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Engagement and Customer Orientation in Frontline employee
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Abstract

This study defined the concepts of organization justice, employees'
engagement, customer orientation, which are becoming increasingly important and
necessary in service industry. Also, by verifying the relationship among these
factors based on theoretical and empirical researches, it proposed strategic
implications for service firms to reinforce their competitiveness.

The results of the analysis in this study are as follows. First, the factors of
distribution, procedural, interaction justice had significant effects on empolyees'
engagement. Second, the factors of distribution, procedural, interaction justice
had significant effects on customer orientation. Third, empolyees' engagement.
had a significant effect on customer orientation.

The results suggest that organization justice is a highly effective method of
improving engagement and customer orientation of the frontline employees.

Reasons and implications of these observed relationships are discussed.
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AR 27| del 5 ALY 229 daolgt & 4 At (Lovelock and Wirtz,

EEE R =

olgfgt Aptdolam A o] JrE FAHYD AACIAHE(Engagement) gt 3}
o 7Y JANAHME:E Ad FE oAzt gFd FokddA A7 HaE A
(Karanges et al., 2015; Bailey et al., 2017; Saks, 2019). T4 ¥ QAN HE =
TAEe] ALY Gl YEde= A, B, dEd 44 EE EshH (Kahn,
1990; Macey and Schneider, 2008; Shuck and Wollard, 2010; Schuck et al.,
2017), Aol Ao AQls FRlsta, ¥ & Feds 7MY, 24 5x1E @A
7] 93k WES 9w 3r}(Saks, 2006; Schaufeli and Salanova, 2007; Ugaddan
and Park, 2017; Saks, 2019). Macey and Schneider(2008)= Sl AIO|XHET} w2
TAHe] 719l g5 ol IS A ol HFetH, 4l o
How Fdst7] g P bl APk w3k, ofFH A AAIAH A
o= Yethy 7149 Ao ¥t "}k (Macey and Schneider, 2008). =,
OJAHMEE Au|A7|dolA Ayt & 7 e AAAFA PFror e
= I (HEA 5, 2014).
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AIANES Z3l o] & BA4S w8 5 vt 7. &, 243448 7144

o AEel T 9 A
o e FENE, Aulzsslgel

208 M) A7 Q83 A mMosH m1E 2023 032



T894 AACIAUES}, uAX|3g Atolo] FE AAVE AeS FIF 5 Uvk. 8t
ARk ol g FaAdE & % < al

A, AU 2HH]TFALY AAAFA #E A4 v 45 AR A9t
A3 A (Franke and Park, 2006; Homburg et al.,, 2011; McFarland et al.,
2016; Miao and Wang, 2016), thi-i2] A4+ @Y HAFolM ] aAX LS &<l
g Aottt AT dRIAS SR fleiA e F oo udd JFe LS o
FdoE AFvE HaAd Zavt vk od & AFelAE AR 27| lA Aul =g A

of Y FEF Fg, AFA, WY, Wb, ILY 5L PO ATE APFuz

A, 249 JAANAHEE gt AFolr] Fa3 8Rlddx E435tar
ol A= B FetA A7 AEHJAAT A HE #HH A+ F QAAAHE
o] ZAS TP oz AFEF A (Saks, 2006; Rahman and Karim, 2022), 1A 9]

AvEe] ofd TAa BE, W, BAL wEoz @ AP REolAY
(Gupta and Kumar, 2013; Rathnaweera and Jayatilake, 2020). ¥E3l, o] AFE9
Ave Qe A% wolFA %au Qo] #7449 A7el Ware] AslH o
of ¥ ol oA 3= Rich et al.(2010)9} Shuck et al.(2017)°A AA|H <l A o] AHE
o] MF-EEQl QX A s TAHOZ I QIACAMEES FAoE AFA

g selanad @,
o BAANE EA B AFNAE Aularlgeld 2Rt Ausg AT
of W =Tl FAY AAANE ¥ nAAGA VA= FFEe PG

Aulz7)ge el wAdA Aulsg AFeE Aol A dFeln, Au 7]
o) wHe 54 Rl AHAAN o3 A} FFS W A o} M)

Qe o] wl$- Z=Q3tH(Bitner, 1990). 1 o]-F& AlH| A A
[e]

:[L R
Ak 37 o] oA ol A A1 BA HPHA JFL 7] WE
J

Jernigan and Easterling(1990)2 71999 F9& &) Hujstaxt st= #|E/A4 4]
25 FujA7E FejEtEE ASsteE AR, Av]2dd digk S FrEskr] fls A
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oA ASstel ARE ATstan A5s 85 FEshe AE AMus FEdeR

TR Weitz(1981)E Mul=HA 749 e whgo] fgste] 159 %

A= AAskL FEAE Feld V18 E s gEshs AN A7 pEkl ) s

of FejAbel ABl=7Ide] olefs gl dwistaA}t sk MujaE At sk

= MA53te Abdolgt alth Bitner et al.(1994)& XM 27192 AH| 2~ 474 €
o

o] AT} HAEAs o 7]¢]e] Z=olo] wrgstly Fow I} 5(2003) 17
Aol Bad Mulagfeld Aulafdddde] 9E2 g Fasiivta A9l
ot

2.2 2HFAA

ofgf ~E " 2ol o] HE AFEH7] Al FAHALL SUlE T3 dddA e 7
3 Abga e Adelth(dATr, 2008). FAA g JHd-S Homans(1961)9
o3 FulFAAdolgtE JMEdeR AHEHSoM, Homans(1961)+ 344 ES FHd
3| div] RS HuE wode A2 AWIrk o]F  Adams(1965)%
Homans(1961)¢] W& & o FASste] FHdH] AbEel oa] we Hio] &4
& AEE Hrtsle slo] Aol Ak

Ol $9kell Bies and Moag(1986)°l <] Hv Ul Azztgol ozt FAHA 1 ?—H
Oﬂ X3 HJt}t Greenberg(1990)E A3 AL FAALS <l
AEstal ARt St
%Xé Aol g A= Aol wel 2891, 389,
af sk 7HE Wol AR EHW o= =
FHtol= 3 891 vl ®Wol AMEStE FAlo|th(Thurston and Mcnall, 2010). ©]
Kol

of 2 ATAAE 3 228 B8F FAAL AsAA Bl

ZAFAGL 7IFolA EFsE Y A5 A WAdE gES 1 (Saks
2006; Jang et al., 2021), A1l ZP3LAo| A FAA A2 FHALS ApAal9]
Fo g8 HAAHo R A oZ E9 & Ude S 9S8 s}(Park et al
2016; Rahman and Karim, 2022).

Matteson et al.(2021)& F#FgAo] =oiH FAALLE A7|d 2= di7tE A&
sl7] 98 O 443 dEsta F4AA AHE HoFHa w93y a7 ALg
wgolEoz MHAugdt 4 Qled AS o] 2 AT wdt A A FgA FEz)
golg & A Aol ofd AF, d5, HHEZ YEd 7 A& o7 sttt (Farid
et al., 2019). Yin(2018)& A}3|ngto]2S ulgto® 3 Aol A FAHA ] =
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S o TAYL g g AaHor fdAsta A79E RdFva o, vhest
A Aol ATl FAALY Aeol AFH dFo] U 7

(Bakker et al., 2007; Sharma and Kumra, 2020).

(A3, 2009). Walster et al.(1976) & = d e Ao
2 EQtsfistal BaAgo] 45 uS At o, w2 B3] o tE
T el vl o]els It HAZS =xiva ot
Milkovich and Newman(1996)2 a8 8S WF4 9574 FHH4SE U

Agat7|= gvh WRA 3R 224 Y B F9etA A=A o
@ Adow 24 ) el WE mae At AAaAd] U A AR Ao
Lo mE BAo] FFIAEAR ol AuEd & vk o R 9FA TP
Tade] 23 A BAo] 24 o] WA HlwIS o HAFAE Adst

= i elv (g5, 2007).

s
=
= sﬂulfs}% o]t‘r Leventhal(1980)° ! }%Xé*é% ghQlsty] Ss A, A
4, 8= *, TRV, &EA, R S 67}74 6&%% Abgste] AAT AN

A7 Oéfz}% T Hgou 7@3 T:LE‘rD4 YL 1 Axrb o] A2
A= Flolal, F WA Aol e JArEA Aol AT ARE vge
2 g dAEa 3G gabAA ] o] FolAThE LS 1 gAtEA ] TA st
Az gt Aot (T H &, ©f 013)
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Kahn(1990)o] 9] Loz A%

o] Al AN JEo] =Ystal AAlskE A o]opr] e, 01316& A o] A
271 RS AAA, AR, WA=

Crowley—Henry, 2019). Kahn(1990)2 o]# 3 <17 Wﬂ%Eﬂ ? J RN I R
bz sHAE dAAAFTHL Pt o]F W2 ExtEdd o) AAloAHE AT
GAEHAIL FAL] TAA AL AFE Fwsl FHetr] f& e dA
A SAleAHMER AYgirk(o]&7] &, 2019). Saks(2006)¢F Schaufeli et
.(2002)2 Kahn(1990)2] 7de] &8 E3AA &9, d4l, d=oz QAo|AH
Eo] H9E FFAZ T ©]F Rich et al.(2010)2 71949l Aot #w A4, A
MA D GgEA QA4S Ao XHEZ . Shuck and Wollard(2010)E =pale] A
|4 QUAICIAAE ] g T4l AFAmttt ¢fzhe] o]zt dAwk, 44 T
o] ABA HAEE oottt A Ao g H dwed Esta 7] A3
£ 93 =4 7AYo HoFEte v 5SS 7Hna o, o= A, 74,

rol' rlr il

o
—

|

>

2

P52 Bl FEHE YEldY By B39 Shuck et al.(2017)2 F714 <1 Olj—'rl
E 53 =9, ¥, 8H& FAHLRIeRE S A AHERY Q1X], A, dF
dalom gk JACIAHETE AU JAACAHEE v 2 Aysitia §“E‘r
of B Ao A= AA X HES FA 2218 Shuck and Wollard(2010)2} Shuck et
al.(2017)oll A AH&¥ AA], A, P5S vfF oz ALEekA gk,

A-H

AAE 71olA Fade] g FE87] S8 ARgstE AU FEE on| st
) A7} =L FAYL g FFda A2l qUAE &= RHoF eyt
(Shuck et al., 2017). 1A= F4Aol 719 w3t5 oAEA olsfet=rtel uwpet 2
AE 7% oh(ehd, o], 2018). AL ALl Vel drty Ao deA]

o=

AEE YERYH(Reio and Shuck, 2014), 7199 AAE $Jsf A Ho]l A3
Aupt FxpstEAel ek AR TR, o], 2018). e 94, A Ewbo
et 7o AaE 98 AdAeR S vAE vYdd 35S 9n gtk (Shuck
et al., 2017). tut, QIAOIAME A YT el AA o] dojupr] A &
HE on sl (Macey and Schneider, 2008; Shuck et al., 2017), °o]Z&A AEHo

-
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2 EE AL 7de 93 HAS s gy 8 Ao)t(Shuck et al
2017). ol & P& T2 BT oyt vl A ARl & S A%E HE
Yde A Z ztets oM 71 4&E3t el & 4 Jtk(Reio and Shuck
2014).

Yuan and Lee(2011)+ 7|Fols= 37HA #&89 A Q0] EA3+=d A HA= <l
Aol AHMEZE A5ty LR Ao 5ol A 7 HAzIt o F-3he)
UE A, T HAE A HMEY SAStEA e YR JFE T
FepA g dHoll ol|yA7E EASHA e A, v e R A A o] EvkE 7k
Ador e F4do] dAIAMESE = Ae Wallstels FA Ao (olE7] F
2019). ol % QUAICIAIHE L & FAAYLE 222 7|Yo] Fash AS zlo} F
FRATHS P77 dEol TAEe Sl T FEshe AM 2Tl A A
OJAHEZF H& ©] Fag adow ¥ZHa givk(e]E7] &, 2019; Singh and

AAAFE L EQF FAEY el 2HE E NHeRFHIE 5, 2014), 7Y
°of AL Ao Fomy uAe] S IAsted Ews T deolt
(Donovan et al.,, 2004). Narver®} Slater(1990)+= 117 &35 Holslal ol £
ANAFHE Wes aAAFFolgt Ao, uAXFLS A B8] o v 7}
=2 AT = Jdohar o}k Saxe and Weitz(1982)= a2 3e] &7 Al #A X
s A7) A aALFE SFA= AEE Aol L, Levitt and

March(1988)+= AH|=H oA A4S ols|sta dqsgozm A 7HxE A
ol E s AR FA ol

Hennig—Thurau et al.(2002)2 X Aol =2 FAALLE AU =HHA A 17
o] oG S KA7]7] 918 ARAlo] 7 theksk XA, 7E, 7lul 5
< &&3l sssta Ao dFelA 7S, APRAQl A7Zto R S Frhal
o}, olHX IS FAHo=R AZsta et AS uAXTFAHolE
(Deshpande and Farley, 1998), A3} ¢] A& E3

oAM= AuAFHFAALe] XIS FA7]7] gk ==Ho] ¢S HQsit

(Brady and Cronin, 2001).
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3.1.1 BT H AACIAHE

Gupta and Kumar(2015)+= s34 do] 7494 QAo A 8HA vt== il
olg} Am3glom Sharma and Kumra (2020) HA] EujgdAdo]l AL <A o)X
HEe AHA o] g W3tk Rahman and Karim(2022)% w7128 o4
omgh AFoA =AY FAAOl QUCIAHE Fad A4S vt AW
ool W&& vtEoE b5 7HdE AAdH

7R Sl A =T LY A HME fold A (+)e] dFS v
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3.1.2 AATART AAeE
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