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Abstract This study examines the effect of customer experience management capability of
a bank and job satisfaction and customer orientation of the frontline employee in bank. The
proposed research model and developed hypotheses were tested using structural equations
modeling based on data collected from 321 employees working in banks. The results of the study
confirm the positive effects of employee training, employee empowerment, employee evaluation,
cross functional work of customer experience management capability is job satisfaction and
customer orientation. But channel integration is not supported job satisfaction and customer
orientation. Performance management influenced customer orientation through job satisfaction. The
study provides On a theoretical level valuable insights into the customer experience management
competency at the organizational unit and but there is also a limitation that firms the is limited.

Keywords: Frontline employees, Customer experience management capability, Job satisfaction,
Customer orientation
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Table 1 respondents’ demographic data

Q

2 Lwka M

variables categories n %
Male 76 23.7
Gender
Female 245 76.3
21~30 56 174
31~40 95 29.6
Age
41~50 123 38.3
more than 50 47 14.7
High school 78 24.3
Associate degree 32 10.0
Education | Bachelor degree 203 63.2
Master degree 3 0.9
Doctor degree 5 16
less than 5 year 50 156
Career 5-10 year 72 22.4
period 10-15 year 139 433
15-20 year 42 13.1
over than 20year 18 5.6
Staff 62 19.3
Chief 4 26.2
Assistant
105 32.7
. manager
Position
Manager 37 115
Deputy general
28 8.7
manager
Deputy manager 5 1.6

)
x}
s
it}
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Table 2 exploratory factor analysis

1 2 3 4 5 6 7 8
ET1 .256 232 151 114 148 193 167 137
ET2 186 .206 169 163 .086 196 167 .806
ET3 160 .233 181 134 A17 134 174 774
EEP1 205 073 102 .100 053 203 .808 106
EEP2 .243 183 150 047 .040 122 817 198
EEP3 .259 171 138 -.026 031 .106 iy 136
EEL1 073 170 014 .907 149 077 041 .093
EEL2 .100 155 .060 .904 190 015 012 097
EEL3 .061 155 .060 .906 169 032 065 132
PM1 047 166 079 A75 .898 132 023 078
PM2 .069 128 -.004 132 .922 092 075 .090
PM3 .098 163 093 213 .890 072 .020 110
CFW1 224 072 .896 042 039 102 128 127
CFW2 .209 .053 .899 065 046 075 .093 141
CFW3 232 .080 .878 029 062 123 154 140
cn .209 281 168 058 094 .749 141 146
CI2 151 207 073 058 .100 .838 162 198
CI3 156 210 .096 021 137 .832 152 165
JS1 .822 157 225 058 113 155 158 197
JS2 .827 199 185 104 079 A17 .223 163
JS3 .820 150 228 034 037 158 227 d11
J54 .813 189 .203 .069 057 166 242 149
CO1 179 784 132 163 173 169 075 139
CO2 A11 .807 022 158 133 224 074 165
CO3 158 796 074 136 110 165 192 182
CO4 211 .808 026 146 148 d77 154 164
Eigenvalue | 10.226 3.205 2.055 1.699 1.438 1.243 1.088 1.022
Variance 39.329 12.326 7.904 6.536 5.532 4.781 4.185 3.932
Cumulative | 39.329 51.655 59.560 66.096 71.628 76.409 80.594 84.526

Cronbach’s a | 0.884 0.859 0.944 0.943 0.943 0.886 0.910 0.941

ET: Employee Training, EEP: Employee Empowerment, EEL: Employee Evaluation,

PM: Performance Management, CFW: Cross Functional Work, CI :

JS: Job Satisfaction, CO: Customer Orientation

Channel Integration

(AVE) ¥ #AYHEelGA S =&310] Hrbsles
© 2 Fornell and Larcker(1981)¢] w=™ 3%
2JAH A} A EAFE 2 05 o, &

()]

H
AFE= 07 0] Fd o, ASEr A WAL

ﬁ\a
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Table 3 convergent validity

construct items fact.or error AVE CR.
loading
Employee ET1 0.779 0534
o ET?2 0.891 0.309 0545 0781
traming ET3 0735 0.775
Employes EEPI 0914 0.301
EEP?2 0.923 0.280 0.750 0.900
empowerment EEP3 0.926 0.264
Employes EELI 0.928 0.364
b EEL2 0.926 0.366 0.689 0.869
evaluation EEL3 0911 0.421
Performance PM1 0.902 0.400
PM2 0.909 0.367 0.698 0.874
management PM3 0918 0.307
Cross CFW1 0818 0.540
functional CFW2 0.869 0.348 0.609 0.823
work CEFW3 0.843 0.485
Channel cn 0.806 0507
, ) CI2 0.857 0.364 0.638 0.841
ntegration CI3 0.868 0.344
Js1 0.887 0.356
Job JS2 0.900 0.287
0.718 0.910
satisfaction JS3 0.888 0.340
1S4 0.905 0.277
CO1 0.833 0.430
Customer CcO2 0.839 0.489
orientation CO3 0.856 0.383 0.635 0.874
CO4 0.868 0.355
Table 4 discriminant validity
ET EEP EEL PM CFW CI JS CO
ET 0.738
EEP 0.226 0.866
EEL 0.609 0.295 0.830
PM 0.212 0.516 0.538 0.835
CFW 0.411 0.153 0.169 0.564 0.780
CI 0.567 0.405 0.403 0.433 0.532 0.797
JS 0.295 0.274 0.403 0.284 0.443 0.606 0.847
CO 0.516 0.548 0.506 0.498 0.394 0.660 0.693 0.808

Diagonal elements are square root of AVE, others are correlation coefficients

Hol grka waach #914 2ARA AuE £ 072 Wi o Uedi AVE 94 05
A9 RW Table 3% 2ol RE 844X & & WE Ao duyt ggor BgadE
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ity Fito] 0.8~09 ooz ygon 7+
AE #0782 YERS T

_8_
=
5oz FHEGAS ZRlst7] 18] AVE
o Ve AARA S vttt &
HELG A S 7[EWHT9 AVE Al kel 7t
HyEsEo AaaA #e Adgtrg avd &
HEpGdol EAgttar diok(Fornell  and
Larcker, 1981). Table 4%} #Zo] EE W9 4
o

BBA @ F A 2 e A

Al A= T

GFI, AGFI, RMR, RMSEA, CFI, NFI 5 9<%
g 7les T REe AFEE Fotsior st
(Joung et al, 2022). &<JA Q804 A=
HAAPA = Table 5ollA &Q1g 4 k. & A
ol AnE AWEW y*/df= 1.63(<.01), GFI =
0.914, CFI = 0979, RFI = 0.940, RMR = 0.049,
NFI = 0949, RMSEA = 0.039% uehi} y?3ko]
ZlEAlel 2w mEE7]E dAT & s
e A ks Ko FAWg 7he] A
5 Feofstede B9 Byolgr Aadd ¢ 9l
H(Hu and Bentler, 1999; Tucker and Lewis,

o}

1973). o]e] W& T8 & W & A9
SAARF LS AT gFAdS BF 25t
d Ao
Table 5 goodness of fit
recommend-—
od values CFA SEM
YHdip) | <2505 163(<000  163(<.00)
GFI >0.9 0914 0.914
CFI >0.9 0.979 0.979
RFI >0.9 0.940 0.940
RMR <0.08 0.049 0.049
NFI >0.9 0.949 0.949
RMSEA <0.08 0.039 0.039

A% ey % o4 298HE F
Aol Al odel YL FAW ¥ 7
MEE 0 BAE A A FRRIR
g 4 FEEY 24 A 23
g BAE HAR F RN ANgh 7E
2ge Ang FAsy] @ PPl N A
$E B4 A3E AA8 Table 59049 2ol

v2/df= 1.63(<.01), GFI = 0914, CFI = 0.979,
RFI = 0940, RMR = 0049, NFI = 0.949,
RMSEA = 0.0392 ueld  x*¢] p-valueZ 7l
e BE Fo] VEAE @A BEAS A=
g EA7F = Ao=w  #Ausk v (Beltran—
Martin et al., 2008).

M9 AES 98 =3 AF 2 t-value,

= Table 63}

B FAQLFAR = 0313, p < 001), d3Y
E 3, p < 0.01), T4LH7HB = 0.137,
p <0.01), A=A (B = 0166, p < 0.01), =2}
AAMB = 0173, p < 001) AFwt=o] mIF
& . Bk Rk

dEs v Aot FALEAERB = 0.279,
0.01), 49U E(R = 0137, p < 0.01), 7+
ALF7HB = 0120, p < 0.01), AAAFPB =
0.103, p < 0.05)2 ARG ()] FTF
= "AE Aew WAt AAAB =
0.062, p > 0.05)¢ AFFF2(B = 0071, p >
0.05) AAZGAF 7178 ARE BHoAFIoh
ATtoE b 3 ARREL DA G 3
(el FBe WA AoldE (B
0.0D)= et Ae e ATt
olfgt A= 7IE 7| ko] AFwEE
A4 S vAE Aolre= 71EY A7 (Choi
and Shim, 2013; Park and Park, 2011; Jeon an
d Nam, 2020)¢} WiF& 22 A3E RHoFx

k. AW AdEH FRNE L w4 G
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Table 6 hypothesis result
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hypothesis ¥ t-value result
H1 Employee training —> Job satisfaction 0.313" 5.003 supported
H2 Employee empowerment —> Job satisfaction 0.188™ 3.048 supported
H3 Employee evaluation -> Job satisfaction 0.137* 2.733 supported
H4 Performance management -> Job satisfaction 0.166™ 2.708 supported
H5 Cross functional work -> Job satisfaction 0.173™ 3.454 supported
H6 Channel integration —> Job satisfaction 0.071 1.402 rejected
H7 Employee training —> Customer orientation 0.279™ 4538 supported
H8 Employee empowerment -> Customer orientation 0.137* 2.346 supported
H9 Employee evaluation —> Customer orientation 0.120™ 2.550 supported
H10 Performance management -> Customer orientation 0.062 1.074 rejected
Hi11 Cross functional work -> Customer orientation 0.103" 2.182 supported
H12 Channel integration —> Customer orientation 0.071 1.518 rejected
H13 Job satisfaction —> Customer orientation 0.411™ 6.952 supported
*p < 005, #* p < 0.01
< BRE7F g o] EAJARE Heke] A 5
oz Q& AA AYgMY &S 5 gle &A
g ol Atk %, FF of¥9 gl ME
dol8E At 2357 WEd FHA9 4
ol e B3 oFE AUz Fgelstr] o
& =AZE Atk EF ol g Al i A&
T A A ws Retel thet e At
Je Aow 2Edd
ggo Auzesh nAAgde A4
PAE 778 Ao YEw. gw 49
o ARuEe FHA dFe] g Ao uF
e ofmcl F7hH o gridelsl nAX T B
Aol AEwse wAETsl e Sels]
38 Hoyle & Smith 7|®& o] &3 wizjas}
B4 AN WA SHEsd Aot
Fig. 2 hypothesis result TEHEUF aAXEgF ] AFaHRE g &
Aejol Ak vzl AERSE oA ¥
ol A G 7IEY] AT tEA BF BE~Ed7]He  Bolst=  wd o] th(Hong,
71Zyo] HAG. ol st A= 2 AFolA AL 2020). FEX~E# I Lower bounds®t Upper

Tl Ak A A

AEe 2o welgt & 4 Atk OBS(201

12l Ao

o] B¢

= 719 60%= Aul=AE
FAAY A= FFEA F2 A

$7b @oha gvh ea) B9 ol nAe

bounds7} 0& FH3HA FSWAl Two tailed
significance”} 0.05%tF Abd w7l &7 )
s ¢ Y. 23S Aded SHAESF o)

Mol AHad= B = 0128 p<0.05) 2 HHE
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