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Abstract

This study empirically analyzes the relationship between the flexibility
component of service firms, organizational capability and service operation
performance. The first purpose of this study is to define the concept of service
flexibility and find a new dimension of service flexibility. Second, the factors
influencing service flexibility are categorized into service leadership capability,
service human resource management competency, and service process technical
support competency, focusing on organizational capability. Third, classify service
flexibility into service level flexibility, service human function flexibility, and
service process flexibility, and empirically analyzes the relationship with

operational performance. Lastly, it examines whether there are significant
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differences according to the characteristics of the service process in relation to
organizational capability, service flexibility, and operational performance. The
results of this study can suggest the following implications

Academically, First, Redefines the concept of service flexibility and draws out

the components to suggest a conceptual framework for flexibility in service
operation management. Second, Identify the relationship between service
flexibility components and service operation performance Third, Comprehensive
research model of organizational capability, service flexibility and operational
performance

Practically, First, Emphasizes the importance of service flexibility and enables
flexibility in measuring and classifying service firms. Second, Exploring the
Organizational Capability Management of Service Providers for Service Flexibility

and Operational Performance.

Keywords . Service Flexibility, Service level flexibility, Service Human

Function Flexibility, Service Process Flexibility
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Au)zakdo] AAo A A EE FTLEVF WE SR FUhska k. AR Ay
o] nlFo] Frkshe MM AAGASI 7 AN AMu] 274 B Alarer AAE
< SEs] 9% e Ay A E sUstal Ak 2 AAY] xSt el
wal A Fzgol FHstd AEFA =7 (Goods Dominant Logic)”} AH]|AFA =g
(Service Dominant Logic)® ¥ ejt}doe] AZEHAA 7|E Ae|27|g®a ol A
X719 %E AMuj2stE 3 A9 AlS ¥k tk(Vargo and Lusch, 2008).

Al 2=71de] diFste 719 F AdE BASR AT dHoR AgARA
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Aata Swets glol Jgel AASARRE 97 "5 ade] HAEAL,
2002).

AN el A0
A ol 4 gk AH At FA
SoSAY AN ool 40 QA Sl AR el ANsEAe B
Aok Ashgel wjdge] Vel Bh(A@S, 2017). B AFRE o Au)s

AUy W AnEel WE PR WANEE D gon AnE wksd

dE =9, 39 Aol B AvHA Fevd g Bad ¢ glong 7Y
ojolo FEFE WA MHU|AAAFOEN 7RIS Al H= Aolth. o] g AvEA
-&3t7] fste] AR A7|de FAdS Frete] Fa% TH x3E T F 9
th ojmAH| 20 A, aAFe F Qo °ﬂ frAstAl -gatA X A5 Ao A}
W72 okr] & 4 °1E}L oAl A afrddo] zh= o)olo F ool wig- Arta
st 4= 2dth(Jack and Power, 2004).

B gxpEo] Au|AaT|gelA FdAde] Faska Ry ook strh= Holl= e
kil 2l o1} (Daugherty and Pittman, 1995; Meuter et al., 2000), AJH]Z~-f-<34of
] W oo} Mol Yyl 9A &a, Au|AGAAde] Y A HEEHA

TEHol A Sth(Daniel, 2003). MH]=7]Fe] FAded #F APATFE AoE

H, AU A2FAd S A ddg e ddEvE 247 A A9 E, x}gm, A3k

AdH 2L MRAFE A7 FE ol FaL k. 1 Qe Au[2T|Yde] 1

A SR AASt 22 O wEAEe G (T3], ol E, 2019)8.%13 HH]&
1 Ak = lopAolals vl zk9le]

TS AMHladRd B AMH| AR F3eE Aty
° 3lE A7F F-Eo]th(Chebat and Kollias, 2000).
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A AE2AY g AT HBeglo® Au2r)g U e TR o) A

H27)g mAGYgon Golsta AA AuzeEy 4, 9z

Az 7)%A99Y 5

S s §94) THLAE EEeln FFAoR Auzslgel U 249
s

AU =Ry, Aulseggste] F714 BAE TFH I

2.1.1 949 Ho 2 S48 A&

FAAL QiAo ayHor AT = U= 7Ide THE 9 vdH(Gupta
and Goyal, 1989). 9L A o2 V[P E 8T & 84 B4 7HH
3l3l 9 th(Surarez et al., 1995; Sethi and Sethi, 1990). o]& 3t B2 o-&3}
7] el = Axfrddel dast Aol g¥istal el @ +7F B A A

o] Alstgol wel 719 A8 FRE 9 a7t F7kekar AtH(Surarez et al.,
1995; Sethi and Sethi, 1990; Zhang et al., 2003).

Aol ek ool APA7A ARFANES AXFALS AL AT
deto] g e mador Y ¢ e A%FeI™(Sethi and Sethi,
1990). 7191¢] 54 glo] B7e] Mate] Wgatr] A zAAN] 27
Holgkal & 4 ATH(D'Souaz and Williams, 2000).

ArelM = Axfrdde] LS FAFALS FAFALLZ o] d 8t
A5+ (Dixon, 1992)9} AxFAFE 9 z=
R Y FAAS AEska AFAEFALCd AE A 2 A FaAdS A
A7 (Qingyu et al.,2000)2F =] 4l Wehg o] sfo MB|Af{AA

Az fFAde AFATE 7o w o FFaAde] Al 7, v, 4 8
AEFA ] DS An|2v])gde ALste] MulAdaus faAA, AuasE

FAoR Wedst 244 4og AR JAsAt
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2.1.2 el $49A49 FAH_AE

AzfFAd T
Hog =o%" A
Wheelwright(1984)& &
oA FAlAl mAGQol o
I 3k o Garwin(1987)& A ZTp Ao A 4
olgta Fojct. FHY HHE FALL FFA T Uk
Aol g itk (Jack, 2000). A4 o= LA FEd
MU 25 QAR ®Wstel] oF] FREfAAde] AAEHW URAoR AuAF
AS55E, Aulx AA, FARst Fo] s wAA dnt

AR 2=719 - 1A tigk o]EXT Aol AujaFAe] A g 3k
n R QAR fFAde] wig- F
Al 2=719e] BAAE g A Azpdel ok Al 7118k
thal F7Fstel o™, Sanchez(2004)= XA Akdo] &85 A= AFsol|A o]t
FH = A UF A d-RHe] 7127 Hrkar skl

79k o] mEWH FZo] Hfstil e T8

ol BHA Wyl oy WA O R o] 8§ F
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AGES 7EFAA, deHdA, BAFIEES AAFFAT(Ngo and Loi, 2008;
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Ol=et

Y Aze] ARd @ejo] Wastin sl
Slack(1987) € AEFALE] WA Wgolehs F Fof wgelM $4 AERA
el Wt Akt A28 Wek AvE sbel #@ Aolgd AFRAY] W

g WAow A 23
Sethi(1990)& AF FALS F7e £Fo= @& 7Aoo 443 g&
A #AFE sHolgta Aojstgon AFE e n
A% Az Fhee Aol Solaittn st
Chen et al.,(1992)2 AEFFAZL NA U T2 AFE %3] W3l w=1 A
How vgar] 98 Ax Azge dgow elsidon Upon(1994) ¥ 4
g Al Qlo] AAF & e
Gupta and Somer(1996)2 AZEFAXY FF&

[e3]
BA
GAS AAEE THoE AHold 9tk Narashimhan and Das(2000)E A4S
7 B
Al

I
T

golseltt. fAE WMo
1

3] A AFRAYS Frelol ot FYSAC olF FHstol
e nAeTol Y] MR ANz FES ATHAL AuAY P
shot ge fAT AUELEAZY QP AuapEst fAYoR ol stus
t}

e A A A

2.2 AL/ MDA Y 2H 4G

ZAAFe 24 Adte] AYdTEHE AP Wt A& 48T F UEF
LRt 220 FA AR A2 Ve Fol 5ozl et & 4 Jrh(Dierickx
and Coo, 1989). XA AqHL XA ER XS 95l 2FAYS a8Foz &g
T UE ol AAR ] Hlste] Bl VIde BT 7 UL AMER THAE
Fzxed 5 dE A= BZHo|th(Barney, 1991; Collis, 1994). 22 gL 7]¢ o]
A&Hog AALNE fA3517] M A4Hoz Fas He 1 v)E A =
BZA2oF e . 5 Ak HFAlolm AA-AE AT F e VIgY #
A olgtax & = Qth(Teece et al., 1997). o]} o] Ao w-H3k 2

A4 F A= 2F AT 24734 (Resource based View)ell

l

=3
H 7ol AASAE D7) AdAE 220 Bt Aol
Awubrt ZFX7F dar Bakr] ol 9w ARkl o] 1o 3|4k A eF 22 gl ¢
3 A49ta 39t (Barney, 1991; Grant, 1991; Rumelt, 1991; Preteraf, 1993;
Admit and Schoemaker, 1993). °o]¢} 22 &g Hfe 7|FLdFS e 7|4

1=
Hla) dAe-9s A 5+ ey VI e dAse A adeld 719 W

6 M) A7 83| A m23H x1E 20224 032



2o Aol ds Vg HE ATt T ddeR HE Ao AdFEAEY
A o] T} (Wererfelt, 1984; Barney, 1991).

=, 7199 3 H 9 F-Ad 8l HFete] A 7
gt RS HAg AdEAClEE Vel A U= SFe WF A v
G mE&HoR &gate hol wmek 719 AAYe] AFEnte Ao ti(FE-H
A%, 2009).
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Al =z A o] AAE S Fasheh(Fan ol 8], 2021). AEY S A, T,
FEY ZRAZNA FUH, AE AL BT Aske EFo| AHOE
o= Whule] Mulagle @e Aol T AhoH A Bk FA6] o]FolA
OB AR ANSTEASE Ause] Auseq Yuddd odee I
Babaa @b B ATAE AR JEEgel AusZeAs wete 59
GRe Fm ANH AuliAY TEA2Y AN W A APH GFS FE
AoE wastm M szease EA9S 2HgFoR Pl s

A2, Covid-19sF 2 2 Wiz P 37 fuAn 2 nrks vhue A
ANz AAS AEshe FAelth £ ngdel Wi, A0 g B, A4
o olg MuAEQ WA WA B3} 2 olfE AUEPHAM &AL A
27190 Fad axst 9 o

oS Le AEW FurlEe] WAL Aus AFHYY B Fio] AF
A Zodsel WskE 2o v

Azl e AuATEA2E FA717) 9% 24300 AEd A9 o)
Ceqpsiolo} ST, AN AR RN E2AZL Gnh) mEAeln A A ael
mARSo] et s MulsF o] AYH 7] uEelrh(e] £, 2016)

2.4 MAl& 94

7199 T4 BAe ARE st o= Adolvk. AASAHLS VI dAs A
THoR FYP3eE BAY T Toedelw Ve RE FAlY 7|Fe] "o
(Berliner and Brimson, 1988). 7|g°] A¥3at7] 9side 553 A4 43 4
of tf-&st7]l 918t 7Igdel Mg Aol A AF-A, v AFA A3 SHAF0]
Jostrh dEedor Auaes g84 9 AMAES Fete Flo] oy e 1
FH = 2 oolfr= MMz 54 FEA, A, aveh ALke] nlEgd Fol
AIE A sh7] wiEolvh(hA g, 2001).

71904 @A H}E e DA EojoF st AR X8 A} VwaATt A7)
H ARladyAcls T8 AT g8d FS VIdE ¢ den ddesE

E8 AT as&Aol A" 4 At (Weow and Sen, 2003). Kaplan and
Norton(1992)& AF-AH /M AT AysE 183 YA F(BSC)E A 8A =T
Hl A2 Agatel= a7 vk 8l F]id ’“747} ﬁaﬂ‘ﬂ 2T Kaplan and
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2 Aol
[H2-2] Aujadddae Bedse Ausddrls fade B(+) JF& 1
2 Aol

[H2-3] A¥2Q429 BPGge Au2pEs 46 A(+)9) dTL #2
Aolth.

[H3-1] A¥laTzis 7eA9d9%e Avarade 4244 ()9 9%
g Hd Ao,

[H3-2] AulaZ2ds AeAddse Auaddrls fado B+ I
2 ma Roly.

[H3-3] A¥AZ2As 7&A49Fe Au2A8s 43460 A(H)Y gL
md Aolc,

St A A B AT F Be gee 2
A4 710 ATA Aol Ba ATSolth B ATl AxFAA
QN ol BHAFE ATAT FA JFe AT AAHE AN
(Swamldass and Newell, 1987; Tannous, 1996, Vikely et al., 1 =)
, 2011).
FAHow A4 AU% Avete] PR AT ANE AW 4AGH A4
yeto] #AS] Z7]AFE & 4 9= Swamidass and Newell(1987)2 A1A|%F

As EESTE 79 AT HoAE RS TSN e EHAAe] Fobd
TE 7199 AFAEAHRE FHA7IE S Bt (Tannous, 1996).

S Zhang et al(2003)2] AFolA e EFFARY £F o= 449 At
fragdel 7199l AT AR oyt n AL fojgt FEFS A= AS
AF389 o™ Fantasy et al(2009)2 FAde] 7199 AF-A Adyet gio] ARk
%, ZEEe] 95 22 uAn ddE el #AVE daS W d-x9n
HAaE msfAde] 7o A TAHAA dFEs vk AL fopRt 9
A FofellA AiHow Eds] dE o] gtom(LFAE 2010, 2012), 1A A
2 7S HARS Fote] AT 9 AT EA AT 2 29 4HE =4 3
on o5 y|Wto R FFHoR MAZZ A 20 AZF @F W Afae] Az e 7]
o s d& 4 ¢)th(Fraser and Hvolby, 2010). o]Ate] &< =3ate] Au]~
fradol Aujagd el FAA TS v H e sHgeta ted 22 vpA
< ARt
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$HA ATEARY 54

SHAY A WA 41.1%, A4 62.9%= Ao tha 2 AoE YERon
AHE 30H(53.2%), 40tH(17.6%), 20tH(16.6%), 50t ©](9.8%) o & }EF
St e = 2 A (17.1%), WSAH=(16.1%), v& 2 HAA(10.2%),
a9 SAHEA9.8%, FF L 5H4.9%)2 YElRT npxge g A%v]7he)
AR 1009 "RH(37.6%)2 7MY =& A2 Yelgon o] U&S A
b <3 2>¢F )

78 P W= H £ (%)
A A 152 41.1
o] 4 258 62.9
20tH 68 16.6
30tH 218 53.2
A= 40tH 72 17.6
50tH 40 9.8
609 ©]/ 12 2.9
Tl 2 A 70 17.1
S 2l SAHY 40 9.8
43 9 54 20 4.9
AE 7 2 n¥d 42 10.2
W AH Y 66 16.1
ur B AZEAY 54 13.2
7)€} 118 28.8
1007 mjwk 154 37.6
PR 1009 o] ~ 3009 myt 74 18.1
2955 3007 °1 ~ 5007 gt 44 10.7
5007 °]’ ~ 10009 =% 42 10.2
10009 o]/ 96 23.4
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FEEshE eQ1REH(=0.5)7 SMC(=0.4)8 HE
133, Au)| QA 7% §AA 1523, A
s AA SR

4 ?_ﬂg XJ%L

F

A
= 45’__?‘5]-

mlo

=]

fr
||\
>4

(Bagozzi & Yi, 1988; Bollen, 1989). o]% & F3gut
T2 AZ3 Ay, CMIN/Af=1.713(<3), RMR=0.059(
NFI=0.909(=0.9), CFI=0.929(=0.9)% YEel} A5 7FEAE FF88v. v
o2 MEAFHE(CR)} HHEEAFEAS(AVE)E AEete ATetdA s et
Ae HESGQGU<®E 3>, CR#ES 7IEA+= 0.7 o)dold, & AftoA] AFEd 4
M CREE 0.809~0.894= YEIRTE AVEZES 0.5 o4t gtoe= vefof &t
=4 0.513~0.6402.2 VeI 7|EAE FF59 JFTEITA S TR tH(Bagozzi
& i, 1988) WEHEEA S FANEE AVE Alw 3 g zhe] Al w v
B HATeila, <x® 4>9F o] FANEE AVE Ayl AR AA
E}Lt %‘QE}%’\JE g1 3 tH(Fornell & Larcker, 1981). mFx]9to 2 Cronbach’s
a Al =S T3 AEA A5 Ay, <iE 3>oA By vkl 2ol 0.706~0.899%
+3 0.7% A3ste Aoz 35 At Nunnally, 1978).

o
% Wy
<

0.08), GFI=0.929(=0.9),

£t

= 5 EF3 CR AVE alpha
T4 S35 Q=T | (20.7) (>0.5) (>0.7)
- SL 1 0.863
AH| = SL 2 0.75
g SL 3 057 0.812 0.524 0.798
SL 4 0.714
EM 1 0.714
| ormare EM 2 0.735
Hj]j :]1;22 EM 3 0.804 0.842 0.516 0.877
- e EM 4 0.761
9= EM 5 0.749
™ 1 0.798
L2A = EM 2 0.824
714 EM 3 0.771 0.884 0.626 0.889
A g A= EM 4 0.809
EM 5 0.732
A H] 2 AH] 2= DF 1 0.646
aaxn | sags DF 2 0.520 0.836 0.513 0.773
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DF 3 0.509
a4 DF 4 0.670
DF 5 0.840
] 2 EF 1 0.579
EF 2 0.731
o] A =
Lol;o 5F 3 0.546 0.809 0.519 0.706
Tte EF 5 0.745
A H] 2 IF 1 0.786
e IF 2 0.767 0.812 0.596 0.742
g IF 3 0.547
OP 1 0.838
OP 2 0.802
SR Ea - R 0.874 0.640 0.820
OP 3 0.669
OP 4 0.584

CMIN/df=1.796, RMR=.026, GF1=.901, NFI=.909, CFI=0.957, TLI=.947, RMSEA=.055

<E 4> wEEgy 24 4w

1 2 3 4 5 6 7
LAH 22 HAY A% (0.723)
2.9A8XA#E AqF 0.499 | (0.718)
3.Z2AX Vg A% 0.438 0.559 | (0.792)

4R E=F2 8 94 0.190 0.434 0.415 | (0.716)
540 =15 7)%5 /A4 0.354 0.503 0.443 0.361 (0.72)
6.4 2B 5 A4 0.362 0.561 0.529 0.421 0.503 | (0.772)
TAN 2298 0.035 0.194 0.245 0.271 0.194 0.280 (0.8)
Note : () QFe] #& AVES] A<, #x p<0.01

4.3 7t 243

SARY B4 T8 gAY AgES AYE ¢ SA-eR HES A5
Al 2R B4S T8 F2RY gA] SARYY s B A7
=5 WA Avretol drh(9-Fd, 2012). TEEF Y] H¥EE CMIN/Af=1.713(=
3), RMR=0.028(=0.08), GFI=0.902(>0.9), RMSEA=0.052(=<0.08), NFI=0.911
(=0.9), TLI=0.952(=0.9), CFI=0.960(=0.9)% 7|+X& F%F3ta e o=

a2 74

FlEA. vgew PR nE AR 2y 1270(AF7
< 11707F Agsa 1707F 71 4= v <& 5>,

—
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<# 5> A A% a9

74 Standard
' = ; t o | 2%
Estimate(B)
H1-1 AH| =2 T A AB|AF oS
oz ” P 0.247 3.122 | 0.039 | A
A =24 REIEXIEHES
H1=2 . - s 0.201 2.394 | 0003 | A4
Hi—g | AMeEEA o Al
oz P 0.210 2.314 | 0.041 | A4
qo—p | JiMledsm o Anasads 0 _
29 g sy .358 4.473 otk AN el
MBS AHH2QH 7%
H2=2 | 1a agaz iy 0.243 1.968 | 049 | Ad
H2—3 S LIE=NE AW 271 3
A4 padE P 0.264 3217 | 0.001 | A
H3—1 AE|AZ Z A& REE-R Y
AeReaE NP 0.596 5.200 ok e
| AnEZEAL A 2037
H3=21 Sizxaas P 0.230 2547 | 0011 | A4
| AnzZEA AH| 278 8
H3-3 71&xQdd - PRSPy 0.181 3.033 0.002 =
A= a T
e R L i 0.177 3.286 | 0.001 | A=
X H] 201 A
HA=21 ooy A B 22803 2 7} 0.52 0.633 | 0527 | 717
/‘131*711%5}
H4-3 ppes SEIESCE: Sk 0.699 4.332 eex | A

Note @ =#x* p<0.001

?iﬂ@Oi AR, Aul =2y A g% Au|2=fA4 ko] BAE A A, A
278 s T8 (B=0.247, t=3.122), AR =475 FA8(8=0.201, t=2.394),
AUl 2fE 3 F9A4(B=0.210, t=2.314)& AR {93 Aoz el 714
1-1, 1-2, 1-3= A=A}, —-E—AXH Au| XA Ty Iy AR AFdAA 19
WS Ao E A3, AujaFod3 94 (B=0.358, t=4.473), AU =14 75
A (B=0.243 t=1.968), MU=/ E3} FAAH(B=0.264, t=3.217) SEAHo =
ol o yeht 7P 2—-1, 2—-2, 2-3% AYHAGY. AA, AU AZEZAA )4
ALAZFT Mu=FAd o] BAE AHE Ay, AuasadEs 9408
=0.596, t=0.520), ABI2=RNA 7|5 FA4(B3=0.230, t=2.547), AH]=70Est {4
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