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Abstract This study defined the concepts of change-readiness, affordance system, agility,
and performance, which are becoming increasingly important and necessary in service industry.
Also, by verifying the relationship among these factors based on theoretical and empirical
researches, it proposed strategic implications for service firms to reinforce their competitiveness.
The results of the analysis in this study are as follows. First, the factors of technology,
organization, and environment had significant effects on affordance system. Second, affordance
system had significant effects on both agility and performance. Third, agility had a significant
effect on performance. Fourth, job uncertainty moderated the relationship between affordance
system and agility, but not between affordance system and performance. The results suggest that
affordance system is a highly effective method of improving agility of the frontline employees. To
maximize the utility of affordance system, sufficient change-readiness in technological,
organizational, and environmental factors are required. Reasons and implications of these observed
relationships are discussed.
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2 AHgstE aAPHAAL PO 20164 9
2 19258 20163 109 5274 A s,
53709l 71lel 500%-& WIEF F 438%e] A
Ag A% gue Aol AHE 193
2 A9 sn 41972 AFEAC gt

Bre QATEAE 54 avnd, 4
< T2 19678 (46.8%), 144 2239 (53.2%) o=

Ve, SRkl A" 300 wgk 71H
(16.9%), 30tH 1429 (33.9%), 40t 1497 (35.6%),
50t) o)Ak 579 (13.6%) 0 2 wkofw gt}
SHEAtel A4 w&e Bd 599(14.1%), <
8 527 (12.4%), &€ 457 (10.7%), 37 654
(155%), AH&2k 39%(9.3%), LS 319(7.4%),
o7 479(11.2%), &7 457 (10.7%), E4l
367 (86%)°ltt. <+H7|zke 59 wRE 1404
(33.4%), 54 ©]~10d m w1047 (24.8%), 10
d o] ~15d wwk 5878 (13.8%), 151 o] 4~

20 Wk 467 (11.0%), 209 o] ~25d vl
487 (115%), 2541 o] 237 (55%) 0% Lhebi
o}.

s A9 wes AR A9l 2373
(56.69%), ¢ 427(10.0%), el 45%(10.7%),
34 467(11.0%), A73/5% 349 (81%), ©lA}
o]

21 = 10091 WIWE 907 (21.5%), 100 o]~
50091 wlwk 799 (18.9%), 500 ©]/~1,00021 H
7F 737 (17.4%), 1,000 ©]%~2,000¢1 wlw 617
(14.6%), 2,000 ©]7~3,000¢1 ==t 469 (11.0%),
3,000 o] 709 (16.7%) 2.2 vhetE A}, o] A}
Zo] AutAor nE FHEXE HoAFIL 9

= Row vehy

& AFH] A AMOS

Factors Analysis)& 2Alstt) 234 #2914 29l
2L 14 295 7kl @AY 23 226 24
A Aolgt Adels ndz 129 17 a9l
EA 2 d(High Order
Analysis ModeDolgha F271% @ 15 =4
23 22 SARYE ] AF¥=E HadorA 2

A HARYel AF L A% Aol By

Confirmatory ~ Factor

AAE Aol 1, 24 &

A 81EAS
Arye] digt FHEFEA(Convergent Validity),
I EldA (Discriminant  Validity)[46], 2231 &
FEE gl F vtk

pagEe]  igk AE A (Individual  Item

Reliability)2 ZAHAFE Agstr] 9l ST
S99 aaAAA7F 7 o]4H12], Cronbach’s a%}
HA 2] = (Composite Construct Reliability)7} 7
o, SAMTE T3 MY AT AHE=
Ak SA sk A (Average Variance
Extracted)2 5 ol%tol¥l FHEE o] A3t}
[17,301.
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Table 1 First-order Convergent Validity

Construct Items Factf)r T-value AVE CR. Cronbach's a
Loading
. RA1 334 -
Aiifr:‘tzze RA2 899 21,687 506 754 876
RA3 786 18.349
SP1 .904 -
Simplicity SP2 902 27.023 634 .838 915
SP3 848 24.061
CB1 878 -
Compatibility CB2 .928 25.885 594 813 883
CB3 751 18.626
IT1 .923 -
In frasltzucture 1T3 .939 33.188 666 857 934
1T4 .865 27.160
TS1 .923 -
Top gi;ﬁfment TS3 933 33.355 687 368 944
TS4 .908 30.997
CP1 .903 -
Competitor Pressure CP3 923 28.467 624 832 907
CP4 .808 22.067
PP1 .929 -
Partner PP2 .924 33.838
Pressure PP3 907 31.948 1z 08 918
PP4 .865 27.988
12 870 -
Information Intensity 13 918 25.893 644 844 914
4 .867 23.612
CBA1 .898 -
Collaborative CBA2 .908 27.197 672 .860 918
CBA3 .861 24.594
OM1 .833 -
Organizational Memory OM3 903 26.221 655 851 919
OM4 881 25.083
PM1 .883 -
Process Management PM2 .865 23.703 625 .834 .906
PM3 873 24.064
SS2 842 -
Sense SS3 .851 20.739 642 .843 .890
SS4 872 21.364
RP1 795 -
RP2 854 19.846
Respond 663 887 915
RP3 878 20.619
RP4 .894 21.088
PM1 .839 -
Performance PM2 81 24879 628 871 914
PM3 .846 23.408
PM4 .808 21.468
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HA 12k 5 gl aJAiAS HAAE npx o 2 Sy gidk A= 1A &
of 8AAAAL ghel T WA = W TR Qo] A9 \2/Af=2067(<.01),  GFI=913,
Fo AT F A 04 2QlEH S AAsE AGFI=.886, RMR=.064, RFI=939, CFI=.973,
oath. 1 A Table 13 2ol A SAMT  pyspa=5102, 23 2dle] Ao 2
o aHAAZE BT ol elan B AN /450 044(<.01), GFI=.907, AGFI-.886,
72l Cronbach’s ash AR == 78 A2 RMR=.079, RFI=.940, CFI=.972, RMSEA=0502.
AFEE2 5 older uvEh FHERAC £ 2 ey wid 2wl o Ag s |
AehE. Table 25t el Al S B 4 ge1e) g9 y2di= 1670(<.01), GFI=956,
wEAbEEe] AW gel B 7 oldelald \Gpr-g36, RMR=041, RFI=964, CFI=988,
323 gja:}iﬁ]@ %:;iﬂ] it wEE RMSEA=.0402.%, 22 Q919 A y/df=

o 9;2_} P ;ﬂﬂb able 39 1.633(<.01), GFI=.955, AGFI=.938, RMR-.044,
Ta;)le" 4o ot el ;H; Ec ro;bach,S T RFI=.965, CFI=.989, RMSEA=039% }E}yt
A= EEE .7 oL o] aL ﬁﬂ?{—‘ﬂ}\]-ixp_’ ; el pitd AL 2 ARest ARrIER
e S FEAA ATRYY APEE £8b5 & A
ToSelges E FEHEAC EAER o e me 199 29 290 g@ A
Wragel g aEeasad Awe gel 0 S T T e
w7 elgelm gANe e gAsnnt 0 LT e #ed
2 e oA Afiel TR EARSAE ) ged 04 aange Adeddiel
Atk & 5 gk

Table 2 First-order Discriminant Validity

RA SP CB IT TS CP PP 1I CBA OM PM SS RP PM
RA 711
SP 699 7196
CB 673 672 771
1T 464 449 505 .816
TS 389 438 505 733 829
CP 426 399 500 456 524 790
PP 436 430 A74 466 522 736 844
I .386 337 404 380 408 632 702 .803
CBA 478 424 492 464 508 492 544 443 820
CM 479 402 479 524 62 474 496 383 657 809
PM 546 A 537 488 Sl15 506 A7 457 669 730 791
SS 406 408 399 364 433 453 425 439 432 A72 528 .801
RP 394 307 401 303 339 412 307 356 373 448 450 683 814
PM 476 .360 503 373 429 452 420 399 516 573 567 597 681 793

Diagonal Elements are Square Root of AVE, Others are Correlation Coefficients
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Table 3 Second-order Convergent Validity

Factor
Construct Items . T-value AVE CR. Cronbach’s a
Loading
RA 331 -
Technology SP 801 13.388 .587 .810 .830
CB 842 13.492
"h - 1T 832
Change™ ) anization 554 713 829
readiness TS 881 14.727
CP 854
Environment PP 874 16.591 600 818 .855
I 791 14.448
CBA 187
Affordance System OM .840 14.366 599 818 845
PM 859 14.588
SS 810
Agility 673 .804 769
RP 843 11.974
PM1 889
PM2 873 24.803
Performance 628 871 914
PM3 847 23.404
PM4 808 21.481
Table 4 Second-order Discriminant Validity
L. . Affordance .
Technology Organization Environment Agility Performance
System
Technology 766
Organization 646 744
Environment 615 649 174
Aff
fordance 700 719 696 774
System
Agility .563 526 556 655 .820
Performance .546 471 502 667 778 793

Diagonal Elements are Square Root of AVE, Others are Correlation Coefficients

44 2x2E B4

SAARYY AFTE Bl B AFRIY Al
FHAd Y Aol rRE AWy 1o FA
A fFoAds glstr] d8l FREES AAsSE
T A S EH(Maximum Likelihood)S #-8-3}
of F2EY B4 HAAAL

TR HE  Hg=ES  Ayrw
/df=1.641(<.01), GFI=.863, AGFI=.846, RMR=.079,

RFI=911, CFI=.966, RMSEA=.0392.% &} X2
o] p#F GFIE= dAi7|E=X 9 ALl
L 7]

1214

= T
Aot
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NA A 6742 BE shA o] A elw ok & % xd3dE HAFehe ol tH39)
EREE LS FYIELICEEE RRERE
45 =Ha3 24 TH(418)S 7w dFEddAel =2 F
TH(>4.18) 20870 AMEH e FHH(<= 4.18)
FEFEAl g NHg 9 AR 7 d5E 2012 AELS BE3le] 2dans ol g
49 2daRE dotry] s AFEIR g 24 g #EL 93 (Aol AE ARE
SHARY el (el TS AASATh. A¥RW Table 63 Zth
CANAFE AKRY ARG vm
Table 5 Hypothesis Result
Hypothesis Ve t-value Result
No 1 Technology Change-readiness — Affordance System 304" 5.024 Supported
No 2 Organization Change-readiness — Affordance System 231" 4516 Supported
No 3 Environment Change-readiness — Affordance System 265" 4.798 Supported
No 4 Affordance System — Agility 644" 9.895 Supported
No 5 Affordance System — Performance 352 4.180 Supported
No 6 Agility — Performance 790" 7.688 Supported
* p<.05, *x p<01
Table 6 Job Uncertainty Moderator Effect
. Unconstrained Constrained Difference of D
Hypothesis 9 B Result
Model Model p% value
Affordance Syst . High 886"
No 7 roraance SYSWm = o 56 2865128 10602” 001  Supported
Agility Low 423"
Afford Syst High 573" Not
No g ‘rHordance system = 2854526 856,452 1927 165 & e
Performance Low  .321"  Supported

* p<05, #* p<O01

FeFeAl g NPT BAAA AGAow e FA T AL IHAAS
B zdFas 2o WalaFe] 10.602(p T FAYY s AN AR B F
< ODE Yy 7hd 78 A AT 85 Atk olgfg AES glstr] flEiA e FF
EAEs A 7ke] @AM Qrmaage  ATlA Baronit Kennyl5lel wiA® =daz
ZAEANE 2o wshgo] 1927(p > 05)% = AT 2uw § 0 A des =ed
Bl 71A 88 771E 9l F AL AR g

olelgt A= EEAS SAoA IT 7]=o]

FHA9 MPYe Fa 4NE A AL 5

ks APATB0-5115%} 58S golan 5. E B

@ 5ok F 9t BAUG BN

TowaAsEe] FEuloz= 1Al AT} AT B4 dALE ek 2ol W =
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