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ABSTRACT

The Effects of Franchise's Customer
Orientation and Learning Orientation on the

Relationship Performance

Jung, Keum Nam
Advised by Prof. Hwang, Yoon Yong Ph. D.
Department of Business Administration

Graduate School of Chosun University

This study analysed the effects of customer and learning orientation of
franchisees on their occupational immersion and relational performance in
order to provide suggestions on specific factors which can develop
business while minimizing failures.

Then whether there are differences in effects between those who had
training and those not having training was analysed.

For the study, present franchisees were interviewed to identify their
individual tendency and responses with a use of a questionnaire for about

two weeks. 150 copies of the responses were used for a final analysis.
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The results are presented as follows:

First, it was discovered that learning orientation had a significant effect
on occupational immersion. It indicates that achievements and experiences
according to what the subjects learned were factors that evoke interest in
business or sale.

Second, it was shown that learning orientation had a significant effect
on relational performance. It suggests that those make efforts to faithfully
follow what they learn and are responsible for their job can have
confidence in and positive evaluation of their work.

Third, it was shown that occupational immersion had a significant effect
on relational performance. It means that as they consider their franchise
business as important in their life and have strong affection to it, they
have more intention to maintain and manage it.

Based on the results, it was discovered that learning orientation had a
significant effect on occupational immersion and relational performance and
the effect of education in franchise business is great. Therefore, to
examine differences in educational effects according to whether they are
trained, an additional analysis was made and the results are presented as
follows:

First, for those who had training, learning orientation had a significant
effect on occupational immersion. It indicates that those who had training
can have affection to and confidence in business through continuous
development and vision.

Second, for those who had training, learning orientation had a significant
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effect on relational performance. It means that support or educational
programs provided by main offices help franchisees have higher
achievements and satisfaction in their business management.

Finally, occupational immersion had a significant effect on relational
performance regardless of training. That is, if they have strong affection
to and active attitude to their business, they can evaluate it in a positive
way.

In conclusion, learning orientation works as an influential factor on
franchise business. Therefore, if management and education system for
franchisees i1s well-organized, they can be motivated to make positive
efforts and have strong affection to the business, and the relations
between franchisers and franchisees can be maintained positively and

longer.
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A2 A7) olE3 M7

A1" ZhApo]=2] Ao

1. Aoz on] 2 AL

L bl =g eI A AQARL sl F A AE, AHs, 4, 1
o ovre AYEAE ALEe] AAY FAIF weh AFE L M EE §
g A E= gy FAd ol WE FY 2 JAFF Tol T Y} wS

:
AR Ao v EAAHHAA
o] &tup=A 7h 2 AH(franchisor) 7}
7 A A (franchise) 9k A E-Foll w3k AlokS AAsta Al A5, A3,
ZIRely =895 Algate] AlFel #uy 71 g9 gAAEE Fol g
W, PANG A dAT ti7bE AR A Eskal ARl Zad Aas FAe
of BAFe] BEA=Y gzl ol Ade edets dAlY H=ys SEs o
gtk 5, A EALSL 7ML $E $9S SH o2 AW ke Aokl og A
gl e} o] F7F Fa = ol vh(F At s, 2001).

AT SUAES 50 ST ARAke] &9HsE o5 AR EE, uERE
o] ofelwol WE AME, wshA ARSI FEER dojya glow, ol F
g ZAFol= Ag dEe] fF oHoew xA ¥ JtH(Thanh and

7

Aol 71of =7F

OJ.u

H
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Sl Zalabol= ALl e 1980 Y] FUHEE BAR o AAEel &4 A



FE shal dn A= HAEFE, =4}, frobddAby, AHlad, asaEAt

o, AsAad, AAddd o Ajlel o271 7hA vgdt dFor SfEal 3l

(A2 A H, 2008). =3 2008 10%F 73470 Z i xfo]l = Zpl A = 20109

147¥871970 = 2 whell 385%¢9] F7heklvh. 53], Zallatol= Ao dFel wE

TESS ARy 2010d V1S efA o]l WA 255071 & 166170 = 65.1%°] w2

H S5 2Aekal Aok A A 93] 20129 3€). ZaAlxto]= Al2=®2 7)QlE 9
=y

QA e L Zede] BEe neHlE & dE 29Fe] HgPow
W Ea Ao gus, 2488 AFen AQEe AW, ned qulse] 3
Zo| e Abgolth E Zdlzte]= Alxgel wel EA(POS: Point of Sale)
NS EQE 5 QA Hel, #5e 2ogE FAF 5

9LTHe] 4, 1994),
2 988+ 9E

e dAde P 2AAAR A4 E v (Hoffman

ZaAel= e NEHoE TRl A Zadelq 7] BE AL 23
o% ), Zadol el ELA Bk BA W wAH AL ol AAH §

= o] gt} webx] ZTalztol= AL A 2E
ZAAE Y3t Q7Y+ AFY FHo R gty Y T dlAfo]ZAY L U E R 9
Q4717 Bk AgelAe] Pzl olold i hHE wHow AHEI Ay

2 Ao Wgow ERHoR WAL F glom, 74 AWHAGAT AYRrE

9 /1G9ES BE /9% ABEHE AN BE xS s golof HAW Zal
Aoz shglel A4 B Jvs 2¥ ARAY FRZ BAES ALT 5 9



7] wiiel olZ Agk BAFHE gHT 4 Adth(Luangsuvimol and Kleiner,
2004). olAF MRS AlFH AMHlze] FRU AAd dHgle] BAl=st @
ZHAlN A ARl o] sk s e R ARdle] WA E dA TEe FHES
st AAR 2RAE A B3 ou5d Vs AR
F 2 AMulze me] ¥ $AdA Bl AAVGY AT F de T
23k @20l o3 dFHo e Bz AT Tdatol= AMYGY A
A el A w5 gk Akolth(Berry, 2000).
dos AR AlE B ARz F43 s TR GAE AR EHY, s
EstHA FIUPMAE A=
(Wheeler, 2006). ©o]x & X
AFS AlFetE 2 s AR ES Do, A2 A e 4t
7] o gkt
s, 7HEN7E bR #AE AL, Asker] fsiM s bR
7hegAdoll wigh A AA QD A DA "I AH| 0] Aol Fg sty o]Eg A

Ay wgel dE Aw, ARAAYA % L FAZzaY, A 49w

| So] x3HE(Stern and El-Ansary, 1992). T3 7w o]l 298 A WA Y,
W 2 FE AEFTE, 183 P 2 FXoeF Eo(Hunt and Nevin, 1974;
Stern and EI-Ansary, 1992; Innis and LA londe, 1994).

Lewis and Lambert(1991)= 7F¥ 259 A dAu] 27t 7h 5 o Aol 94
7% stk ol#A TR Ad&dse A
Abdarel A FEE A dagh shiEgel tigk ddr]EomA Z-E-3H(Choiu,
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Lol = ARQlol o] ZhH R v A T HEAJ] A T sturt 7

W& 2 FHolth(Stern and El-Ansary, 1992; Innis and La Londe, 1994;
Zeidman, 1998; Babakus, Yavas, Karatepe and Vevi, 2003; A% - 928 - 74
g, 2006). 7hg A % FHLS JMMERIL BAeta e
+9 =87, Aries THEAAGAECAA AFEA7IZ] AR Bea sl

(Crosby, et al, 1990). webA 7t F7E dupy gypd o=z 7h ol Al z}Al <
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A9 RAe AADe] ARBTCEAA, 2004). obLe] wg W FAL Fohe) 4w
g wEsn A7 4B A5 AQAs AFBGel 4T 435EE T
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o AHes 44T & dn 5a, Age Aol UstHn wAEe &7

aL o Ssko] FFAI7| LA} S =Ho] FHupEth
Kotler(1998)2 w} A H

°f dast &5 AAstr 4
Aow olgg mAR A4 AT T Sty
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DAXGHE DAY A)ce] FERES GG E A5 BAF YA

St R A S Saxe and Weitz(1982)o] &) 7ol 159 &3 IQ
S A7 S A AAS e e ol FHLd uARe] szt
&9 A A S5 WHATY] A% uAHA FAAe] M H A Y

3 Yl E3 Saxe(1988)L EALJe] AR FAHL EA{lo] 150
aA &5 WK sk gl AP S Foll dofA T
Hale vARNE Y FAAEE Y= o2 gt

Swan, Trawick and Silva(1985)+= 742l &5 wpof A& Wb S 4AS
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A e, dAd H A DAAGES FPeE THesR PR Sad

Donovan, Brown and Mowen(2001)& 14 A| A S &FF= &yt Ad 7
o1x #AA Toz NE3 gk ol Simon(1991)L ‘mzo] ulEtE HE 3§
FHE HE, 149 &5 g AuE s, FAEY AHEE AHYslon,
Hoffman and Ingram(1992)-2 'a749] o]sjjo] 7} 2 F3tsls Wegoz 179

872 FFA7E, 19% Anz A o 2 J4A A2 gelsdr. of
2A wAY &) AN guFEE = L nAe) oEl} §7F oty
oo, wAe ol L uAve] FAH BAGA] BE BE GFESo] 1A
golth, wheb e DAAFS Mol FAAE 2
3171 Wil nAze) A%H #A 2L AdAn S0

Aatar A B5Fo A o]5o] FtH(Dunlap et al, 1988). =, 7143 3o 435
2bgo] 714 A 2 A s uAATZA foujd JFgFS wE 4 Qdr}
(Daniel and Darby, 1997).

olelgt on| 5L 7ol mAMe YA AlasteE BHAA TIFdEEsS Aot
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2 &8ty A8 19 SxuAS S8 olsfsta uAe] oA QIAHL

upebA XA Abals Z1de] HF M A, AR, F

o
ines
B
of
il
N
S
e
rlo

o ARAQ Adom wAWH ot A BE APAA dFE AFAG

_12_



Adbs 2 HIFanAel $AS Fa Au A, 2005)

8}5 A &4 (Learning Orientation)= =274 ¥9] 35 5S Festa, v dS
Ao, A AL e oAt A A A= Wt 24 slo]l th(Baker and
Sinkula, 1999). whehA StEAFAH LS 22 FHAE0] dHst= MY == x40
WAsteE Shgol gk Ao RA o, FA acdlel o) FAE HluH dvd
s S 2 oS ugth =3 AAHE S S AXE Fxe)
1 gt G EoE AHoHY|E Frh(Calantone et al., 2002).

B2 olEdAE FFATHLS Y g8loz MAdfrFdAe d5Eriet 9

fRlo gl xAFFAAM L A TFo] tEk 7hA o o AAlH. sARE 7Q1H
Q1 &4 Jidol obd BAtel thgk WA AN B HE AR Yol wE F

2 2 HgAde e &§o] Lot

M SrEAEAE S ShaaAd A THIAE AWste H3E A% (goal
orientation)©] & A A AlE  wWlo]th(Farr, Hofmann and Ringenbach, 1993;
Ames and Archer, 1998). ol& AF& & Fdst7] {8 A2 THES FEA7]

i AA, Ve sty AR e WAlE a4 =9 Ax=E el

o

(Sujan, Weitz and Kumar, 1994). 7§¢lo] B AFAH L 2L AHFE vj¢+= A

of ik zHale] T B Ao el gk WA o]t (Sujan et al, 1994). o

A FEAGH] B AT A AN} &S FEHE ol HALT
2 Bl 4@ Agelth @ GEARHel ¥ ARES FHl wWa e
Aom s, Jze PPE MEOEA ANE S Aud Brg B

(Dweck, 1990). =, St5A&FAdo] &2 A S, 2 AAdd 588 59 #4419
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TSt THY BY FOoR TRAE Stk TAYOR FAUY 2% U9
242 98 =5, 257, 99 52 AL YA Aven, o AFe) FH4
Holek & & ek, FAHY ZAE 229 BEe| B A% A A0 A

A o7 o w=HstHA 22 FAAYe] FAHES TEHA HAE = A
ol m) gt} (Porter and Mowday, 1974; Mowdar, porter and Steers, 1982). =, 3+

ol A7 &3 24 drty dAS T =vR Fod 5 led T

tlo

N
==

lly

o s s dFdt= T a3 WEolvi(Mowday, Steers, and Porter, 1979).
o= 7o Firel ZhA ol gk AR A, 2AER GAS 98 =Hste=
o)A, ApEA oAl HAFAAY AAS FAtLE AT S5 AFAdER FAEH
ttal & 4 9l th(Porter, Steers, Mowday and Boulian, 1974). =, # %

I 2E 24w FEEEH 2AERS HAE WHstsid Ao s A

=71+ & Al(identification), AHAle] A& Fol] gt A2 EYP=S #HAx
(involvement), Z &0l ME& a1 31 FZo] th3t A<l FA%=(Loyalty)e Al 7}
A Aot oA AN Z4E Aol dE TAAYN AFoRA JFEF

B F#AA Hlo] 7]ojst= 2ol th(Cook and Wall, 1980). 2 F-5Ao]&o] A 4

o}
o)} wozm v LdadEe mE AMNS s, Ao A Ao
A elejel gk 7
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(Heeled and Dar, 1991). vk = o2 H A EQlo|t} o]= JiQle] Ao W=
WA 7= e Aoy R e Fo|th, FZ o] F3Eh= wbE Qo]
o
e

s g o2 ol ts) Adre 7P s3sks Aolv (=84, 2006).

g

BN

A5E A=

A TFHoR A AAASS Foto] TAWRA B TR 44
T e dde] AdE ousith(EtE, AEY, 2003). 53], Z@ao] = Al =gl

A ol L5 s FdHES Foke] ZlAtol= AlxE ] A
o371 A4 9 vHHopkinson and Hohgarth-Scott, 1999).
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<® 8> AUl e T 2R
WL PN Q=1 ZHA A T} S =l
TE
(a=0.935) (a=0.910) (0=0.884)
I X &2 0.823 -0.005 0.107
X &7 0.821 -0.057 0.321
I X &5 0.813 0.012 0.083
I X] & 0.807 0.058 0.087
X &6 0.785 0.059 0.239
TIHX| &4 0.783 -0.061 0.021
L PN 0.782 0.172 0.067
ELPNETK] 0.740 0.065 -0.074
A M 1tg -0.006 0918 0.116
A M k9 0.082 0.874 0.138
A o 27 -0.024 0.829 0.273
A M 1t 0.044 0.796 0.055
A M 1t5 -0.039 0.671 0.294
A M g 0.141 0.647 0.481
E=2 0.111 -0.015 0.755
2 E =4 0.164 0.266 0.753
22 =2 0.025 0.473 0.739
E=e5 0.227 0.233 0.706
2 E2=3 0.018 0.559 0.694
2 E =28 0.273 0.440 0.547
TH el &H&X| &3 0.156 0.026 0.051
THelet & X[ EH 0.448 0.071 0.100
W el et & X| &4 0.469 0.005 0.174
THelet & X &2 0.414 0.156 0.298
7 ol &t & X| &F7 0.414 0.116 0.313
17 x|(Eigenvalue) 6.037 4743 3.816
A E %) 24149 18.974 15.264
52 AH%) 24.149 43.122 58.387
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