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Abstract

Recently, more and more restaurant workers who have experienced abusive
language and rude behavior from customers leave their jobs with negative
emotions such as severe stress and depression. Therefore, the purpose of this
study was to investigate the relationship between customer abusive language and
customer rude behavior toward food service workers and job retention intention.

A survey was conducted on 311 restaurant workers, and analyzed using Amos

32



QAUMOM 1Y FA 2oy HI0| AT /A oo D= FE: Ad F ¥ MW EAHAHT

Jo

and Process macro. As a result of the analysis, restaurant workers who
experienced customer abusive language and customer rudeness had a positive
effect on job retention intention through post—traumatic growth. Specifically, all
relationships between intentional rumination, Iintrospective intelligence, and
variables of post—traumatic growth were found to be significant, and through this
study, wvariables, pathways, and interaction processes that affect consumers'
post—traumatic growth were investigated. It is significant that it was modeled in

an integrated manner.

Keywords : Customer verbal abuse, post—traumatic growth, intentional
rumination
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S48l o] HAEve o Fo dojue QAA RS Hrbetr] flste] At
e EFEZ5EH 9 ARl HbFe] sk Zint Agste] gt Hmolu 9
FAe] AES Wey A=A s s A 2F $¢ IS WA dte] AAsH
ato] gatete] Abgeks WAE sfaL o #ol vEIASS 97
ghob. A ATl WA A 94 FAele 89, HY] AFdA = 950 %
Bttt

3.2.4 A7 47 A5 2244 Hojg Ax
AR A Aol g olal 2 vEow Lule BAHE FHPan v
3]

BAE tebbe T, A7) Ade) gAs Al

54s TR g aREs &
g ARl WA o w x3e] Ui BRE YAk Y-S HWole AR A4l dE
= olaf, v, A7 Yot & oﬂ:rloﬂ/ﬂ A7 FE Ass ek Zol B9
star, A7 F Ass SAsH7] flste] BAFeA = SHAlE em A (2013)0] i
3 Aole AFE XS A= } 6}7] 3tH, 53 Likert?d HEZ FA3IA a1,

Aol wohal #dsiion, 7]E9 My

A7t =S5 TAMY A4
AF %‘Xo T3¢9 AlE % (Cronbach's a)¥ .93 o]t}

(2021)2] Aol =}7]Ad 2+

3.2.5 A ¥ A7 =FH Fos A=

Tedeschi et al.(1996) SA4Ig 2Ed = AMAS A W § A4 Wyt o
oJu= AL ‘o)A T A (posttraumatic growth; PTG) olgtar 3Fit}. o714 A%+
o] & ‘3:’53] ot ol Vs FEoR I|Es= Ao ol Al o] A-gFFol
U AEA Tl e, #d AR Fes JolAe AT SAA wstE wEn
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(Maercker et al., 2004). ¥ AF-9A = Tedeschi et al.(1996)7} 7|&38tal $5F
T (2009)0] w<tstar B} sie sty 94 & A AEHE=(Korea Posttraumatic
Growth Inventory: K=PTGDE A&, S4E A57F 2575 9 o|F &
& WskE Ade A gulE Adoh K-PTGIE A71A7he] Wsl, diel #7<]
ol Tk MEE 7FeAd e A, 94 FTaF #4 F7H] 4714 8Rlo® FAE o
Ao, Y AFelA e ‘FA FuA A SV £ 2 AvAkY AR 14
I A 1] #Ego]l Arpa dvkE o] AtAlstal g8k ARgstr]|®= st
H, 71EY FsE 9 (20099 AelA WA FAE=E 091 oA (AwY

4% §4 rt 2ATYAE] ALHoR ARG AL mRA o
A% gwe] HEE APdEe] 2Age] 54 PBolt PR ta Avht A%
Hom gl fAseE JEE H4ss Bdd, A% JgEd AR e
@ Bopol ) AHEHT AT dE Bol, £ ARYE ojgxe] A% oJE Hrr
AHE (2008)0] Aatglon], ool ARUE o gaEe] ARVE B B
£ AHE, RE B gor A&Hor Folstdt dvE F4H] A% 27
o AN, HEE F 5700 Bgow FYHC] Ytk APHEE FE o w0
9 Aol A% o HEl AAT (2016)0] LR ov], AEE FE o
sEawe Feld SEe] TEaPel oE uEE, Ko, ANETE B wg
o AkAon mzadg ogddt JEE Z4ds] AF ZHom AgHw,
F 47le] Bgow TAHe] gtk B ATl AT ARE Agste] H¥ ¥

e TAHAL BA BEagh

3.2.6 Bt AAJUA ] 2FF Ao HE

g A hd2olgt gyt dYdEoA NYHela E5S AT
As detH, gy A H1A S HAEY EU5Fo, A NEE 29k
vz 4= i, ojgsk XYl e] Hrg= g X YA HE (Leader Support

Perception Scale, LSPS) 7} 9&=H], o] # &&= 200439 Graen®}t Uhl—Bieno] 7

tlo rir

l

6‘}@10111 54 Likert =2 JAEo] At} B AFo = LSPSH =S Algdle] &
g5 FAslon, SAHANE B4 &858l
3.3 A543
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Fal 3241
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o
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35189 AR2E A9 o Time 2 Ao Folstx] && 274

1o
i

el

ko3
T

X

A, 9%

s

F, A4

i

el

i

AH-3he]

=
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3] 7§etEl SPSS Macro Process v.3.5

12} Andrew F. Hayes 5o 9

ﬁ
od

BEA139th. SPSS Macro Processy &

s

o

1 HAASHOLS) B Hd = F4H(MLE)¥} Newton—Raphson WS 7]
=

3]

ZaWo|t}, 3 ol (binary) WIFE Aoz ZHA]

hvA

A 7ks

AR

3

°

il i 7

9]

w, RE~EM(Bootstrap) WHS =

—_
o

4 SPSSE

}ch(Hayes, 2015; Hayes, & Matthes, 2009).
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Ao nH =it 2o HSO0| AP FX =0 OlX= FF

Z3&9 . AT & Process macros ©]-83ate] #T
3

oﬂ %ig_ﬁ_gg /\Lxg% EHM'X]‘ 31113101] 1;]]6} o]:rLEﬁ]z‘ﬂ-x% _E_/d ﬁyjr_b_
<% 1> 3 e Aol 1027 (32.8%), ool 209 (67.2%)°.=
o/ o] MWEE} 34 2o ByEZ Hoon d#Ed BEXE= 20~2947F 879
(28.0%), 30~ 39A1]7} 144m 46.3%), 40~49M7} 78%8(25.1%), 504 ©]’de] 24
(0.6%)2.2 YeEGT A& §F= 7] 188 (60.5%), 71& 1237 (39.5%)°=
AL AT B2 4dA] ikl o] 1197 (38.3%)% 7Hd wokem, 9 A%
2 200—-300%H w|vto] 1647 (52.7%)% 7Hd Et,

=
el

_E
m
i

m
e
o

<#1> FE9 AFETATH 54
W/ =) | H&(%) H /3L R () | ¥8(%)
i G2k 102 32.8 A& nE 188 60.5
°= o] 2} 209 67.2 SRl NE 123 39.5
1= 10 3.2 2001 1k 25
AEA S 67 21.5 200~300 164 52.7
AEUE 25 8.0 300~400 56 18.0
&g 43 A A 3t 85 27.3 25 400~500 59 19,0
1A E 119 38.3 500~600 6
skl o] 5 1.6 600°]% 1
20t 87 28.0
30t 144 46.3
L}o] 40t 78 25.1
50th o)A 2 0.6
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Ao AR 54 FEEY g AFAES AFsken, Ade <
1> AAEHAT. S4 5o AAHS 98] Cronbach’'s afks 4% 23} 0.7
oA 093602 vet; A== 7]FEgk 070 B 2GS vehlo] WA Jdu
dol gelHnomn, Aol Gu T o]ek |, 14 89l A=

A AHgA 4 y2/df=1.826, <0.001, RMSEA=0.037, GFI=0.902, TLI=0.906,
CFI=0.927% Yehy BF 7|EAE TFete] 54 Rdo] A sirtar =l
gy F4 = 72 £ xeegd 29 HAHE 0.6469014 0.8990]9, A A
F%Ql CCR#EZ 0.7 o)/, HitiatsFE el AVE @2 R 0.5 o]do = e
AT Bddel Su .

ro, Ry

A
==
\]
v
e

Aol Held 29l 24

RS | 1
TEF
ol R an:ﬂ- Cronbach
FAA Alpha | CCR | AVE
g4E & 825
Hjdhe] BS 38 817
a7 A Hold AgE ES 8 .828 882 | 928 | .722
HHze offF2 &g g .869
FH o Fe ¢S 906
Hststes P58 3 813
o T P 3 827
o g fle 98 87 813 728 | .886 | .610
s waHel PEg o 726
A5 AAHE Hoj&dd 718
1 AR EE A i%
= _Ti 828
71884
O YERH NEE IS
) hooaq—r sk i 713
ol - & Hl= =L
AEH N — SEC s 837 | .892 | .623
816
S Azt
ow g3S m A A7 729
ol WwES FA=A AL 852
A Al ve] s s
.869
Azt
N — } O E]Eo]_ H 794
2} 71 A = =] = L}-Q] éﬂe = i=]
7182 A5 o 9%l @ ina B 57 826 | 925 | .756
W vE 9%k F4) 936
o] X Zti s} .802
o 5 9% Y AL s} 827 891 | .857 | .666
AMZE 7 24 .819
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A4 4SS AL 74 837

45 AT A% oA 842
o A fA o 891 886 | .910 | .716

A o= W7 A% o% 813

*X2 = 429.337(p=.000) , CMIN/DF=1.826 , GFI=.902 TLI=.904, CFI=.927 , RMSEA=.037
*AVE=Average Variance Extracted; &4t F& 7k
*CCR=Composite construct reliability: A7T¢ 412 =

A2 O RS 7k Zols YERUE Axdl #E gdAaS A
<3 2 >¥zo] 4] FAAS k] AuAG] g AVE AlFe] @
A Ay, FAEE 3 ABAS] ghel JHE w2 1A A3 o EA
FAAITE 0.6940H, FAAGT Aol @2 0.4820 % ERTE webA
A9l AVE kel .7220]a1, o4 Hka=o] AVEZRS 0. 62322 AW 1F A3
Hop Ae8 3 gaddo] drEt L & 4 dok(Fornell &Larcker, 1981).

o o\

o

N

do

T N A )

JP;\AQ__E

<E3> T4 A9E T AR

S5
1z Z o) = ;'F% 4E As | 43897 | AF 54 =191 4
P E Zq T

k] B37 == i
i o (.406)
2= 694 | 62T »

B (.482) (.393)
21713 2 A51%= B28= B10+= .

=5 (.203) (.3984) (.383)
ol & B70%= .538=+= 52Q=x= 514%= "

33 (.325) (.289) (.280) (.264)

HE ABL+s= | .510%= 587 B45%= 497+ i
FAL=E (.213) (.230) (.208) (.343) (.247)

=4 GRS 527 w= ALTwwn 532= 562s= 372= i
2 gl A (.388) (.278) (.173) (.283) (.316) (.138)

* p<05, ** p=0l, *** p<.001

[
Dpzrel ARl A3 2% B 2 e AEANE <aY 353 <E 4>
GJehigit 24 B A% f4 JEZ b AReIA GEA wFE 3893
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(P<.001), A7 ZE A5 2605 (P<.001)Z 7 F& gFolx AF 4 o=
2 I ARAA gnz wEE= ,6469 (P<.001), A71AZ AT 4762
(P<.001), & 7 F&FHo] JYSHAL, =4 qhFox 4 & JHFo=w 7h= 4=
= ZFZ} 4680 .4100°2.%, AR X ToA oxA Wz Jte ARE 24zt
4540, 364722 1 g o] AFEHAL

<% 3> A=Y a3 A5 5 2 ME AF

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

<® 4> 7pde) A%

! =3 == 73 27] pHk 2 7}
7}A1 a7 EZ o= Wk .3893 ok 2| =
7142 a7 EZA A7 2R 5 .2605 otk A &
713 e S o|=A Rk 6469 ok A =
7144 A s AN EA 5 4762 otk 2| =
745 oA w3 24 F A% | .4680(4100) Hokk 2| =
7146 A1 As 9 & A7 | .4540(.3647) ok A =
7147 QAT A AL FA O | .4384(.4332) Hoxk A =

* p<05, ** p<.01, *** p<00

—_

432 =8 B3, ANEE A%, 9% F 439 oF WA &

AT dE wE AR A%, 94 F 4G olF ) 59 A
Ze7] 98 TEAx waR ZTRaPe A, TaAx uaR PAgge
W) Eabsh 2@ EIAFl AAF FApgeln], AT nAY F @ F
8 gl AY £ oJmetel AF WAA JEH wF A7HZL Al v W
4 S F 9B AT WS AN dBE WALAS Yohais] A x4
I 69 o] §3tel A Atk WA nAe E} AT 4 o
w5 9, AR A%, 94 F A oF )

=

W, aus o S gEat vl wlleke] A
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X ool nlxl= 9

vl 7] & 3}
Al

Boot

=
o=

A}

95% A&7+

Boot
LLCI

Boot
ULCI

el

z2%

(SE)

oy

=
T
b e
I

193 .024 051 146 Al

ox K
=
>

o

U lod

12
e
9 |ox
>
N
oX,
i

.155 .018 .025 .94

l

ox
o |

2 o, =

o o
ol
I

&

.225 .030 .071 .236

o Kl
- l_ﬂ-{ﬂ
2

0%
ot 39|y

o
ol

kl
=
o
0%

1

274 .019

olft
AN
D2
N

o
0%
o
o
ol
1

&

1%

Lm&

I oA Wbl 2|4 F Al 2 9
5}01 PROCESS macro2 model 6‘?1—5 o
]:rL7}. 95% = /\—lxlol.oﬂq. H/\J
gﬂ S AMA-_AE oz 9
0.024, 2183 Boot LLCI (A2 4-3F &}3kgh)
#) 0.146 Atelell 05 ZaA|
A=A F A5 -9
0.155 Boot SE+ 0.018, =L
0.94 Alolell 0=
L R = B Sl Al SEoe] FA A w7y
a3 AE 0.225°]3L Boot SEE 0.030, Lg]i Boot LLCI (A& 3+ 3}3kzh)
0.0713} Boot ULCI( A3+ AFshgh) 0.236 Alolol] 08 ¥8Habx] ¢kar gloja zt
AR fojdo] HAFHAa, 1 Fi Pe-AAE Ae-9% F AG-AF

5 AN #
A oo #ANAME w7l &3 X4 0.274, Boot SE& 0.019, 18] Boot LLCI

F1 2L o\
2o o M
N

2R 2= )
@rwﬁwﬁ

E

—

Boo

o

k
2

oo FANA = i 7|
LCI (3+&H#k) 0.257 Boot ULCI

reldel HEE AT

fol 32
Edﬁ )

i)

2] 2=
)

o

#k

711

EPEHA 2

o,

=

[e:

(3hetgk) 0.0413%F Boot ULCI ( Aghgh) 0.186 Abelell 05 23HalA] bt loir] 7t
AR ool HFH A

4.3.3 Fo AP =4 aA[F

g AdlA o] oA wkEeol 27| Ao wAE 24 a3dE HAFsH] ¢
slo] Process macro® model 78S ©]-&st3lal, FEAEHF 50003 AA 2 A=
T 95%E AT RS Ane <FE 6>, <x 7> Zrh a9 8 7
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A BES AT 94 FAAe RAH 4AH AF 4 J%
A9ae] 2d mvbel BaA ASE AAE vl W SEH wEsh A714F

T
11-:——% ZAE = Aow HAEHEYT).

gy AhAAe] 2R 2 adelA x4 HiFEE= M- 1SD (—1.000)%-H

A
M(.000)3 M+1SD (1.000)¢] FFA EF Fosct. =, A A A A7 M
M=1SD8l oA rZ wkFd mxE JFe §o3 Aoz Fuhy g}

<E 6> ASH AH9 FEo] B 9w wEe] Y a}

[e)
a7 el o X == Effect Boot 95 % AFF3E
Y £ 2] 14 SE LLCI ULCI
2 42 (M-ISD) 82.347 0.68 047 184 363
oA HbE F5E (M) 93112 0.81 525 273 438
3122 (M+ISD) 103.876 0.94 .058 .362 517

< X 7>° AAE AFE A AA Y FEe wE oA whEe] xd aidE Aund
27182 A5 M- 1SD (=1.000)%-E M(.000)3 M+ 1SD (1.000)2] FFolA
25 foE k. =, AR A KA 7F M M21SDQ g ellA 7] A7 A Fel ml A
s Ao 2 FeE AT

<3 7> AFE A AR FEe] mE A F A 2d a4

g x4 2o Boot 95 9% Al F-7r
w7 el e N Effect 5 A
QA sEE A4 A4 SE LLCI ULCI
A 42 (M-ISD) 84.467 0.75 038 283 397
27142 A5 =5 (M) 104.371 0.87 043 305 445
112: 2 (M+ISD) 124.274 0.98 048 326 493
< Ex 1> gy Ao 249 v 2yE =32 dERd AQdd, 17
A 9 7y ?'SEETJr oA HEE 7<}71/‘éiL A5 2ke] BAA oA W] 24
a3E 9o

5.1 7474 =9
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