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1992; Innis and La Londe 1994; Zeidman 1998; 44}
4, A% 2007). F AR = 7FE 250 2] L& Al
G2 L7 S I A Lo 7 L= dALE0] ot
I, 49 2008; 2914 2011; oA S, ©]-87],
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AFAA G Fojx]= Aot 1 7HE A 4%
of A 712 o] S HHE HxE L YPct= AL
7| BRHEE tHHE 29P5k= Ao Hls) 24 o
22 Yol EHL & 4 QU

7|1&8] A= WA=l A = o]ojA]
+ A2 A% (constraint)of] oJ5t= Zlo] opd A4
(dedication)®]] 2|5t Aol=te & 7Fxokal ok
(Bendapudi and Berry 1997). o|23t ol A 2o
H A =00l ALt Edolv A &Y

Et 72l s AM A ez SUEH FA A
FoHAR sl 80 AZF FF theFet
A

J & 28 ot2+= 7 (Huston and Burgess 2013)=
=
=

HolA & Eat ofye} AA| Huff B Ao
A g Fohe A4S ERIThH=(Anderson,

Hakansson and Johnson 1994) 7]& 3L Ait= A A
2 2} 7P ER O] P HA T H I SO A}
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U A 23] Aol AFEE S8
2 A FA o BHA| A 51| ARE-E ST
A ZFE RO nA Y A He WsET, YR W
gl BE 5o shRredlo s URile, A
A 2](2015)2} Hunt and Nevin(1974), Yavas and
Habib(1987), Stern and El-Ansary(1992)2] &1 5Lo]| A]
ALEeF SHTTS & Aol BA " sto] ARES
Atk FAHe s WSS 57, JERWES S5
2 5o SAstlth wied
LA|Zx, 1r21-82014),
T Hpo] % o] AFA ]
= skt

b5} RS 5] 5
3

Mo o rlo
o
™
2

i o
=,
X
>
oo
ot

lo

and Hunt 1994), o|Ajgt, ©]-8-7], 912 (2010)2] A

of 5¥A 4 2 WHsto] ARESHAT. AL =4
& AV SAEYL 1 AT 5 ol S0l
o|5& defoto] L7l= BARA Do g EY
(Meyer and Allen 1997)©.2 A 9|5}al & 710 A]
AERE A7 £, A S92 AGA | Hig

T3 o7 WA Z A wE o] = u|t
A2 o2 A= SUFHTE], 55 2008)
o 2 AHolstal ot Ao A AFERE ST B 2
Atof 9hA oo AR-gotiTt

TAA L o= 7HE A o] |zl AHTAE A
&2 0 2 G252+ 9] X (Ganesan 1994)2 7 2] 5}
1 3HFE((2007), 017 F(2013)9] Aol AHEH
47l FFS HEgoto] Aot om, T 29 9

=

L= % 71E BRES tief 7141 R h Ao
gt 31O & (A % 2006)2 A o5t AEA, 2
FE(2014)9] Aol A ARREH 57 == H st
AFESFGITE mpA| Rt o 2 S HHE a2 o
+ T 7HPER O f2e BlE S A] Frold]

Mo > B 2 L
X

ol ofo

T& Al LHE T& Hiz HHE
1 17 8.5 ezt CR 96 48.0
2~3% 88 44.0 ok of 2} 104 52.0
N 4~5% 57 28.5 20CH 33 16.5
6~7% 22 11.0 30CH 37 18.5
8~9H 7 35 ! 40CH 47 23.5
10HO| 4 9 4.5 50CH 69 345
314 0| Ak~344 0|0t 108 54.0 60CHO| At 14 7.0
LY 5.4 0| Ab~7\H O]gF 43 215 mHO| A 37 18.5
TSI 74 o] A9 oot 18 9.0 AS=R(FTE) 30 15.0
94 0|4t 31 15.15 . QUBLS AL (AlEH 52 26.0
InksE= TPl 162 81.0 o° Bl 0|74 21/4| 2+ 35 17.5
2034 DHZ+EHA 37 185 AEZC 37 18.5
Magorole 1 0.5 7|E} 1 0.5
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2 Aol = P A= B
A45}7] 215l Cronbach’s alpha test@} 2F217%]
A(confirmatory factor analysis)< A Y53,
SAET] W8EHZE= Bt s ti+A
ZAzto]= golof S5H 7] M B A
a ol AY 278 e o= AR RAME A ISt
ot o] FAollAf Aot meet Fd& A,

2L
o

l:oO
ro
< Ao A

o
IR

¥R oo 1%

3 57,
Bt A 24050 M5 A AAs
Act.

A=A

Q

d A2 &5 7 Ft A EAN 275k
= 2t Cronbach’s alpha #|5=of| 2]t
SRS Ao, Be HgollA 0.7014 9

F21 5 et o (<F-=>U1-8 ), mebA 2
AFEGo|A AHEH HFEY] SHETES A=
Ao 2=t B = T (Churchill 1979).

o2 HFErFJT et AS EA5H7] ¢
off LA Ao AFEEE AMOS 18.0 211
g o]-g-5to] 1A QA A5t &l
A Q1B A ATt <X 2>9] Y83} 7t}

2] x2=1581.655, df=8972 x */df=1.763%1 Z &
=2 Uegton, oE AYE 24-% RMR=0.037,
RMSEA=0.062, CFI=0.882, IFI=0.884, TLI=0.870.>.
2 AR He A5 ARt v A] ghollA Ayt
o2 ALt FSoH Hehs AL 5 9
ThH(Kline 1998). T3t HHEASFZFH(AVE)0] L E
Aol A 050014 =1L, #3091 F-ohgat o4t
=2AEe] Zho 2 Al4tE = A1 E & (CR) 32 0.70

1’4o 2 Yehdar §lo] FFerdAdol SR E I 9l
¢ 4~ QIth(Fornell and Larcker 1981). SEF
dod AxEo dis HERETA
(nomological validity)¥} FHEeFIA]-S H7lstl A}
AA 4 7o) AT TA RS A A sEA T A
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P - 7= Ha=
He Ede= AEAS 22af 2k NE|E Fren
| i | 0.664 - -
O E _
ﬂjf oz 2|2 0.865 0.795 7.067 0.928 0.621
2nd B HEH 2 0.821 0.171 7.221
order SO 096
1] RF_S_O:' Al . - -
Hoo e = ——° 0.939 0.813
2| A72HER = 0.839 0.082 10.867
mE=S-=]| 0.789 - -
_ LEEAH2 0.687 0.077 9.876
nesy — 0.927 0.624
WEEAHS 0.852 0.083 12.612
56 0.823 0.08 12.182
=2 |1 0.76 - .
- T2 2|92 0.64 0.069 10.767
ES Y . 0.902 0.596
22|94 0.784 0.093 11.076
ESIETE 0.885 0.086 12.359
APZHENE 0.89 - -
AFH2HE =2 0.797 0.067 13.222
A{RHENE 0.894 0.575
AF{ZHEN 4 0.685 0.072 10.692
APRHENE S 0.636 0.062 9.672
NEN 0.9 - -
NEp) 0.875 0.055 17.21
NE 0918 0.660
Al23 0.76 0.068 13.381
Al2l4 0.698 0.069 11.693
ARHUEH1 0.89 - .
AR HEAD 0.835 0.063 15.47
=PI PY T 0.910 0.661
AR AY 0.777 0.07 13.678
HAEHEMS 0.741 0.07 12.671
HAM2Q 0.791 - -
AM292 0.827 0.082 12.207
A2 ° == 0.882 0.558
HM2Q13 0.677 0.088 9.702
HM20l4 0.68 0.087 9.755
HEWsH 0.824 - -
HENE 0.859 0.076 13.923
HEAZ — 0.929 0.650
HE s 0.751 0.082 11.672
HE WSk 0.788 0.079 12.431
AAES Q12 0.752 - -
H At S Q! HAr=9l13 0.849 0.118 10.081 0.877 0.611
AL=4 0.74 0.093 9.584
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el 0.603 - -
A2l aqeEel3 0.663 0.184 7.218 0.844 0.501
el 0.837 0.185 7.989
CHYZ2Yo|c] 0.85 - .
(P25 = EoXo: Yol i) 0.852 0.066 14.43
CHEZERFeE 0.904 0.653
CHAZLR9o|z3 0.722 0.068 11.414
ClAEZRo|z4 0.802 0.065 13.315
SRHAERo| T 0.774 - -
HgEUHE ISP =F=] [ =g=Xe: e]
Sojolc S2HHE 20|23 0.672 0.093 9.393 0.862 0.575
SIIHE 20| 5g 0.822 0.082 11.12
A& £ 0.942 - -
[y P{ENel]=b) 0.782 0.065 13.852
AR & = 0.913 0.593
Il P{EeT] =k} 0.674 0.065 10.82
Il P{EN I =¥ 0.648 0.062 10.461
Model Fit: x2=1581.655, df=897, xz/df=1.763, RMR=0.037, RMSEA=0.062, CFI=0.882,, IFI=0.884, TLI=0.870
<H 3> A 2A
=
Hal o mx @ (0)) 3 4) ) (6) @) ®) )
O Q1) 3.301  0.540 1
SI2H2) 3334 0.662 0.625%* 1
Al2|(3) 3310 0.703 0.586** 0.562** 1|
AM2Q4) 3294 0.666 0.526%* 0.595%* 0.675** 1
H A QI(5) 3363 0.707 0.182%* 0.122%* 0.217** 0.247** |
THEHERU6) 3.448  0.594 0.506%* 0.390%* 0.565%* 0.542%* 0.266%* |
CHEEQYO|Z(7) 2.920 0.770 0.382%* 0.403** 0.320%* 0.446%* 0.279%* 0.312%* 1
S%ol=®) 910  0.655 0.354** 0.300%** 0.303** 0.393%* 0.227%* 0.30 0.677
DA RLOE(M) 3.563  0.620 0.425%* 0.374%*% 0.507** 0.397** 0.307** 0.453%* 0262%*% 0.244%* 1
3 p<0.01
4.74 A3 Fo AgAsE AP szolety wodr
(Bagozzi and Yi 1988).
2 AFoA= 7S HEsH] It S A4 719 <3 4>°|A Hi= vHie} Zo] 7H1RH 7Hd8ad]
o2 YA BAL GG FRYPA R o277k BE FHo] A7t =gt
AT} x2=1683.028, df=922, x2/df=1.825, RMR=

0.045, RMSEA=0.064, CFI=0.868, IFI=0.870, TLI=
0.859% 2+ 20| B2, U AP A4

ol P Ao HEQF HEL Qo Huldog 1t

- 1=
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<BE4>71d 44 2ot
Path e EERN & ez
HI1 AR — 42 0.505%* 0.214 3.881 2| 2| &l
H2 O 22 — 4= 0.331%* 0.109 2.824 2| 2=l
H3 Azl - dMH 2 0.838%** 0.081 10.246 2| 2|
H4 A2 - EHA 2 0.749%* 0.065 6.816 2| 2| =l
HS e - AMH ZY 0.313%* 0.076 3.819 2| 2| &l
Hoéa FMAH Y - HARSE 0.217* 0.108 2.114 2| 2|
Héb HdMA 22 - OHEE 2Yx 0.485%* 0.097 5.990 2| 2=l
Héc M 2 ~SFEUE 2F 0.511%* 0.085 5.910 2| 2| =l
H7a AL 2 — BAR LK = 0.151* 0.082 2.061 2| 2=l
H7b Autd 29 - OEE 2FoE 0.131* 0.080 2.095 2| 2| €l
H8a TEHAH =Y - AR LKL = 0.370%* 0.198 3.287 Z| 2| El

Model Fit:x2=1683.028, df=922, x2/df=1.825, IFI=0.870, TLO=0.859, CFI=0.868, RMR=0.045, RMSEA=0.064
#% p<(0.01, *p<0.05

5. F7&Y e A QEF-S A A A B)(8=0.291, p=0.008)
S A LISt AXFA EA(4=-0.049, p=0.741)T}
B AJoAE Zrtdog sliEyo] Az W2 EY(£=-0.241, p=0.076)°lE Folu|T IF
53 oAy EAEY ujAlE Aday @ & vAA Eote AR yEht 2 dolA AA
APAT7E HESo] Ao 7Hd =z AAsia] & T AFREPol o B Ao g
gt HAE 7] A o sl A st T A= ALt ZQ SPFEHE 2%, A
A, B Ao e /M ER A PdS uh] HA EUR HHE 2o E, SHEHE 2P0
AU v gL P oz Yy ol AP O B APAFo KR AFRPo 7P R A
47} Morgan and Hunt(1994)°] KMVs(Key 3 5 AUTE SEAITF Aib2] Zdo] dAf7tx] 2
Mediating Variables) 2@ o] whz} A1 =9} E¢lof T ARNETAE Bl 2 &=, 22|11 Ayt G2
e JFE APt ot uA" A9 Ea v e W A 5 e A A ARAE o
£ YT o] LA AR HFH oz AT 5 Qe TEUE 2] ofgfgof 7|utet B¢
FFE 718 5 A& Zolgt woste] APy 29 o, YRR SHHMAER ol oFA7HA]
Atol o] AHA 2 E =5t + 7183 gFellA sl Aol gl AdHlol7] o
w843, oY AdEgs2 HEE EU(R ol Aoy o] whE o] ol 3t 42 Al4tst
=0.385, p=0.017)2 At XA 294(£=0.031, 7] o2& Aozt Wsto] A4td Z2 7R
p=0.804)7} AAFA E1(£=0.099, p=0.567)°1= & o HHHAE Hx P oJrof JF2 n|X]A] =
olujgt JFS n 7] = Ao yehgton o  ZAolgt F55iqth B3 1A EY-2 A AW
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The Effect of Franchisor's Business Support on Franchisee's Trust,

Multi-dimensional Commitments and Relational Performance

Hyeong-Jin Kim**, Ho-Taek Yi***

ABSTRACT

Franchising can be described as a contractually-based business arrangement between the franchisor who
develops a product or service and the franchisee who buys the right to use the franchisor's brand name and sell the
product or service. Today, companies which cope with the rapidly-changing business environment need to have
mutual collaboration and maintain a long-term relationship to their contract partners in order to overcome
environmental uncertainty and business risk. In this respect, franchising is unique among most other types of
contract forms in that in involves mutual collaboration and legally-interdependent economic forms.

To have relationship continuity, in this business format, is more emphasized due to high level of termination
and switching cost between franchisor and franchisee. The partners in a franchise system are mutually dependent
on one another's objectives and performance to achieve their goals. So the ideal franchisor-franchisee relationship
is one built on mutual trust, commitment, cooperation, and satisfaction, and vital for the success of both parties.
Therefore, the critical success factor in franchise business lies on the maintenance of continuous long-term
relationship.

Although research in franchising is currently experiencing an advancement in the investigation of behavioral
attributes, the motivators and perceptions of participants within partnership, the key variables of trust and
commitment, a key to successful business relations, requires further insight. The purpose of this paper is to
investigate multi-dimensional franchisee's commitments toward franchisor and the influence of such constructs
to various relational performance, based and applied on Morgan and Hunt's KMVs(key mediating variables)
model. Moreover, in accordance with the brand extension of franchisor and the advent of the age of franchisee's
multi-shop or brand management, this research investigates previous franchise researches and integrates
franchisee's trust-multidimensional commitment-relational performance model based on a long-term perspective.

As shown in Figure 1, this is an empirical study on the effect that the interactions among long-term relational
variables such as franchisor's business support, franchisee's trust toward franchisor and its multi-dimensional

commitment(e.g., affective, calculative and normative commitment) on the relational performance(e.g.,

* This research is based on the first author's thesis for the Ph.D.
** Ph.D. Marketing, Department of Business Administration, Keimyung University, 1st Author
**% Assistant Professor of Marketing, Department of Business Administration, Keimyung University, Corresponding Author
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relationship continuity, multi-shop management intention, and multi-brand shop management intention). The
core of this research is that success of franchisee system depends on maintenance of the relationship. This
research defines that mutual win-win relationship is beneficial to a franchisee as well as a franchisor. Following

are the specific results of this research.

Franchisor’s Business Support Relational Commitment to Franchisor Relational Performance

Affective Haa Relationship
Commitment Ry Continuity
Information Marketing HI() H3(+)
Exchange Support \
Trust toward Calculative AA Multi-shop
Franchisor Commitment Management
Trade Attitude ;
Operation H2(+)
Support H5(H) Ksa =
Job Expertise Normative Mulr}:—brand
Commitment Saop

Management

<Figure 1> Conceptual Framework

To test the proposed research model and hypotheses, data were collected from 200 franchisees in the field of
Food & Beverage, convenience store, fast food, and bakery franchise. All the measurement scales in this study
come from existing literature with adaptation to fit the purpose of this study except multi-brand shop management
intention. We investigate the reliability, content validity, convergent validity, and discriminant validity of the
proposed instrument by analyzing data. Overall, the results indicated good psychometric properties, and the
measurement model revealed and acceptable fit of the model( x ’=1581.655, d.£=897, x%/d.£=1.763,
IF1=0.884, TLI=0.870, CFI=0.882, RMR=0.037, RMSEA=0.062). Composite reliability, or AVE among the set
of indicators that measured and underlying construct, are greater than the recommended threshold value of 0.7 for

CR and 0.5 for AVE. Thus, the model provides a good fit to the data resulting in <Table 1>.

<Table 1> Results of Confirmatory Factor Analysis

construct measurement st. estimate S.E. t-value C.R. AVE
et training 0.664 - -
farketing sales promotion 0.865 0.795 7.067 0.928 0.621
2nd support - ;
order information support 0.821 0.171 7.221
i job rti 0.96 - -
operation Jo expe. 1S€ 0.939 0.813
support trade attitude 0.839 0.082 10.867
training1 0.789 - -
training2 0.687 0.077 9.876
training ramims 0.927 0.624
training5 0.852 0.083 12.612
training6 0.823 0.08 12.182
. sales promotion] 0.76 - -
1 t 0.902 0.596
sales promotion sales promotion2 0.64 0.069 10.767
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sales promotion4 0.784 0.093 11.076
sales promotion5 0.885 0.086 12.359
trade attitudel 0.89 - -
. trade attitude2 0.797 0.067 13.222
trade attitude : 0.894 0.575
trade attitude4 0.685 0.072 10.692
trade attitude5 0.636 0.062 9.672
trustl 0.9 - -
trust2 0.875 0.055 17.21
trust s 0.918 0.660
trust3 0.76 0.068 13.381
trust4 0.698 0.069 11.693
job expertisel 0.89 - -
job rtise2 0.835 0.063 15.47
job expertise JOD EXpertise 0.910 0.661
job expertise4 0.777 0.07 13.678
job expertise5 0.741 0.07 12.671
affectivel 0.791 - -
i ffective2 .82 .082 12.2
affe(?tlve a ect%ve 0.827 0.08 07 0.882 0.558
commitment affective3 0.677 0.088 9.702
affectived 0.68 0.087 9.755
informationl 0.824 - -
i i inf tion2 0.859 0.076 13.923
information %n ormal %on 0.929 0.650
exchange information3 0.751 0.082 11.672
information4 0.788 0.079 12.431
leulati calculative2 0.752 - -
calewative calculative3 0.849 0.118 10.081 0.877 0.611
commitment -
calculative4 0.74 0.093 9.584
“ normativel 0.603 - -
normative normative3 0.663 0.184 7218 0.844 0.501
commitment
normative4 0.837 0.185 7.989
multishopl 0.85 - -
i- Itishop2 0.852 0.066 14.43
multi-shop TS 1op 0.904 0.653
operation intention multishop3 0.722 0.068 11.414
multishop4 0.802 0.065 13.315
extended brand extended brand1 0.774 - -
shop operation extended brand3 0.672 0.093 9.393 0.862 0.575
intention extended brand4 0.822 0.082 11.12
continuityl 0.942 - -
i i tinuity2 0.782 0.065 13.852
relat19nsh1p con 1.nu? y. 0.913 0.593
continuity continuity3 0.674 0.065 10.82
continuity4 0.648 0.062 10.461

Model Fit: x*=1581.655, df=897, x*/df=1.763, RMR=0.037, RMSEA=0.062, CFI=0.882,, IFI=0.884, TLI=0.870

Using structural equation model, the author checked the proposed model fit and hypotheses. All of model fit
index are acceptable( x 2=1683.028, d.f=922, x*/d.f=1.825, IF1=0.870, TLO=0.859, CFI=0.868, RMR=0.045,
RMSEA=0.064). The findings from survey data on manufacturer and retailer relationships suggest that an
increase levels of strategic joint action with manufacturer and retailer results in an increase in its specific

investment, resulting in <Table 2>.
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<Table 2> Results of SEM for Tests of Hypotheses

Hypothesis st. estimate S.E. t-value Result

H1 marketing support — trust 0.505%*

0214 3.881 supported
H2 operation support — trust 0.331**

0.109 2.824 supported
H3 trust — affective commitment 0.838**

0.081 10.246 supported
H4 trust — calculative commitment 0.749**

0.065 6.816 supported
H5 trust — normative commitment 0.313**

0.076 3.819 supported
H6a affective commitment — relationship continuity 0.217*

0.108 2.114 supported
H6b affective commitment — multi-shop management 0.485%*

0.097 5.990 supported
Hé6c affective commitment — extended multi-brand shop management 0.511%**

0.085 5.910 supported
H7a calculative commitment — relationship continuity 0.151*

0.082 2.061 supported
H7b calculative commitment — multi-shop management 0.131*

0.080 2.095 supported
H8a normative commitment — relationship continuity 0.370**

0.198 3.287 supported

Model Fit: x *=1683.028, df=922, x */df=1.825, IFI=0.870, TLO=0.859, CFI=0.868, RMR=0.045, RMSEA=0.064
¥ p<0.01, *¥p<0.05

These results are as follows. First of all, franchisee's positive attitude of franchisor's marketing and operating
support has a positive effect on the franchisee's trust toward franchisor and all of the affective, calculative and
normative commitment. Secondly, affective commitment has a positive effect on relationship continuity,
multi-shop management intention and multi-brand shop management intention of franchisee. Thirdly, calculative
commitment has a positive effect on both relationship continuity and multi-shop management of franchise.
Fourthly, normative commitment has a positive effect on relationship continuity. These results mean that the
franchising support has a great effect on trust and multi-dimensional commitment, and subdivided
multi-dimensional commitment have a significant effect on relational performance in a franchise system.

In addition, the authors attempt to carry our additional analysis among all constructs. Due to the absence of
previous research, we could not hypothesize the relationship between calculative commitment-multi-brand shop
management intention, normative commitment-multi-shop management intention, normative commitment-
extended brand shop management intention. Additional hypotheses results are as follows; calculative

commitment has a positive effect on extended multi-brand shop management intention; normative commitment
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has not positive effect on both multi-shop and extended multi-brand shop management intention. Even though
calculative commitment means preservation intention of the relationship for business reasons(economic and
social), these result show that calculative commitment is influenced on previous business experience and
satisfaction. Opening a new brand shop of the franchisor entails various busines risks to a franchisee, but a high
level of calculative commitment through the previous experience can make it easier for the franchisor to recruit
franchisees. Therefore, franchisor should pay attention to this results.

Research of perceptions of individual franchisee, trust, multi-dimensional commitment and relational
performance within the franchise relationship is limited in previous franchise research studies. This research aims

to present a long-term perspective of franchise system and a new direction to franchise industry research.

Keywords :franchising, franchisor's support, trust, multi-dimensional commitment, relational performance.



