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Abstract

The purpose of this study was to investigate the relationship between
workplace bullying, perceived service legitimacy, collectivistic orientation and
customer orientation in medical service context. We check the process in which
bullying in the workplace leads to customer—orientation also perceived service
legitimacy mediate between workplace Dbullying and customer orientation.

Specially examined the moderate effect of collectivistic orientation on the
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workplace bullying and service legitimacy relationship. Finally we conducted
moderated mediation test(conditionally indirect effect). Workplace bullying was
divided into individual—related, work—related and threat, which were gathered
overall impact of workplace bullying. We set the direct effect, mediated effect,
moderate effect, and moderated mediation effect hypotheses. To test hypotheses,
total of 243 questionnaires are used for final analysis. To overcome the common
method problems, 2™ time collect questionnaires with time lag of three months.
The this study results are as follows. First, workplace bullying decreased
perceived service legitimacy. Second, perceived service legitimacy was increased
customer orientation. Third, perceived service legitimacy mediate the relationship
between workplace bullying and customer orientation. Fourth, collectivistic
orientation moderated workplace bullying on perceived service legitimacy. Finally,
moderated mediation effect(conditional indirect effect) of perceived service
legitimacy are supported. We found that workplace bullying are determinants of
customer orientation and perceived service legitimacy as a mediator role of those
of relationships. Like ‘Tae—Um’, in the media at hospitals providing medical
services, bullying in the workplace have negative impact, especially reducing the

perceived legitimacy of services, which in turn customer orientation decreased.

Keywords : Workplace Bullying, Service Legitimacy, Collectivistic Orientation,
Customer Orientation
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A T4 24.7%, S 8T 20.8%, AFAA A ] 16.1% T vhgFe A%
W F53el dvkar vrebstth

Al st AT AL wkdgk Zlo® B 4 9t

2 oATeE 39, 9 oF T AMa A eA AR 53] e TS
EdZ(0u A, 2019; o], &84, 2017) F W HF3o] Aux Hoke] T2 )
Jol uAA A v JEgHS Adunuz 3t 53 98 MH|AZ AFse
B 27S FAEU o5 Ay Ao T8 FAE T 14 =, dAEY M
DAHA FEAEsts UABAES ddeR A% Ul IFgel aAX I vH=
AFHe gt FA ¥ Wehs A AF Rz ST

DeArEY] AR Wl A57 HAe dEC] AV 2 wWzkA Hethe ord Ee
olgt= JIH R o7t AA AVEHAT. HT AsAES YR T o &
ATFAHREAAME Al 5T FAAA dFEE ANt d=d ke An] 2~
o] (o], AY 3], 2018), F&(HAMe], &3], 2020), AAIE=(AF3], Fd<,
g 3], 2017), 2AEQT o) Hfm(HdY, 748, 718, 2018) ¥rF ofy e 2}
A7 (F gk, shg 8], 2019) Sl FFE o] vEpdThal AA = AT

71 U A W 5o e AFES 4F, 24 FwelA FFEAH $A
W Fas dARE EA45 k. AA, EAES gdeR 3 AFE FE 9=
AMu 2~ Zo] WG EPA R Au| e digk MEr Fo] FEs] W EHAT B
ofgtie= Bolth. =4, A4 U HAFFe| owd HAFS S AR olofA=AE
Hup W] A EA] Raal vk etk 53] A o A5 dFdFHo] oy
gk W st A FUF e AAEEAE s e =EE 553 Holt

2 oATE olge dAME S5 A A Wl 5ol AdHsE dAe 1
MA G o2 olofA = HAGS AH 2~ A 2o wirlE F8) Astazr s
434 (legitimacy) & Ao &3 ZAFAE] AA = FHel oste] 5A
gwo] AAATE= Aol 91 (Yoon & Thye, 2000)2 ztal it} 3 A3z o=
FAE AT 7FH a2 Ad o AA A oAH FAe] dEo] nigE sHA
U B Adsiths S 9 n @tk (Suchman, 1995).
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2 AFA 2 Ao BaEd gg 3 e B AFE A5S Sl g4 a<d
B2 A} Cronbach’ agt, $AAIZ=(CR: composite reliability), ZFHEAS=ZZk
(AVE: averaged variance extracted)S 13}t ok HHETEE HAS AT
B, A Ade <3 2> AAEIT WA SARY A%E o HdE
TatAth SHRY AFE ke ogl A® (GFI, NFIL, CFI, NNFI )& %
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£ 7 =
& Fold & ud. dubH o= Q score(y/AFES HE)E 2-39 #S BY A
T oES e AR vlwel Ak o9 AR GFL & 52 901 W EE A
gz B S o9a 8 ArW AT 2Fo|th. RMSEAE 089|387t 2w 7]Fo)
H v} (Hair, Black, Babin, Anderson & Tatham, 2006). & o] 7] So wa}l o
A% o] Wiyl Uehd £ glom g RMSEAS NNFI 18]i CFI @S A9u:E
Aol A H3iri= Eﬂu(zooou TS st ol & gelskqlt.

F44 QQlRA A= 2=1495.12(d~553)% Q scorex 2.70, RMSEA=.083,

CFI=.95, NNFI=.94= L}E}u@ AT gk Auja~ AYgA oA 17 E3HLEG3)
< At FA g Ayjoltt, kA A QiAo oA A U ¥F3ES 37
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A, = A/AIAA S

o ATFAQEANA 153
< 7hshe AorlE AR AFTE Gk ZATAALE dFAAE 72 FFEd
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A dolA BF 72
COz. @A/EA AZe Awel /Fedt A
Ih= 78
o7 | CO3. A3 71 FQ HUb o B AL
. e ke ohE e A 82 | .870 | .887 | .614
A | Fela g
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TE 7IEEARS Ht, TEAA 2ga W 3 A 23 <i 3>
e Atk WA ZlsE AR dolA Baatd 5dlAk s AdEded A%
W #F5Ae 1.71605 Ve AelA~ AdA QA4S 3.526, 99+ 3.684,
T3 AR AL 35925 Holal AU}

HMese] AddAd A¥3es ARy A U 5 Aua g Q1
(r=—.124, p<.05), A5 (r=—.237, p<.001), LAAZFA(;=—.152, p<.05)
(=)o AHABAAZE FofmstA Ve ATk Au s AGA QA JaFo
(r=.215, p<.01), IAXEFAF(r=.443, p<.001)Z} H(+) F#AAAZ} Fou|sHA]
ety o FJaFoe] A AR (=216, p<.01)¥} AH(+) FHaA
7F el sk Al e AL LAt
<% 3> 7|=EAE 2 daaA

S 1 2 3 4 5 6 7 8

1. 44 -

2. +5AF —.043 -

3. AERT .001 578" | —

4. 84 —-131" | .051 —001 -

5. 2 U 23 —038 | —056 .007 026 .862
6. ARl A7 Q14 | .028 186" | 044 118 —124 | 907
7. T —127 | .108 —.052 042 -237% | 2157 742
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