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<ES> AR AT A A 54 (n=268)

iR T N (%)
4 158 (59.0)
g4
T4 107 (39.9)
294 o] &} 60 (28.4)
A= 30~39A 100 (47.4)
(M=34.01,
S.D.=6.93) 40 ~49A) 47 (22.3)
504 o] 4 (19)
=k 28 (10.4)
Adedi=4 51 (19.0)
=
43A distEy 156 (58.2)
gt Sl 28 (10.4)
n & 110 (45.1)
AHEAR
7| & 134 (54.9)
Aqe A A= 189 (83.3)
AF A4
H =4 38 (16.7)
20051+ o] 3} 81 (40.7)
PG A T2LE 201 ~400%F ¢! 97 (48.7)
(H = 298.15%HY,
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6015+ o] 3 9 ( 45)
AL 65 (36.1)
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<EE> DAVNZRKF P A WA FA] o] v Az}
CSZA A Y& (n=127) CS7ZE §l&(n=123)
W X2
n CSAEAS% n CSEse%

o] A 78 61.4% 69 57.0%

A 495
A 49 38.6% 52 43.0%
294 o] 3} 33 30.8% 22 23.7%
30~ 394 55 51.4% 41 44.1%

Sk 6.759
40~ 49A) 17 15.9% 29 31.2%
5041 o] % 2 1.9% 1 1.1%
a1 Z o] st 16 12.8% 10 8.3%
AEdES 28 22.4% 21 17.4%

gy 3.052
43 A o3& 67 53.6% 77 63.6%
gl £ 14 11.2% 13 10.7%
n & 58 47.9% 46 14.4%

HAE o5 - 987
71 & 63 51.2% 65 58.6%
Aqe A A= 104 81.9% 76 61.8%

AFAY 12.523%xx*
H$e=H 23 18.1% 47 38.2%
2007k o] 3} 50 485% 26 28.9%

99 3t 201 ~400%+¢) 47 45.6% 49 54.4%

= 10.794x

TEAES 401 ~600%+$1 3 2.9% 9 10.0%
6017+ o] A+ 3 2.9% 6 6.7%
AR 44 45.3% 16 20.7%
A%, gl 32 32.9% 20 25.9%
A2, T 12 12.3% 29 37.6%

2 F 30.288:x
53 6 6.1% 5 6.4%
oJAlol g & Ui % 1 1.0% 1 1.2%
7N A A} A 2 2.0% 6 7.71%

* p<l.05, #x p<.01, *xx p<.001
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<HE7> AFAT MAFA] 2ol vl A3

A7t 2 (n=178)

114 7 2 (n=81)

W X
n A2 % no HATFA W%
4 101 56.7% 53 66.3%
Ad 2.074
i 77 43.3% 27 33.8%
294 o] 3} 39 26.7% 21 33.3%
30~394] 69 47.3% 30 47.6%
o 2.442
40~ 49A) 35 24.0% 12 19.0%
5041 o] A 3 2.1% 0 0.0%
a1 Z o] st 23 13.1% 3 3.8%
AENEY 36 20.5% 15 18.8%
2= 6.072
434 qEEY 100 56.8% 51 63.8%
st ol 17 9.7% 11 13.8%
. ul& 70 41.4% 40 54.8%
AEARE - 3.678
& 9 58.6% 33 45.2%
e, aH, A% 144 80.9% 44 54.3%
754 19.762#x*
H$=H 34 19.1% 37 45.7%
2007k o] 3} 49 35.5% 32 52.5%
B E 201 ~400%+$) 79 57.2% 18 29.5%
_ 14.402%x
TEAS | 401 ~6009HY 6 4.3% 6 9.8%
6017 o] A+ 4 2.9% 5 8.2%
A 55 36.4% 10 34.5%
A%, dE 53 35.1% 0 0.0%
A 39 25.8% 2 6.9%
2 83.475xxx%
5 3 2.0% 8 27.6%
ol xlol4 & Wi E 1 0.7% 1 3.4%
N AARY =} 0 0.0% 8 27.6%
WS 67 37.6% 5 66.7%
CSuGo 18.842:x
WE S 111 62.4% 27 33.3%
* p<.05, #x p<.0l, *xx p<.001
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<HE> JAFTAIEA mE RN AJA2], WFILAALJAA o] AF
9] 31 A 21 14 U534 2] 21914
A AEH T (S.D) 3.99( .66) 3.46( .63)
Eia= T H 1 (S.D) F/t 1 (S.D) F/t
o 2} 3.95( .61) 3.37( .55)
A4 -1.31 -2.92%
s 4.06( .73) 3.60( .68)
294 o] 3} 4.02( .65) 3.35( .52)
30~ 394 3.96( .66) 3.50( .63)
A 1.11 1.65
40~ 494 4.03( .65) 3.61( .66)
504 o] 7 4.56( .59) 3.50( .70)
nE 4.01( .68) 3.40( .59)
AT o] R .01 -1.69
71E 4.01( .64) 3.54( .65)
=34 4.02( .66) 3.52( .62)
AZFA A 254 1.38
v = 3.90( .66) 3.31( .65)
200%7F$1 o] 3} 3.93( .65) 3.28( 44) a
A Tt 201 ~ 4007+ 3.99( .58) 3.49( 58) ab
= 2.46 7. 40535
TELSS | 401 ~6009HY 4.10( .84) 3.66( .85) bc
6017F1 o] 4.35( .66) 3.91( .76) ¢
A+, dig 4.14( .69) 3.77( .66)
el 1.72 3.56
]:] :]_q‘_: Z_]] - . - . =
oA = L 3.97( 62) 3.43( 49)
(], oz 23D
x p<.0b, xx p<.01, *=*xx p<.001
Tz AFSEA L2 Duncans AFE3F o ohE wAE BAE 15 e SAA
o2 Fogt Aot AU v s},
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<HD> JAFTAEA mE AANFE, aNA T 2ol HF
AFnET A A &
A A+ (S.D) 3.42( .73) 3.90( .56)
g T H(S.D) F/t H(S.D) F/t
o] 2} 3.35( .70) 3.84( 51)
A -1.93 -2.15%
= 3.52( .75) 3.99( 62)
294 o] 5} 3.56( .69) 3.95( .50)
30~394] 3.41( 67) 3.84( 55)
SE: 1.16 1.18
40~ 494 351( .72) 4.02( 66)
5041 o] A 3.91(1.06) 4.00( .50)
IRca 3.34( .77) 3.91( 55)
Az ol -69 17
71& 3.47( 66) 3.90( 58)
Ea| 3.46( 69) 3.91( 57)
AFA 4 69 1.35
Hl 4= 3.32( .79) 3.86( .53)
2009+¢1 o] 3} 3.35( .75) 3.79( 52) a
453 201 ~400%+¢) 3.47( 63) 3.94( 48) a
. 255 4.10%x
TEALS | 401~600% 3.24( .74) 393( 81) a
6017Fd o] 2 3.76( 62) 425( A7) b
AR, g 3.68( 67) 4.09( 63)
@l 2.74 2.92
o] - #el 3 s o
A1( . 3.83( 52
el o ey | A0 ( 52)
* p<.05, xx p<.0l, xxx p<.001
Tz A EA L2 Duncans AFE3F o ohE wAE A" 15 e SAA
o2 fFogt o)t Ad5S v s},
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<E1D> 1A a9 2

ZHA § AR | 2Fs | 2T
= A =
Qel = 4w 5 g | e | ox t CR | AVE
Ut 7|BAe Qatdde @ ATk | 830 | 776 | 047 | 17.774%xx
Ui ne dskE deulea 2 8
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ABSTRACT

A study on the Effects of Customer Support on Job

Satisfaction and Customer Orientation.

JANG, Ji Hye
Dept. of Living Culture & Consumer Science,
The Graduate School

Sungshin Women’s University

This study examined the factors influencing the Consumer Orientation,
and the relationship between Customer Support, Job Satisfaction and
Customer Orientation by covariance structural analysis.

Based on variables extracted through literature review and examined
the relations with them, established the study model, set a hypothesis in
order to define the relation among each variable, and implemented
empirical analysis for verifying the hypothesis.

To do this, a b-point scale self-administered survey for analyzing the
effect of Customer Support and Job Satisfaction on Customer Orientation
was conducted. The results of which were analyzed by the using SPSS

Window Program(Version 22.0) and AMOS 22.0. For verifying reliability
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and validation among variables, Confirmatory Factor Analysis(CFA) were
used, and correlation analysis for recognizing the correlation degree
among variables was used, and a Structural Equating Model(SEM) was

used to test the hypothesis.

The principal results of the analysis in this study can be summarized

as follows:

First, the relation between customer orientation and salary showed a
significant, and salary impacts on customer orientation. It is also
identified that customer orientation is significantly affected by internal
customer support, external customer support and job satisfaction.

Second, To verify the established study model, data were analyzed
with structural equation modeling. According to the structural analysis
the structural relations between internal customer support, exXternal
customer support, job satisfaction, and customer orientation, there were
significant effects in every channel.

Third, in this study, verified whether job satisfaction mediates between
external customer support and customer orientation, and then verified the
moderated mediation effect of job satisfaction is significant. the result of
Identifying direct effect and indirect mediating effect, it showed that
external customer support 1s the most powerful impact variable on
customer orientation.

Forth, To verify the moderating effect of customer service training
program and job status. In the results of verifying the moderating

effects, customer service training program and job status both have the
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moderating effects in some channels. As the result, customer service
training program moderates the effects of external customer support on
internal customer support, and external customer support on job
satisfaction. Job status(permanent/temporary or contract) moderates the
effects of external customer support on job satisfaction, and internal

customer support on customer orientation.
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