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(Heskett, Sasser and Schlesinger 1997; Hurley
and Estelami 2007; Schneider and Bowen
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1984; Huberty and Huebner 1988; Feldman
and Morris 1996; Leiter and Harvie 1997). X
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Z A3 21 2](POS: perceived organizational
support) 7' @& T2 A7} X = o)A

2k © H(Flaherty et al, 2000; Graen and Uhl-
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f SR Aol Al 4
A O LI A
_5’] A} (Surra and Longstreth
199o>, B}t BHSHE op7ls) A= 749
T84 s vHoa
3FtkJehn 1997), 7A1A 2.2 Betterncourt
and Brown(1997)& 58 A=} HALHE
7ke] A 2EYXE FoIFaL A= A
& 29SS 53Tt McNeese-Smith(1999)
2 FEHRY g9, ¢ (rapport)o] F -k
=3 LA BAE 7L d5E BT
t} PPELS e =2 3 Singh and Kaur
(2009)9] AFNNE FRERZFES] FHo
= Ao ® Yest. &
A TR AL ATl
Jgk& m| Rt} Susskind, Kacmar
and Borchgrevink(2003)°]] ¢]3}H A{H] 2]
ol =A g T o] AdS vhErhar Q14
g8 AMA|Fo] 2 Uehdth, & Tsai,
Chen and Cheng(2009)°] 2J3tH F52] x|
HHFAA ] AR &85 Mu| 2 s
‘ﬂ = Ao = YEhsit
22 FA U F5E e ¥ 94 |
= UE AFTY FARER] A, 4E
A A HRulE 2 AJato) oS njz A
o2 7jE}, "t =
service team)<] A8~ 27| (service climate)
A2l TAARN FFS VA= AR e
% t}(Jong, Ruter and Lemmink 2004), A&
o wofe] AErFEol el A

y

ARREo] e T A

o

) r:i

152
o2 =]
=

|¥9-& SMT(self-managing

Wzot el oaE, THE SAEAE B
& o]Folxttal dF¢rHChang, Ma, Chiu,
Lin and Lee 2009). &7 0] FARAME ol T3k
ofz] AtellA F=HH el AAE Hefo] 2y
o] FaaQlolm, ThaAlel oJAtele] T
A rsAkel @ake] At Fadk 9FS
2= Ao 2 YEdtHChang et al, 2009;
Gunnarsdottir, Clarke and Rafferty 2009; Li
and Lambert 2008). E3F Yilmaz and Hunt
(20019l ofst ArjrtdEo] TEEE

gat7] s A= 1}’\19] 7]% Xl’“ AR, =

7P 1 c B AT W ARasd 3
0l e 14 Aot

712 1b : ek AT W HRn) 3
9l S 01 Aol

z4 FAUEe] 1 2Hold B
& o] sl wEshortel ol
Z) o] Aatol| F Q3 kL n|H}, HyukE
& o] Al8]ol tiste] A= X114 Ae)
@ Wres JaEn gla, P B4,
A el gieks] Faske, AAH2)

= g v, =9 Arase 2
9

ZITHAI2 1984). Hartline and Ferrell(1996)
o) Aol sfspE Avlele] AFNEE 27



MulA Z2AA AHS 2lst THFEA LY Bl ARAED M| 0jxe ¥ | 7
ol ek 29& F/HA7IR nAL teks Al ke B o] A E el kA elvtel wlet
H| 2~ FA o] S 7l AHo g 7|y AAE AA 714 (discrete norms), FAES
o] A7t F7HEES BoFa Q. S A Fo A A 79 (relational norms)o]2} Bl glct
ek v 22 ALY AAY] FAlE Q1 < (Macneil 1980; Thibout and Kelly 1959), ©]
At 27 vherbdoR nAS daks A F BAPEe dte s E P
Ble] AL PP oRM S PIAL g ltholm PAbE o5 FeEE @
gk ohueh, Al HRe ggske 2Fe  Fo] FHOE 4T oo B VAL B
WAl Z1efstara) sk o wdeEX  ZFth(Heide and John 1992). whebA] BAt
A7 Foltkm 2 5 9l olo] thaat ¢ He wAA 2ae sEoz Jde Aol
& 7bdg Agstant gt A PRk o]t Reke FRk R
# o]oa} Reke sk SO FHH @
M2 AuaEe Auaste) 3 o FFe el Hn #A dAY e
Fs v Flojtt SUYAZI=E 318tHT}, Dwyer, Schurr and
Oh(1987)= o]¢je] Az /dell 7iks & &7
2.3 IARA AL BASEA 2 o] & Y 2HA4E FEHEL o
Zo| W= Aol 7hsstctn Btk = Al
Avelr= AR FHE AW yle 2950 A%H BAE fAREE
= %ﬁ]%)‘%ﬂﬂ‘i WA, A2E, & 515 go)y) v AAl 249) kel o
AhEe] golds Al Atk M2 e Be 2] shed) o) TSI
= SRR S, a2 dd 2HFE gemel A9 e YehdA) g et
szt el Aol AAAA B ADAN=TS A g grshe] wATEe] FHEFE T
olor o= AR AERLe] e AE gze aze) WAE A 8 B
7] Hal M= FfEE 7HAE - 9 71o) gEe 2218 Aol o st 5 gl
23 oA aEg o)t Aol Wl T3 sy AR AEuEgie] B2 Ay
Bl Bty vl ARl dAAl m p ARt el AR, TR ARt
shol Mﬂ?—ol FASE RVIAS U 2o 2y95e) JEA Fa 9T

Fo| Fz &N w3t
& Aole} detakaict.
W7 FH (norms)L shte] Ak YloA] &
AR FREHAAE FF g JdE
oJn|cH(Gibbs  1981; Thibout and Kelly
1959). TS L = e dnkA
FHo] Foldlrtel wet gepd ¢ qlow F

Ql

A]

A= o= dEA %E}(Herzberg et al,
1959; Locke 1976). FAH O 74715} &

el A5 }%;g—
30301]’\34 Aprle] ol
22 Fod
Fige STRER I g
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H(2004)2 T2Z2AS BT AHLES tY
o FAYET Ao} ol AN ol
E 2% gomry A4S Polsy) A
Bisnbe] WAPORH 22 kel i AA
7ol oA lRsdol e REe Fol
3 2Ednag 14E EAGE Byt oe)
A B Aste dsEalHel wATRe T
Hge] Az FAH dFL vtk

VA 30 BATEE AP0 24 3
]

o2 ol ZATAHAZ Alolel Be]

2 27l AeloL}
FX7F A4S T3] fla o2 shlelvt
A9l dep oj2ZHQ] AAE FAlBETHE
UehlE 7iES 9v]gtti(Shea and Guzzo

1987; Wageman 1995). o]&X & 1}o] Zxdt
e Slal Aol A4S AlEskaLl s vl
FAEM, o= FAA} 7Holl olsfi7}
2 4A49YLeS ondlt}(Pfeffer and Salancik
1978; Skinner 1992). whehA] ZARAE Fhol
droEHogE Ue FE FREAS 4
3l dAxom Yo a7HES ovdtt
(Pearse and Gregresen 1991), 3#&13}¢] Yilmaz
and Hunt(2001)& #ALES U)do = gk
Aol Qo] FE o)z o] Feo] T

FIFE AL S AT,

E o
] —

Campion,

D) 71ge] A2 Qe tEA gAY
of o2 2z} abe] A3)Aht HAYA A%

co o

24 499 248, )

TR Al =AE, AS B2 A 8 9
397t e

Lo
N

DP DP%P FAAde A54es 283}
*Wl*e g‘r*ﬁ}% aol Anishe Aol

FEARAA JAASE(Communication)-S
4w n3HE A2E Bl Ao=a
0 Fed ANE T AL e
(Anderson and Narus 1984), 2JA}AE-9] 2}
AL FAHo R RNE Fe(F2lvs HF2),
golgel A= Fog roz & sl
(Ruekert and Walker 1987), & oA+ 1
T Ak gold HFstaat gt 9
AlaEo] fo|Ae Ruekert and Walker(1987)
7} AAIEE JAFARE 2] o] 8- (communication
difficulty) 2] Wi/ .0 2 A et et
70 o el Ang Aol 4ua
da skl A AAY B =
Solske AET uat, 2 AT o
259 gol4ol WFFHE olfi o Wt
Hul g et Rlo] 212kl AA A E
o) AP ThE 20l %3l Sl A9T) B
olg AANZHT golg FE

b, Az A
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21k o] .
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A $YAE AT F 9540] HE
Bow BAjd o] gHgt. BA] 1A%
ZFO 2

HAk 5 A AE H o] 39.9%, 7EA/SAH
Zlglo] 12.6%, v glo] 47.5%0] W= =

[e]
AT, SHANEY AF2 30t7F AA 9
42 7%=2 713 Bko ) 20th7} 37.6%, 40TH
o]%to]l 19.7%HeH, ZFAFL A&, 47
R o] AA o] 49 1= 7P B3k, Ady
Aol 24.7%, tHE A Y9E0] 2.8~7.4%2]
il

T 2 QFel FAE d5E 3

=}

J9ke] ZEAT} 46.5%, 3dA] 5 w|vke]
THA7} 17%, S0l 103 vlvke] Z3A7)
AA ] 23.5%, 101 o]Fe] 13%n=E LFERE S
M, gHAte] e HEdE 23 ggE
AAFe] Hlgo] AAQ] 743%% 7PY Bkl
aLEo] 23.3%, thehd o] HlEL 2.4%%

ZAHE A,

3.2 W50) 24 Q) P 54

1= ATl Al

M BATFHES Heide and John(1992)2)]
ATl AMES ST ES nfEgo R 2 <

(B 1) ZACHERS] e 4

T & gl HI=(%) T & gz HIZ(%)
oo 686 7.8 TZHAMIE 381 399
eE m
=y 268 282 Sof Of&t 453 475
20CH 359 37.6 JHE AS 120 12.6
o1 30tH 407 427 14 o|gt 192 20.1
At
40CH 0|4 188 19.7 31 oot 050 26.4
=
1= 0|5} 222 233 ™
EHa 5 o9t 162 17.0
e H=2tE olst 338 35.4
_ (S Rn]als
ST thE olst 371 38.9 1o ol 224 235
ety = 23 24 10E oA 124 13.0
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Fol Eqel wro] ATASNAG. BATE T BT TANIE ATl WA +7
< 3 Y 54 Aol BA N EEH ato] Stk FAH R AR e
o2 WolSolx]= 7t E(Macneil 1980), & -5 FHsEY] Sfsl B A 28] &
494 Mdow AEHL e Macneil (1980 A", ‘@A A7} £ A9 A9
o] Bio wp2d, BANPES fold(flexibility),  AlE AE", “mAQTEA ]l B FH Hx
A& (solidarity), AR (information ex 7} o3 AR “ebEAe FEAT ] et
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3E o g =459},

A2

2F=.2 Bettencourt and Brown(1997),
Scarpello and Campbell(1983) Z=2] 535



12 | =97 1834 25

& 2,_%*8}93\1:]- n}X]U"_O__‘?_ ZJEAW%% ElkcH
. qzet 4o

Babin and Boles(1998)-/] SALGES &
&3te] 3o = S5t

3.3 234 R e A3

A ofA] AAIBFL
]Oﬂ okx] WA 7z} =3 =
2 Cronbach’s AlphaZ 7|02 Aith &
LollA) AL Y 24 FAAEE
NE)w BAAn AEws) G
3 g=ol AslE F wE T
Cronbach's Alpha7} 730|742 @i 319]
TANEES d 434S gEsta Qe
Aoz srolE9)
teow NS HEET
7] 99 mE Adse] waH 9
24E A, WA

H

(

ofN ox

r 2 o

ofo
e

e
rO
-
=2
R
B

TFH (relational norm)o] -1

Agow 7AE F9ladolel 1

ol dl(second-order confirmatory factor model)

oX,
ind
1

o
ke

.
qoox

X
ko

2 B 2] elnde sh9xt e
N Eo] 491kl e 7id-& 23] gkedstar
=7t 3 Bx o= Zhzbel xpglo]
oW thA] shte] Aoslde] Ad=

9;]\
Ee
I JL-& HojFE}(Heide and John 1994).
BEXAY ndo] Hle= 123 ukdl &
02 T=ZETH(¥=20.34(p=0.0024, d.f.= 6);
GFI=0,99; CFI=0.99; NFI=0.99; RMR= 0.027;
RMSEA=0.05).

o2 Hro od Y Xﬁ?‘fﬁﬂb
FES A A & 27+ (varimax)H
< 204 ELOJ%@]
Aletdct. WA LM TSl g 54
T}, At B0l oA & g
o] 82l AAAE 50&
7k =3 p(0.015F 4
B Qg 2] A3t
X=188.24(d.f,=32), CFI=0.96, GFI=0.95,
RMR=0,062, IFI=0.96, NFI=096°% &3}
kel Fo 2 gHEY shH YAHSE
of st AR oM = A FutEo] 4914 g
55 ALt BE g5 a9 HAA7}F

o
oo J
(o

CRENTER

i
M
1%
o @ g L
o fn
:“1

T
b M b
O A N

o <o R
41 2 o ot
>
K

(a2l 3) BAFY 2™ Order CFA



'

Mi|A Z2MA MEHS 93 DAFFALZ Hjo| NPUFD Mo ojxis 98 | 13

) A& A =2 ¢ gk B=gh p0.01¢]] 7} 180k 2225 gRlskint. 4, <A
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THDe Wulf, Odekerken-Schroder and Iacobucci A staL, T A A= FHEAE 1=
2001). AA, FHeEV S B7] 918k 7 7] TN F T 2o ¥ghe 2lols A
A4 AU o2 TANERe] daaA sk FElE ekt 7 i 1 A
(& 2) $40] M2l U Bl 24
, EFA CFA
B A Cronbach's ot = oy
= a ac.or 'gen 0 ° A (t—value) | SMC
loading | value | variance
Nor1 870 .90(34.91)
A FH Nor?2 .863 .853 3.287 32.867 .88(33.82) 79
Nor3 689 79(28.22)
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A Ind2 825 TA(25.25)
s
iH-_i SESY Ind3 854 .808 3.240 32.397 74(24.90) 55
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EN Sat3 .800 .82(30.06)
Sat4 778 .69(23.67)
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PNI=SSinld Per2 .854 .835 2.150 19,547 .85(30.52) 72
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AL Mean SD 1 2 3 4 5 6
1) EF &7t = 3.26 69 1.000
2) AERUHE 3.62 78 413 1,000
3) Z2 M7} 353 81 315 607 1.000
4) A 3.23 71 736 449 340 1.000
5) A5 o|&EN 3.59 70 565 333 330 .608 1.000
6) OAIAE 20|14 3.03 85 618 375 277 781 366 1.000
(B 4) 7H4EMZ0;
7t path b tat EapSEE,
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7Hdb Et HE7t =22 0t .078 2.75%* RHEH
7He2 2R OEE=E| R M .57 20.39** RHEH
7H3a LAFE=E EA7E B 47 1.60** RHEH
7130 HAFE=RR0E .29 5.33** RHEH
7Haa MNSo|Eg=El FHEH EH 22 7.90%* REL
7t:dba ONASE0|M=EF THTZH = A7 4.92%* REL
7H5b ONASE0[E=E|RTE .043 0.93 7124

*P (1, P05
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The Effect of Frontline Service Encounters' Cooperation
with Other Service Encounters on Job Satisfaction and

Job Performance

Son, Minhee®, Han, Kyesook™

Abstract

Researchers and managers have little examined the importance of frontline service encounters. In
recent years, as customer's needs and expectations for high service quality are diversified and
sophisticated, it is getting harder to realize the overall service process in a single contact point.
Therefore, many companies manage various frontline service encounters, including online, offline,
inbound or outbound channels, and emphasize the interactive nature between service encounters,
Although marketing researchers have identified various exchange relationships of service
encounter- perceived organizational support (POS), leader-member exchange, team (internal)-
member exchange, and customer-member exchange, there has been scant research regarding how
service encounters are interrelated to each other.

This research suggests cooperation as an exchange relationship between service encounters,
Cooperation, the willful contribution of individuals, groups, and so on, to the successful
completion of common tasks and/or to the achievement of mutual objectives, is a critical issue for
substantial success of organizations, From the perspective of service firms where a wide variety of
service encounters are managed, the most important thing for both channel management and
organizational outcomes is mutual coordination between service encounters, Therefore, this
research tries to focus on cooperation between service encounters, not cooperation within a single
service encounter, and thus extends the previous research on frontline service encounters'

exchange relationships.

Key words : service process, service encounter, multi-channel, cooperation between service encounters,

job satisfaction, job performance
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{Figure 1) An Extension of Frontline Service Encounters’
Exchange Relationships: Principal Area of This Study

In the current research, three factors are identified as relationship characteristics which affect
cooperative behavior between contact points: relational norm, interdependency, and easiness
of communication, This research then examines how cooperation between service encounters

influences job satisfaction and job performance. The research model is as follows:

Relationship characteristics
Between service encounters

i N,
Ilf Relational |

\ norm i,
\ I\ e
A ™ - =
e 3 N “C a5
e . / Cooperation ™,
e [ Between
- et service ™,

5 PN ey

f Inter- N ENLOENLEE / N — .

e e b by

|\ dependency | T /

g Sy ™ Job Y
> < 2 rformance
- SR \L y pe !

— ~ T / e ¥
“ W By R —

v . Y LW &

/ Easinessof ' / Job \lr,

| communica [— \ satisfaction

{ r

\ ﬁon I.' ™, P

Ny Py

— e
2 o S = // . =

{Figure 2) Research Model
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To test the suggested model, 954 responses from frontline service employees of a large
national telecommunications company (telco) in Korea were used for the data analysis, Service
encounters of telco fall into three main classes such as call centers, stores, and opening /repair
centers. In terms of the type of frontline service employees, there were 381 call center
employees (39.9%), 453 store employees (47.5%), and 120 opening /repair center employees
(12.6%), respectively,

To assess constructs such as relational norm, interdependence, easiness of communication,
cooperation with other service encounters, job satisfaction, and job performance, we adapted
and modified scales used in the previous studies, A total of 26 items were measured on a

five-point scale,

(Table 1) Factor Loadings, Reliability and Validity for Research Constructs

, EFA CFA
Constructs Cronbach's Fact Ei % of
a ac.or 'gen ) © N\ (t-value) | SMC
loading value | variance
Nor1 870 .90(34.91)
Relational norm | Nor2 863 853 3.287 32867 | .88(33.82) 79
Nor3 689 79(28.22)
Iglel 837 79(27 51)
ex0genous Ind2 825 74(25.25)
variable Inter—dependency| Ind3 854 .808 3.240 32,397 74(24.90) 55
Ind4 687 .66(21.72)
Ind5 828 74(25.25)
i Com 834 73(24.76
Fasiness of 742 —=" 1 o968 | 18737 CATO |
comm, Com?2 832 .81(28,35)
Cort 834 78(24.20)
Cooperation with Cor? 789 77(23.99)
other service 736 —— 3257 29.609 : 52
encounter Cor3 628 50(14.79)
Cord 563 44(12.79)
Sat1 .860 .88(33.71)
Indogenous s 810 86(32.41)
variable Job satisfaction 849 —— 2435 22135 67
Sat3 800 .82(30.06)
Satd 778 69(23.67)
Pert Yal 76(26.07)
Job Per2 854 835 2150 19,547 .85(30.52) 12
performance —
Per3 810 .86(31.79)
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(Table 4) Summary of Hypotheses Tests,

Hypothesis Path b t—value Results
Hia Cooperation = Job satisfaction 18 413%* S
Hib Cooperation = Job performance 078 2.75%* S
H2 Job satisfaction = Job performance 57 20.39** S
H3a Relational norm = Cooperation A7 11.50** S
H3b Relational norm = Job satisfaction 29 5.33** S
H4 Interdependency = Cooperation 22 7.90** S
H5a Easiness of communication = Cooperation 7 4,.92%* S
H5b Easiness of communication = Job satistaction 043 0.93 N.S

Scale reliability, convergent and discriminant validity were used to validate measures. Also,
the Cronbach's alpha was used as the reliability measurements, After deleting one item, all the
values of reliability coefficients were greater than the conventional minimum of 0.70. This
study conducted second-order confirmatory factor analyses to assess the validity of our
measurements based on our assumption that relational norm is composed of flexibility,
solidarity, and information exchange. The overall fit of the measurement model is within
acceptable levels: x¥2=20.34(p=0.0024, d.f.= 0); GFI=0.99, CFI=0.99; NFI=0.99; RMR=0.027;
RMSEA=0.05,

To identify the dimensions of research constructs, EFA(Exploratory Factor Analysis) using a
varimax rotation was conducted. Except two items, all items were loaded significantly on their
respective  constructs, providing support for convergent validity. As a next step,
CFA(Confirmatory Factor Analysis) was conducted to assess discriminant validity, We
compared correlations between pairs of individual construct and found that ¥2 of unrestricted
models were significantly greater than x2 of restricted models, which provides support for
discriminant validity.

This study tested research model using LISREL 8.30. The estimation of the structural
equation model revealed an acceptable fit of the model to the data : x2=25 56(d.f=4, p=0.0),
GFI=0,99, NFI=0.99, CFI=0.99, RMR=0.026, RMSEA=0.074, Table 4 shows the results of
hypothesis testing.

All the paths in the proposed model received significant statistical support, except for the
path related to H5b. The empirical results show that each relational characteristic between

service encounters has a significant differential influence on cooperative behavior between
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service encounters, In addition, it is found that cooperation between service encounters has a
significant positive impact on job satisfaction and job performance. Finally, some managerial

implications of this research and directions for future research are discussed.



