23.5%), EFIS1A1(20.9%) 2]
wo g2 Auage JFS vlXe AoRE Yttt

£,

T st o P O e

2 A H|EF3F Al B9} AF TR BAE
il B H207 Beta ¢ D TOL | VIF
&) 1.136 228 5072 .000
271314 244 060 235 4.039 0007+ | 666 | 1.502
RHER] 283 052 333 5.451 0007+ | 604 | 1.655
ERRI1A 200 061 209 3.283 .001*** | 554 | 1.805
ny o
R R’ Adjusted R’ ZAS] B
650 423 416 61301
2AEA (D)
AFe P i BAAE F RogE
A2 AEA 70.498 3 23.499 62.535 .000(a)
Zat 96.199 256 376
] 166.697 259
1 pd0.05 * : p<0.01 == : p<0.001

- 53 -



N

AgghEo] AHAge] nAE G Lohrs] skl SPUsEE ARl
282 Bqsle] B FARMstgon 1 2w
CE 4-10¢} 2ok BAAT 8740] AEee tehht RS 21602 et
el 216%E Lhehitt B3 SRSl AFES tehit F
SAGE 1529872 Ueht AARBE AP A0 epton SYusTt &
e

rr

Sz Ul P Uehi HIEES 4658 Ueht Hmuiso] F4
2l AHAZ] B Qe 46.5%9] A(HA AFE Yehls Ao the
Hom ol ASAT ke 8429, SR 00002 ekt foflsh Gake
mAE 2 UEo] F71U4E AHAAL BolAle ZoR

o
w
rlo ]%
HL W
WG
AN
i
o

3,
o

= HlEEs} A% BE8 AL
W B B0} Beta t p
(d=) 2.112 232 9.100 000
el 475 056 465 8.429 000%**
o3 aoF
R R’ Adjusted R’ FAZ ZEAF
465 216 213 71176
AR (b)
A= A A= E wSE
AFAEA | 35992 1 35992 | 71.046 000&)
R 130705 | 258 507
A 166697 | 259
* 1 p0.05 ** 1 p<0.01 *** @ p<0.001
H4 342 24250 AFaEzte] Qo 249de & Aol

M AollMe So] AR 2ERNE THAEA AFStaAr ith £
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=

AT A slFEHeR e Atk 2

3}

s

&

ol FAE 54 9]

TJL=
=

k¥

%A

FX)et FEA(Y)H] BARNA 7HE 27}

of et

at B X+e

Y
Y
Y

124
20|

a+t B X+ BrZl+e

a+t 1 X+ B2+ B3XZ+e

3T

Jlo

juzel

T
N2
I

|

~H

g

Felop

o R?9] gro]

O
=

H4-1 322 A1

F1a5el 271

5]

o] A5l

2

ol
[}

opiagron] 1

gotE7] ffste] A =]

=AE
2}

4-10] 3} 2t

1T
aT

[

-
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[£4-10] 340) A7|Q43} A5Rgize] et 2 AT 2T

24| wmze A | EE 2457
ny w2 A t p
B EFQA | Beta TOL VIF
(=) 1.966 226 8.710 | .000
1 71914 510 .054 .504 9.363 | .000 1.000 1.000
R* 1 254, R* Wi3kF 1254, F © 87.658(.000%**)
(=) 1.536 .254 6.055 | .000
71914 .393 .063 .388 6.208 | .000 11 1.406
: 4 2217 .066 216 3.450 | .001 11 1.406
R* 1287, R® W9k 033, F : 51.632(000%**)
&) -.144 .694 -.208 | .836
71914 .853 .188 .842 4.542 | .000 .281 1.448
3 Rl 115 199 .679 3.597 | .000 .654 1514
A7 A X34 -.129 .050 -.816 | -2.598 | .010 .651 1.249

R* @ 305, R WsleF 1018, F : 37.442(.000%**)

* 1 p<0.05 ** o p<0.01 *** r p<0.001

[3£4-10] 3} Zo] 19l 7|94 Selet

A5 Ay} R*%gro] 25.4%= LreRgd
on, 204 A4} F3E Tl At 28.7%=
-Q 1O

viehg T, 39 27204,
T4, AN T HTAETS FUT AW RG] 30.5%2 veht R
gol eAtEoR Frlehr) oleldh F/MLE 95%AHTRAN BACR &
ot Ao vehton] URNE AT 4 Ak med M 4-12 A

=it

o
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HA-2 3 Ar|2am ARaae] G

Tl DRSO sheHael 2|2
EAE dotEr] flste] fAIA IlEAHe| o XA/IE YotHtoen 1
A= [F4-11]7 2

rr

[#4-11] Sge] 271245 AFSe] dieh 2EavZAd v}

= A H|ZZF9}F A o T A E
0y |y » | B2} A A% . . FAEEA
B | EZ9%| Beta TOL | VIF
) 2319 | .176 13.150 | .000
1 7124 441 044 530 | 10.048 | .000 | 1.000 | 1.000
R* : 281, R* ¥k @ 281, F @ 100.963(.000%**)
) 1.943 | 229 8.500 | .000
7124 358 054 431 ] 6613 | 000 | 711 | 1.406
’ 4 175 .069 166 | 2547 | 001 | 711 | 1.406
R* 1299, R® W8} @ 018, F : 54.799(.000***)
) -417 | 589 =707 | .000
7124 1.043 | 167 1255 | 6268 | 000 | .790 | 1.655
3 4 835 167 793 | 5012 | 000 | .760 | 1311
A7 2 X B -184 | 043 | -1.318 | -4321 | 010 | 280 | 1.329
R’ 1347, R 98} : 048, F : 45.268(.000***)

* 1 p<0.05 ** o p<0.01 *** r p<0.001

[E4-1117}F Zo] 19 Ao 7| 28-S BAS A RFo] 28.1%2 YEfte

o, 20 7|2 AEY FS BASH A 29.9%% UERL, 3TA A|RA.
Eolgt A R%Zo] 34.7%% JERrt R?

#ol eapdog Frkekgnh. ol2leh FT7HES 95%AlElTolN BAHSR

ot Aog yepton XERIE ERIY 4 UGtk wEpA] 7Hd 4-2= A

=] et

a4, A 2AN T 4EAeTL
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HA-3 B BRI AREtEie] el 2498e & Zoldt

Tl TR0 SESA BIQT ARREe] fojugt 2ARNE o
LAE dobis] gslel AN AARAU T 2UE
A3k [w4-12)9} 2o

rr

[£4-12) 340) HRIQAT} HRgize] et 2 AT Z}

= A H|ZZF9}F A o T A E
29| 4o mest A | ST | B
B HFECA | Beta TOL VIF
(=) 2.243 .208 10.765 | .000
1 EfQlRIA 450 .051 481 8.816 | .000 | 1.000 1.000
R* @232, R WAS}_F 1 232, F @ 77.724(.000%**)
(=) 1.693 .248 6.837 | .000
) EfQlRlIA 335 .058 .358 5781 | .000 252 1.557
4 253 .065 .240 3.881 | .000 214 1.760
R* © 274, R WS}RF 1 042, F : 48.512(.000***)
(=) -.723 .621 -1.164 | .246
EfQlRlIA 1.060 .181 1.135 5.854 | .000 137 1.747
3 = 919 170 .873 5.400 | .000 220 1.594
ERQIRIA X2 -.193 .046 -1.247 | -4.214 | .000 .255 1.449
R* @321, R® WS}_F 1 047, F : 40.370(.000***)

* 1 p<0.05 ** o p<0.01 *** r p<0.001

[34-12]9F o] 12A0IA ERRIIAE FUTH Al R*ro] 23.2%= UEPLe

o, 26A ERIQIAT T U A 27.4%= UL, 39A ERIQIAL
A, BT 3O JeALdS FYT A RG] 32.1%=2 UEht R’
gl eAHor Frlskln. ot FTRES 95%AFrEM TACRE #
ot Aoz uetgton Aavts SRIT & otk wEkA 7 4-3= A
=31t



HS 342 #7153 Auade] g

~|
2,
=
o)
EX
i)
18
ek
o
sk
P
i)
I

H5-1 342 A7|43 Mujade] Gl 2d9es & Aot

Tl A5 SESA AT Aulzde] ejugt 2ARNRE o)
LAE gobis] gfslel FAH AARAU] o7 FUANE Fopugton] I

A= [84-13]7 2t

[(E4-13] 279 271Xt AjH] | st 24 ATt
2| o2 2 B~ B B I £ 1
ST B | EZ0%| Beta TOL | VIF
3 1.884 | 230 8.197 | .000
1 27114 528 | 056 | 510 | 9515 | .000 | 1.000 | 1.000
R* : 260, R® ®8kF : 260, F : 90.541(.000%**)
3 1032 | 241 4279 | 000
) 27114 205 | 060 | 388 | 4910 | 000 | 742 | 1614
3% 450 | 062 | 216 | 7206 | 000 | 742 | 1.554
R* : 384, R® Wk © 124, F : 80.171(.000%**)
3 3.942 | 656 1209 | 228
27114 042 | 178 | 767 | 4473 | 000 | 761 | 1678
3 3% 016 | 188 | 910 | 5213 | 000 | 755 | 1.397
27114 x 37 001 | .047 | -866 | -2.982| 003 | 251 | 1.434
R* © 405, R® W8k : 021, F : 58.053(.000%**)

* 1 p<0.05 ** o p<0.01 *** r p<0.001

& EQISH Ax} R%gho] 26.0%= UERte
o, 26 AT FRe TS At 384%2 UERTa, 394 2p719l4,
a7, A7IQQA FAte] AeAgee Bt AT RG] 40.5%=2 YERY R?
#ol eapdog Frkekgnh. olleh FT7HES 95%AlEleTolN BAHSR
ot Aog yepton XERIE ERIF 4 UGt wEpA] 7P 5-12 A
=] et
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H5-2 $4=2 A7|2483 Mujade] gl 2dq9es & Aot

To] Aol SR el 7|2 - Mu|Ad] fojulgh 2 -E G
EAE Yot 7] fote] AIA FAHEAH gt XA aTE dopHefer 1
Avt= [34-14]9F 2t}

il
olt
S5

rr

[H4-14] 279 A7) 2487 Auj2Zo| gt =

boT
A=)
M
ax
i,
i)

B A HEzs} A 2239} ZHNE
E—aé Bj _/[\_ JLAT T Z"_/[\_ ¢ P o070
B HFECA | Beta TOL VIF
(=) 2.132 174 12.219 | .000
1 27124 486 .043 572 11.210 | .000 1.000 1.000
R' 328, R Wokg @ 328, F : 125.663(.000***)
(=) 1.306 215 6.084 | .000
) 27124 .305 .051 .359 6.000 | .000 522 1.494
4 .384 .064 .357 5.960 | .000 514 1.547
R* © 409, R® W3}F 1 081, F : 88.997(.000***)
&) -.362 .562 -.645 | 228
27124 789 159 .929 4,958 | .000 .664 1.781
3 = .851 159 190 5.355 .000 .652 1.913
7124 X34 -.130 .041 -911 | -3.203 | .003 .621 1.149
R* @ 432, R W8}RF 1 023, F : 64.889(.000***)

* 1 p<0.05 ** o p<0.01 *** r p<0.001

[E4-15]e} Zo] 1eAloA 7| 28-S TASH A RF0] 32.8%= UEftS

o, 284 27|28 33 BY4St At 40.9%2 UERLL, 394 ApIRA.
a7, A2 FAte] AeAede BYS AT RG] 43.2%=2 UERY R?
ol &xpH oz Frleleltt. olfet IR 95%AlElEolA BAHSR &
ogt Ao= yeptom xHaE SRIT 4 Gt wEbA 7 5-2= A
=] et
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ABSTRACT

The Effect of Hotel Bakery Worker's Emotional Intelligence on
the Job Satisfaction and Service Quality
—The Moderating Effect of Empathy

Kim, Hyun-Woo
Major in Food Service Management

Dept. of Hotel, Tourism and Restaurant

Management

Graduate School of Business Administration

Hansung University

The service industry is highly dependent on human resources, and it is
recognised that the management of the organizational members of the
organization is recognized as one of the most important factors of the
organization. In order to satisfy the needs of diverse consumers, the manager
needs to improve the quality of personnel and stakeholders within the
company, and strive to foster a more diverse and detailed approach to the
broader and more granular approach through enhancing the quality of the
workforce.

In order to satisfy the needs of diverse consumers, the manager needs to
improve the quality of personnel and stakeholders within the company, and

strive to foster a more diverse and detailed approach to the broader and
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more granular approach through enhancing the quality of the workforce.

In this study, it is necessary to maintain continuous emotional intelligence of
the hotel bakery employee's emotional intelligence and relevance, and the
relationship between emotion intelligence and organization, as well as the
relationship of emotion to external customers, and to maintain continuous
emotional intelligence.

Thus, the study conducted a study on the effect of emotional sensitivity on
job satisfaction and quality of service, and conducted a study on whether
empathy affects the effects of the variables.

The study conducted a survey of hotel bakery workers in Seoul and
Gyeonggi Province, and the study results were derived through frequency
analysis, feasibility —analysis, correlation analysis, correlation analysis,
correlation analysis, and adjustable regression analysis and adjustable
regression analysis.

The study results of this study are as follows.

First, emotional intelligence has shown significant effects on job satisfaction.
Self-realization,  self-regulation, self-regulation, and self-awareness of
emotional intelligence have had a significant impact on job satisfaction,
magnetic control (31.1 %), and self—awareness (14.6 %).

Second, emotional intelligence showed a significant impact on the quality of
service. Self-regularity, self-regulation, self—regularity, and other cognitive
factors have had a significant impact on self—confidence, self-regulation (73.9
%), and self-consciousness (20.9 %).

Third, job satisfaction has been shown to have a significant impact on the
quality of service. The impact of the task force, which is attributable to the
sub—party variables, indicated that the impact of 46.5 % (+) is indicative of
a positive (+) effect.

Fourth, empathy has been shown to act as an adjustment for emotional

intelligence and job satisfaction.
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All three variables of self—responsiveness, self-regulation, self—regulation, and
other variables of self—awareness have shown that empathy has a significant
effect on the relationship with job satisfaction.

Fifth, compassion has emerged as an adjustment for emotional intelligence
and quality of service. Self-regularity, self-regularity, self-regularity, and three
variables of emotional intelligence, all of which have resulted in a sense of
self—responsiveness, are shown to have a significant effect on the relationship
between self—splicing.

As shown in the ideal results, emotional intelligence has a significant effect
on job satisfaction and servicibility, and the importance of emotional
intelligence has been identified. It also identified the effect of empathy, which
is the result of empathy with clients of service workers in contact with
customers,

Due to the rapid pace of global integration with globalization, consumers
demand flexibility to satisfy consumers ' desires to satisfy consumers ' desires
to satisfy consumers ' desires to satisfy consumers ' desires. With the advent
of the knowledge—based era, companies with technological know—how and
their intellectual capital are increasingly evaluating talent, and companies are
paying for excellence in human resources. Businesses are pursuing a talent
award that enables employees to recognize their emotions accurately,
considerate of others ' feelings, to better understand others ' feelings, and to
achieve their goals with other people. Accordingly, there should be efforts to
improve the use of emotional intelligence and improve human resources to
maximize corporate value and improve human resources management and
SErvices.

This study is significant in providing data to service industries managers and
employees who provide efficient human resources management and increased
service quality.

(Key words] Job satisfaction, Emotional Intelligence, Empathy, Service Quality
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