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A Study on The Effect of Self-Differentiation Level on
Customer-Orientation of Employees in The Financial Companies:
Focusing on The Mediating Effect of Job-Stress
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Ph.D, Dept of Venture Management, Hoseo Graduate School of Venture
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Abstract The purpose of this study was intended to analyze the effect of the level of self-differentiation in the
financial companies on customer orientation, and to find out the mediating effect of job stress between
self-differentiation and customer orientation. In addition, this study was intended to suggest implications that
can be used for customer management and marketing activities of financial companies. The results of this
study are as follows: First, a low level of fusion with others was found to have a negative(-) effect on customer
orientation. second, a level of emotional-cutoff did not affect customer orientation. third, a low level of
emotional-reactivity had a positive(+) effect on customer orientation. fourthly, a high level of T-positon has a
positive(+) effect on customer orientation. Fifthly, job stress was found to partially mediate between customer
orientation and fusion with others, emotional-reactivity, T-positon. This study has academic significance in
that it identified patterns of customer orientation according to the level of self-differentiation of employees in
the financial companies. As for practical implications, in order to improve customer orientation in employees
in the financial companies, first, job stress of organizational members must be reduced. second, members with
a low level of emotional-reactivity and a high level of T-positon should be assigned to sales positions, and
third, there is a need to assign a lot of authority and responsibility to employees in middle and lower positions.
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‘T -positon, Job-stress, Customer-orientation
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Table 1. Characteristics of the sample

Division Frequence | Ratio ,EASBE;]
Gender Male 1563 46.4
Female 177 53.6
20°s Age 69 20.9
Age 30's Age 101 30.6 38.76
(yn) 40's Age 111 337 | (8919
50°s Age 49 14.8
High School 27 8.2
. Jr. College 26 7.9
Education College 259 784
Graduate 18 5.6
Job Sales Job 209 63.3
Description Desk Job 89 27.0
Technical Job 32 9.7
Job Lower Staff 190 57.6
Position Middle Staff 110 33.3
Senior Staff 30 9.1
Marital Single 125 37.9
Status Married 205 62.1
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Table 2. Validity and reliability

Division 1 2 3 4 5 6
Fusion with Others_2 0.831 -0.015 0.007 0.107 -0.106 0.024
Fusion with Others_1 0.796 0.118 -0.028 0.080 -0.149 0.029
Fusion with Others_4 0.789 0.164 -0.057 0.219 -0.085 0.039
Fusion with Others_3 0.760 0.149 - 0.188 -0.212 0.011
FUsion with Others_b 0.710 0.061 -0.104 0.272 -0.014 0.042
Emotional-Reactivity_2 0.071 0.832 0.066 0.070 -0.068 0.064
Emotional-Reactivity_1 0.010 0.790 -0.001 -0.048 -0.096 0.130
Emotional-Reactivity_3 0.115 0.769 0.120 -0.003 -0.226 0.051
Emotional-Reactivity_5 0.238 0.687 0.096 0.051 -0.057 -0.040
Emotional-Reactivity_4 0.016 0.625 0.183 -0.130 -0.195 0.188
Customer-Orientation_1 -0.068 0.067 0.820 0.022 -0.038 0.014
Customer-Orientation_2 -0.047 0.101 0.795 0.176 -0.048 0.031
Customer-Orientation_4 0.030 0.075 0.783 -0.032 -0.126 0.097
Customer—Orientation_5 -0.040 0.024 0.751 -0.150 -0.038 0.054
Customer—Orientation_3 -0.030 0.160 0.748 0.179 -0.129 -0.025
‘I'-Positon_2 0.196 -0.115 0.025 0.830 0.018 -0.019
‘I'-Positon_3 0.270 -0.091 -0.028 0.774 0.047 -0.009
‘I'-Positon_b 0.181 0.290 0.080 0.667 -0.163 -0.041
‘I'-Positon_1 0.055 -0.122 0.020 0.654 -0.038 0.004
‘I'-Positon_4 0.189 0.169 0.102 0.642 -0.258 0.032
Job-Stress_2 -0.159 -0.092 -0.052 -0.061 0.848 -0.036
Job-Stress_1 -0.122 -0.116 -0.076 -0.005 0.774 0.005
Job-Stress_3 -0.136 -0.115 -0.103 -0.147 0.760 -0.048
Job-Stress_4 -0.081 -0.362 -0.166 -0.079 0.659 0.043
Emotional-Cutoff_3 -0.018 0.007 0.029 -0.145 0.064 0.802
Emotional-Cutoff_5 -0.030 0.193 -0.027 -0.093 -0.060 0.778
Emotional-Cutoff_4 0.013 0.156 0.039 0.059 -0.112 0.760
Emotional-Cutoff_2 0.156 -0.037 0.116 0.158 0.058 0.619
Eigen Value 5.934 3.850 2.722 2.146 1.622 1.503
Explained Variance(%) 21.192 13.752 9.722 7.663 5.794 5.369
Cumulative variance(%) 21.192 34.944 44,666 52.329 58.123 63.492
Reliability(Cronbach's a) 0.873 0.828 0.849 0.804 0.817 0.732
Z2HE9] WAL Y(internal results) A2 @ Table 3. Descriptive statistics
o] A}835l= Cronbach's ¢ AF= AYd 71&2 glo Variables Min Max | Mean SE
Fusion with Others 1.40 5.00 | 3.068 | 0.717
1+ 0.8 oldold viz|stal, 0.6 oldold 4-8°] 7ks Emotional-Cutoff 130 | 500 | 3.644 | 0.776
St o[ thH46). & AFoA AlFE B8 A|9Ysh 733]. Emotional-Reactivity 1.40 | 5.00 | 3.635 | 0.751
I'-Positon 1.20 | 440 | 2.794 | 0.586
Cronbach’s @ gke] &5 0.7 OJL.2 LEL: 4= Job-Stress, 1.00 | 480 | 2.961 | 0.753
4 LH;_q %%ﬂéo] %1\_1‘_:_ 7;]\__; 7&%5}93\1;}. Customer Orientation 1.00 5.00 | 3.689 | 0.598

423 7|&8H 2 S 24

B Ao 2=l g 71%%741 Bao) AT
Table 33 Zt}. 2} #4:0] 7
0] 3.689% 7} =9roH. o].t__ c{q_
ol et QA7 582 BT S USict AolRat Z
AT AAERS-9] 4T} 3.644, 3.6352 =A U}
ERgton ol A+ gidAREC] AATE 9 AEEA
FEO #&E & 4 Uk W] 47199 HH
2.7942 SA YERL o)A A7) F4E S5 4F

s 2L % 5 Ak

o T 059 22
wa} o2 A e,

42471445

& Aol A Aokt ARGl vlR]= FFE
3} Aotisiel B Aolo]A Hrasdsol o)
S 25V I8f AIA B2l A2 Hierarchical
Multiple Regression Analysis)& A Ao} ct.
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3 1, 2, 3914 BAIRSEC] 1Al 1|
JFH S A3 A= Table 59 2t}

A, DA folgt YA mAE TAHSE

gt EYAHB=-0.355, p=0.01), FLA(5=0.163,

p=0.01), 3F]&(5=-0.403, p=0.01), F7+3(B=-0.319,

£=0.01), F]1&2KB=-0.213, p=0.01)& UEhEow

WA BARSE IAXFF Fogt G vAA] &

o e
5y
H

Q,

=4, SHHFRA Aot 1RG0l w2 =

AN= g3 2t WA eRIag
IR0 Fofm|et £(-)9] Y= PA= AR Y
EPgti & d2: B=-0.129, p<0.01, E&3: B=-0.162,
p£0.001). BAEHS2 A F ol Rolmlt B(HY B
S mFOoW(®F2: B=0.227, p<0.001, HIF3:
B=-0.167, p{0.05), A719Z e IAXF I F-oJn|et

A4 AHATE 3.537°14 6.367% HERL BAE H(+)Q) FFL A= Aoz ERFTHEE2: 5-0.170,
o= Folsiqih 2 1, 2,39 AR 28, FAAY  <0.01, ZF3: B=-0.145, p(0.05). BFHo|| FAckde
SA%, 2191419 AL Table 49} 2t ARG GolnIe G 1 A4 eloteh. TE =Y
3004 yEhd 28} Alo] g2 7o ® S i
Table 4. Congruence of regression 27} AR A0 m) X FFE S AW E Ay} ZTRA
Model R? ad, R | AR’ F D Eal Al o “olo o
1 0.118 | 0.085 | 0.118 | 3,537 | 0.000 EAl25=-0.2197F 718 32340, A8(4=0.209),
2 0.222 | 0182 | 0104 | 5571 | 0.000 ERRIFEH-0.195), A71473H0.142) 22 eyt
3 0.258 0.217 0.060 6.367 0.000
4 0.254 0.216 0.254 6.653 0.000
Table 5. Effect on customer orientation
Variables Model 1 Model 2 Model 3
B Vi B Vi B Vi
(Constant) 4,036 *** 2.949 *** 3.844 ***
Gender_Female 0.055 0.046 0.103 0.086 0.128 0.107
20's Age 0.014 0.010| -0.068 -0.046 | -0.087 -0.059
30°s Age 0.029 0.023| -0.040 -0.031 -0.058 -0.045
40's Age -0.118 -0.094 | -0.184 -0.146 -0.169 -0.133
High School -0.216 -0.099 -0.247 * -0.113 -0.267 * -0.122
Control Variables Jr. College 0.083 0.038 0.065 0.025 0.039 0.018
Graduate School -0.348 -0.132 -0.391 ** -0.149 -0.365 ** -0.135
Sales Job 0.190 0.154 0.156 * 0.126 0.163 ** 0.132
Technical Job -0.071 -0.035| -0.141 -0.070| -0.167 -0.083
Lower Rank -0.407 -0.337| -0.400 ** -0.331 -0.403 ** -0.333
Middle Rank -0.349 -0.276 | -0.299 * -0.236 | -0.319 ** -0.252
Single -0.214 -0.174 | -0.209 * -0.170 -0.213 ** -0.173
Fusion with Others -0.129 ** -0.155 -0.162 *** -0.195
Independent Variables Emotional-Cutoff 0.064 0.083 0.067 0.086
Emotional-Reactivity 0.227 *** 0.285 0.167 *** 0.209
‘I'-Positon 0.170 ** 0.167 0.145 * 0.142
Mediating Variable Job-Stress, -0.174 *** | -0.219
Dependent Variables Customer—Orientation Customer—Orientation Customer—Qrientation

* reference Group : Male, 50’s, college graduate, office worker, branch manager/department manager, married

* p(0.05, ** p(0.01, *** p¢0.001
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Table 6. Mediating effect of job stress between independent and dependent variables

Path Varables B se t 1 LLCI ULCI R? F
Independent Fusion with Others -0.1880 | 0.0601 -3.1295 | 00019 | -0.3062 | -0.0698

Variables = Emotional-Cutoff 0.0151 0.0498 0.3028 07622 | -0.0829 | 0.1130 02538 | 66505
Mediating Emotional-Reactivity -0.3439 0.0529 -6.5062 0.0000 -0.4480 -0.2399 ' ’

Variable ‘I'~Positon -0.1475 | 00746 | -1.9777 | 00488 | -0.2043 | -0.0008

Independent Fusion with Others -0.1622 | 00484 | -3.3522 | 0.0009 | -0.2574 | -0.0670

‘Mediating Emotional-Cutoff 0.0666 0.039% 1.6853 0.0929 | -0.0111 0.1443

Variables = | Emotional-Reactivity 0.1666 0.0447 3.7297 0.0002 0.0787 0.2545 | 0.2576 | 6.3668
Dependent ‘' ~Positon 0.1446 0.0595 2.4285 0.0157 0.0274 0.2617

Variable Job-Stress -0.1741 0.0448 -3.8836 0.0001 -0.2623 | -0.0859

4.2.4.2 ARAEH At LT BA

Aoheal7t LA P vAe FFYNA HFA
Ef 29 mi/iaats A3ot7] 18] Hayes(2013)7F 7H
95t Process Macro(ver 4.2)8 ARg-sto] o7 5] AHE4
AAISHATE. Process Macrot= 372412 2-83}0]
Jaatel i EHE o Hol A5 4 YL, REA
AP (Bootstrapping) 'FHOE FAX HEFZE
B & ok HollA Wizl at Hs ]
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FEE 245 A3 BRIA-g3HB=-0.188, =-0.3129,
p£0.002), BAHFS(B=-0.344, =-6.506, p=0.000), A
7197H(B=-0.147, =-1.977, p=0.049)2FFAEH A
A TS A= AoE Yegoy, FAHEL
AREAE Ao §-o3t JFE v|X A T3k E3 =1
HE7h S5 WRA A vl FFES 4
St 23}, eERIFNSFHB=-0.162, =-3.352, p=0.001)2 1L
WA F(-)H FF= v oH, FANH(5=0.166,
=3.729, p=0.000)% A7|YH(B=0.145, =2.428, p=
0.016) IHAFZel F(HA FFS nHTt vhHH
BAAAEEL IR0 Felgt FFS WA A Eotrt
SHH oj7f] 2 RAEHA(B=-0.174, =-3.884, p=
0.000)= S&HFRA IAXF ) F(-)H FFZ 1A
= 20 YEPgT

St IARFYO AojoflA] A FAEF AL
WA &3} AZL BootstrappingS A-85ta] 24151910
o 1 A3}= Table 73 2t} A5 AEH AL FEal7|
P83 Indirect Effec)s FE317] Yl 5,00089]
Bootstrapping= AAISIA. 1 A3 EHWHE7E 25
AEFAE Aot AAAF/ olE= AR gt
R &30 B9 95% A =T A “07E 23FsHA] 9kt
7] ol AHHLE FOgt AR YT

(B=0.033, CI=0.009~0.063). 3tH, EFHL7}F 124
Ao vAE A2 a3 Fo5HA ()& FIol
YeRItHB=-0.162, p=0.001, CI=-0.257~-0.067).

Table 7. Effects of independent variables on
custom orientation

B se t p LLCI | ULCI
Total Effect  |-0.130| 0.049 |-2.658| 0.008 |-0.225|-0.034
Direct Effect  |-0.162| 0.048 [-3.352| 0.001 |-0.257|-0.067
Indirect Effect | 0.033 | 0.014 0.009 | 0.063
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