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ABSTRACT

A Study on the Effects of Person—Centered Care on Service Quality

- Focusing on mediating effects of long term care worker’s emotional

labor and job satisfaction -

by Song Myeong Seop
Advisor: Rhee Young Sun
Department of Social Welfare

Graduate School of Chosun University

This study analyzed the effects of Person-Centered Care on job satisfaction and
service quality. Self-administered questionnaires were used to collect data from 460
long-term care workers working in long-term care facilities. To verify the effect of
Person—Centered Care, emotional labor(explicit behavior, implicit behavior) is applied
as parameters and job satisfaction and service quality are applied as dependent
variables.

The results of this study are as follows. First, the suitability of the model
(CFI(985), TLI(981), RMSEA(.036)) was verified. Especially, the direct effect of
these variables was statistically well established; the direct effect of the
Person-Centered Care for implicit behavior of the emotional labor, on job
satisfaction and service quality.

The hypothesis found that the Person-Centered Care has a mediating effect on
both explicit and implicit behavior of emotional labor, combined with the emotional

labor parameters. Also, the effect on service quality was statistically significant.
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In addition, this study also found that the overall effect of emotional labor have on
job satisfaction and service quality was statistically significant, too. There was a
positive correlation between implicit behavior and service quality, otherwise, there
was a negative correlation between explicit behavior and service quality. Reactivity
has the greatest effect on service quality.

This study found that providing Person-Centered Care by Long-Term Care
Workers has mediating effects for relations between implicit behavior of the
emotional labor and service quality as well as the relations between direct effects
on job satisfaction and service quality.

The following summarizes the results of this study. First, Person-Centered Care
1s an important factor that has an impact on job satisfaction and service quality.
Especially, the value of Person-Centered Care in the Long-Term Care facility is
indirectly leading the job satisfaction and service quality through absorbing the
negative explicit behavior and developing the implicit behavior rather than directly
affecting on emotional labor.

Second, the implicit behavior of emotional labor is an important factor affecting
Person—-Centered Care. Also, emotional labor is an important mediator in improving
the value of Person-Centered Care and service quality.

Third, through emotional labor, job satisfaction and service quality have positive
effects on the value of Person-Centered Care.

Fourth, in this study, the direct effect relation among Person-Centered Care, job
satisfaction, service quality, and the parameter is verified. The relationship between
Person-Centered Care and service quality improves the service quality by
intensifying the implicit behavior.

The academic value of this study 1is that i1t analyzed the effect of
Person-Centered Care on Long-term Care workers’ job satisfaction and service

quality so as to provide baseline data of socioeconomically disadvantaged people.

Keyword: Person-Centered Care, job satisfaction, service quality, emotional labor.
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A4d Mu| = A

E
Au) 2 Aol P ste] ¥ Al AEZE Parasuraman, Zeithaml 1213l Berry
(o]3} PZB, 1985 | gk e 7ol A

Zb Apole] =X G FAFO J¥7F Mul

1 I il
P92 8 5 o wF Mus Aol A Ade Bas g @ Bastk vk

o Az Ag A2

ot
3
)
rr
=
o
mm

Wl 717k A4 ek Aula Aele o Aula 54, AHls Aleaket Fa ik

o
T A, Arls tddRte] g, Auls AleA e A Sol E=AEE(A
48 2018). Wk ARl Ao gk gAY ZdiE g o] A= Aol oy,
7184 Aujze digk o] A 7to] WYPEo] WAL lomw AHlA~ A& 7%447‘4
o2 A&7 wj§ oH & ol gloh(Parasuraman, Zeithaml, & Berry, 1938).

o] 7]l ZeithamlE 19880l 7Held oz Mujx HE Au]xe] Adubzel 9-UAdy §-
/gl il arfo] A48k vl Jdol7] wiEel AAo] oyt FHA ol F
G Mdeletar FAsA . o]l Lewis?t Chambers= A H|Z~ A2 a749] &0
&3S B8 7leAow AHo] glojor gk, AEHom FHo] A wofof g
ot HAE sAst7] A= AUl ATAIS] B AR Au| = AT Al g
TAE A2 = de e85 zFolof vk FAIT(HAFH, 2007). PZBL AH]
2 Aol tigh aHRe] FGrbe, Aujzsg el gk AuAE o ZiTel A A~
of thgh AA"& wlaskE Aolek of7]al o]d 7% }04 B = R R P
HAH7ES diEzste AFERAES Fotdte] Anlx e S48 RES AAE A
o] SERVQUALe|tH(H A4 £, 2002)

A Aqu) e EA7E B AT G A AlEsHA B8 ¢ e Yo
AMulz Aol gk A A 124ES Aol Foh ole AH| A AlFAEe] 58] zEFo]
of & Yol Au|x o] &AES i/ A SFQ Egs AR e oEA EA
e Aol Mul= AE FASHE TR% FAHLARE aeEoojof & Aotk
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FElvet S GRS Al AS ghdetAl Foske A A Frh AR A
& A Ao R FAHEojof stal, HA o] AMulx AFAAE o s, o] &A=
= AF37] WEoltt(Moxey et al., 2002; & <23] 2010). T3+ AH] X~
AL AFAY A8 el web et geojHa ded, 4 Aus A 1 A
2 B B, S Aol wet A Auls g, Au]z o] & A el ¢j 75t
of AAlEE AMul2o dXA, AAg HE FF stelA Be Auzo A 5 thdst
Al Ael=a dh(e]d g, 1999). L3 (1999) An]2= A& AMu]xo] gedidol} £
T g Fr1Aeolm AukAl kel BlEE Aojsta dok(Hd S, 2013).
L3 Zeithaml(1988)2 AH]~9] EAS F3A(Intangibility), H]fﬁlﬂ (Inseparability
o] & A (Heterogeneity), AEA (Perishability) 52 4l 7}A] FatAtH A3, 2013).
T3 Kettner2 AMuH|2~9] AL A% FZ A (Total Quality Management)«] 7]

’

Aoz uloﬂa&ﬂ 53] A3 BAANZ 240 4ES AT 5 U T
AEea shaM, 2AgTe] SN Aulz de] BHS AEse AL 9UA A

el SIE DEAHEE, 09, JlAD ArEel AL BhAE W, A
Aol@ “vlgko] AFHAk Frbx olr)= ALl Jthst WA A sE
wol Aol Bl gt =k Az Aol"em & 5 Ak oA FWAM A}

A Mu s A S Aus gkl Brh7k WA ae s ojokstis Ao Bt

aPAE 1 2 S AFRIAR FHT e $H Auze] AgHAge A4
Aoz gusta Auzx A sFdos P4 A7lEs d7Ae] 9wt A5kl
ol Mulx AL ARAE FAQ LFRIAS oz Mujxa do AAR3o] of
YA AFsEA 2 Are debsied FHHe T Aot FF Al e ae
FHA FAAA Fod TR, A Auz AFolA waH Aulz AFd
7 =7

T2 A48 5 H7HA7 =99 Aol &
}

AN Jlwe] A Fug A% Fow A
2013). whebd 7] 29713 Aulze AF Aol g7)e
g3k Fo AQelA Bk FEs 3 gow, Aus de T gradwe] 4Eo 9

A aclo g vehar Qth( @3], 2013).
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Muls de FAAQ F48de 7IEdess Ar|adrive dEs 248
LF7IRe] AASAAA Muls A A HEshe AL

A AtEel S Axsth(Kettner, 1999). AH]2s AL Anj2 AFApe) o
A 7 gl AaR AVI8d MulA o] ST AV gTIe] Mula T AA)

el olulx|o] FAAINE YeEhE AFo xZutg oz A olagul(Ql

MU 2~ AlFApe] ke whep Ause] e FEFNE FHold e Ao
Pl ApAan= /\]?'Sg-é—% QA7 QMR oA Al F e (A3 AA 2 A

=
2 ABE dHe AFRBAEY oJmY 2QFe] /1AM s o] JFS

Nate b 2 guE 7Pt ds], 2013). AHlA AL Au) s A FAe)

FaApte] FHAAN A T ooy 7 aclEo] gttt mebA Aus AS A

HHow AFsEloe Be olygol wET 53 Anjx A Faxe] &4
Satofof aar,

AsA 7ledoer dxjo]l flofjof stal, A &HHola A estoof T

=]

T =1

o mebd B AT SlelA 7&d R4 wESE A B nYe 289
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2. 74489

ARSI EA] Au] 2 ol tigk A 7F A E WA ASHA] AqH| 2 AR B4 S
Zt7] Alzkek et AR A Mul A ] A2 AR R A AL o] & A447) AlE 2 AH]
25 FJ7re we] 7]EQl FALAE Teri (&Y d, 2010).

Gronroos(1984)= AH| 2~ A& 7]54 A3 7]
7153 FALS Al Ao B ske o] &4}

o BF, ol§A AHz ol§AE, FTA, ANz AT HE o FHLAE ¥
()

Fach 71ed FAL AFBANY 223} o] g4 FEAE A3t WA He A
2 ogu, B3 V1%d A8, =i B TS EFF Auz BFY A%RE
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%A THC. Gronroos, 1984).

Lehtinen. U.9} Lehtinen. G(1982)= Au]29] E8]4 F4 7|9 olux|9} =22
A 7IAEA, NHA 2 o] §Aket HEFshe FAMAY AR g
A FAR FEESIHHLE, 2002). Gronroos(1990)= A H] 2
Lof A, 42N FE8A, AHEAAR Ue, A 35, Fa
= AABEA Tl AR, 2006). o] ATelM e ATHoR ASHA Foka, APATE
Eote] Au 2~ A AL S AEstdtes d 9o E = (o] %

PZBE Gronroose] A+E 7122 slo] Au]x d AAH Q4 1‘4]6}0:1 iﬂ?ﬂp_g

st 12709 %A FJEHHS S ATus Au| o] FEp7E 2447 ol
= E:ng]‘i’— AUl S Q1A w ARgshE dRbARl 7ol S s B
1985). A= 28, A8IL=3AL AFEAE, FE Y 5 47HA AMHl= AR gt
2 g zAS AN Ay Mua 2 A QLS 1071497 FE R A A G
t}(A. Parasuraman, V. A. Zeithaml, & L. L. Berry, 1985).

Garvine AH]2 7|l £ FF9 Anjx S 7HA7] 9 #eAsE 22
27 28 FEe] AbaAs AYof stal, =2 79 e
v AR Al ZS AANSHA, dFTE, o F
2 AlF 59, Avg, A4E 4 59 879 W
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5 127k Muj2~ d AA220L A A 8FA tH(Johnston, 1990).
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WA Aoz vehton, 4735 xﬂzm $35% Aulz Po| otk AL v
o

gt ol dis Hl—r°1 4?‘—5‘@01 Mrl= A dFadd
4

MUz A A F9A9 = 19949 Cornindt Taylorel olall A #¥ 7] A28}t
52 ‘AHl~ A = A3 (performance) et FE|E SERVPERFo| 2} W 3to 24 A
2~

H 2 As Anj2 249 date SAste Zo] nteEAd Alelg} WA SERVQUAL

S v #38F9 tHCornin & Taylor, 1994). SERVQUAL 7o) o] &2 Eth7l @ A8~

A o] &2 Wl gk T|EAT AR FEE Edo] A= A AN

2 AL R FASE g ow AHoJd 4= 9ttt styel: SERVUQAL2 9] 7 A
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O glolth (&9 d, 2011). 5, w53 A= AE JigA o2 FElo] FEs A X
o

skoh= A olrk(e] &, 2007).
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E A7 UgtHE9d, 2011). 3 Zeithamlo] 313t SERVQUAL HEw®t} A7}
H NS AH =HstE= SERVPERF 2571 dukzl el aAuj 2~ EAo|v Bl )i
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Mz~ F40 st 2 54E 9 =7 EA SERVQUAL HE&= AH[~ 45
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<HE 28> B AT Aux A

T= SERVQUAL SERVPERF =2 A7
ME|A M1 Mu|A =l M| 2
=xiulg JH|A A F Je| A & Je|A 2
sz =g (Zlti5=Z o|l=g) (Zlti5=Z o|l=g)
SONPN SONPN SONpN
say say sEy
=X0o| i} 7EM 7kM IEM
-l o [ullny o ao o ao oo
SE=PS| PN -
HES A HES A _
oo oo
=x0| a2 570 xbel 222= | 57f ARl 2omE | of AW 2082

F) AHlz Ae Ank o Al Bz Aus A2 ZAel dojA JdFEe 24

_49_

Collection @ chosun
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3= A4 A4HdS weth(Flesner, 2009).

A5O3 RFREAY ALFAANY AUAAE wale] ehde] dF A9
oA wEAGI nokth QFRIAE AZsHE GUAA ALF AR Au) 2
A3k Ay Aol sof Yow, QYR YFWE] AN} ARsE A=
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1. 233 A9
1) AzFA A
AFTAA ] 7HAE 4317 918 HEQ] P-CATI= =178 YA AdE
S Ao R QFA B2 £ AEE =4 =42 Edvardsson 5 9]8]1 7Nk
Hol Iujell A g7 F(2015)0] Al AHEE HEE AFEeATh P-CATE % 13
& MY WFEE FAdE o, st (extent of personalizing), %% %]
A A (amount of organizational support), 7% %4 (environmental accessibility)
2 FAE ATHEFE, 2015). 24 &3S YAE 58 A=A w9 128, 548 A
8 294 FrhE A don, ATt =555 AsAAAE AT US
S ougth. FuleA AlFE R BYE A5 A AFEs 6oL, B ATdAE
8O wjg- T2 WAHALAEE 7HA = 3oz FAHATH(E = 2015).
ArFAA 7Y 2t S 4890 B2 Aol dasA i thEdvardsson
et al, 2009)<3k 2-1>. o]l¥ & AzrFAA o] FA Rl #& A= AT AAAL
Zk= d s e oldstvdl Ees = B ofygl o]& ofEA FA4T A7t
et E& Algsitrbs Ao oos s (x4, 2011)
AFTAA AT F7| o FAdol Jagh JaxE9 AAGHoly Aol #A ol
ol5o] &I Aol o]l H= Aolw, 2xmrt AljDdEe] HFA FA o
= FAAQA AE 9w gty olE FA38H7] 98] Edvardsson 5(2010)0] 7iEgh
P-CATH=8E &-8§3to] SAsATHAAE, 2013).
P-CAT= =171 gA1d 9] ALes ddez A 38 4=8 545t
7) Edvardsson S0| 7H&&k 21ZEE A7 0] APE =7 (Person—Centered Care Assessment Tool [P-CAT])=
SaAolpE 2D 3o Aoiicel, 715, olEI|ReAM NAS CIASR B A o7, X
28 A™e Ssll HuE TFolch P-CATS ZYUS jatez o|S0| 2Rstes weledA|del ¢l?
of BEE Sxst ne Sy FEY F2 Aol B TN USHNE Vst ol
Ot AlZHMQl ZEHolM F8Xo0|4, M52 0|8t =72 Eotghn AchEHEE, 2015).
) oluias o DaS| HEE HH UTEAT RS HUT HARHE 45 A SR B
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+ X% Edvardsson 5ol o) /WAt P-CAT= F 13%% 370 WF=2 4
o] em9, 7t £ ZAE 54 HER 13 de ™A FrbelM 53 ‘i 1
FHHA R AN, HAFTh meE AT AHAE Awsta des

of m g},

<E 3-2> ABFTAA] A= £F

= xted ME25t
)22l MElA HAXIE 98 MulA Sof tisf St AHF =ofsict
D)2a|s MEIA HAIXFE 98 Mu|A B 308 SEot xFsicH
3)eale MEIA ChARRe] Ato] A SIS 93t MM o/ Usich
Mgt | 4)22ls Solmct MulA ARIe BAS O 248D Uck
5)22lE MHIA AR R EA MEE 4+ AT Mu|AS HB5tT 2Uct
)92l MEIA ChAR Jlole] AIRRe MEs X YUstD o
olzbE Al of 7)22lE MElA AR 2T S8MCo| thet BIHE Aol hUskD Uch
8)fale MHIA ChARE SAlS| MuA AIZHS &|Th8t MB5kD 2Uck.
x| OF2E MulA ARl HeH Rp2e YHES TS Ach
A qo)2als MulA ARl JbEEel BHS BT Uct
11)22E BE MulA7}F oA ARSACE HB5D Uck
s | 12F2AE MU AR A ARSI EA BAsD 2ok
B2 | qg)pais Mula gatxipt Fash| 452 B2t =MD Utk
Edvardsson(2010) 5 o] 7l&st A7t A A= (P-CAT)E A3bsA Al &
FARBI} 57 Aueg), HE w7 el A4S Yon @ 44 o

9) P-CAT HE+= 1372% 370G A(H | HFE= JHHSIE H 0f(extent of personalizing) 22 7712| E&H0|
of, & Huj HF= =FH X|X|(amount of organizational support)2 42&, M | HFE= SFH HZA
(enwronmental accessibility) 22 22822 TAME 0 JUCHEARE, 2015).
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0) Brooker(2007)= 129 dTolM Izt
o2 Mygstn Usd o u=H |?_%A'?1|013f xlofet zZ2 2l x| Zof

AA st (Valuing: V) 2E L2l9 HAMS =% 35to{(Individuals: 1),

(Person's Perspective: P) 5t Z(Social Environment: S)o|2t11
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b 9] ). A& HA] Fofol A= SERVQUALX TH= SERVPERFE AR&-
st Aul A& Frista oh&7] %, 2004; AFA- =54, 2006, 555, 2017)
AFNME QFREAY] MU A& F435H7] 918t A== Cronin®t Taylor
(1994)7} 7§28k SERVPERF HE 24, H 47 QFAHe] Q%R T A Aujx 2
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A1d 2& B4

1. AT g
At 4A9)
2499 (54.1%) .= 717

of Hlef h=Aoz Wkt d¥

QFH AL 46089 <

REY

A4 AF2

E X

A 54

wekw, 4 e

o

T EARH 54 nuw, d¥e

o -

1

Al AF7F 3399 (73.7%) 02 718 2dthH(E 4-1).

50~ 594 7}

A7} 4197 (91.1%) 0. % A 417 (8.9%)
AL3) X 7) 1987 (43.0%) 0.7 7hA Bekar, A9 e

CH 41> ATUgRe dwrd 54 - Q3 BAH e
T = HE(g) M E (%)
30A[o] 2t 15 33
|_|.0| 30"’39*‘” 25 5.4
Ad b Ef AL 41 89
- 017} 419 91.1
1= olst 254 )
XLI—E—EHZES%! 99 21.5
mE=2si= -

=S EH§||'_|T‘_ZE<—?=‘I| g 00 4
CHstel £ ofat 13 28
81%(1323) 185 40.2
Atz SX| 198 430

St7IS st
7‘._1—3— —o—|—|?_|'_<l_—| 17 3.7
2= ALE] 13 53
Ast, BW S 20 43
71 EHOI B ) 27 5.9
17 366 79.6

7
R 4 2 69 15.0
37H 24 5.2
47H 1 0.2
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AFodare] Abgl-AAA 5L AR, ALST A8 1d o4 3d wgto]
1329 (287%) 0.2 74 weka, 1\d mwkE 1249(27.0%) 02 Wttt welad 39 m)
o] 2567 (55.7%) 0. = Ank o]dg AA AL, 5d mnk ZRAkE 3527 (76.5%) S &
- 5 wRE FFekeE

d mgko]l 140 (30.4%) 0% 7H¢ wol At €4S 100~1503HY o] 248+

(539%)0.2 713 we o7 e

<E 42> AFUARS QurE 54 - A8 AAE 29

T+ 2 = () HM E(%)
1 ojgt 124 27.0
14 ol &~34 ojgt 132 28.7
NE<F-L 3 o|At~54 ofgh 96 20.9
54 o|a~104 ojgt 92 20.0
114 o| &t 16 3.5
1 ojgt 90 19.6
14 ol &~34 ojgt 140 30.4
HFEy 34 o|at~54 ojgt 112 24.3
54 o|a~104 ojgt 96 20.9
114do| 4 22 4.8
1002k ojot B 2.4
1002+ ~1502H 248 53.9
1512kl ~2002H 97 21.1
2012kl ~2508H 18 3.9
R
2510H21~3002+H2 21 4.6
3012k ~4002H 28 6.1
4012H2~5002+ 32 7.0
5012+ O| &+ 5 1.1
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D Az

A2 Aolghk “Au) 2o g ] 7)giel X7} Ato]e] BYUX HEet 1 W
S e, 7154 ZA(Functional Quality)®} 7]1% %4 Z(Technical Quality)® TE¥t}
(C. Gronroos, 1984). 7154 A2 AMu|xgE dddsts A ANA FAs = o] 82 A7
o A ALE v, 2 FAHLAEE ol&AY HFFH, ol&AY AH~ ol &dF
A, Aul2s AEAe] B o] EFETHELE, 2011). 714 A AR EAAA
A o] gAe] oA Ay F, AH s E] AdE e 1 A8 ARE

= ]
$ So] EstEHR¥d, 2011). PZB(Parasuraman,
7}

H} 3"

=] Z}

ZH] - F 7k

o y 5 Tl
Zeithaml & Berry)& A3 Au]x~9] ezt 7zt Fol= EF3sta Aujx A5
ol A gl wj Algel= dubA el v)Fo] S-S YWt S, 2013).

B Ao Au| Holgk “Q kR S AL Falol

T= N E| gt Z|CH gt g EEHA
wEY 460 1.00 4.00 1.9909 .56264
A=A 460 1.00 4.00 1.8365 .54470
g3 460 1.00 4.00 1.8313 .56655
AN 460 1.00 4.00 1.8278 .52332
ARy 460 1.00 4.00 1.9835 .56376

Al 460 1.00 4.00 1.8843 .48540
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o Fof] B o A= TLI(Tucker-Lewisindex: Bl E %3} #3#]47), CFI(Comparative
fit index: H] & $+A]4), RMSEA (Root Means Square Error of Approximation: =3 ¢
i 7 Hah) 53 2 ARe AFE FastAriEAE, 2017). T8 Ade A
QI TLI, CFIE= 90°]deldl ¢33 #3=E Yehlim, RMSEAE ghol #&55 vt
g AR e Jepgsd), dubd oz oRth 2o Agw ‘94 08Kt ztow
g ‘BB agla 1 ogke] 08RTt AW AHAE ‘v FS e THBrown & Cudeck,
1993). &1 QA2 FH9-FHH(MLE: Maximum likelihood estimation)< ©]-8-3f
RHEAE, 2017).

A4 45 A4 BAXNE B, x’o] 243.647(df=95), TLIZ} 950, CFI7F 961,
NFI7} 940, RMSEA7Z} 058%, -9 SAHEEY H3lr|Fe FgxEe 78 7Fss 4
e Fos AT 53], RMSEARL 0588 1#d o 2] AHPJ=rt 573 55

(0.050]8h) o] AL, <ZLH4-1>3} ZEo]

_{

2 g

=
T . df e TU CFI NFI IFI RMSEA
PN 2(3?0-83)7 95 1.60 1950 961 1940 985 058
mMsl| & - - 2.00/3F  0.90|AF  0.90/4  0.90/4  0.90/A4  0.050|5}
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SEOHE | 1)ute] ®M X2 EARC 697 | .722
= ZE0LE | ourtie 2ES At Bol arsAgch | 638 | 702
o
_D: QIZOLE | 3)@a AFE 7|52 MIsHFI(of PHEARCH 674 | 747 3.645 | 72.902 | 0.907 0.936
5 | AYOE | @M "2 BE2wc 707 | .738
S 2O0LE | s)Lolgaof B0 #@Ijo| F2E QIEARCH 735 | .786
1)HARISO A MBY FHAMEE JIXD Ach 515 | .689
O)HARISO A E2 MH|AZ HZ Bhoh 511 679
3) ke st MR 2Ee st Uch 375 | .464
Ty 11.568 | 52.58 0.855
4) ChARRE i3k ol XIRSS B 2ED QUc 447 | 609
5)olo] HSE MH[AS HLSA| HZEHC) .451 .651
7)eifet EBo| L8 AN 2 MAILRO| Yxlsich | 380 | .538
B)THAKIO A 2RI7F M S W] BAS JiRICH 504 | .590
B)CHAFRLRL Ol AlZHfo MB|AS AA|IEHC, 396 | .599
QM B0l thet MEtet ¥R7|=S B Uck 459 | .705
10)21Ml XMBEX| YLKOIA HES SEoict 525 | .586
M
bl 11)CHARRIOI | Al &8k M| A2 X Bt .396 | .704
AN 1.257 5.716 0.860
ES 12)dHIL} AfE o2 ARSI £28 F1 ok | .439 | .651
pN|
= 13)HHTI2LE AR 2OHIENS BN K2l stot 462 | .595
0.928
14)H B QARSI Al=lzZte &3 Uch, 400 | .634
15)erAlst 0| 8E = UTE okdsH ME sk | 372 | .653
16)olle] vl2D Bastc 409 | .606
17)CHAIR R 20 B HRX[AlS ZHX|T ATk .380 | .552
18)ciAkRte| JHolx 2HolE RAS |20l Uk | 541 604
19)SHE 2T} UCHH ZRAIZIRlI T HZ Bt 828 | .869
SHA 1.111 5.049 0.791
20)Hh AFRLS O 7 elzbs{el mAlS 7|20l 2ct 369 | .624
21)chARlel ofQiz} Wels A SMEozmy sk | 499 | 570
20) MR} Rolg YBHEX MES| LD Uct .397 | .487
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7 ZFtH(Ashforth & Humphrey, 1993; Morris & Feldman, 1996).
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