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Abstract

This study aimed to conduct an empirical analysis of the relationship between
customer misconduct experienced by members of service organizations and their
intention to leave, service sabotage, and service innovation behavior, as well as
the moderating effects of organizational support perception, person—job fit, and
person—organization fit. The study verified the hypotheses through confirmatory
factor analysis, descriptive statistics, correlation analysis, and regression analysis
using survey results from members of representative cultural service spaces in
Korea. The results revealed that experiencing customer misconduct increases
employees' turnover intentions and service sabotage while decreasing service
innovation behavior. The moderating effects did not regulate the relationship
between the independent variables and turnover intentions; however, when the
moderating effect level was high, it weakened the effect on service sabotage,

and when it was low, it significantly influenced service innovation behavior.
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Sabotage, Organization Support Proception, Personal—Organisation Fit
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3.3.7 AA-AFHIA

Ml —ARASA] My =4 T Lauver and Kristof— Brown(2001)3 @Aut
A3 AAF(2017)9] AFEA ATl AFEHE FES FaE 2 AT BHA 4
Betato] 4718 ¥ ow el

.

d + Lauver and Kristof(2001)3 AYA 3} A48
A Ao AFgHE £S FuE B Ao " 4 Heste] 5

2 AFE Ad AFE v o® 20244 59 23UFH 6¥€ 149704 A
=3 FHTSTES, FHFFY] aAAE A FALS ggeR 28] AERAE
AAEAT =HE 108%e S AH F. BN S@Hog Fgo] oy I
H& 3w AaE ALsta F 105 59 ARE B4 AFEsiglon, B AT
o] xE EAMLE <F 2>9 )
<3 2> ®ES 54
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HAS AL AXA S 6 5.7
A= 20~29A 33 31.4
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40~494] 24 22.9
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o1 71EF MM~ 9F 1 1.0
0 e ] < ¥ 90 85.7
ul &y 8 7.6

1d mgk 24 22.9

3 mwk 29 27.6

g 5 H g 19 18.1
103wk 15 14.3

10 o4 18 17.1

A4 95 90.5

A5 AdHHA (Y A) 5 4.8
7|EF &84 5 4.8

1.2 891H QEA

2 AN F grol FAMNAE EdetAl Adst=AE Flstr] 9l
Amos 21.0& &83to] &3 Q2<d%EA (Confirmatory Factor Analysis)S A 835}
o 1A 8RIEA e FERUAA BYS &8sty JdEY 74 B3 E(Construct
Validity) & AZ3sHE WHolth(Hu and Bentler, 1999). <14 Q<1412 Jfol A3
EAFH ARreE D8t ATAEC] FHIE Byl FHT A5Y EAS dvt
oz wkgeteA] yetdth R AP RS YElE A gdsiAR ols F
A AFE 21 TLI(Tucker—Lewis Index), CFI(Comparative Fit Index),
SRMR(Standardized Root Mean Square Residual)e] o] = 7|e} B & Wi+
strw wEol ARAE B AdsA vetdivia & 4 dvk(Hair et al., 2010).
TAH o2 TLI® CFIE 0.9 o]A4d u] 3 2&, SRMR< 0.08 w]wd 4
@ =Y, 0.10 vrtd w FEd Rgolztal wdth(Hair et al, 2010; Hu and
Bentler, 1999).

Holjle] =2 1 A3
A Ad & A7 A
2 oA AASE HIw Fo V) FS »
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o
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x2 df ) TLI CFI RMR
175.564 69 .000 912 .942 .038

)

e A% ey e Uzﬂ Qi el gAse AB Mns
g Helw 7 acle] AVE gtol slg a9l3 thE gl 7k AuAs
FART Aok Ak =, AT a9l Uelqe] Axao] B gl 7 ARt o
7 =

2,

Stk <E 4>9] ¥4 A, w

’

3 ek
Q9904 FE AVE gel BRAG dun} e ASE ekl weld 2 e
1=

A W EBgEsE Sel SuEita wust, veb] B A7t Age
54 BTES BAM0E BYsgor, FUBgEd ¥ BYE BF dud R
oz PEHAL.

<3k 4> ¥¥ I 24 43

=

LR 1 2 3 4 5 6 7
1. EF) 5 .753
2.2 2 XYl 4] 176 .913
3N -2 T3 171 706 7178
47N -4 A3 .225 601 745 .864
5.013 o] = .306 569 569 514 .845
6. 41| 22 ALRLEFE 425 .346 433 520 462 .901
74982~ FAlgF .288 .349 498 651 .384 621 .823

* W2 o S AVERL Al ofeflo] gk AVES] Alwat.

tolzh 2 7Y FHEdEE AYEIUT. <3 5> HRAFEIH(AVE:
Average variance extracted)JJr AN FE(CR: Composite reliability) gte AVEE
S %5%33tH(Fornell and Larcker, 1981). fé}%%g Q
oAl ety B AT AR S e

AN 3} SRt AVE CR
1 929

IAEFYE 2 .839 753 901
3 832

Z 2 A YA 1 932 913 .954
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Hey B SE B t D
) 4,138 .661 6.261 .000
AN EFY T 513 141 271 3.651 .000
el —2A A3 —.833™ .109 —.579 —7.674 .000
Eakgl e X2 A A g4 —.059 123 —.033 —.482 .631
F(p)=45.288(.000)"", R2=.574

*p<.05, **p<.01, **xp<.001.

4.5.2 MU= AR ES

1) aAEF g eah Au)s ARES

AAFFH o] AHA AAREF vAs dgs 2T dwdAw
<#E 12>¢ Zuh ENAN 1A=FY e v ALRET S fr
()9 &g WAE Ao YERth(B=.922, p<.001). °] A¥= 17w
= sk o] SRS MR AAREFE SV EE YER .

<X 12> 3 ARA A7} (2EWSE o AH| 2 AFHER)

Hey B SE B t D

) —.568 .304 —1.865 .065

I EFY T 922 106 .652 8.716 .000
F(p)=75.960(.000)**, R2=.424

*p<.05, **p<.01, **xp<.001.

ALY EH A AAREFY Bl dig =AU 2H giE 4
g A= <3 13> Zrh A Ad aAEFP T 2AA LA e
EAHoR FnstIdtH(B=—.255 p<.01). o] Ay ZAX Y o] A EY
3 Au 2= AMRESS BAE 2SS UERdY B A9 fove =4 &
o] s AHRET] fste] FEzE aHEE AHERgen, dev)er] AAS
AAEGTE 24 a3 e <ad 2> g gerlEr] A4 Ay 2-A 9
2ol e (=1 SD) A9 AAEFPFS A2~ ARETY BAHCR foust A
(H)9 d3FS vAE AeZ YEGTH(B=.906, p<.001). ZAA|YUAA ] F2(+1
SD) A5 AAEFPFS Au2 AMHRETF FAACE Fond F(+) TS
2= Ao ® YEAH(B=.416, p<.01), °o] &3 2ZA LA o] =& L
Hlal] frojulatAl zokth o] Aib= A A A1 o] AH| A ALEERFO gk A E
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Flso A(+)9 aHE A S ouisit). S, 2AA YA FEo] =2 F
§ aAEZFYFo] Au|2 ALRELT v X = @yt ks E AT
<} 13> A YA 24 a9 (FHHUSG 0 AH] 2 ALRES)
LR B SE B t p
(%#) 1.335™ 437 3.054 .003
AN EGF 5 6617 101 467 6.522 .000
A A YDA —.394*" .073 —.381 —5.368 .000
23 F XA LA —.255 .088 —.188 —2.886 .005
F(p)=46.441(.000)"", R2=.580

*p<.05, **p<.01, **xp<.001.
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1 :
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3) ANA-ATAGHe 24 53}
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BAS s <E 14>9) 2ok B4 2% nARRREN AQ-HTAgAe 35
Agge BAHOE ForetrhB=—.261, p<.01). °] ArH= AA-ATH Aol
DARFEG s ARETY B 2449 vehith 2daY e
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Mg s Au|2 ALRET BAIAoR Foudt G(+)9 JIFS HAE= Ao
2 YERSTH(B=.853, p<.001). /A=A FAAde] =2(+1 SD) A5 A EZFY 5
2 MU= AMHERO] AR Fou|dt A (+)9 JTFS A= ASE YEEHA
TH(B=.357, p<.01), ©o] &3 MA-AFA3ddo] =2 A5 vl& FnlshA =+
ket o] Aip= MRA-AFAGd o] Mol ALRET gt uAEFY 5o AH(+)
o] a¥E FYuetA SSAH S onlsith =, A -AFAIA Fool =2 A
F aAEZFY o] AH| 2 ALRELT| v X = g3t oFshE QA
<3 14> JiA-AFAFAd Y =4 a3} (FHHUT @AY 2 ALRES)
LR B SE B t D
g5 1.805™ 419 4.310 .000
AN EFY 5 605" .094 427 6.465 .000
A=A FA 34 — 454" 069 —.436 —6.577 .000
B3 5 XA F 234 —.261 .083 —-.195 —-3.150 .002
F(p)=60.371(.000)"", R2=.642
*p<.05, **p<.01, ***p<.001.
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<E 15> AA-2AHFH 24 B3} (FEHAF : Au2 ARET)
v

W B SE B t D

) 2.230™ 425 5.245 .000

I EFY T 532" .091 .376 5.879 .000

el -2 A 54 -.518" .070 —.482 —7.418 .000

Lk 5 X% 2 2 A —.285 .079 -.211 —-3.596 .001
F(p)=72.741(.000)™", R2=.684

*p<.05, **p<.01, ***p<.001.

1) mELE-y %h‘%%ﬁr AH| 2 S s
aAEFYFo] Aua FHAdEd HAE JFS FAT deIAEA Ade
<3 16>3 v #4439 aAEFY 5 AH| A Hrlgdso] FAXSE Fom| gt
()8 dFs VA= Aoz YEHTH(B=.688, p<.001). o] A¥= AAEHY =
= ddste Aol 22AE Anjs AdEE A Zes UERY
<3 16> 3|FEA A (FEHF L AH| 2§44 dF
i he e B SE B t D
(=) 5.435™ .306 17.779 .000
R i ko .—.688™ .106 -.537 —6.468 .000
F(p)=41.841(.000)"", R2=.289
*p<.05, *xp<.01, ***p<.001.
2) ZAXYelAlo] =4 gy
AAEFYFH Au| 2~ FA s BAd g 2AAURA e 24 adE 4
& A= <F 17>3 #oh F4 Ay aAEFA I 24X o] FE g
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