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ABSTRACT

A Structural Analysis of Self —Management Characteristics and
Customer Orientation among Service Workers

Ryu, Young Sook
Dept. of Living Culture & Consumer Science,
The Graduate School

Sungshin Woman’s University

The contemporary businesses are making great efforts to maintain a
competitive edge and make profit constantly in the rapidly—changing
market environment. In the situation where consumers show more
diverse needs, competition becomes heated, and the market matures
day by day, enterprises are pursuing market— and customer—oriented
properties to satisfy customers. In the merciless management
environment, they are trying to find a way out on the basis of two
key words: market and customers. In particular, service companies
closely associated with customers are attaching greater importance to
the market and customers, and the workers in the service industry
are being asked to have a good understanding of the importance of
customers and service and the market changes.

For businesses to make constant growth and get a competitive edge
in the rapidly—changing management environment characterized by

infinite competition, so—called customer satisfaction management for
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realizing customer delight is appearing as an essential element, and
customer—contact employees' customer orientation 1s  attracting
attention as the key to determine success or failure of customer
satisfaction management. Diverse types of research has been
conducted actively on customer orientation due to its importance.
Customer orientation is generally defined as the pursuit of the highest
customer satisfaction by having a good understanding of the target
customers, identifying customers' needs and requirements in their
position, and providing service to support their decision—making and
meet their needs.

Customer orientation can possibly be divided into the preliminary
stage for understanding customers, identifying their needs and
requirements, and making preparations; and the customer—oriented
implementation stage for providing service actually to customers
through these preparations. The approach made from these two points
of view can more thoroughly identify the factors affecting customer
orientation and easily determine the structural relations with the
factors.

While research has been conducted actively on customer orientation,
which appears as the key to customer satisfaction management, no
research has been performed on the far—reaching and complex
concept of customer orientation in segmentation; therefore, this study
intends to divide it into the preliminary stage for serving customers
according to their needs and requirements and the customer—oriented
implementation stage, as mentioned above: preparation for customer
service and customer orientation implementation.

Preparation  for  customer service and customer  orientation
implementation were defined; then, various factors affecting customer
orientation (preparation for customer service and customer orientation

implementation) were analyzed through the existing research. An
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approach was made from service workers' personal viewpoint, not
from enterprising one, assuming that such factors as workers'
self—management characteristics (image management, self—leadership,
and job satisfaction) and awareness of the importance of service and
market changes would be closely correlated with customer orientation;
thus, the correlation was structurally analyzed.

Therefore, 1 examined how service workers' self—management
characteristics (image management, self—leadership, and job
satisfaction), affected their awareness of the importance of service
and market changes and customer orientation (preparation for
customer service and customer orientation implementation) and how
those characteristics affected customer orientation through the
medium of their awareness of the importance of service and market
changes. Lastly, correlation and structural analysis was carried out to
identify the effects of those characteristics and awareness of the
importance of service and market changes on customer orientation.

To do this, a self—administered survey was conducted in service
workers residing in Seoul, the capital area, Gangwon Province, and
Jeolla Province, the results of which were analyzed by using SPSS
Window (version 15.0) and the structural equation program of AMOS
18.0. Descriptive statistics, Duncan’'s multiple range test, exploratory
factor analysis (EFA), confirmatory factor analysis (CFA), and
correlation analysis were carried out, and structural equation model

analysis was used to test hypotheses.

The principal results of the analysis in this study can be

summarized as follows:

First, as for the effects of service workers' self—management

characteristics (image management, self—leadership, and job
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satisfaction) on awareness of the importance of service and market
changes, 1mage management and self—leadership positively affected
awareness of the importance of service, whereas job satisfaction had
no significant effect. While image management positively affected
awareness of market changes, self—leadership or job satisfaction had
no significant effect.

Second, as for the effects of service workers' self —management
characteristics (image management, self—leadership, and job
satisfaction) on such sub—concepts of customer orientation as
preparation for customer service and customer orientation
implementation, image management and self—leadership had positive
indirect effects on preparation for customer service, whereas job
satisfaction had no significant indirect effect. While image management
and self—leadership also had positive indirect effects on customer
orientation implementation, job satisfaction had no significant effect.

Third, service workers' awareness of service had positive, direct
and mediating effects on both sub—concepts of customer orientation
as preparation for customer service and customer orientation
implementation, whereas their awareness of market had insignificant
direct effects on both sub—concepts; thus, their awareness of the
importance of service and market changes had no mediating effect on
such sub—concepts of customer orientation as preparation for
customer service and customer orientation implementation.

Fourth, according to the structural analysis of the effects of service
workers' self -management characteristics (image management,
self—leadership, and job satisfaction) and awareness of the importance
of service and market changes on customer orientation (preparation
for customer service and customer orientation implementation), image
management and self—leadership significantly affected awareness of

the 1importance of service, whereas job satisfaction showed no
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significant  effect. As for the effects of service workers'
self—management characteristics (image management, self—leadership,
and job satisfaction) on awareness of market changes, none of the
characteristics significantly affected awareness of market changes. As
for the effects of service workers' awareness of the importance of
service and market changes on preparation for customer service,
awareness of the importance of service significantly affected
preparation for customer service, whereas awareness of market
changes showed negative effects. As for the effects of their
awareness of the importance of service and market changes on
customer  orientation  implementation, their awareness of the
importance of service showed positive effects, while their awareness
of the importance of service showed negative effects, like preparation

for customer service.

On the basis of these results, this study divided customer
orientation into sub—concepts, such as preparation for customer
service and customer orientation implementation, contrary to the
existing research, and i1s expected to be a more practical guide In
using customer satisfaction management actually through analysis and
research from two viewpoints of preparation for customer service and
customer orientation implementation as the key to customer
satisfaction management characterized by infinite competition. By
analyzing  the effects of  customer—contact service workers'
self—management characteristics (image management, self—leadership,
and job satisfaction) on customer orientation (preparation for
customer service and customer orientation implementation), it can
help service businesses determine what they will teach to
organizational members to obtain a competitive edge through customer

satisfaction management and is expected to be a great help to talent
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cultivation, manpower management, and service education. It will also
be a significant help in making organizational members'

customer—related thinking or behavior customer—oriented.
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