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st % Ik Aol 2|7hel 14to] o) Hahe
thpo] AaaTodE 2474 LA 2HH
FF= T 80=2A AFEo] $FTH(Carmeli
2005; Schaarschmidt 2016). 3FA] 2+ & TS 7]
tef Bo] 5] A YA o g 281ttt
= AF7F A= Qlth(Baer, Bundy, Garud and
Kim 2018; Mishina, Dykes, Block and Pollock 2010;
Rhee and Haunschild 2006; Zavyalova, Pfarrer,
Refer and Hubbard 2016). S}A|9F 71 ti/ido] 7] 4 A
o)7L} ut Hog 1A FHo|A Al Asks
29l iAo AT mgh B Auls gL
A2 REAGFRA G T, 2 Q7 A
]2 2] o] 7] A)215 9] Bro] 4 F
ek A5 AEd A
ISk A} gt

S, 2B A Q Q12 AAAZ A A Q1o AlA
of #82<Q dd= nlEE oYK (Cohen, Tyrrell
and Smith 1993; Khansari, Murgo and Faith 1990),
AR F A FAA dF= v H T (Cooper
and Marshall 1976; Parker and DeCotiis 1983). 5}4]
T 7)E AFES 2EHA8S dY AdoR
A9t ~AEH A R91E shpe] 249lo] o]
gt £ AEH A Y AEH AR U 5 9)
(Lazarus 1993; Selye 1987). Cavanaugh, Boswell
and Roehling(2000)> A FAEH A Q1S A
2EY 29000 Wefld ~AEFAQQlog Lo
AA AT B AEd AT AEHAQ10]7

AT el PYH T, A o] =gl B

N
O

o ri

tlo
ol

o]

4 o

1
)& 2§

39,

Eﬂ- HT o T

o Sl 7191, AR, ARES] ek, A}l M9l A
Aol ZrE o el ~EH AT AHRIe]
T ZF N el e o2 QA ER, YRR, 5
mdG, BaA AT, Ad=cgdel xstd
o ~2EH A aR19] G wet Fsof e 9F
o] Frh. THAH AEHAQQIL ARGE 245
Aol 742Q] L2 FiL, Foid 2EH 284

2 °o|AE, A5WT T FFAY wo] Ut
(Podsakoff, LePine and LePine 2007). AH] A Z ¥

of gt AEH A0 TRt AT A&SA XY x]
I QLA &0} 2009), ThFRE A E A Q ¢l of
b 714 &Mo] @ 75|31 QITth(Ashill and Rod,

oA 2 ATE o g2 A9 S48 e
o 24, 7142 917 o] Au| A A2 oA
Aol HFasz AEHAE FUS 4 A &
ATth A, 7149 < F Bao] A4, sl
LAEF 200 nAE Gl Hs =i ot
Ao ~AEHA 8919 F9 (=314, ¥slA)e]

49 YA E, 2F8E)°l vlAE 9

+ ol 2| o W5 2 o] BZ}sh= A4 (identity)
o7 FAFEC FASHt Barnett, Jermier and
Lafferty(2006, p. 34)= 7|19 B¥-2 “A|gtol| o}
7140l FF= = NP2, ARl A, 2 A 4FE
7t 716ket F-eh merolatal A o5ttt Baer
etal.(2018, p.574) = HT-3S “o| ]| TA I} Ato]o &

-
=
S5 2 BP0 2o st Qubd e

] H(perceived
external prestige)= 7] Q1o Ao Hto g 2 &

@It} Kim, Lee, Lee and Kim(2010)2 2|2} 9%
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2018; Mishina, Dykes, Block and Pollock 2010;
Rhee and Haunschild 2006; Zavyalova, Pfarrer,
Reger and Hubbard 2016). & 17 o] o] ZFols}o
AMu| 22 glo] 22 o F Faho] AE#| 28410
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TH(Cohen et al. 1993; Khansari et al. 1990).
Q1 AFRHN A 9] A A WS oLt A7

A A AEHAE AT FAZ gol o

t}. Cooper and Marshall(1976)-=

24 A& o]q-’ A A o] Ao

S} tt. Parker and DeCotiis(1983)2 2
2 0] A7 @ Q13 Aol thgh R El-Z A| A5

/ﬂ 611 QologL /\] 7]—01] tﬂ—a]- ol—u}(tlme)ﬂ}
Ot(anxiety) AFH 02 FLEREH HPAHE AEF A
o7t4] AvEA 24 BY, A5 9, 3]
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Sttt SHATE Lazarus(1993)=
ol atd o= = 4 glotal 5F3
AF3t Selye(1976) AEH A
(eustress)2t F-AH A AEHA
ot F=G3 o] & AEHAE
o= A= a7 AAA =
Cavanaugh et al.(2000)2 2
TR AEYAQRIT H 29
2 Ure B2 AA ﬁ}ﬁt}(challenge—hindrance
stressors framework). =24 AEFH AR AEH
2~ Q Qlojx|ut 7 @:"}QI’— 7HQ1e} Ad
ol Egol 2 = AR

T2 AoHn. o710
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H, Aol xdd, AHAEYAE AT
W, 2AEUT SAH A BAE A, oA 9
AL, 0] 2)&, 91535 (withdrawal behavior)Zt H-7
22l PHAIE ZE 1 9lth(Podsakoff et al. 2007).

Hh, e A e At el At 4H
Faaclom A EE 27270t A7 4
TROY, TRAS, R F4F9, 4d=Ed
AJo] IHEI T}, Podsakoff et al.(2007) 2] HEHELA o]
e, YA LEd s EHAHLEY A0k B
& o2 oJAL, o2&, ASBEHE T H4R,
AR, 2AEdNE 384U BAE 2 9
w2 Bt

Cavanaugh et al.(2000)2] A& Ef
E A 2EH A Q00T A AE
= 7p2 TSR, 2P 9% Hiol

Edf2aglg viiz 2PEo]

L

m re o
g

> rr =

fo
o

o TL I
oft rlr >

ko

e

o

1

>

Z 2] A 71985 (organizational citizenship behavior)
2 19709t} Organ®] AL A HE] A|2HE]o] @Y
o FEIY Qli= FAo|th. Organ(1988, p.4)
T19] Ao A AP ES “rgekstAL A5

-
202 FA2 BA A Qrka

=7 gl A
O] A A Q1 Pgoln, AutHor 22 75S &
T2 o 2 Qe Zrol2kal A ofskal Qlrh. e &
7] Aol A= 2AA Y F 2] She7id o= of&
A(altruism), A3 =W A (sportsmanship), I
(conscientiousness), %l ](courtesy), ~L2]11 AR 3

S(civic virtue) THA ZHX 2 A9 © L (Organ,
1988), ©]%-2] AF Ao A Rt 2] fith=
Z]| & o] o]o]F th(Podsakoff, Podsakoff and Blume
2009). Williams and Anderson(1991)-2 2] A| 1)
o] i J|Eon TRl Y g4l 27

AFFOCBNY 22 Ao FAARYE
(OCBO)S.& o] ¢I3}5l3iT}. Podsakoff et al.(2009)

o e S Bo) 2AAWBF | 1AL GFS

= O [e]
ALt 22} 0 2 TRt A A e
A 4T7Y, BA, 213 A1) o] 23t A
G v, AL 220 T, T
AE 193 22550 o 4] JFS Frk
G, A 24Tl glo HETA U] 22 A T
Fo 27 AEleh Al EA3 Ao BATF gl
W, ot IAREoR APHCCIE] WA

QltH(Podsakoff, MacKenzie, Paine and Bachrach
2000). 1 % 7j12] S0l Mol Qe a4

HolH 4% BEAY 9T FES QAL 9o

Miloslavic and Johnson 2011)

AN WYEI A NGO 2 WAbelH 24
W5, 4T 9 A%, FADE Fo| A4 9t
ol BE FEH o= sele] AAHY BEo| %
2o mgo] B AL Wetth 15 AL AT
A2 FGAY] APEAQ Ao s B 5t
olek. YR gEo] oR A gEoz o
ks ekl o) % Al BN FG9
o ejgo] FashA glom], Aulx HH FU9
2 T AEl2 ABA} ob et 227 A7)
AAE SPgsiehs g el A 2 A3 2 boundary

spanner) % 211 21TtH(Yoo 2013).

Bettencourt, Brown and MacKenzie(2005)= 84
2 o] 5o AARFA Z A -5 (Customer
oriented boundary-spanning behavior)= 1o},
SR EAYAL WA, AH| 2 Agolehs A 7}
A AH1.0 7 o] Fo] A1tk F ek, 9 E @Y

Al
T 1
(external representation)~= A H] A 2] 3} 11 70 o] 3%



Zxo| o HT0| Ao AU S EFHF| 0kl I | 81
Aol A 9] ogha Do, AH| A o] Eilo] & Ok 2l R F o & F AN F O] vt &= 7l
S SJALE] ofm| x|, B E= P2 LA A A o]z} & 4= 3 tH(Dalal 2005).
got= AL oJn|etti(Hartline, Maxham Il and E5] AH|A HAFA Ao BFfsS 1
McKee 2000). FFH, 5 3F(internal influence)+> oA @2 IFE v|Zt}. Patterson and Baron
A3 ALt Y7 2 Atolof o] Agt= 1A & (2010)== Bs} ol A o] 7] = AU o] B3y
s et JHE 141—‘?* VA FRehe A ERE S(poor behavior)©] 147 H HEAZQl FJF
o 1 Y=o S5 ol a1 9] o A-S Wi T2 2RIkt Walsh(2014)= 4 =314, o
74—401'021 7HAd O]'h A5 A= 5 4 ok vkt o RO B AH|A FEZL AT fi7iske]
oz FHYY HEZY & 4 Qe AHIA AE dePol JFS nIRotL Tttt Groth and
(service delivery)©| 1t} AH|A ST IFA A 12 Grandey(2012)%= F 22l HH2] o] P52 1L
A2 AH| 2 A A o] B ef fFoll A AHlA = Ao Al A~ Al Aufj= of A 117]0] A
d-& AZrtth(Battencourt et al. 2005). TEkA F Q1 P5S FETHL FAT o] Y AH|A
FEo gt g AoutEo] FastS ol A o] EFaFe 22 Higt JFer Bt
Sl Zlo] ofye} iAol 7= AB| Aok FoFe T
27100 =2 5HA A-sfiof Shi= Zofelth
1 BYYs
=35 (dysfunctional behavior)2 Z2]of| 4] 9] m Ao gl 7
UHE P52 obrErs Feor A AHHK(Griffin
and Lopez 2005). 22| F42% 9F& v o AT AEl L Felo] x| Ztet o7 o] A&
352 L&Y 5(deviant behavior), 32 35 (aggressive EgAQolog 285l o5 # 2l Q4 of|7tA]
behavior), BFAFS] A -5 (antisocial behavior), ¥4 FS = 4 e Iz} 5y, AF R
4}+24 85 (counterproductive work behavior) 5°] 3L <I¥ 1>3 Zr}

o}, TS 24 il fldtsto] 2 Aol
d9] ehd& s 2]+= W52 & A= A TH(Robinson
and Bennett 1995), F|toll&= A& 945 g
S5 AAGE AFE QI THWarren 2003). &

oz 2 Y thE AR sliA Y
}1(Neuman and Baron 1998), -2
of| Z=rot BRI oyt AflEof F7g A
]—“3 A0 2% O HTHO Leary-Kelly,
w 1996). HFALR] A 3852 thE Abd

= 5,3—81% f‘l*}ﬂ Y5 ditf| ojm| = o sfjtA|
712 = 5| tH(Griffin and Lopez

P52 229 ol siE 7A =

|t

oral olo

o
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o,

rlo
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1 X|ZtEl Q|5 Bk} AEHAQQ
A7 2Bl 92 A Eo] SIS ol
Al B Aol "isf 2 do] 2[Zpste HEE 9
1] 3ttH(Herrbach and Mignonac 2004; Smidts et al.
2001). o]2} PaAs) 2o djst o% W7} 24
3} 24 QoA ofw et GFS wA Ao ot A
7} o]F0]Z] 11 QJth(Dutton and Dukerich 1991;
Dutton et al. 1994; Kim et al. 2010). Roberts and
Dowling(2002)°]] w=H, £2]o] F4ZQl Hy
(reputation) & FAFS] o]}, 71 Qo] Aot
7291 A7} Ut Dutton et al.(1994)= 2]
Aol AlglA o7 7}2] Q= 2] o] el
A Sota shgch. EF, Azbe o)
214e] 22 FUAIE =o]™(Smidts et al. 2001),
AAA Z0le /2 FAA|UPEE o|TojH

Ir

rﬂzr

O
=2
o =
—

oﬂ

=2
TH(Carmeli and Freund 2009). ©]+= & X 2] o] Tt
go] 21 o] P53} Zfofol| FAF A FFE Tl
o= s Yotk shA| ek, X Zolle et 7

r&jsz r&

Bo] @58 A YofA FE o= A-gRtth=
T7F X1 =] 11 QIth(Baer et al. 2018; Zavyalova

1. 2016).
}%Hx\:‘j/] ot Fopol A= S A A AlE Fall A
o] 7] 3Ate] Bato] AEY A QR0 g ARE
cta? AAwstal QI Fenigstein, Scheier and
Buss(1975)2 Z}2]2(self-conscious)= W& E+=
Q1A IHAlofl theh 7Rl o] At Ak HWolH, 2
Al AFA RSl A (private self-conscious)dt 52 A}2]
2] (public self-conscious)©.2 Wty Htch A
A 2po] A2 FlR10] WA Azkat 4ol AlE
= Aolal, FAAFAE A& e AR lAl
Fe U A= AP A A=A A o]k o] g AL
312 AA 2 A ] A1 ArRle] FEH o] B
B7kstal, A A o] 11 Frte] et E9hdS L7

gt 2, 3R Alef o8l o] A4t B

fl

||

ﬂll

_l

|

N
K o
rol

o] wet 441 7]

OS]
o
A5} BT TS HAHA B

o
= Zlo]th(Fenigstein et al. 1975). | & &l E

™, 7199 oy uke sfele] ZA o] Ao Ak
S F= 840111, ofof wheh QRS ook &
E

g Qaclo ]ﬂ' ok 4~ Ut} (Parker and DeCotiis
1983).

Cavanaugh et al.(2000)°]| TF2H 2 BEAEHAQ
12 7Hle] Ao ERE T EHA AEY
oF 7fQ1e] At AdF ol Wefladlo= QIAE=
Q102 Yt T 1A AEHA

>

T ~E =
Qe AR =g E2 ajle] Ao
285kl Welld AEH A2 ol AE, A5
AL FAA 81 E
ety A glo] A ztshs 719] 9 o Ry of
HAEHA 8102 &4 a7 R e A7

Haunschild 2006; Zavyalova et al. 2016). 52| 9F &
B S2tE 0] Ao mam, 22 Hulo] 2 o] 2}

14
P
A 12S Do 4 Yk Aol A, 34

2009; Baer et al. 2018).
2, A2V R YA g
Bl

EgAqQlolx|gt, Vi AE AW

—

X
rlr

Iy
>
[m

efgsithn AZbgh thebd cheat e 7t
A AL,

7t 1 HRUOA XZE 7|ge| /FEEH2 AED
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7}e} 2449 P72 HeITHCavanaugh

18
sk

H Q-+, e A)7F 719Fk(time urgency),
THR AEHAQRIOR BFsta A
2 Adaket A (+)e] FaFol oS HEREAS T
o] 2FQlstth. Zhang, LePine, Buckman and
Wei(2014)9] AL AEF A Q0] AF2A
o] v|x]= FFE EIsk=Tl, oAM= AT
ATEA BT, =R F, A, T34

[ M}

L

Aol S7HstAL A AgA o] s = 22
A, a/de] 7§ Fh(Podsakoff et al. 2000).

AU AN 27 4o 1o

o

Ax]7]of] ZAA]
At

SHAEE 2| EAFe] AEH A9 Z A5 o]
TAl thet A= BA @i, 71 wA7F S A o]
L, B2 ol upe] disl ARte AaAoF A

THBolino and Turnley 2005; Motowidlo, Packard
and Manning 1986). Soo and Ali(2017)2] ¢17Lof| A]
T AAH AEHAE HeE Folgt A
(9] AL T AA Edfln0) A9 &
o #()°] FFL

EdfAet x
A QY] QA f29] 54
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A 4
30,
o

2 g
o)
=

AN % — 1
Judge(2009)2 = A2 AE |
o

2
|
=)
=
fu
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»
>
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gL_(l
off
=2

o, Ao

Atk A7}
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offt
=
o,
+
N
1o
of
ool

Slo

il
e [~ ey

Wi rﬁ
[
ol
—-

Ay}

|m
L)

¢

e a4 &
FARAQ AT} F 2R E] A+)9] 9
&2 nd Aol 2ot
J42. EQI0| EHE AEFAQQLS KO TE/A|
D=0 "(+)el &S = AolCt
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3. Wl AEYAQQI} ZXIATIHS

o

oA ~Ee A= NI e] A A5 E Helichs
9 91.% 2 (Cavanaugh et al. 2000), A 2F(constraints),
ZHY 2% E(resource inadequacy), & L5 A (role
ambiguity), 9 IH-SKrole overload), “FAFEH
A E | A (supervisor-related stress) 5-©| Wall& A
Ef AR o] AZITtHLePine et al. 2005). a4 AE
220} ARSI BAL EAH A2 401
vt 2 YePdTh(Podsakoff et al. 2007). B2 A

Edat AT gE 47 A7 ERE B

w5 wEet ge R ANFYT 2%

(frustration)= <1 TH(Webster, Beehr and Christiansen

re,

o
jul
i
A
_{

ok 3
i)
1o
_O'L
rr
ol
é"
X,
[>
|m
o)
[>
fo
ro
o
kl
N,
T
i)
N,

e L—reA
oX,
i)
=
4z
o,
)

rO | ~
of,
o9

o
H
)
i

N

5

=

S

Q

=3
(S
=
N>
1o
re
-
=
o)
W H
o
%
o i M
|>
|m
)

AT= F2 2 Y9 A=Y 5, ALH o]Z], HbAy
A P SOl HAFEHo] th(Cavanaughet al.
2000; Chhabra 2016; Paillé 2011). 0] 52 2 5} &

i A YTE=, 24 Ul 22 do] I

SP U (bad) FFOE 1 F BFPFOIN, B
291 W9 ofU ATk ThE Aol 22]9] 7]
S Asfsl] o) =g PFoz ot FA
PEEL TPt TTAQ Golz B 5 9t

(Griffin and Lopez 2005).
A Ao M= Falld AEH A gQle] Fad
SHAY =gt AFAIAIE 2 9] sl F A
H

0|2 &, 9|=3 %5 (withdrawal behavior)T} 57 2]

TAE ZH01 gl gt oA AEF A8
O] #AE ZE3! QIth(Podsakoff et al. 2007). =, 21
o] 2pFA Q1 Yol BAH Q] FFE nz]= A

o,
o
ok
4 7
%0
0

al.(2000)°] AT Aupol|A] Bk Folety £ 4

o
A= AEA o] et At AEHAQE
2 g2/ ygth Beld AEFAE 2 o

2o o] FdFS mFAT, = AEHAE
Fol5tA] Al Lrghtt. Zhang et al.(2014)2]
o & HHEAFA a5 gk AEH A QRIS A
A7AR AF A, EHd AEHAQQ12 §
oletz] eFtAINt, a4 AEAQ Rl WYL
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The influence of Perceived External Prestige on Organizational
Citizenship and Dysfunctional Behavior:

Focused on the Stressors

Sora Lee*, Hoyoung Lee™, Jaewon Yoo™

ABSTRACT

This study is based on the question whether company reputation is job resource or job demand. Nowadays
companies are striving to manage their external reputations, as entrepreneurs believe that corporate renown is
related to the overall performance of the company. Especially, service encounters perceive how customers feel
about the firm’s reputation while interacting with them. Former researchers have contended that employees’
perceived external prestige(PEP) promote organizational identification, reduce intention to turnover, and lead
organizational citizenship behavior. Recently, however, some studies argue that excessive expectations and
reputations can be a burden on the employees. Public self-conscious of counseling psychology also has explained
that people consider themselves as social object and estimate through reputation of the others, which even induce
anxiety. With the same line, we suggest that perceived external prestige can act as job demand(stress), not job
resources.

On the other hand, stressors not only negatively influence on the human body, but also affect attitude and
behavior in the work situation. Although the stressor have been studied as single dimension, Cavanaugh and his
colleges suggested that stressors can be categorized into two dimensions: challenge stressor and hindrance
stressor. Challenge stressors are good stressors which positively affect the employees’ attitudes and behaviors.
Hindrance stressors, on the other hand, disturb employee’s personal growth and goal attainment. Influence of two
kinds of stressors on service encounter has been studied, further empirical studied is required.

The main purpose of this study is to identify how service employees’ PEP have related to stressor. Second, this
study examines the effect of the PEP on two types of stressors, challenge and hindrance stressors. Finally, we
confirm the effect of stressors on service employees’ organizational citizenship and dysfunctional behavior.

PEP refers to the degree to which employees perceive how other people consider company. When the company

has high reputation, employees consider them as a member of invaluable organization. PEP increases
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organizational identification of members and also leads to organizational citizenship behavior mediated by
emotional commitment. This means that the reputation of the organization has a positive impact on employee
behavior and self. In the field of counseling psychology, self-consciousness refers to an individual's tendency to
internal or external interests and is largely divided into private and public. While private self-consciousness is
concerned with an individual's internal thoughts and feelings, public consciousness is defined as a social object
that affects others. People evaluates their own image reflected by social standard and even feels anxiety according
to the evaluation. In other words, the public self-consciousness can overwhelm oneself according to the gaze and
reputation of others, which can cause negative emotions such as worry and anxiety. Taken together, employee’s
PEP is a stressor that causes anxiety. Although recent studies argues that PEP can be a burden on employees,
positive organizational reputation is ultimately beneficial. This is because the reputation of the organization has a
positive effect on the emotional commitment and job satisfaction of the employees and mediates the intention to
turnover. In other words, perceived external reputation is a stressor that burdens employees, but it can be seen as
a good stress (challenge stress), not a bad stress (hindrance stress).

The behavioral consequences of challenge stressors are help behavior, voice behavior, and creativity which are
considered as job performance. Recently, much attention has been paid to organizational citizenship
behavior(OCB) among job performance factors. OCB is voluntary behavior that can have a positive impact on the
organization's performance, even though it is not a formal task. In the case of a service employees, it is expressed
as a boundary spanning behavior. Dysfuctional behavior refers to the degree of negative behavior in an
organization which opposed to OCB. As challenge stressors are only related to positive behavioral outcomes, we
suppose that challenge stressors are not related to dysfunctional behavior. Hindrance stressors diminish positive
work outcomes, like job satisfaction and self-efficacy. Besides, hindrance stressor increase turnover intention,
withdrawal behavior, and counterproductive work behavior. Based on the former literature, we presented four

hypotheses, which is represented in <Figure 1>.

Organizational
Civilization
Behavior

Challenge
Stressors

Perceived
External
Prestige

Hindrance
Stressors

Dysfuncticnal
Behavior

<Figure 1> Research Model



To test our research model, we collected 200 surveys out of 250 form service employees of public institute and
SMEs in South Korea. After excluding several unfilled surveys, we utilized 187 questionnaires to this research.
Demographic and Reliability analysis were conducted through SPSS 22.0. LISREL 8.72 was used to
confirmatory factor analysis and structural equation modeling. The lowest score of cronbach alpha coefficient is
761, which means all constructs are reliable. Composite reliability and average variance extracted exceed .7 and
.8 respectively.

We found that PEP has a significant positive relationship with challenge stressors which increases
organizational citizenship behavior. On the other hand, hindrance stressors not only weakened organizational
citizenship behavior but also increased dysfunctional behavior. This study suggests that PEP, which was
previously considered as a positive factor, is associated with stressors as a burden on employees. Prestige,
however, is related with challenge stressors that can lead to positive behavior. Overall results are shown in <Table

1> and <Table 2>.

<Table 1> Correlation matrix

construct 1 2 3 4 5
1. Perceived external prestige (.843)
2. Challenge stressor 237%* (.702)
3. Hindrance stressor -.024 278%* (.523)
4. Organizational citizenship behavior 239%* .061 -271%* (.527)

5. Dysfunctional behavior .103 191 ** 355%* -.128 (.639)
Cronbach’s alpha 940 .865 761 .803 .857

Composite Reliability 941 .874 767 814 .870

Numbers in diagonal parentheses are AVE. **p<.01

<Table 2> Hypothesis result

H Path Est S.E t-value Result
Perceived external prestige — Challenge stressor 23%* .08 2.91
1 . ; ) Supported
Perceived external prestige — Hindrance stressor -.04 .09 -48
Organizational o
2 Challenge stressor citizenship behavior 18 .08 2.19 Supported
izational
3 Hindrance stressor — . 'Organ%za tona . -37%* .10 -3.83 Supported
citizenship behavior
Challenge stressor — Dystunctional behavior .08 .08 1.02
4 - - - Supported
Hindrance stressor — Dystfunctional behavior 38%* .10 3.70

#% p< 05

This study has several academic implications. First, it was confirmed that perceived external prestige act as a
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stressor. It is different from former researchers’s point of view that prestige is positive factors. Considering public
self-consciousness and recent papers, we suggests that prestige can be perceived as a job demand. Second, we
reconfirmed that stressors are divided into challenge and hindrance stressors. Last, stressors are related to
behavioral constructs. Challenge stressor increases OCB but has no relationship with dysfunctional behavior.

Hindrance stressor, however, has negative relationship with OCB, and increases dysfunctional behavior.

This paper presents the following practical implications. First, corporate reputation need to be fully managed.
According to the results, the reputation of the company perceived by the employees had a positive effect on the
challenging stressors, which is a contributing factor to the organization by improving an individual's ability to
work. As service employees have more many chances to hear or recognize the company's reputation while
interacting with customers, managers should carefully handle corporate reputations.

Second, supervisors need to assign challenging work to employees. Workload, time pressure, scope of work,
and responsibility are known to be key factors for challenging stressors. In order to increase OCB, managers
should consider appropriate workload and a range of control and accountability.

Third, hindrance stressors which include work ambiguity, peer conflict, and job insecurity should be controlled.
Hindrance stressors have a negative effect on OCB and positive effect on dysfunctional behavior. To gain greater
work outcomes, managers should control hindrance factors. For example, supervisors give specific statement of
work to reduce work ambiguity or take account of labor contract term. In addition, if excessive paperwork is
assigned to service encounters, it can lower OCB.

On the other hand, this study has the following limitations. First, there are demographic limitations. Due to the
high proportion of public institutions and service industries, it may be difficult to generalize the results of this
study to industries such as department stores and convenience stores. Second, although contradictory views on
the influence of reputation perception on public self-consciousness on behavior exist in previous studies, it is a
limitation that only negative effects are used as a theoretical basis. Higher public awareness is sensitive to the
reactions of others and can lead to negative emotions, but active in solving interpersonal problems, or low
reporting of psychological and physical stress symptoms. Third, pro-social behavior of customer contact staff has
been studied in recent years as customer-oriented boundary spanning behavior. This study was conducted as an
organizational citizenship behavior that is a leading factor in customer satisfaction, but future research will also
need to study the boundary spanning behavior. Fourth, the perceived external prestige can be divided into social
and economic reputation. Different types of reputation can have different effects on different stressors. Finally,
additional considerations for control variables are needed. Although there is a negative outlook on the effects of
control variables, future studies need to take into account demographic factors such as length of duty and gender

suggested in previous studies.

Key words : perceived external prestige, challenge stressors, hindrance stressors, organizational citizenship

behavior, dysfunctional behavior



