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1. M2
A1 ABARE AEI2 Aol ) Al
240 A2 PN el o8 d3ke it}

(Pfeffer, 1994; Yoon et al., 2001). AH|A~E A
TREE IS AEA AlFAs) s Agehe WA

<=7+ (moments of truth; MOT) ol AH]2~ef] o]
m A WS wddeto] Aula Ao ek
A7} (Tortosa et al., 2009).
whebA, ARlA AlEAke] S AQ1 s A
oA Al 2240 Aator AAE7] wiel

o4

Aol oA

ofN ot Lo
(o]

(Bitner, 1995; Gronroos, 1994), An]A A4}
2 galsh= AL Au)A A4 thEojA|= FQ
st A T sholth Aol ARlA Al

A2 ysh] Qs Wekow Au|A Ao uit
TALE RS ok she o R Q1XE)
+ UEeHE #8s Aokl e (Bitner,
1990; Bitner et al., 1994), o]&{gh Fe|ks
afo] AMu|A Ao] Bx® she A&7 E 5
Aaskal gtk (Lee and Jeong,

LH‘TU]'ﬂ]%] o FE HdgAolM= A
H|A ZAjo] Mu|2a AlFAE #sty] 218t AJAR
Algshs wide], 243s] gRlxA] st st

- Ak AA, WHAR S 28
AMua 240 A Agehs o
gt o HAANEE TS X o]EA
e olsidAR A3 (stakeholder
KX 701—}_*8}‘135' LHTH]‘}”]Q—O‘ X%Dl—i].{s]-q
(Tortosa et al., 2009). olsl|l&AIAL A|@ellX =
AMu|A 2Ao] Ftehs H3RE GASH] flEA t
&gt ol HAAEe 714 ¥
A, WAATE As T2 AN
Yz} (Post et al., 2002), AH]

2Aof AR olsleAR

2O O Tz

orientation) =

ol)

=

25

and Jeong, 2022). Wul olz}, ola|B@AR} XTF
delM= Al 24T 52 sk ofe] ols

ARz Tl sl d A threlAor =

ZAz38t (Donaldson and Preston, 1995). &}
Tk olsleAIAl X8 THAe)A ZeaE Meiele|
1% AU ZZo] ol AR 5 1HS

ol mlate] AH|A AlgAE tE A ot
t} (Greenley and Foxall, 1998; Tortosa et al.,
2009). & &0, AYyATelME 24 THA
oA A REssk7] flal A Tide
A7gstal 17 Xl% 3 B AR A, AEAF
&3 3o] Zt olslEAIR A EE 2l
31 = HbH (e.g., Kohli and Jaworski, 1990;
Narver and Slater, 1990), AH|A AFAE g
o A AFH G FAsH A
=3,
A, gy

|2
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oAE M)A 2248 UFAPE A
AFARE] S FHATE A
Al kAL S’V\D}. ’\*SHﬁ:rLoi]’\ib Ll Zﬂ*z}
Alrlo o WA X] FdE =7 Q1
il 7k of
Yz} (Kazakov et al., 2021; Tortosa et al.,
2009), - aAe] st AAEdo] S7kste]
T AR olofR= 2 ERlato] UFAPE A%k
B9 LA =it (Lings, 2004; Lings
and Greenley, 2010). Z#t}, AgPATFod= 1
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Wilder et al., 2014). uwjebA],
Jo] 7= AujA Al g8l
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MHIA BSO BIRI= HE JHel 2 HEgn

pNp=le:]

x| 2%olo| IATHENAET}

A38E FINI7] A8l sk Aol o
F SHolA MulA 229 YA A
o] Au|A AlFARE] 234 Afn|
A7l 2R1R1%] dolr = AL Fstk vhy
7] AR A 2248 URAPE A@ o] Au|A Al
2ke] A-GA Au| A gl ofEA] Z-gE=A] Rl
wA] FsiSict
A, ABATIME AHl2 AlsAke] A5
A A5Gt FREe SA4do] glon, o
SAL AR Al Aled SHel| FAA R
Agets gtk 9tk (Hochschild, 1983;
Hatzinikolakis and Crossman, 2010). AJH]A A
TA] AlE]ARl *—T‘I"O] HejuA] Fefe] AL
7 AgshE g Htelx el AEHATE B
g W oolg} Aol FRT BAA o7 Uehdt)
(Mulki et al., 2015). o]&|gt o]f-=, A3PAT-olA
= Al AlFRRe] AgARl Fits AR 9E
wEehs RS 7Fxshtt (Lee and Yoo, 2022).
iﬂx% OE /\13]}\ Xﬂix}‘)ﬂ?ﬂ oﬂﬁﬂ;_o_ u];‘ql: Ex%
o golslar, o]z Qlg], owst Aald 7o)

PFS 57}

o].xl

>4

;<—1 o]

QRS

A e Zlo] Fesit ey Ve
ATEeld= ARlA Al 2gshs 954
Q13 Aula AlFAe] B Aolel AeaQl 59
& Ooe] e Sl oA edlel dhgh |3
ARl JFHRE Ak Ut o7t o] u
o Qe AdaATelMe Mula Agate] Hed
gl gt ezl ofslint Alwskal v (Lee

and Yoo, 2022).

2 AFeMs ATl AAE dAEE B
kb)) flsk BAow FRHIE o)F sl & A
TolME AHlA 220 AP AdE ARl
AFARE] AFgse] g R Agehs AP
o= AL AEA Al sl o IS
n A=A ARt sigiek FAA0R, Akl
A A 2248 YFAPE Aol ARl Al
2] el 7iQ1-3H

S At 4N &

26

®ol ARl Held 3HPE A0E vl
A3 Auls AFS M Ao Hgek
o2 shalste] AN ekt Al 74 WW
& Suslag itk oldd AP Fatol

FoE Auls AT B I8 vire 4

AP E AR stk

2. O=x HiE H 7y

2.1 LIRAIE X1

UFA A3 ] AaS AulA 243 Afu)A
AFA Abole] ALElA w3 (social exchange)
viEo 2 3k YHwAY (internal marketing) &
AZ gk ARA w3 wiks FElehs W
ARFEO] 71481 01]‘5”1% FTak7] st
o5 7Hke® FAHEY (Cropanzano and
Mitchell, 2005). AH]A Al A= ZH 0 2HE
74] g Zlo® s RS 7o RE WIS
ke APRAQ g YPAste] AkEA
7’3 =0 (Blau, 1964). wabA, AnjA 207

Al Fg= \A) Ul Ex)7 =9 Aoz oA}
1 122 AlgARs A9 dHd v 2 dss
Aoy FAAoR st (Allen
Shanock, 2013). o]&|st o]-f= s} A}s|4] w
Sto] AMulA AlFALe] TAHAQ] Hes) Bes olF
oll= 2AA7F Bom QI8 Ui IR e S240)
FZ4ET} (Yu et al., 2019).

Hfsngqi:[l_‘:_q]}q: /\132\ z;do] }\13]/\ ;ﬂix}
£ toR FiHe UieEe Agktow
WA AgAs Alkkeka 9tk (Lings, 2004
Lings and Greenley, 2005). WA A3
YRz Mula AlFAE Q1A skl AH]
A o E FRlsta Agd ¥ olyg, o]

om)gie). olefg WA A

o oft rl o |

and
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>
flo ofyr 2 r
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T
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PRl AA(internal information generation)
YRR ARFYA 1 (internal — information
communication), WAl tfst g2 Al 714
SheIAl o % o] FofXT} (responsiveness to the
internal market).
AR A MuA AlgATE 7| AL
Q¢ ool sk ARE gkl OF 74?% Jw]
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Sol Al 248 A F 0
oIk 4 Al 9
A2s Auls ABANA A
o Adn MHx AFAL 2

A

[e]
zAe 24

¥

@-_@i LHH}\]Z]-
2RE] B Hro| oigk AujA %
oJu)gitt  (Gounaris, 2006; Carter and Gray,
2007). A Au|A AT 24H Fe
ek A3 9 AR 2919k 22 nlEE Al
89S 53l 5807 ole] st =
s AREgiT) whebA,
AsARE] Fesl 975 FAEE A8 9 Y
& &l ARl AlFARE] AR ARES olF
o] Wl 4= 9lt} (Sasser and Arbeit, 1976; Lings
and Greenley, 2005).

Al 24 9

2.2 LIAIE X|E
2

o1} JHol-2rd Xgkd Aloje]

27

A2
849441
Ay
(Lam et al., 2018). 7iQ1-
AZAZL ARA 8732) B4l AXse] PRk
90 ek 9t
AFA Qe

u Lixl—ﬁ___ EOH ,\131/\ REAES TJJr;em
E"i‘ﬂ]/\i o124t} (Kristof—Brown et al.,
TollA= ARl At AE
1 el 223 15, 7‘5?4 25 53t
o]#3t Q09I
z;s_} 23AS 01457 9 H

zAo|| 5t
1., 2023; Lam et al., 2018).
/ﬂu]/\ A2k} Add =

AAQ710] AR HAAO
2 dAshk= A L‘jr (Kim et al.,, 2020;
Kristof—Brown et 2005; Lauver and
Kristof—Brown, 2001). A4 S%Z, 7I1-A¢] 4
A eM= A ApdellA Ana Algztel A 2
S A s, TEo] dAHE ARt 9, A
H 2 AlgAF 2ol A Agje] Mula At o
shs 85 T JEE et (Lee and
Yoo. 2022). g8, /HQ1-22 AP A2 A
TASE Au A AlAPTE &3

mlo

al.,

Atole] 53H
T gt (Kristof, 1996). 5, AHlx A%
2 iR1e] JE7F 240 7HA] 9 Hae) o= A
PReR=A] 52 An2A Ao M| AlFA} 7
o] HiE o= FEoR AdY F eAE Bl
vebdth (Downes et al., 2017). 7
N—22 AFMIS AHIA AlFAE Aula 22
el ek dAhe PAst] Aula 2249 & F
Hog S o7|Al & ¥k o2}t (Saks and
Ashforth, 1997), ERE Al Hug F

=1t

T84 €t} (Cable and DeRue, 2002).
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MHIA BSO A[Rl= FE: JfQl &E HEga HF

Ho|o| HA&C=O|7| &t

WA AR AN AT -8
APY T M W FEe 342 5 ok
WA AN AR R Al A
AL AR R ) BF QTPABES
FAHola SeVFss Aue WHAA Al A
FA QR FEAOR FYFEE A 27

o] AEE QA= 7|2 ABE AT
(Huseman and Hatfield, 1990). 4l olz}, W

AR ARUAOE QI Al AFAS A

H|A 22 Alolo] AR wilo] Uehdt) =, /HH]
s 2A e Aul ATARA 2Ao] TR B

o 0eke QAN 4 shom, Al AT 9
ol dagh x9l 8l e YArgE Aste] AFd
T TN 9= V1B 852 5 9 (Lings

and Greenley, 2005). FFH o2 Mu|A FALS
APl gt dies w2l ek AfHla
AF2e] 937 g FAFORE AT + vt
(Sasser and Arbeit, 1976). o5 wlgoZ &
A AL Au 2 Al Al ARI-8E A9
e sk 7 7 @A SHRl iR1-AY A
e NRI-24 APAS TTHAIE ROE o

sk

7P 1. Auls 2RO AP A Aula
Al A} 7Hl-A< .
7P 2. Auls A O] AP AL Auls
AleAre] 74]1-

ABA L Z7pN2

24 AE F7H

2.3 JHo1-&Hd =giMn} zigdof Al0|2] ZHA|
ARGl Aol disty] =2 oUAE e
2 29 JFs FYske dAHeR sUFoE
AEIS Rt (Schaufeli and Bakker, 2010).
ARAol= Ay FHAA ] HElAd A AEo]
] (Schaufeli et al., 2017), Aol st LA A
A AEIQD A1) Rl Ste)] $IAeHs 34

28

ol Mot} (Maslach et al., 2001). ©]2i%t
"‘UOﬂJL A Al gz Al Aol gt =2 &
ALE Asst] G54 Sdol| =FskA & Ert
0}‘43} (Christian et al., 2011; Monje—Amor et

2020) }\1—_/] qHlA o] oﬂodoﬂ;\i :Lx%x%o] 0161:

= ‘/}E]rﬂ‘i} (Bakker and Demerouti, 2007).
AATelds Ardert 49 9 4l =9
olgh= Al 7HA SHo] FAle] EAlshs Zo®
3t} (Bakker and Demerouti, 2008;
Schaufeli and Bakker, 2004). Z5F-<2le] ZH
T &2 g5 F¥sks MR Mula Ay
ke AelA] ouA 7t A EoleA &= ¥
2} @3] F& FFOR IHM He Ae R
FHAI L

7)\E RN
Ak g AL QT S el AP
HE Bgsel &

Hotal

AHow He e ugitt vt
Ao ® E]12 AMH|A ]T‘Z%
AARES T ofeE
ojm =3 Pk *Jﬂ%‘ LRIt
L2 AFFH= AH]A A TAR=
oM AR AM7E =2 s B
of, AMulA AlFA AxwrE g A
aP7] flste] M Folar XAl AHE A
E RYEiTh o]7 <lsle], w& AFAYE
= AR Al AR A5 ] gk g
THls AlGHoR dA H W ooy} w2
Hel g5ow Add 4+ Ut (Bakker and
Demerouti, 2008).

ARz Algas A4 8 249 ARl Il

rl
_{
o
o
S

el
[40
o,

1A 5/do] A= FE 7FsAdo] w2 Al 4
FolEs Az B3 S ¥ o Yl
gt 7291 AARE o]ojxith ARgRe: Q7 E=
FORUNE 7H71E dake el dakes Fslel
Ve g5 AEQ Ae A ais Adsich
(Larsen and McKibban, 2008). ©]& Au]~ A

Ae) g3pel] mgeehE, Al AT L7
FQVHE A7) ek Ad ATE S
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s ezt 7l W A, %S S5shaAt she
SHE QJulsh, AUl AlFApPt sk FEI7E
g 53 dele 493 Sde] 3o 2 gl 11
A & ABA AR ek QoE THAY
= A= wkdsitt (Lee and Yoo, 2022). A=,
ARJN-AY A3 ol =& Aol el o
o A AR AFHOE olojA A Hr} st
A, MujA AlFals ALl F3ie) 7HH, A T
o] zprlo] AdrEl FAo] HAfSE Hire} 7H], A
3 Fol AU AR ojEEle ZloR ddsh=
Aol AeA nlg-& wo] Ptk At o
AN AAE BHYYE 4 vk (Ashforth and

Humphrey, 1993; Diener et al., 1984). Av]~
AsA = M| 2&o] aA A YeR A}l sk
349 S BdsH= Alo] T8 9454 EAo]
W (Grandey and Melloy, 2017), A8]A& ZA3}
MBI A FZF Ato]e] EiE W 7EA] Fo] AAE
Rt A4 gk} dgARl M s A S8
st Alow SgErt volrp 2 3o
A A T AN i gAS fsh

s sl ARdeEs &
(Bakker and Demerouti, 2007). o]g]st spgo g
Aste] TiRI-F2 A Fro] =2 Al
ol oigt G949l A AFA LR o]z

.

k|
.l

7M. 3. Aplz AL Al-He] ARde A
RS F71A12 Zoltk

7V 4, A AFRE ARl-24 AR A
PSS F7p12 Zloltk

2.4 zimeiolel S AHIA HS Al0] 2

A3 ABAGL FH F O Al 23t
A s, 7t dpe 2ol i 49 22
S5 2o dep @R 8 HE old

29

gow g xlel gt whisE-s Aok &
S dAFst o™ (Lee and Yoo, 2022), ©]=
sate] el gk At FEHE As gl
alar Qltl (Porter et al., 2003). wehr], 719&
A5 wufjle] 1A HFsle] INE FAT
o 234 djgEe] S7KE & YRS mEehe
Aol FQaitk. 2eu Aula 2249 FlellM=
AU Alg e aefste] 284 B A5

A Aua A eR o AE
T dsla Mujs Ay Adste] AT AR o
FRE= 2] Fas) 7IdE ST Slg
7IAFES] Fgoleks BHE YA 7HA] 9]
tde] = e SAddl= Akel7b 71wl
ok A dEtels ARu= AdE
A1 8] AFo] splA oy o]
AuI27E 7R b, Al
S ARIA T AR B9E wek ek
|52 AR AdpEA Al AFEE v
W, AHlaE AR e A4
shsit} (Zeithaml et al., 2018). whehA], AU A
AR sk} ARl MBI Ay Aol A
d |2l tigt sz gl gz o g A
RS HRoR g Zqlof S| A

2sel A Aplx YL

4
x0
=

O
i

rE
ol
o

2

Shike

olt} (Leischnig and Kasper—Brauer,
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MH|~ #S0| Ajx= Fgk Jfel

B Mg HFEo9 AU E Lt

2015). A=, Muls ATt sk Ae4 A
H|2 5L 148 QAR ]| gt ofsE ke
2 8] wite] ARl Aol uist A aie
AAd}t (Wilder et al., 2014).

Ao AFERE o] st 244 A
o] s7IFold AME wrgEtt (Bakker and
Demerouti, 2007). AH|Z~0M= AH|AE AlFst
W Mg dskow 45}ﬂ7] i3]l
(Zeithaml et al., 2018), 11740] @ An]2of tf
g F4e A st Auje] disf e =
7171 siME= dlid Aula Aol gho] AujAE
AlgstEs bl AFARe] AFARJ] Fss 5
shels wgo] Q7 (Lee and Yoo, 2022). &
FA = A Al Al A GF-EEE BEES
ab7] flato]l Al il o3k el wA oA
F7HA o7 Mu|AE F3Eke A=A s =4

Atk (Barnes and Collier, 2013). oJdll u}e},
NG A ALY A4 AulA BEs

FYA2 7 Uk

|

M 5. Au2 ATA) HR
A o =77l Aol

A0= 4

oA
1o

4]

2.5 JloI- 2 SBHY U Sjetolo] GRS
TheTt

APATAIE AN Febhn g 85 )
Q1] elHe) puah PEHel Sre) WS f

It} (Lee and Yoo,

AgA el diste]
7 QRlo] S mA L o]fgt AnE Jjle]
B54 Whgo] vea wotal glom, o
AF—H7A-9ks olghs =AZ AASH
S—0O—R (stimulus—organism—response) model®]
2= 0|4 FxE AT (Mehrabian and
Russell, 1974). o]t o] &7 Fx9} Hrlste] A

;O

30

FAT = ARIAAl FEE wAE FEAR]
Aoz olAslglon] sjole] Abglol] A3
Ageh= Q10w AABIITE tRo®E {7
AUAAol A, AelH, A4
BRO walsl= YHA Bygor 9 3179
HogHE Whgete] FEow olojx|= UHA”]
LeRdic), wpAeto Aol 7]l
l f71A1e] A= 52 whgol
E'}%EE AAISL T}t (Chang et
FolAl AN 2 e

#3 S-0-R model91 o4 FXE Nkdsit
1-‘%/\]7@ z]sk/ﬂg }\13]/\ leo] }\131/\ ;(ﬂj'_x],fi‘_
7o) nAOR QAse] FHsH= vhIY SHe @
5017] wliZell (Tortosa et al., 2009), AH] A
ARl Al MUl 224 WA A3 4]
oM A=9 QA4 dvt e AiQ1-84 A
T 7H A8 ARI-AY A N
—Z2 AL AuA AR 1717 1o
HAEm  (Babakus et al, 2010; Lee and
Yoo, 2022), A2 Al wig AHlA Al
7ol ARl A owA XA Aol FAH
t} (Lee and Yoo, 2022; Schaufeli et al., 2002).
o]F <lall, /i34 A A= o o
739 SHomNE wkgslo] Uehts 1Al &
gk mEg QIbe] AEA whE 3L AR &
Hog olg 7HgAQl A7) o
(Nicole and Goel, 2013), AJH]A AlgAf= A5l
o 835 S A0 s el S
A2 l-87 ZstAo] AT AR
olxe] Arelolrl e ¢A% §714
o]Fo1At} (Lee and Yoo, 2022). °l& %
MH)A AlFAR= Ao tigk %A kg o7
A A2 o] e ek A A
P2 AL AlFAre] A1Q1-33 A3t
AoJE sslo] 284 AMulA AEe] FEFS

=
k.

12 _IIN'

JlN' o

o]
i
U

2 S ¥ N o
O>~
1o

J

) _8_0]
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= e
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AL g7 9 2ol dig 7349 Az gl
7P 6. WA AREE Ml Al AL 7] 93 FAA A et Y £
A9 AP ATAYE AKHow wpfsle] AL 189 A& Bk E Ede ow
AR MU~ HEo| JEES | Ao} 3= AERALE g AAEy | S 24e
T RN AR Aulz AR A 2] o] dske Zlo] Tl sk ¢
-2 AP AFAlE A%How wplsle] @ vt AU|Hor ddk 9 ¥ FE3)
A Aul A Aol Y-S v Zlolrk ek wEE U R AUl dS S48 Sl
g 2AE S WA Aol vekd 5
B ATelMe ANE dqbdE vge s T¥ = AREARl g2 AejAE Faf Aol e
<Fig. 1> AFEEds sk o, g 2AE dEe] 9FE Tk
g ZA7F Q& o olefst FeEs 2 5ol g
3. OiTHRY B, 9E 24e A5 948 9 dAER
tigkste o siek’ o] Bahs ggsiolch nue
_ B )= 3} oo =XA3l] 9% ¢
3.1 TAHe] SX 2, PRl g o2 3 o‘j’ [l =
FALe AAAe w3 9 Z2a9 55 N
=] JA)3F 9] =2 =z 5
8 04%101]A1L oq?mlow ﬂl*l% *3711%%—% WAL AAE W A eFE F W
’ ‘0] ZZAO AT A 1l AILAZ =9
pERIh=t ol=lx H}EEO 2= X RES S| SKe)
sl Al e el iy A SR B UROR SRR Pdes
e ! 7_]E§l_ ’ , e ZZo Iz ‘H% /\-]%EO
& ZA5) A3 Yu et al (0199 A E:o i H;‘A ?jT‘f ;L"O =
Ay =] A =5 ’ ¢ =z
AR IS A A TR A g e A SR Tl HEE e E
Z0 EME AAS 5
Aolde) Al BY, elm el i opge o) B S SRR sl et
Y kS B REAE XS =481ict AN ARE 5 Gls Ao AR o FF
o ‘ < G833k
AX oz Wigdrel s P8 A8 9
(’:u;m“\ e
e W ~ AuAy >\
e =gy
M/ e T H3. (+)
’T—h“‘ T "/H_r ~, M. m S
;*f'_f'_?‘?ifs'/ €D / g e )
/ H2. (+) r 4. (+)
P 91X
g Y (8
N

H6., H7 Y& Chsoi7) =2t

Fig. 1 Research Model
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Mul~ B30 Ajx= G J4el 2

N2oiolo] HaTiEI A

MA-34 AFS FAs] dal & ATellA
= M- A A 92219 Ai1-H 4
AEge} Aol-x4 A3ge S8l Q-4
o AP MA-24 AP Saks  and
Ashforth (1997) ¢4 &3 SATTS ARSI
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WAL, At E4 597

sk 2 Zo] 187 (6.0%) O.&

21978 (74.0%) 0.2 714
(20.0%), thsd
sl el=

4, AI=SEM

Ol

x

4.1 TS| L= H EF=E

(conf1rmatory factor analysis:
CFA S 4 THERSES} WHER S E)1
a3tk (Nunnally, 1978, Fornell and Larcker,
198D). FHEEE ST 253 AAA 9
EAA A =7 3 HIAF =
reliability: CR) 0.7 o4, Hgiits=
extracted: AVE) 0.5 old& AF3|sh=A
gelsle] H7FIR o (Hair et al., 2010), ¥
EFAS AVES Al #hol Azke] ANEE
AtolofA Rlel AaaAlg] SRR 24 A
wow2A Bkt  (Fornell and  Larcker,
1981).

CFAS 33 A3t 449 4
o7 FF JFs% FEolglen (2 = 97276,
df=474, p=0.00, GFI= 0.837, CFI= 0.924,
NFI= 0.863, TLI= 0.915, IFI= 0.925, RMR=
0.035), 2= = E3}o] - =3} AARE EA A O
sflaigiey. Wtk ohel, A% wsh
THHEES Uil FAR 7= Pﬁo}t 2
& 18ISl olel wet & Ate] g

o
=
o) 8BRS VRS SRS S

(composite
(average

variance

S| 6‘]—1: = AulA

T

[o

e >

ro

33

*PéOﬂ st thsof Al

24 488

=
T

sejarow A
(second—order factor) °=Z Algksta Qlc}. wef
A B Adqted= EelA 22} QQIFEAS J=35)e]
Al 7HA 3k @aSo] AFele] golol YRR |
e FAsHEA Gobrat SIStk (Hair et al.,
2010). 214 27 QRAS A% Ay} FEle)

L
R

HAr} (x? = 11213, df=32, p=0.00, GFI =
924, CFI = 961, NFI = 948, TLI = .945, IFI
= 961, RMR = .031). &3k A 2242918
k= Z7tel skl 249 s HARE A4
o7 FofFt FEoR 2IFglon, CR¥} AVER
Tie Tk AoE UETh olef wef, A

Tl At Al 7HA] Y Qo152 UEAE z]
5&}&/] /\LAJ :[1/\% [oXe} _% _/;Eéls}.“_:_ A Ho7 L]—E}—
o vpsto R, Wkl 39 A FEe

AVE Al grol 7 Atele] A Rt
=2 07 iy yhHERIo] Qe Fo®
ERstth 3 <Tab. 4-1>& =3mdlo] 314 gel

B ARE J8]3 B <Tab. 4-220A1E UlRA|

2 Aggol glA 2xF QWA 9] AE kst
a1 9lom ¥ <Tab. 4—3>0l|4%= shdefdA Ayt
£ galg = Qo

4.2 7pMe| HS

a0

TWdE ATl flEl B ATtelMe arg A
2 e (structural equation model; SEM)S %3l 7}
RS st R Rds B8 24
S A Ay} AFREe vk og Akt A
skt (2 = 71092, df=294 p=0.00,
GFI= 0.841, CFI= 0.912, NFI= 0.860, TLI=
0.903, RMR= 0.046,).
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Tab. 4—1 Results of Confirmatory Factor Analysis

=&Dle HESIETX t-value CR AVE Cronbach’s a
0.802 -
LHEFES| M4 0.844 16.165 0.887 0.723 0.861
0.821 14.794
0.777 -
LHIREE HFLIAHOIE 0.863 16.081 0.893 0.736 0.869
0.851 15.469
0.769 -
ol (s 0.850 15.851
LHSAIZO CHE THS 0.894 16513 0.927 0.760 0.910
0.888 16.462
0.743 -
. 0.800 13.020
JHeI-AY Maty 0.759 12551 0.867 0.621 0.843
0.731 12.035
0.802 -
S 0.829 15.797
JjeI-X& Mety 0794 14.904 0.912 0.723 0.881
0.800 15.079
0.693 -
0.767 12.540
0.685 10.948
0.818 13.012
XRHE9 0.809 12.768 0.937 0.626 0.914
0.815 12.790
0.715 11.431
0.693 11.290
0.617 10.026
0.723 -
0.736 12.007
Mo oA e 0.810 12.874
HNSH MH|A S 0.755 12,125 0.930 0.689 0.872
0.664 10.578
0.688 11.099

X = 972.76(dE474, 0=0.00), GFI= 0.837, CFl= 0.924, NFl= 0.863, TUI= 0.915, IFI= 0.925, RMR= 0.035,

Tab. 4—2 Results of Second Order Confirmatory Factor Analysis

A EF3t MR t-value CR AVE Cronbach’s a
0.969 0.914 0.896
HEHE| MM 0.878 -
LHEEE ARLAOIE 0.963 11.912
LHSAIZON CHEt i8 0.893 11.369

X* = 112.13(df=32, p=0.00), GFI = .924, CFl = .961, NFI = 948, TU = .945, IFl = .961, RMR = .031
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Tab. 4—3 Results of Discriminant Validity

M SD 1 2 4 5

1. WRAIE XS 3.101 0.731 0.956

2. fel-&My Merd 3.112 0.752 0.578" 0.918

3. Mel-=& MEH 3.101 0.726 0.787" 0.752™ 0.939

4, HRHQ| 3.249 0.652 0.628™ 0.745™ 0.699" 0.956

5. MM NHIA s 3.617 0.562 0.361" 0.372™ 0.369 0.508™ 0.934

“p < .01

2 AfelMe= 7 13 7 25 B8 AulA Ml AFS T7F AL AoR 5ssith 7
Z2)0] YHAPG xeEAJo] AMuja AlgAke] 7ol 55 ZE3H A3p Mu|A ARk ARdoE A8
B AMS FXATIE ARz AAIES] A MulA E5S IATE AR UERITE (8
th 7 1S 1S58 A3 A A3 A = 501, p < .01). old wzh 7Hd 5= A=
2 AFAe] Q=A< Ads AT Flo t}. ¥ <Tab. 4—4>5 T3] AZ7Pdol thst 71
2 YUehkoer (B = 641, p < .01, 7Hd 22 A As AyE gdRlg 4= Qlth
o Ay Au| A AR Q124 A4S A
HIA 229 YRAE A8dS Bl dEE s 4.3 A&CI=NPST HE

glsitt (B = 722, p < .01). ool we}, 7P
13 7P 2= A= & A5t 7 339 7}

A gl Aula ABAe Ael-87 A

¥ Aolal 7H 63} 7
Aol el

A
=

7:] 7(4?51—}\1"7]. ;_q_‘__TL oJ o

7 S
=4

Arodelg F7hId Aow stk M 32 R ublslel A3A Aux o] e v
AFE A% Az ABA) A-Ag AgHe  olgka dlsiinh A AT 484
DS I ZoE Yepger (B = 2 s Alol] QI3 AT 9 ATl
518, p <.01), 7He 4& A A3} Au|A AlF Stsilass ASe] fs 2 dTelss
X}«] A= ARI-24 APAE Bl T PROCESS  macros &%t  HFEAEZY
= Zg ISt (B = .364, p < .01). ] (bootstrapping) & &3St FAF R,
ug} 7Pd 33 7P 4= AEETE miRgo g PROCESS macro?] model 694 95%2%] FEAE
W BellxE Al Aleke] Ardels 484
Tab. 4=4 Results of Hypotheses Analysis
=gz 2 A% t-value ez
H1 LIRAIE XEtd - JHeI-A M 0.641 9.192™ THed
H2 LIRAIE Xetd - JHQI-Z2 Mt 0.722 10.618 e
H3 Jhol-mel mats - Hogo| 0.518 6.41 e
H4 Jhol-Fx mEry - Hogo| 0.364 5.018 e
H5 Hogo| - HSX NHIA BE 0.501 7.146" e
"p < .01,

X = 710.92(dE294, 0=0.00), GFI= 0.841,

CFI= 0.912, NFI= 0.860, TLI=

35

0.903, RMR= 0.046
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W AT} 50009 AEELE

A R

Xoll WA AddS, Yol 234 MulA 35S
sk M1 JiR1-34 HAd-e T1E]lar M29

AFdel g AFesich Aol gt 42 FEA
EY 18]+ H(bias—corrected bootstrap
confidence interval) Afolell 0o] 3= =AE <
Qlsto] SAAY Felde #5eklth PROCESS
macro®] model 6°lA= wiZiAT Z42+e] w7l &zt
5 4 s W ot U wihsTE
A% 07 Fishs 3 AR HavE gl 4 gl
t} (Taylor et al., 2008; Van Jaarsveld et al.,
2010).

7 Bolld= WA A@de] 84 AfHla
Eel wxE g3l dis - A
At A&tz & Zow 53t vl
Naz A5 43 did dz2oMe WA A
o] AgA AMu|A Wl nX= AP ad= FAE
frolidol Gtk (coeff = 0.0454, CI =
[-0.0506, 0.1413]). Zz2lar WA A
232 Au| 2 B Atole] JiI-A ] AFH ] ul
Mad= IR X3k vhd (coeff = —0.0108,
CI = [-0.0676, 0.0435]), AFdel= A4 A
H| A ggel] gk AP A3 el @k ivlst

= Zog yepdtd (coeff = 0.0925, CI =

[0.0538, 0.1481]). HEA o=, /A-AY 23
7} AFdel= ARl el digt uiAl
AL JFE AKAH O sk ZoR BRI
Hth  (coeff = 0.0707, CI = [0.0409,
0.1120D).

7P TME WA Addo] AeA Aus
ol WA= JFEe] sl AA-22 A
Aoyt Azl & Ao® oSeeict vl
Nzt A% A3 i AZolMe WA A3
o] A& A& Aol mx= AHadE SAA
ool AT (coeff = 0.0523, CI
[-0.0582, 0.1628]). 13 WA gk}
A-eH Mu| A i Apo)e] Al-F2] Ao )
Mad= IR 23 WA (coeff = —0.0153,
CI = [-0.1059, 0.0627]), AFA= 454 A
H2 o] oish WA Ao S vzt
= 7oz yepdtlh (coeff = 0.0727, CI =
[0.0358, 0.1249]). HE4 o=, /MAN-AY A4
7 AFdel= ARl el gk WA
AP JFS A& o7 ufshs Hog el
Hdtt  (coeff = 0.0880, CI = [0.0494,
0.1428]). ¥ <Tab. 4-5>8} ¥ <Tab. 4—6>]A
= 7 63 7K 7ol digk wilanE AdEs &

=
= 2~
Qlek 4= it

s eI |
10 1

s eS|
10 1

Tab. 4—5 Serial Multiple Mediation Effect of Hypothesis 6

NS 2HES
to to
Jhel-zgl © HSH AHIA
XRHO|
ESEe1ga H=E Estimate Cl\ow C|mgh

LHSAIE XS 14 2644 0454
- Mt .4200™ -.0225
HPHO| .3497
51 1524 .0901 2202
X—=>M =Y -.0108 -.0676 .0435
X—=>M2 —Y .0925 .0538 .1481
X—=>M - M —-Y .0707 .0409 1120

"p<.01," p<.05 N =296, Bootstrap resampling = 5000

X = WSAIZ N84, Y = SH N2 #S, M1 = JHel-H

HEts, M2 = B2l
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Tab. 4—6 Serial Multiple Mediation Effect of Hypothesis 7

AES 2SI
to to
Jhol-x © g
X2HO|
ESke1ga MEIA S Estimate Cl\ow Clhigh
LH2AIE XIES 6684 2110™ .0523
Jhel-&2 Mgty 3824 -.0228
X2Ho .3444™
ES=m 1454 .0602 .2308
X—=>M =Y -.0153 -.1059 .0627
X—> M2 —Y 0727 .0358 1249
X—=>M - M —-Y .0880 .0494 1428
" p<.01, " p<.05 N =296, Bootstrap resampling = 5000

X =URAE Xgd, Y = ASH NblA &S, M1 = JHRI-2X

ze
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The Effects of Internal Market Orientation on Service
Providers’ adaptive service behavior : Serial Multiple
Mediation Effects of Person—Environment Fit and
Work Engagement

Lee, Myoung-Soung’, Kim, Gi-Dae™

ABSTRACT

This study sought to examine how internal market orientation of service organizations
affects the service providers’ adaptive service behavior and to determine what psychological
processes go through for this purpose. To achieve this purpose, based on previous research,
a research model was set up to predict that internal market orientation of service
organizations will increase service providers’ adaptive service behavior by continuously
mediating the psychological processes of person—environment fit and work engagement. To
test the hypothesis, a survey was conducted and data were collected from nutritionists at
consignment catering companies located in Busan and Gyeongnam. As a result of testing the
hypotheses proposed in this study's research model, internal market orientation increased
person—job fit and person—organization fit, which are key elements of person—environment
fit. And, it was confirmed that person—job fit and person—organization fit have a positive
effect on work engagement. Additionally, work engagement improved service providers'
adaptive service behavior. Lastly, this study confirmed that the influence of internal market
orientation on adaptive service behavior is continuously mediated by person—environment fit
and job enthusiasm.

Keywords: Internal Market Orientation, Person—Job Fit, Person—Organization Fit,
Work Engagement, Adaptive Service Behavior
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