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ABSTRACT

The Effects of Salesperson’s Service Attributes on
Customer Citizenship Behavior and

Customer Badness Behavior

Chen, Jiali
Adviced By Prof. Hwang, Yun-Yong, Ph.D.
Department of Business Administration,

Graduate school of Chosun University

Each enterprise is raising fever to gain competitiveness following the recent
trend that competition between retailers are becoming more keen. Thus the
interest on customer’s behavior is increasing day by day. Most of the existing
researches which about that influence employees’ service behavior on customer’s
behavior had focused mainly on consumer psychology, for example perceived
service quality, customer—satisfaction, but researches on the ethical aspect are
inadequate. This thesis studied about the influence of salesperson’s service
attributes on customer behavior in moral views.

The objective of this study is to examine (1) how salesperson’s service
attributes affect customer’s moral judgment and moral emotions, (2) how
customer’s moral judgment and moral emotions influences customer citizenship
behavior and customer badness behavior, (3) bringing forward the appropriate
management strategies according to the research results. The model of
hypotheses for this study was set up on basis of previous researches. The

sample for this research were conducted for three weeks, using questionnaires



with undergraduate students and graduate students enrolled at university in
Korea, and 188 questionnaires were used in the analysis.

The obtain data were analyzed with factor analysis, reliability analysis,
confirmatory factor analysis, and multiple regression analysis. SPSS 12.0.1 was
used for statistical programs of empirical analysis.

The results of this study according to hypotheses testing are as follows:

First, the salesperson’s service attribute which was composed of 3 factors,
courtesy, trust and consideration affect in customer's moral judgment about
salesperson positively. That means salesperson service behavior which included
moral informations have an important role in customermoral decision making.
As the result of existing researches courtesy had the biggest effect on
customer’'s moral judgment among these factors. Thus, in order to inducing the
positive evaluation of salesperson from customer , we should pay most attention
to developing the good courtesy performance.

Second, it was analyzed that customer's moral judgment had an effect on
customer’'s moral emotions which was divided into two dimensions, positive
moral emotions and negative emotions. According to this result, we can know
the fact that a variety of moral emotions could be elicited through the judgment
of salesperson.

Third, there was a signigicant positive effect for customer’s moral judgment
on customer citizenship behavior, but did not have a significant negative effect
on customer badness behavior. When customer make a positive moral judgment
to salesperson’'s service behavior, they will want to consider and treat
salesperson with respect, and even give assistance to them. But when customer
make a negative moral judgment to salesperson could not elicit customer
badness behavior readily.

Forth, customer’s positive moral emotions which includes gratitude, elevation,
and pride had an positive effect on customer citizenship behavior. Customer's
negative moral emotions which includes anger and contempt had an negative
effect on emotional customer citizenship behavior, and had an positive effect on

customer badness behavior.



This research contributed to the theories about salesperson’s service behavior
and customer’s behavior by investigating the role of moral judgment and moral
emotions. The findings of this study also provided important and relevant

implications to retailers and policy makers in developing marketing strategies

and persuasive message.
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== 671 303 144 -.053 -.128
e o7 672 .001 -.167 206 462
ol 2 QIAIE Zhet 120 718 -.332 251 129
o el o|FE= FZE 090 781 -31 135 .068
T e 2E DA SHoHA g 169 766 -174 209 .166
o e Jict2e 7% ®ESH EoE 210 704 -.227 207 140
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ZExl 221 -.264 821 -.030 -.066
dEst= 144 -.240 813 -014 .007
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157 %|(Eigenvalue) 3.555 3.471 2.690 2470 1.900
A2 A (%) 17.773 17.355 13.449 12.352 9.498
A2 A %) 17.773 35.128 48.577 60.930 70.427

_38_



%

S

el Ay

i

G
=3
B
:.0D7
X

o]
—_

7o}

o
T

9]

of g,

o=
T
B

I

—_
"o
M_w.ﬂo
Ho

ﬂﬂ
B
gl
5y
o}

G
=
B
i

)

R

Jj
il

G
=
B
i
EE
"o
M
=
1
o

o
5

4357w,

1S glol A% AR AF

9

A Eo

G

o]

%

%

e

o 3
860), ¥4

=
=

(Cronbach's a)

b5

S

& =1

840), #A(a

L ECIE

H o] (a

2

Xé (a:

p

=.810),

.893), A= (a=

B8R

1o

o
i

#7(a=806)2.& et

o A
-1

o
s

iz

A 470

11> A

<3

tol Mzl JAZE ofd

S

—_
"o

94

_39_



A

11> #

<3

RCINU LHO
o 7T B
w0 = o

1.268
676

RC I o
H uh_.m
o Moo

1

668+

1.574
947

RM < o
o ’T %
w0 M Tl

-077

-.081

4.039
1.227

RI < o
R B
~N M Tl

606+

=217

—.2009xx

4.746
1.324

KR -
0 mm
o™

—.390%=

—. 145+

A37xx

2.267
1.042

1

009

279

303

120

3.421

1.056

1

268+

— 840«

429+

284

— 213

4.528

1.101

1

AT

363

— 343

4.306
1.271

1

457

HAGw~

322+«

— 407+

4516

1.258

A

505w

B51%x

— 574w

4.732

1.225

=|

<a
wl

Rr

Py
RN
RO zr
o

H

X}

Bl
K
]

##x <01

* p<.05

A (tolerance) 9F

3|
«

171 #sked &2}

A}

g

o] A}§ ]

1R

9

9

o]

(VIF)+=

14

3%

ASS

= ouol

=7} =t}
Aol AFZA VIFgEe]

EEER
drk F7

A
=

K

ol
el

s

3

e

Ho

ol
z]f

1o]H,

o
T

R4

SAle] FH gk

A
2

4

Al (tolerance)”’} &+ 0.1

Fol 2k

s
5

o T2

12>9] ZAi}e] ¢

-
st

mebal <

2.
=

10¢]

Lo
25

, AP (VIF) ghol

AL

al

—_
"o

%]

£
o
ol

X
al7
o

70
%

Ho

1
o
ol

il

X
iz

Y

_40_



~ W
<l ﬂo

H0

by
a

1.655

Mo ol

O

.604

~ W
KO
H0

1.497

Mo ol

IH

668

- W
KO
=0

1.433

1.705

Mo ol

i

.698

587

-~ U
KO
=0

=|

1.518

1.845

-~

2.321

Mo ol

659

542

00
_1|_

431

- W
KO
=0

1.612

1.989

1.150

At

1.805

Mo ol

.620

.503

.869

.5b4

ol
ofl

=]
Xl

[
Rr
r

H

KO
—./ﬂ
Rr
r

H

- 41



T

p

]

A

)

sk 1

=

=l A
=)

L
~A.

9

L

13>3} 2ol e

-
st

7 <

S

o] qumzgAo] i
=l

]

~7

o Al

h A

@ (H1)

R

2

T

ol

A 44 7HA9 AF
i

1.

oz g

1A=

jm}
ol
;00

7o

B

23!

o
=3
B
i

!
ol

I BAAA

=

ARE

=

o A
]

9 =

1

A
Tl

]_

A

]

[e]

]

T
R

T £

o}
N

™
ol
;OE

R4

#oh e wege) o

o

o Ayl

R

2

T

13> s

-
st

<

N E Aew et wepd o] )

AR
R =l
©| o3| N
m
Bl
o —
- [colmNe o]
Kl SR
o
H
A3
™0,
0|38 S
o | N
Kk
B
<k of | W | =0
E 5| T
4r
K{o
[}
. K
0 |=
ar T
o A <
® <
| E T
m N m_-W
<
[l
Hr

_42_

*p<.0b, *x: p<01, *+x: p< 001



« 4932)

]

A mx

A
Al

r

e

14>9} 7o) Le}

-
st

A E A} <

B
o
g
W
oF

=

=

=
T
X
izl

s

B

S

AL
;oo

_Zrl
o
N
T
H
!

—_
"o

=

=

)

!

"
e

ro
o}

T

Ak WA FAojREL 11

BN
g

o] e}

NH
N
T

A

"

o

s

Ho

E3
&
Ml 3
K0 M
NI
N 2 o
mm ¥ ST
o | & o
Hl 3
- a._l _.
RO K
N
"
or
LH .
o X
=
%0 o
NI
N nh n_/O
mm N e <
o | &
ml 8
ilof N
KH
]
<k
|“_ml —
4 o7
Kfo _lu_.nn_ ~
d Lk
Kl < =
{F r 2
E LH
ol
Hr

*p<.0b, *x: p< 01, **xI p<001

- 43 -



(H3, H5)

é}

3

o A
-1

9 =

71

, L

REE]

15>9}F o] vpepyith

-
st

7 <

¥

7o

e

ol

B

ol

Juty
;00

Juty
;00

%

ol

e

R

o

=3
B

o
_—

!
B

o

o

=i

B
o}
=T
=

e

=3

oM HE *

(R
A

o

EREET

S

3l

s e 717

o

o weba g g
SlA AZsh Wee) Az nATe] AHL A

s

shgol ol AL W

o=

e Aot

Al A oF

x|
] e 9
hEs 3|2
10 N|lm| !
Tl
“ © N
Ry | 2=
ﬁ: .
[0}
ﬂﬂmﬂ ®|Q ®
Wl S &2
Lo |0 | Kk
b H
Tl
<
N x x| X
Higl=<Q =]
nEely8
T R
[m]
M - O
N s 0w o
RIS oo
Klglo|lo|w
TN ©
RO = N
N g
H
sk %0 | %0
Mﬂ | RO
g /| RR
]
B Er . &
W Hle
©
¢ 5] ol o <
o [W e =
1 %0 | =0
Hr ro | o

*p<.0b, *x: p< 01, **xI p<001

_44_



ai

s
&

p
T

ol
]

o %

7

al

g5 vl X
173},

A
=

j=]
RN

16>3} o] vpebyith

-
st

7 <

(H4, H6)

13

%

3

7o

e

o}

B

()9

i

<)
gl

o)

[e]

i

o

o}

Juty
;00

7o

o
o}
oF

"

OS2 uERsith

o}

i

o

=3
B

x
0| i
W Fle & Q@
NS
A IR
ni0 L0
H__._.= QO
N o O
ﬂr 7m N =
™0,
KM mle vl «
e SRR )
i RSERSERS;
_._._o 10 _A_-._
[ H
0
T
R s | %
o N | N *
REITIIES R eI
A I RPN
0 ~
H__._.= N D
N = o
NT N
M &
Kmls |l 2| ©
LH ﬂoq S| LT
l _ L=
| Kk
]
<k 0 | RO
x il
4 R .
Ko ot Rr | Rr
|_ T T -
El or | or o g
R S
< o ol | ol <
o U] Rr
|
I R0 | RO
Eﬁ :o HT

_45_

*p<.0b, *x: p<01, *+x: p< 001



o A

]

T
R

[e]

= SHL

[¢]

94

A
=

17> 77}

-
st

<

= 3}
v_l—"ﬂ

o

1753 o] viehyttl. o)

-
st

gHoz Aed A3 <

[¢]

=

5. d47H4d 9

-
5| R E| X R E & E v | ®
o K K K K K K = =
i3
100 o0 * T o ol
o o pAl I+ 700 0
_ _ o - 3 z
a o s s
L 1o 10 il o
K0 %0 = b T T
o S o “__.”__.__._.__ KO <0
U ol “ = 5 =
= =l N N
E] E] iy Y Wlno Wlno
K KM S B
3 or T oy oy ol =0
ME _|_|_ _|_|_ _||_r._ _||_r._ < H__._.=
n — _ = = T =
ol ol = P
TR g T o A
B B or o ol ol
H IH = -
S | VRV o V. K0 %0
S 2 B Tl =l L . RE
2= 2w 2 o iy %07 T TR T
N N N = = = — 3 =
of of 5 = N o o o | N o
wl Rl el = Q S S
K o ke orl ke e ol zr =< < = T ey
=] w m] w m] w w or Kl il ®| &R
o_:._ EX o_:._ EN O_E = £l _|_|_ o o = _|_|_ =
— [N} [ap] — ol —_ o — i~
| | _ | | %) < _ _ _ _
i — — — a a 1 -1 ¥o) Yo} © &
7 7 7 7 n ~N ~N ~N ~N

- 7}1d o

lex
il

2

e

B

_46_

MAE Qo ekt webA ALl AL 413

=) O
By

3



o}

i

ol

ol

B

==

s

of i

A A = . gl

T
R

A= Zo =z vEpgth wheba] 7hE2-1, 7HE2-2

ol

e

g4 44 444

o
s

7] o]
L S

g

A

717453

T
R

Gl A3 A H o 7144

X

el
o0

7o

o}

prig

e

el
o0
o

%

K

)

)

A H o 71d5-2

o
T

VR meEka bA5-1

A A = A

T
R

< 71402, 7 6-2

o web 71a6-1

_47_



r
i

N

dF

Aol AAANFY o WA=

d

R

W

7k 2

3]

H71

OL
)5

1405 3

*

=1 O
By

iz

18>3} o] ERyit

-
st

7 <

¥

o}

e

%

e

o}

Lo

=
10

od

-.642
3.108+

1.203
-.614

-2.013+

-.059
325
108

-.052

-178

141
17

==

M

1.077
1.442
1.150

—2.910%+

—2.696+

5]

094

143

.098
-.232
-.226

233
211

<k

o

i}

4
Ko

<k

o

i}

mill

IHr

2 A

-

o0
1

I

by
ml

RO

Adj. R*
*p<.0b, *x: p< 01, **xI p<001

= ovhee

3

S} =}

o
=

—~
1o
o

ol

G

=
e

G
=
GH
o}

o

=3
B

e

—
"o

i

o

=
=
%

=3

oR
A
il
o

el
(S

)

1o

R

_48_



iz

Zn

A

2.
=

o
=3
B
o
oF

ol

ek A

BEAA

T
R

dF

T
L

&5l v A

o
T

T

I

..%o
N

"
oy
W
17r_l

3]

H71

OL
)5

q#e= g

*

=1 O
By

3

19>9} o] vEpyit

iz

-
st

7 <

¥

o}

Juty
;00

o

o% v 7, 1

N
Ho

o

)

iz

ol

Lo

=
0

0

615
-.141

419
972
5,281 %+

053
-.014
035
077
440

237
216

T

==

M

=

309
-.703
1.906
1.415

4.979x+

5]

027
-.069
161
112

414

238
217

<k

o

i}

4
Ko

<k

o

i}

il

IHr

2 A

I

by
ml

RO

Adj. R*
*p<.0b, *x: p< 01, **xI p<001

1

&l o

ol

el
NH
)

—_
"o

ol
i

"’
nr

4

_49_



o

=
T

Ll s

& fFrEA7E

5

3

oA S
T

w

=

™

—
1o

ol

slo} 2

QU X
< =H5E

d 7

T
R

3

_50_



2}

44 &

[e]

A5

o A

R

2

T

i

T
R

AT

lex
il

2

H

ct

shel 7

ol
|7}

2o

ol
|

g gl A

)
BEoA e

ale] Aalo] 77

S

=

=

A

A

=54 7}

T

R

2

o whebd )

o A 2ol

s

o Al

R
R
R4

2

2

T

i
o

[e]

=
N=

al

olijel )
7

o,

ol

S}
=

1 7= o 7 = ojof

A<=z, 1999;

o

MR

Jj
1

o)

o

=3
B

A
=

q

o
oF)
N

.

~H
%

‘._mo

rze]

A

A

o
~

ol
e
o
)

, 200704 <l 9]

3 AT (01X, 2008;

1ekict, wheA

3lo
= il

A

o]

ol A3

il

3

X

0% Ve 4

al

K

1 7V 2

A A

ol

Aoz ey

T
R

] ]

=1 O
By

3

#7l

o A
-1

o
s

ol

B
"
oy

4

kas

U

_ZM r
oF
N
g

v
piat

—_
"o

ol

A

—_
"o

_51_

o] vpebd 4 glth wepA



R4

o, 2ea 2 A 7H

S

T

Q1A o}

6(;]:

w

T
1
o

=

™

=

Juty
;00

e

w

R

o

=3
B

o

o}

At et aizol g

PN
T

=
749

[e]

=

=z
.

s vl o

Z}o} i (self-construal)

=

= 7
.

LRI

o

|
&

hu]

Aol b Mk Al ]

[e)

R

ai

&
=

o]/d e 5 (2005)

ATt

PN
T

™

<H

3} &

=
=

FoTh oA 2

S

tha o

H

AA e

9o
=

1A, EH Aol
€]

9

=

Aga Rty =

3

el P e ]

=

s

s
=
PR

[e]
T

T

R

= =&y

GRS

|
&

ol

o

=
w

EEL

e oy 7 2

Fsolut Aol Al

T

R

3 =

3

iy

o
Fe FUALL G2 Y BeAES 710

%

P

"

rze]

prig

o

_52_



5
7 o B R G Qe
N = N X g0 %o
ME X g N ) Mmo WT m_m m.E GO T
p =R T WM oF T R oT R
G RRG K TR W BB T
LC o N ‘Mdl H o Eo ﬂE \‘m‘m o A M p ZT OE Zﬁ OE EE
— o T ¢ =0 —~ ox —_
- %Mﬂ%%gﬂ oL TGN
AT B \UI 0 W° [ A or H_T " AT EE Lf ™ \Iﬁ_Ai o
= M Bo B o erﬁu%mﬂ e X m
o Mo = w ol —_ ol 0 Nfo s " =
= % o o} ‘Mﬂ k) —_ OL o
63 7° " O_ o~ iy o} oo o - il )
T e H 0 o S o XX W
Bl oo N e o o] N AN !
= w o T I = ToE BT X
o < W X T LA IR
T T JjJ 7o X D B "
0 N = B T =3 jatie do B W e
X 1 EO X = N 750 g \Iyl Eo w_f _&ﬁ
% G - TR, o X %
w BV oF of M X ¥y o = o oy X ICI
i) Ced _dTses® T T o 2, TR o
w0 RS T TR o b R o 2 T W
A NooH B o to 2w = o Gl S El
dl. dl El HE o o Wu.! OE _ﬂa 7° MA OT R d| KH ~N . ﬂ.ﬂ =y
I Mﬂﬂxmﬂk%@ %HT_& WEMM%W
Ao +~ T T = T 02 we Mo o T o < ¢ RS o=
N 0 %o_afﬁﬁﬂzskﬂo 0T o o KO
TR AR e N IR T ko
T U 'y - & o R G - P W o 4
o 2. e s b= LT B g ]
o SR PR Koy = T
P Thhe - TRE® 7 o T o
= <A ~NA T W ] H sl W
o X =y W BT oo g NERGYS oy H oop T 5O
& W S & o 2 %ww%@%%aowr% Mﬂ%@ﬁn%
— - T 4 o o} ol = v =~ H/F o ,;b ~o o = P 63
~ R - S ~ SRR
~ T T WoE B W g B Kool e N = OC: e oF — gn
=R ﬂm_mﬂz,mq%ﬂAAQﬂw@ = = - F . W
G2 % T T oo T e T h e -3 =z 5 ¥ X
S S I Tk = 0B = o
= o NGICY T K K w = ! =0 o ~ T oo Tt o s
o D M- Mo = = = oA o NE o oo T we o do B o5 T
Mo i - —_ %o T A~ I Hmo Nl O T o Iy - ™ w_yﬂ
T P o & D S TR In 5 Mo T
R e® = —_ = — - ~ et
TN %crm_o_ﬁvw%ﬂﬂ%zﬂ B wﬂm%ﬂ%é
< N M E o X o 20 Al B O®E oy "
T o oM ok

o] A

]

T
R

oA Hug
- 53 -

a

J

A H]

T
R

A, B 7ol A



o)

o

=3
B

#ule] go) 49

Sk

A
T

)

B

;OL
50

o)

ted o

S

_ZM r
oF
N
g

v
piat

—_
"o

A

g 998 Fa g

o A

T

R

=

—

]_

S

ur
=

29 N
geWol dvat

3L

o]

N
™
w3

e

ol
o

No

oF

—_
"o

o5 B Aais 4

T
R

JaTh e o)y
AZL Aok A FF Aol A

)

P
T
ks

2.
=
T

R

o

T Atk

WY

A#7 71

_54_



o) o4

A7 e

T
R

A, ATl A

ol
=

i
ol

o
d

o]

o
s

dl 4u)A o)

sl

ez o

2.
=

51-2] A

o e o o)

lex
il

AT

AA, &

o AR o A=

P
T

el

sl
ol

"0

nr

Folrlol GurFel Ao ME ¢

Hj o A I

—:;l_

g
ulAbe] wE el W

o

—

2

£

U AE S U

o784

SER RS

A

ko3
T

6(;]:

_55_



<=l HEE>

A0, “EEA AA FFE ST AR AT ARLF T AALats)

SARE DA SRS B ew " A A e

B8 22008), AN AokEF LI Av) G el nAE FlEn AT, APHR
AT 12(4), 203-224.

A e(1999), “EE A 43} GEe] BN A G ool A4}
EEORESGY

Y,

718, QEAQS), “ARHE 4w BEA AARAY Be #A A
Al el ohe) A AL E A, 11(3), 1-21.

A%35(2008), “nA e FFBFel Aulz AAeEH FAAY AFHEe] WA o
@) o Fleta Mot R

AN, A1), “EEH g mEE ge] W Re selizde] g
g mem gHozAde Ynde ¥ aEddasd: A4 2 44,
17(1), 87-101.

AR, A%, TARQ6), AERY AN AFAD sulAREd B AP
st 7h A #el kel A, 24(6), 47-60.

A572000), “Bu) AR FEAGTA ] Ao U@ A, 244904 4 *
ANBF WA G Aol wpaers =

e, ol AA2002), “nAte] BA) AL WAL JFHE BILY S, B

= o] 783 A7 26(11), 1570-1581.

A%E, 3%, AEHQ003), “T@AE a0 QlF Aulsacle] #A A ¥ Aol g
ool HAE Fapel e A whrY Bt T, 12, 1-23
A Q007), “FEeke Auls FAo] AuA AulEe vAE A A%

_56_



==
™~ N
" X0 o T
o Hr o Ho = W ,
O O = £ E F
— B - - T
X 7° \.Fo Jl Aﬁ %L S \_Iryl _!L
4 = N o . i " N i e 1
X_l 0 OL _!L = —_ _XL X
5 X w9 i 5 = x ®E
— =y ) 0 o) —_
S poo% = M < N WG
i ~ = X o o S B M 3 &
= = ¥ = = e § e ¥ -
e g ' _ 1H i r- ol _ © G 3 5 A
= 5 Az B .8 -~ = — W
ey A il 70 s T . ] L R o g o = o "
g N il ™ o 0 5 7! i w1 w H & 2
S o X - % o I Y G - Mo 2T . o o
Lo — 0 AR alg | X0 IS — M oo = o
N ° i 70 ) T o) i_ﬂ,&& 2 O
r 5 e o F O R ® b = . i o B
= T GO T B 5% W O o R v o 2 N =
op <P W h o M ) %0 r % e M.M I % -
. ~ < o) i
e =3 7 =r ) N o o P T " = e e
o = MR ) - % S kBT
ol e o= ) Moo 0 =~ HoN Ho =K © =0
P T w LT pos ] a0 e xE T ® o
I 4@@% — i3 i R WD ) o
RLon X %mﬂo_o,/xEo < N B oo B oA o
%7Aﬁﬂi_%9 5 " Mo ° s N g M N . -
o or T oL o B oo wm w° x° oo L & M G wf T
. fi —_— ! — S ol
MR ™ a oo b 5 o = e W wf ~ X g0 o o JWL o mm o
i_@waﬁﬂ} o 0 E Lk T g o e .
a o < ox o® U ) ™ o = oF B = 3 o o
I “oL do T W T e wa u]L i " e o o _mmﬂ " A]ﬁ T ) = %o Wr
wm,‘zwuiﬂm%wo_@ 7 J}QH%Q%%”LQ@Q
T 2 . oo . 41 Mo I oI . o) < ar M o S G =
uo%mmmy‘ ; 5 u5ﬁoﬂﬂﬂ o o 2ur
ﬂﬂojow9i),§ =~ 1 LﬂLﬂi}1 G =
w@;ﬁmammooo m,u,.“m%zfzﬂcﬂoAﬂ%ﬁwa
B4 Mo(?%MOlD%), ‘W“ﬂmzmﬁ%@ﬂ,/x?
2y Oy 3 <Hmomi_%m@éi5“ A
An o) 7o 82 8% 2 N 8 = =2 o Mo 2 o
..I — ‘.__HO —_— jil ~ — N2 ~ = D~ - —_ ﬂwﬂv ﬂ_rm 3 L LO* leL
[ o =t o ﬁ_il z 1 o_.e S -] Zﬁ — Py P 2 jo
= - <0 . ) = S = = B ~ PR w
m A <© s ES S 8§48 = S ® S - X
e G w So & w8 S
i N = No Mo e S = 2 M
AR o e " = F o
< i o R
< o &
o

- 57 -

o1 9IA (2001), “R. M. H
- M. Hare2} H|¥



g
o el b

[e}

]

hyz

oA aulA B

3] X], 6(1), 19-42

&
5)

R

Hw
»

o] A

k)

3 o

P T
Gl M&M it
[nre] ~ ‘Iﬂ >£ N
N o ol In ’
— N ~
g M M o w e a.ﬁ = T
)] ﬂ o
= N Y BN o W i
% X T o 5oon i W [T
S m e o
_ W = S B = X
ik il CR o mj mm ww S mwm = oF g il J% B
o~ ol hal
mno ,.FiLi_ﬂo o8 X wi i ﬂSu i W
= ~ . Mﬂ 0 N ZT _,_/ =
- o ~ ~ Lf 3 — Ny O_ Exﬁ — o ™
= 1 I ~ TR -, Ao I Y
ot 5o < X X = 5 = b RN I ™
Mol i = & m = = { = Mo R do & o o o
X do X A Hrm —_ S = W ma o = = =
o) L.‘_ E ) = X T~ o Gl . - e ol
o mﬂy1% sy S o o
mi T woe B ﬂm 5 o o 70 do o K o
= Ee ﬁé ol = o 0 73 " %Ey - o ) o =
U == P aoal%%ﬂx T wIn P
gl yy Mo - e X = & T N Nd I o h) s
o} it 5 = T Ho e | X B =B X
g T wa”mw TIomz T = TEe i i
QO = -] F X0 =0 I o
Sl urammfﬂ ﬂﬂﬂﬁwrmlmﬁ = %aL]mL 3o
S B ﬁr. & 2 5 o A m.rﬁ M. (2 v T = £3 oo
M 0 M ~ 70 = = o § o B o ¢ = )
o = A nr o M o T Hoos A = AR ] =
W5 X 4 o Ho = Mo Ao o wm :_L X s ~
W o = zm o B = A e N o ® ~ A
&m - d T e N q T2 ¥ X il B o 4 N
9 =R o 0 N = W = M - o = X 3 #
o R —_ oF) RN — N T X = B e 3 e
U o iy 1_,m o N x N N h M B = Hyl X . TR
N,.Aﬁ - _E o m R ™ % S “ﬂ E S o 5 o JI &a 5 il
2 = ‘w‘wﬂhlwﬂ,ﬂmwa% =5 T 2%
. Py M M —~ ' 0
ﬂmh%7 ,‘h%%ﬁo%gun = o ézﬂ MMﬂm
o(ui_mﬁn),%lwl%%mﬂozﬂmr. u:uog uiﬂ
¥ @@%%él&. Wﬂuv.&ooom w U %Nrwm.
« B S 2 W DB X R ) 4 ° x @ il
5 ﬂ(%& i ?No),c .1@% G ?
0 el 5~ © Mo Rl = = o> [ T = = o o M
ey & ,Hf%zﬂ%%‘qownuu o Aoy T
= o0 = O Ho e R < =i X ‘% = B
o ok = ' o P o of = ] —
] _— Jl (@) HT - | ~ > ‘ﬂ ~
o oF < R S W ) g P ®m
o ,OW = xNH SN 3 £y ml
0 s ~ N Bo [} HT % PR
0 o < = M8 - 8 o+
o e 80 = ™ X o
©or © =
) X N
o i
3

- 58 -



B, o158, AAF08), “AFY vholg daEge] Mus gEgHe] 17
pggsewe v 98 AP, 172), 577

AP, AA%199), “aFE7)] B2 Ay gBe] wd dyiuAEe 57
B ool me] vt Gak Qi aboisha Al ehe] e

2H7007), “WEA Arje] Aulabye] BE suae] Bl a7 HTEB

oS A ALE 9] i

A5, FHEQ00), “GHl A7t AAsE Ba o FanAe) BoEY: SYET
e B #AAWR) fEAT, 4(3), 66-86.

AAZ(1998), O FAES) Auz FA] B A7 FGU R A A R,

HA4R2000), “FTA AL g FIRGR FBY-

HAH @007, * Tel7], o ek ol WAt FRQAF @G,
43(1), 45-60.

FEEE005), ‘N B AAGFFR VA= 9F) JRSHIAT, 10,
251-263

A3 AR APl Abet Pl we] mH = G g

=
w4 A d7-53] sHuE sy FrEe] Mulas s

Damon. W. (1997), “The Moral Child: Nurturing Children’s Natural Moral
Growth (ebs=mEada ddus),” £ (9), A& &5AF 39-40.
Goleman D.(1996), “Emotional Intelligence (A A5 AA),” Fef3.(Y), A& ¥

A sigtol, 27.
Kalat. J. W. & Shiota. M. N.(2007), “Emotion Psychology (HA142]8h)” wl7d%t
(), A& AlvkZ e 2, 294-298.

<79 EE>
Bateson, John E. G.(1985), “Self-Service Consumer: An Exploratory Study,”

Journal of Retailing, 61(Fall), 49-76.
Batson, C. D., K. OQuin, J. Fultz, M. Vanderplas & A. Isen.(1983),

_59_



“Self-Reported Distress and Empathy and Egoistic versus Altruistic
Motivation for Helping,” Journal of Personality and Social Psychology,
451 706-718.

Bettencourt, L. A.(1997), “Customer Voluntary Performance: Customer and
Partner in Service Delivery,” Journal of Retailing, 73(3), 383-406.

Bitner, M. J. Booms, B. H., & Mohr, L. A.(1994), “Critical Service Encounter,
The Employee’s Viewpoint,” Journal of Marketing, 58, 95-106.

Chervonnaya. Oxana(2003), “Customer Role and Skill Trajectories in Service,”
International Journal of Service Industry Management, 14(3),347-363

Coulter, S., & Coulter, A.(2002). “Determinant of Trust in a Service Provider:
The Moderating Role Length of Relationship,” Journal of Service
Marketing, 16(1), 35-50.

Dunlop, Patrick & Kibeom Lee(2004), “Workplace Deviance, Organizational
Citizenship Behavior, and Business Unit Performance: The Bad Appled
Do Spoil the Whole Barrel” Journal of Organizational Behavior, 25,
67-80.

Ebejer, J. M. & Morden, M. J.(1988), “Paternalism in the Marketplace: Should a
Salesman be his Buyer's Keeper?,” Journal of Business Ethics, 7,
337-339.

Eroglu, Sevgin A., Karen A. Machleit & Lenita M. Davis(2001), “Atmospheric
Qualities of Online Retailing: A Pilot Study and Strategic Implications,”
Journal of Business Strategies, 13(1), 47-63

Fullerton, R. A. & Punj. G.(1993), “Repercussions of Promoting an Ideology of
Consumption: Consumer Misbehavior,” Journal of Business Research,
57(11), 1239-1249.

Fullerton, R. A. & Punj. G.(1997), “Can Consumer Misbehavior be Controlled? A
Critical Analysis of Two Major Control Techniques,” Advances in
Consumer Research, 24, 340-344.

Fullerton, R. A. & Punj. G.(2004), “Repercussions of Promoting an Ideology of
Consumption: Consumer Misbehavior,” Journal of Business Research,

57(11), 1239-1249.

_60_



Greene, J. & Haidt, J.(2002), “How (and where) Does Moral Judgment Work?,”
Trends in Cognitive Sciences, 6(12), 517-523.

Groth, Markus(2001), “Managing Service Delivery on the Internet: Facilitating
Customer’s Coproduction and Citizenship Behavior in  Service
Organization,” Doctorial Dissertation, The University of Arizona.

Haidt, J.(2003a), “The Moral Emotions. In R.J. Davidson, KR. Scherer, & HH.
Goldsmith(Eds.),” Handbook of Affective Sciences, Oxford, England:
Oxford University Press. 852-870.

Haidt, J.(2003b), “Elevation and The Positive Psyvchology of Morality,” In C.L.

M. Keyes & J.
Haidt, J. (2007). “The New Synthesis in Moral Psychology,” Science, 316(5827),
998-1002.

Harris, L. C. & Reynolds, K. L.(2003), “The Consequences of Dysfunctional
Customer Behavior,” Journal of Service Research, 6(2), 144-161.

Hoffman, K. D. & Bateson, J. E. G.(1997), Essential of Service Marketing, FW:
Dryden Press.

Hoffman, M. L.(1984), “Empathy, It's Limitation and Its Roleina Comprehensive
Moral Theory,” Chapl6 in Morality, Moral Behavior, and Moral
Development, W. M. Kurtines and ]J. L. Gewirtz.,, NewYork: Wiley.

Hogan, ]J., Robert Hogan & Catherine M. Busch(1984), “How to Measure Service
Orientation,” Journal of Applied Psychology, 69(January), 167-173.

Keh , Hean Tat & Chi wei Teo(2001), “Retail Customers as Partial Employees
in Service Provision: A Conceptual Framework,” International Journal of
Retail & Distribution Management, 29(8), 370-378.

Kim, Jae-Eun(2009), “The Influence of Moral Emotions in Young Adults’ Moral
Decision Making: A Cross—-Cultural Examination,” Doctorial Dissertation,
The University of Minnesota.

Kim, J., Cho, H. & Johnson, K. P.(2009), “Influence of Moral Affect, Judgement,
and Intensity on Decision Making Concerning Counterfeit, Gray-Market,
and Imitaiton Products,” Clothing and Textiles Research Journal, 27(3),
211-226.

_61_



Kohlberg, L.(1969), “Stage and Sequence: The Cognitive-developmental Approach
to Socialization,” In D. A. Goslin (Ed.), Handbook of Socialization Theory
and Research, Chicago: Rand McNally, 347-480.

Lickona, Thomas(2001), “What Is Good Character? And How Can We Develop
It in Moral Development,” Young Children, 40, 48-51.

Lovelock, C. H.(2001), “Services Marketing People, Technology, Strategy,” 4thed.,
Upper Saddle.

Lundeen. Howard K, Laurence C. Harmon & Kathleen M.
McKenna-Harmon(1995), “Service Recovery in Commercial Real Estate
Management,” Journal of Property Management, 60(3), 30-32.

Mascolo, M. F. & Fischer, K. W.(1995), “Developmental Transformations in
Appraisals for Pride, Shame and Guilt,” In J. Tangney & K. W.
Fischer(Eds.), Self-Conscious Emotions: The Psvchology of Shame, Guilt,
Embarrassment and Pride, NewYork: Guilford, 64-113.

McCullough, M. E., Kilpatrick, S. D., Emmons, R. A. & Larson. D. B.(2001), “Is
Gratitude a Moral Affect?” Psvchological Bulletin, 127(2), 249-266.
McCracken, Grant(1939), “Who is the Celebrity Endorse? Cultural Foundations of
the Endorsement Process,” Journal of Consumer Research, 16(Dec),

310-321.

Mehrabian A. & J. A. Russell(1974), An Approach to Environment Psychology,
Cambridge, MA'MIT press.

Mills, V. & Bonoma. T. V.(1979), Satisfaction: A Behavior Perspective on The
Consumer, NY: McGraw-Hall.

Monin, B., Pizarro, D. A., & Beer, J.(2007), “Deciding Versus Reacting:
Conceptions of Moral Judgment and the Reason-Affect Debate,” Review
of General Psychology, 11(2), 99-111.

Moores, T. T. & Chang, J. C.(2006), “Ethical Decision Marking in Software
Piracy: Initial Development and Test of a Four-Component Model,” MIS
Quarterly, 30(1), 167-180.

Nucci, L. & Turiel, E.(1978), “Social Interactions and the Development of Social
Concepts in Preschool Children.” Child Development, 49, 400-407.

_62_



Organ, Dennis W.(1988), Organizational Citizenship Behavior: The Good Soldier
Syndrome, Lexington, MA: Lexington Books.

Parker, Cathy & Philippa Ward(2000), “An Analysis of Role Adoption and
Scripts During Customer-to—-Customer Encounters,” European Journal of
Marketing, 34(3/4), 341-358.

Richins, L. Marsha(1983), “Negative Word-of-Mouth by Consumers: A Pilot
Study,” Journal of Marketing, 47, 63-78.

Price, L., Amould, E., & Deibles, S.(1995), “Consumers’ Emotional Response to
Service Encounters,” International Journal of Service Industry
Management, 6, 121-132.

Reynolds, K. L. & Harris, L. C.(2006), “Deviant Customer Behavior: An
Exploration of Frontline Employee Tactics,” Journal of Marketing Theory
and Practice, 14(2), 95-111.

Robinson, S. L. & Bennett, R. J.(1995), “A Typology of Deviant Workplace
Behaviors: A Multidimensional Scaling Study,” Academy of Management
Journal, 38(2), 555-572.

Roth, B. H.(1982), “Opportunism in Consumer Behavior,” Advances in Consumer
Research, 9, 132-135.

Sundaram, D. S. & Webster, C.(2000), “The Role of Nonverbal Communication
in Service Encounters,” Journal of Service Marketing, 14(5), 378-391.

Swan, John E., L, Fredrick Trawick & David W. Silva(1985), “How Industrial
Sales People Gain Customer Trust,” Industrial Marketing Management,
14(3), 203-211.

Tangney, J. P., Stuewig, ]J. & Mashek, D. J.(2007), “Moral Emotions, Moral
Behavior,” Annual Review of Psychology, 53, 345-372.

Tan, B.(2002), “Understanding Consumer Ethical Decision Making with Respect
to Purchase of Pirated Software,” Journal of Consumer Marketing, 19(2),
96-111.

Turiel, E.(1983), The Development of Social Knowledge, Morality and
Convention, London: University of Cambridge Press.

Watkins, P. C., Woodward, K., Stone, T. & Kolts. R. D.(2003), “Gratitude and

_63_



Happiness: The Development of a Measure of Gratitude and Its
Relationship with  Subjective  Well-being,” Social Behavior and
Personality, 31. 431-452.

Whalen, J., Pitts, R. E. & Wong, J. K.(1991), “Exploring the Structure of Ethical
Attributions as a Component of a Consumer Decision Model: The
Vicarious Versus Personal Perspective,” Journal of Business Ethics, 10,
285-293

Winsted, F.(1997). “The Service Experience in Two Cultures: A Behavioral
Perspective,” Journal of Retailing, 73(3), 337-359.

Winsted, F.(2000). “Service Behaviors that Lead to Satisfied Customers,”
European Journal of Marketing, 34(3/4), 399-417.

Yi, Youjac & Taeshik Gong(2008), “The effects of Customer Justice Perception
and Affect on Customer Citizenship Behavior and Customer Dysfunctional
Behavior,” Industrial Marketing Management, 37, 767-783.

Zemke, R. & Anderson, K.(1990), “Customers from Hell,” Training, (Feb.),
25-33.

_64_



NP EESY

H W7k

S

o
ol

e,

0.
H

1 A

[«]

Fol e

<]

W F=AA et
]

2010. 03.

il

°
pad

shi= 240l

5

of i

5}

ko)

od
ior

-

ol
oll
E|
ol

Tl
K

B
ol
30
RO

Sl Y

SALME

00
s}
0

<+
E

[ —
_—

RLN

o F ujAe] Hude] An] Ao

pol eropiiiiz

1.

-

[6)

A
TR
EEEREES

g gy

Al 7L 7

e

=)
[€]

. chenjialil985@hotmail.com
— 65 —

Tel: 062) 230-7271

e—mail




& A= A 349 oW AF WFL o g
O al(28e A%ste] 7

& e AL Aol g AF WAl dF AWAA AEI
Aste ALt ol A=stel FHA Q.

L AsHAA oF s S b F2el o] &% v AAJ U7

O 15 ol @ 1525 @ 35745 @ UHE-2714 ol @ 2701€-370¢
2. Ast7l A2 o F dufel A st E o F /3 shubrt ddste] FHA L.
O 9492 @ AA-2E @A/ FuA @ ARG O 7)EK )

3,919 oweld gus AEY UEA HASFEDE @ A s|Estel
FHA S

0 Ave e/l eweid 00nWEe] omwdle] waw
AU AES wolste woae AASAEA ARl Sy
FAA0

. OS2 ASHHAM 2Md SEGHY 002F HES T MHIAN 2@

AS2ALICH

A4 ] -§-

=3 = nE

o g4
13 YL AALE A3 |2 |®|® | 6|6 |®
2.8 o] F = AEskrh |2 |®|® | 6|6 |®
LA e AtEe arr AdsHl
ARy ole|o|e|oe|e|ae
H. e e} Adagle]l WA | O | @ | @ | @ | ® | ® | @
%%}ﬁ}%% ZHA ol F2 o dls] D ® 3 @ G ® @
T SN A% 4E0 | g | o o | e | 6|6 o

_66_



2
S

2

2

o

oo

©

to i | iy

=

—_
<
o

=

g

—
—
NE

e

o]

—_

32
5

—_—

tdo

flo|*

R

=)

—
Do
rk:_L,
=)
o
lo

rir

°

g |
Rl

o it
-

Y

m
s | R

o

—
w

o
e
flo

2
Rl

-

o
N
30

5

=)

)

R
!

@@@@@@S@E
©| ool
® | olole|le|e

@l e e e
QIO | |8 P

Il. A5kt

M 3o =4

o
A

N
2.

G425 0097 OfEC

ZHOH 2 Ol

R

i

q

)r
N
03

sl o] A2 s Eo]
ehar A zhgi

AL

Jo

o
o)
52 i

y

NE

i R
(o]

e

o]

AL W7t
AH) 2 3 E ol

o},

=
HOL_L,;
-7

l

gk

3

@2

Llox
i:or\r _|>V
NF

-

wj el An s 8ol
| &vbar Ay zbsiog

1| I

3

Ll

rir

e

o
N
roh

CHARCEECRES]
@l & |

@l e e |
@ e | e |

o 0097 WE

I

ZHOH & Ol
HSOl MAoH FAAL.

20t 2ok

L o




=M~
i

o

Y9}

< —

o |

[qN
N
EE -

BN

Ay

o

R

[aN

Al e}

Apee e

I

e}

s
el

A 7=

7.

ol

=

10.

gl
i

11.

)
—_
i)
et
T

14.

BN
n

o
2

15.

_68_



V. ABIHA %M S 009% UHE BURNN OHE BES SHAX
0E3 2xss R0l M3 FAAL.

A5l 5

Aoty agA e

o a9y
L Bl A 2ol el olelele|s]e]a
20h= oA TS HEE Wit olele|e|s|e|a
3rbt wulAe) ArsEs FAR, olele|e|s|e|a
4rbe B AUH HES dEuY. D 2|0 @ 6 6|0
sbe wuAe) 9rE welas olele|else|e|e
6.h Mol flel bATE TSk, olele|e|s|e|a
Tihs BuAdA 848 ST olele|else|e|e
Brb Bl Aol A e s olele|else|e|e
0.h Sl A FHAQ g sl olele|e|s|e|a
10.h #oEg a9l = 4Fe gean. |0 @ |0 |@ |66 |0
s e £ e olele|e|s]e|
12 weae Wl st ovlele|else]e]|e
1B #oEe) 35S cddskd =Y. | 0@ |0 |® 6|6 |0
AR R I P PIPY P PP
L TR P PP P
16t ®ige] arat AFE T 25 D |20 |@ 6|60

de weee] 98 o 44 AdT & dEs

AT vle|e e 6 e o
1811 B9 £4& aFsY e olele|e|s|e|a
AR LA LRI P PYPY P P
0075 el E5d ANLE ATAY o %
el ) sk, Sl il Nl el e

olele|e|s]e|a

2L Ars S

_69_




I pSgel

002|=

A

FH A

[¢]

0H, A

J1281 0t

gkl CHAl

D} ok

V.

bt
o R
= o

o

i

9]
984 3
o

1

or

A2,

o)

wn

@ 49

o
o}
B
o
o

——
o

T m
o N

grLICh.

At

!

nad

W=AA

ol

~J

=
o

ok

ol
0H
T

_70_



ME= 018 d=A

e 3]
—_ - :
Aﬁ = £
z < ® ;
e o @ g
I = R
= [T |2 |82
2 g il 2
- m ) =) %B
| | g
T O i - Z:
o= Ho z 3
g | X 0 <%
T - 2
< e Na! m
W £ g < m 8
S e |EEE | O
& g 2 E - i
TR - o2
& || E |2 E &
g 0
o m@ %.b ® 4 o .M
LOL wAﬁ % yQ ° g
) T2 E &
=z g9
o o 2
TN | < 5 EE £
B R | LER mm
dm S0 | 0= w | = E
R - R o
o | | mra ai
LOL ,mﬂo
T | |4 X i
Cal s 5
ol X zT B ET
A

_
ol

W ar K
K & Mo

__FE ow  ou
oF R0 U0

w4
=
[0 <0

m .
EIE]
KD
wem

w%ﬂ
MBS

_ =)
ol B/ <
=

o =0l

D hi
Lt ROR
“l__o_um._a
ﬁ&ggg
o'SalSor
oK™= 5 o7 O
ééai&

ar o Mix
RO
o ,O_ETAct
|m.1_|L|y+_o
" e
Rrolol -IMH

H RO J o
m 5 °
55
oo om
S o o
= . 00
T 2ong0
foar W0
WS oJ=H
ot =R

S M
et RO
fon =5 T
LV
mmmﬂ JoRrr ol
Rt
210400 |Dx
[S Uiyt Ol
o100 e ==
M O = g i O
ol gr 2L 0Tl
S 10 Z ir

ey S =
MoﬁwowWE
20 = i g P K

oSSR
W%XMEEE%
s_uﬂ%=aggﬁ
o o
Rl
m_uu_l_.NJIao_.oa __o;r_._:
R st
BrEssoHrs

F< O 5 60 35 100 /< O 75 OF KA W3 <] o)

— o o™

< o © N

6 &

2010

o

—he

K0
K0

E
ol

T
Kd

_71_



	제 1 장 서  론 
	제 1 절 문제의 제기 
	제 2 절 연구의 목적 
	제 3 절 연구방법 및 구성 

	제 2 장 이론적 배경  
	제 1 절 판매원 서비스속성 
	제 2 절 도덕적 판단 및 도덕적 감정 
	제 3 절 고객행동 

	제 3 장 연구모형 및 가설설정 
	제 1 절 연구모형 
	제 2 절 연구가설 및 설정 

	제 4 장 실증분석 
	제 1 절 표본의 선정 및 자료의 수집 
	제 2 절 변수의 조작적 정의 및 측정 
	제 3 절 측정변수의 신뢰성 및 타당성 검토 
	제 4 절 가설의 검증 및 논의 

	제 5 장  결 론 
	제 1 절 연구의 요약 및 시사점 
	제 2 절 연구의 한계점 및 장래연구과제 

	참 고 문 헌 
	설 문 지 


