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Research on the Relationship between the Service
Discretion Acts of Customer—encountering
Employees and Trust Management

Nam—Jae Cho, Sang—Jung Lee'
Dept. Hotel Cooking School, Segjeong College

Abstract

This research has attempted to asses the relationship between trust management, the
element of service discretion act, and the quality of the service. The research model and
assumption have been set up based on such a theoretical research and the demonstrative
analysis of the customer-encountering employees of five-star hotels in Seoul. The results
of the study are as follows;

First, the rationalization of management can be achieved by improving the service
through having a command of trust management as a management strategy. Second, there
has been significant differences between variables such as the degree of importance and
accomplishment of trust management. And it tells us that it is necessary to improve the
range of service discretion acts up to the level where the difference between importance
and accomplishment is not in existence. Third, the variable changes according to demo-
graphic characteristics show us the necessity of providing individualized education by
recognizing the differences among groups. Fourth, the trust management has a considerable
effect on the quality of the service, and this indicates that the quality of the service can
be improved through expanding the range of service discretion acts of customer-encoun-
tering employees.

Key words : customer-encountering employees, the service discretion act, trust mana-
gement, the service quality.
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F p<0.05904 T34 JolS Holx| ¥k
A3k Aui A S Aol v sy Alo] 14 Azl olah, £l
05lA S AolE Bl BEL WY glE Ao Uik AEA
g 37149 A £42 2 Duncand] thE ¥M$ A4S =33 23} £A)
Folh AJo)2 Bl AL MulA Fe] 58 AT A HE o)Akl A}
HE, SRt 494 o 3449 whes B Aoz ek
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N >
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A

2

of

_]

Ry
A

<E 5 o) dg A5 A Avlz A9 FP50] g Fo| B4

89 A M=SD t-value
w4 5.07+1.62
Mg A
82 o A 459139 14
3 A4 4.80+1.39
AulA A " e .
o 4 4532025 1811

P<0.05.

(E 6 Aol e N7 At Aux Aol v@ FAE Ho] ¥4

89 AFg HUAF F frolds
Aozt 6.219 3.110
Ay A A 720.631 2.355 1.320 296
3HA 726.850
Azt 8.138 4.069
Aulx " FAvhy 538595 1.766 2.304 102
A 546.733

p<0.05.
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CE 7> 244500 B A7) 495 Auls Ao i@ SA%E 290 2] B4

a3l AFg HEA T F FolgE

EI =y 13.236 2.647

Nz Aq AT 713.614 2355 1.124 348
A 726.850
A 2.366 2.366

Auizx g FHed 1771 1771 1336 238
A

p<0.05.

(H 8 g wg A5 FYF Mul2: Do) thgt £YPx9| o] B

29 A& BIHAF F HolgE

Azt 3.526 1175

Ng 7 Avy 723324 2372 496 686
A 726.850
At 15.428 5.143

AH| A A =g 531.306 1.748 2.942 535
A 546.733

p<0.05,

-

A2 A7 Aulz Ae] 53 HEo) thg B3 Jfo] B4 Aol olshE, B
¥ 3AHoE Prshe Aow AT #949 o7} fE Ao Uehyth
"lil AR A2 Ao S Axol] By pd o] B4 Aol J5hH, fef
FF p<0.05914 A AolE HolA) Fgkek. AP He Folr} ol
gelxe] Aolol|x NAeHEAS HERT] dste] 27429 %741 #4© 2 Duncan
o o H9 ARL £ 27 FAFLE 40T AolE Bl e 27 BP9
A, AR EE 39, TeDAEo] BE 9| Hisiy 52114 22 FoI3F Folg

OH

&4

CE 9 AW Y% 29 Ao] B4 Az

29l A3 M+£SD t-value
A3 4.81+1.56
A¥ A e 0.188
5 34 23 A 4.96+1.79
a3 B 4.58+1.
Aul2 A % ud 28£1.26 1.440
I3 vuE 481143

P<0.05.



214 starzal ksl A A 129 A 35(2006)

CE 10> AW 5% 29 Ko A @3

a9l A Ee Bt A& F foigs
ezt 21.949 3.658
Nz A Avhy 791.759 2622 1.395 216
A 813.708
£ hazts 9.816 1.636
Aul A A Ay 536.918 1.784 917 483
A 546.733
p<0.05.

E D 259 35 29 o] ¥4 Ax

a9l AFS WA F frolgE
Hezt 19.278 3.856
A Zd Fad 707.572 2335 1.651 146
A 726.850
Az 15.681 3.136
A2 A Al 531.053 1.758 1.783 116
A 546.733
p<0.05.
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nolw e, olFo] ¥ FHAY $HE B
A8 Y A U] S Bl B L5 Ao 24
S p<0.05olN S8 Rl MolA) itk AEA i%tg Aol7}k w4

ol

™)
5
o
L x

Sl el ZpololA 71sk=RAE AESY] A5t 3717
o 95 9 A4S 793 27 SAFLE 97 Aol J =
MAon, 2eaxEo] T AERSH Hjsle A3s] FAA T BRS3 Axjo)u)

4 7 A=

2 A7 7ML 39 1 FAY ARl TR0l A7 Anlx A B9l A
249 A3 39 R ML Ao Faw FYRE Zo7} A& Aelct ofn o
=3 2t

I-1. 218] 799 Fo%9 FHroE 2jol7} L FHolth
[-2. A2 Fo) S5} FTde 2jol7} 9L Ho|tt
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H 12> 23] B39 259 4P z}o] B4

G5 AoldFE HFUA QAT AlFAR AolHmy t s
1 .7864 2.1105 1201 5502 1.0227 6.550 .000
2 7023 1.9956 1135 4789 9257 6.186 .000
3 5178 2.0139 1146 2924 7432 4.520 .000
4 5534 1.9493 1109 3352 7716 4.990 .000
5 8220 1.9617 1116 .6024 1.0416 7.366 .000
6 6537 2.0733 1179 4216 .8858 5.543 .000
7 6731 2.1965 1250 4273 9190 5.387 .000
8 6667 2.1672 1233 4241 .9093 5.407 .000
9 7540 1.9929 1134 5310 9771 6.651 .000

10 .5081 2.6855 1528 2075 .8087 3.326 .000

11 7346 2.0984 1194 4997 .9695 6.154 000

12 6537 1.9590 1114 4344 8730 5.866 .000

13 5793 2.5908 1474 .2893 .8693 3.930 .000

14 7702 1.9629 117 5505 .9899 6.898 .000

15 9579 1.9259 1096 7423 1.1735 8.743 .000

AT 7HEE AFE) A5t 2714 W) tid FeE el SRkl xjo] B4
(ttest)yE AABAT A= B FRE) FPE ] Ao Ha(r-test) Dol s}
W, o] rﬂa L2 24 A7} gldAo] Adog 109 =S #2)3 L] 157)

FEL §5F p<005AA @ Aol = Aoz Uehdey 9o AokE u}
Fo= AT 7Hd L1e AdEol, A7) 499 Fawst FURcls Folrt Yok
%

—

& ek
Aulz Ao FoTot FAE Fo] EA(Htest) Aol JakH, FHE) tig
AHE £4 A D27t ZojE 129 FEE AR WA 147 FEL S
T p<0.05914 {2 g Aol7} e AR vElgtt A9 ARE nlgo s A7 7}
A 122 Ae=ol, Az A9 Fowe) FYmoE )7} Yokn F 4 ok

v.Z 2
27 A FAN0E AT 45 B S AT 52 IS 5] 99
A 17 A3 LA 2AE AT Bwe Az AF G9ie] ol 240 B
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E D Hulx d Fex9) 395 o) B4 Az}

¥ Ade mEed eaww L o F
I 8474 1.5418 8.785E-02 6745 1.0203 9.645 .000
2 .8964 1.6143 9.184E-02 157 1.0771 9.761 .000
3 7735 1.6238 9.238E-02 5917 9552 8.373 .000
4 7443 1.6424 9.343E-02 5605 9282 7.967 .000
5 9223 1.6437 9.351E-02 71383 1.1063 9.864 000
6 7152 3.3278 .1893 3427 1.0877 3.778 .000
7 9256 1.5367 8.742E-02 7536 1.0976 10.588 .000
8 9871 1.6116 9.168E-02 .8067 1.1675 10.766 .000
9 9871 1.7150 9.757E-02 7951 1.1790 10.117 .000

10 1.0194 1.7690 .1006 8214 1.2174 10.130 .000

1 1.0874 1.7697 1007 .8893 1.2855 10.801 .000

12 1.2039 1.7766 1011 1.0050 1.4028 11.912 .000

13 1.2201 1.7974 1023 1.0189 1.4213 11.932 .000

14 1.0518 1.7256 9.817E-02 .8586 1.2449 10.714 .000

FAolc. LA 52 £ Au2E AT 98 14 Y F4Q Avla
A A9 A% RotE AT A 2ol I AR YA $HH o2 51
7199} 418) Aol Aasteh oleid oihe] ARG 1A Aulse] A 9
Zo] QoA AelA| F 2 MM27} AFH) AgF o nAe) 4TS =
AZ % 9 Rolgke B ANSIA B,

AT BAL Y] ) o128 AT AFH A7 ANHQ. o8 A
FME 3E 2 Y SR A2 AR B9 AEE AP 2 B
YA Al A% P9le) 2L WY AT 48 24S 9l8) 1A 1Y 99
3} 8 3 WA olgHor AA Stk Aulx A B9 74 24
A=) At Auls Azt BAE sletadch

A ATE vEoE AT By S ARSI Ne AW 17 39 5
Aol 2% FU 14 WY FUAL PP AZRAS ANAT YERA
N 538 Ae) B Ak 29 492 AN 54 Z29 SPSS 1008 ol&
slod Wm B, WY BF B 42 ANE

A% 24 AR A5, ATFATE S4Y SA% Ao] B4, 49, 9%
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