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A Study on the Effect of Perceived Customer Support in
Service Encounter on Work Engagement

Ho Sung Shin*, Jae Won Yoo**

ABSTRACT

Sales employees at customer contact are facing changes both in external and internal environment. Those
changes have impact on perceived psychological contract, which in turn lead to sales employees’ behaviors and
further organizational performance.

The job demands-resources model (JD-R) suggests every occupation has its own risk factors which consistof
job demands and job resources-in case of sales employees, examples are customers’ support, organizational
support, and employee’s internal resources. Those resources can be exchanged through many routes at service

encounters. Also, individuals tend to maintain and reciprocate their resources.

product
complexity (-)

Emotional support
by Customers

psychological Work

contract

identification

Engagement

Cognitive support
by Customers

customer
power (-)

<Figure 1> Conceptual framework

*Ph .D, Soongsil University, 1st Author
** Professor of Marketing, Soongsil University, Corresponding Author
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<Table 1> Results of confirmatory factor analysis

Variables Item Factor loadings Cronbach’s a CR AVE
Emotional support 3 0.795-0.900 0.923 0.865 0.682
by Customer
Cognitive support 3 0.844-0.903 0.931 0.874 0.698
by Customers
psychological 3 0.838-0.935 0.942 0.881 0.713
contract
identification 4 0.716-0.879 0.935 0.824 0.611
Work Engagement 4 0.873-0.887 0.950 0.895 0.740
product complexity 3 0.784-0.914 0.898 0.828 0.618
customer power 3 0.805-0.911 0.931 0.856 0.665

X*=341.536 , p=0.00, df=168, CFI=0.973, RFI=0.935, RMSEA=0.050, GFI=0.928

These are produced through the interaction between customers and organizations. Customer affection is
brought about by provided service quality. One of important constructs in this study is ‘service dominant
logic’which is a new perspective dominantly focused on service rather than product as a fundamental basis of
marketing. Service was originally considered secondary to product. This logic can be extended by merging
product and service and considering services value added activities. This new perspective is called service
dominant logic covering service and product itself. Service can make new values, so every company can be a
service company. That is, companies should use their intangible resources such as knowledge, skills, and
capabilities as well as their products so that they can gain sustainable competitive advantages. Another important
construct is customer equity was viewed as similar concept as a financial asset measured and managed by
organizations in previous studies. A company’s long-term value is decided by relationships with its customer. In
other words, customer equity can be "the sum of discounted value of lifetime value of all customers." According
to an additional study, "customer equity is potential financial value that all customers have at present and in the
future. Customer relationship can be made by repurchase, shift from other company, and new purchase.
Companies can enhance the relationship with customers by various activities and relationship programs.
Relationship equity can be attributed to these kinds of efforts.

Previous research on human resources suggests organization-led changes for increasing management efficiency
decrease resources which are provided to organizational members, which in turn lead to perceived psychological
contract breach. When organizational members perceive psychological contract breach due to decreased
resources, they will experience decreased psychological well-being and increased job stress. Their perceived
psychological contract breach and decreased psychological well-being can be another stressors themselves and

can influence attitudes toward organization and job which can further negatively influence personal and
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organizational performance.

This study investigates the effect of sales employees’ perceived psychological contract with customers on
organizational identification-which can be moderated by customer power and product complexity, and
consequently, work engagement. To this end, we used empirical analyses such as SPSS (18), AMOS (21) using
survey data from 416 Korean bankers. The results show that when sales employees perceive customers’emotional
and cognitive support, they strongly experience psychological contract with customers. Second, perceived
psychological contract with customersis considered positive job resources which have positive impact on
organizational identification. Third, perceived organizational identification is identified as one of the antecedents

of work engagement. Last, customer power and product complexity are perceived as job demands-resources by

sales employees and moderate the link between psychological contract and organizational identification.

<Table 2> Descriptive statistics and correlations

Variables M SD 1 2 3 4 5 6
Emotional support 5190 1.088 |
by Customer
Cognitive support 5189 | 1.069 | 0.773 1
by Customers
psychological 4.655 1.085 | 0347 | 0356 1
contract
identification 6.003 0.956 0.365 0.281 0.207 1
Work Engagement 5.593 0.910 0.474 0.415 0.348 0.630 1
product complexity 4.864 1.052 0.224 0.196 0.195 0.333 0.251 1
customer power 4.850 1.051 0.324 0.418 0.416 0.371 0.411 0.174
<Table 3> Results of sem for tests of hypothesis
Hypothesis S.E. Estimate | t value p Result
Emotional rt hological
Hi | CTmotonaisuppo psychologica 0.083 | 0201 2.425 0.010 supported
by Customers contract
pp | Cognitive support psychological 1 o 1 0176 | 2.154 0.020 supported
by Customers contract
p3 | Psychological identification 0.046 | 0.177 | 3.840 0.000 supported
contract
k
H4 |  identification Wor 0.055 | 0.661 | 11.926 0.000 supported
Engagement

X*=284.623 , p=0.00, df=85, CFI=0.959, RMSEA=0.053, RFI=0.929, GFI=0.921
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<Table 4> Results of moderating effect

Estimate

low product complexity group

high product complexity group

Estimate(t value) Estimate(t value)
ps;;cjlri)tlrzical - identification 0.243(2.417) 0.117(1.421)
Estimate low customer power group high customer power group
Estimate(t value) Estimate(t value)
pS};c;;otlrzical - identification 0.231(2.440) 0.117(1.373)

Keywords: Psychological Contract, Customer Power, Product Complexity, Work Engagement



