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Abstract

The purposes of this study were to examine effects which work events and affective reaction were experienced by employees on
job satisfaction and service quality in local healthy family support center for family health enhancement.

For the purpose, survey were conducted with employees working in 56 local healthy family support centers in Seoul and Gyeonggi
region, and final data were resulted from analysis of 319 examines of those employees. The results of this study were as follows.
First, work events had a significant effect on the affective reaction. Second, affective reaction had a significant effect on the job
satisfaction. Third, job satisfaction had a significant effect on the service quality. Fourth, affective reaction worked as mediators
between the work events and job satisfaction, affective reaction and job satisfaction worked as double mediators between work events
and service quality.

Based on those findings, we can propose practical and political implications towards improving service quality considering the work
experience of personnel in the healthy family support center.
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7] Qs Aul= Hol Fadt Adte] A3rh Hal glvk
(Kettner, 2012; Kim, 2008). 71771 4R QAIE &A] o]&
7o) 715 g At B 7R Sl 7] ofskarat
thFst AMul=E AEstal 7] wikEdl Aul= A
(Service quality)> ZQ38F 22 ARzt & 4= Qo

Al ol et FrRe AR Aldo] elxjshe A
M2 Ak A Algo] AR ANl Az ol
TH(Parasuraman et al., 1985). FHAH]2 73] H-9- A|
2 Akl JE71d de] FHApAE 7185
She X g FHARIE 7|Ee] il Au| 2 Al
olaA] AA gt B 4 9ItKShin & Kim, 2013). o] uw)
ol FrAfH| 2 7)ol A ARl Al S vX= &
ol #gk AFEo| Wol o]FoA = 1 FoM=
TARES] ZERESe] Au|x AS AT 7
Zask g3 a9l ol sht= B ArkJin, 2012; Pyon,
2002; Shin, 2005). o3t 7|& AFE2 FTARAEY A
FokEo) S = Q9o w Fo, HEA, A1EE <
49 34 5 F2 2B 2387l et %l
HEg ek o4H arge) WE B0 ofF
o]#] ¥t} (Cha, 2007; Go, 2005; Park, 2009). e}
TollE AR 24 EAA A} A-As)A A
A Q2] gk A= FTIskaL vk 53] AR Al
Atolel|A] Fark= FriAu| 2 5437 FARAES AH)=
ol-gatel ¥AlM B FMH BHE s Hot = ol
‘Aol EHg 785 wWol B Hi TAAES] F
ko] wholx]7] wiizel], FARRES] A=Y 22
A gae) AENESe] #AGS Aule 77T Bl
o]Fo]z|3L Qtk(Jhi, 2013; Lee, 2007; Park, 2012).

S} FlEe] BReEe] B ATEL R 24}
Ap5o] o) 8xkEahe] WA ABske AAH aclse
ST 2lrhs BAES AT ek AR EApRES
o874 AR ohieh, $5, 4, B/ A9 5 4
T B9 R oA hekst g ZA)
A(Work events)E25E] A2 BAE sHA =L, 78]
o] EAd wzt ZAH Ao 3 ol o 5 3l
t}. o] wjite] Weisse} Cropanzano(1996)= AxJAzio]
Z(Affective Event Theory)S E3l Tt ¥4 U
MM FAAES] Tl weks HAF Pl 2 I
o mg AFwko] gubd £ lvkal Pk & FARAE
o] g olr vk Zrgabdel gk Aukg-
(Affective reaction) A o] FARRES] Z|EulEo] e
FFS vzt Aotk

AR ALAE = 71& FAME|2 713 1)
& FolgrEoly 71 trst FARE 5 5 SFEE o]
ol #int ofug} ZTHZ 2 ARG U8 wiEol SARE
o] AMNES-S FRIAZIE A S AE & 7FsAol
=t 53] 2R YGAE S el =214 o]27]
7HA] BE Awd) Al 2] ohekst S H(Yy Sk
2, Fejol, gEIIE)E s BAH- o 7S
Au|aE AEgto g N olgale] AMeldo] a1 &7} o}
Fsh A2 BAS 7HA|AL ) oo whsle] AlGalS
A AT} =2 fg-o A gl ATl A3
S, Ao A& ZHEH1 Qo] FAAES]
EAREAdo] BAE| B T2 §HA| wjiol A 9|, AlZ
HZ Tkl o] gal5e] &) thesh=d] olnfeS A
ATt oM H olgxle] &7 Tkl vl dA 3] AghE
PFAREAo] FFEHWA FARFES] B4 AANES-S
FEATE oY 2GA0] AEE 7FsAdo] T& Ho|
. B A AEREES A7) v
o]8oL} o] o7 ojojz] AT o7 AH|2 Ho| Hold

Zitell gl Biek. AR A7) A7 Qe )

ALY FARES] Bedgdas 3d niRke g, g
Al ARBIERAL 4, Sl=r 22} et 53 7)ol BlE) A
33 v+& Ho|tKorea Industrial Relations Association,
2013; Seo, 2013). o]2fgr A= A7 A|QAIE 2] ot
2 wolgr, doksl 28 5 AT dAH a4
EARA FAAEC] 2 FAF oA A= 2dARIS
AR T AFNE YIS T A 84F
AEsoRE AXBElTF= Aoltt.

upeta] A7 AAE FARARE 0] BRdE 54
FAA ZAQrag gelstar 1esk 2hgarzdo] HARke
I AFRES w2 2 YEL] AR Aol ofjwst JgF
< FAEA] BRIk AL &% A7 PEAAAE o A

2 A5 Al a3k AvlelE AT 4 ke
HoAl & A= v 78 A= ofAZIh
tgo] FHT ArAzlol2s &8dte] APUES] F

greleie A77F Iule] debd 2T Au|» Eok &
oA thekstA A== 9l 01 (Chun, 2004; Grandey et al.,
2002; Lam & Chen, 2012; Oh, 2008) A|57}A] o] =4
< 3to] ] FHAR| 73S o R A g s
AT =] ekt

ojol & A AAARIlRe] FRIAH|A T]dellA
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= 289 5 JEAY ofRE Auina, o2 nigow

s
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%

1. MAIRA0IE

FAAES AR AN XS AT O
3l ZFJARA(Work events)S 331 Hot o]2igk A
132 FAREES] AR 3RS vX|A| ==, ol
E Adwdl o]Zo] nulz HAARo]Z(Affective events
theory)o|t}. Ax|AL710] 2 (Affective events theory, ©]3}
AET)S zZFAeg|skrlel Weiss@l Cropanzano(1996)°]]
o F¥E AoR 22T 254 Yol H=
sh= 2 AdEol el AR5 A3skar 1ejg 4
AuEgo] Z21e] AFE 9 2FEaFol JEFS v
thal sh3ith. AETE SARAEC] Ak 2rkde] A
FRNEF 2rFARd ol theh FARFES] HAA, B4,
FEH W= B, oA Ashe B =, 99,
ARE geleteal Ak

1) AAAFA(Work Events)

AETE of23 AME frdal7le dleex 24 3
BETHRE ARd(events)ell  #AE ZhETh Weisse)
Cropanzano(1996)°l w2 = JAAFz1(Work events)©]

543 A} 33 oM 2 ARE el sk T
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25 B el SR Aot BE Fad U2 2
s, AQAAE S ol BN e S
2Tk Soleh. AANRS-S FUATITH wolA] 2ol
o T 4 ek cl2 Bol Aol dolyt Fxslel
. AERE Aot RPE A, FIE Ee

£ 78te] Qrnka, Ziche Aul2 olgAle] B
e ARl o8] FAAES The ABRL B
o oA Aol ofal S AAAEe Bl
£22 BRI, Al Aol Fasks 2t el
U AT $5l G I, A I P
AT AN A9 IR oo BAAe] 27
Blol 20 B3 w13 5 gdek wek Agixiziel o)
S 24 A PRREYe dolmeln oaae)
olele-g obshe ¥ 2449 Astaclos Agah

v 4 NS gel ARTSE AruE) e
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B} Afnl A BRs fIgh 2AdE el 584

< HAA] "ok o]X Y AEToAM = A& &

Ao 2A 2Aeh AA T 2hdakzdol| ois) tf &
712t (Weiss & Cropanzano, 1996).

?ﬂ-v}i, Basch$} Fisher(2000)= 121789 24992 <IH
Fatel 2ATAAEC] BEske 584 AT 1470
oF BAA AR 1R i =&t A 2
AlellE Bua, oA, S0 vla, =H4 A
of, TATe] A SO ek, A AL
59 AqF, 49z As, A AT i A
F Fom TATI.
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[Figure 1] Work Events Theory: Macro Structure(revised in this study)
From Weiss & Cropanzano(1996:12)
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(affect)= 7+4(emotion)} 7]E(mood)S 2 3Hst T
Adow ol e Agtolnt Azlel thet Ae
= kg o g A&7Rke] ol A<l vbA 7
o] ek AFAL ot 77t A& o= A
A& A UtH(Frijda. 1993). Shaver et al.(1987)2 ©
to] HAA ARl 718, oY, £F, ¢, ¥ TEE
TEstdetl, AETOAM= ol AME 34 AA
(Positive effect: PA)2} B4 A (Negative effect: NA)
2 FEsle] 2839 th(Watson et al., 1988).
31 Watson et al.(1988))] w=2d A Ar= &F
3L gheh Al

N
f
o o o i

A

pr
:

N
ox T

¢
lo

Zolal dgziela wIgehs W= A=

o] e AH ANE AL A% Fe dUAsh Trel
A8, 2718 o ol A olvatA, s 44 A
]

Nel A% w3 7218 5 AHa Brk. v 2
ZJA|(Negative affect)= 742, =4k, Fo)2, 3, A7,
27 g-S 23S thekst Fexele FA dEel tiE
o o} FHA NS Fr A F YAl Aede
et ofu] a YA} Yrks AL 2-ghcalmness)
7 H23K(serenity) 52 HEHIE oJv]dtcH(Lee et al,
2003). o]213} o]f|ol 7]x5}o] Watson et al.(1988)-2 4~
2] PANAS(Positive Affect and Negative Affect)S 7iZ
AL, UM T thekst ATtelr] -8 tH(Chun,
2004; Lee et al., 2003).

A= AET+= AgAkdo] FARER stods o4 &AM
Te A NS SRR ¢ 5 ok 2
S7H7IL B TS ATl dekh
@ % gloke Wold 27 Bl Fadt o
A} sithar 8 4= tk(Ashkanasy & Daus, 2002; Basch
& Fisher, 2000). o] AXF wiZol] 2 HA|ALdol&
< Z83te] A= AFHE TS A= A
A1z A ARIe] RS WEles Gl gl
Z(Cole et al., 2006; Grandey et al., 2002; Pirola-Merlo
et al.,, 2002)3} AH|2~F-oKLam & Chen, 2012; Schlett
& Ziegler, 2014; Wegge et al., 2006) S-ollA thksHi
A=E S} ey Sjellie dubE YA ok AAAL
Zol&-g 243l $17(Chun, 2004; Oh, 2008)7} & .,
Fxfu| 7| dolME AE7kA o] Rds A83t S
A7} gieh. 58 7S ul AR Bl DA
AE= A =98 e s she B4 7sAn| = AlF
ShohEY o] §AFS el AARA S o chpstn B3tat
of, TAAEC] M| AEFHA AN o] B2 AAS
BEE sl =k webA] A7 AI A ClA F

(o J

AAkEo) Adake 2AIle] Fololx g B4 ojm
P4 WS BHeAE Seldto ) Ade 27 Bl W

e B AL Th FAG AT A & 5 ek

Fisher(2000)= 25772 z2-d o] Apile] 24
ol 3l 7HAlE HlE=EA ATl JEFS e T8
& Mdolzta sk BEAe HRnisel e o
847 @Wol AxHY ged, dE &9
Locke(1969)2] 7}z]212 2 d(value percept model)oilA]
= ARiEe AT ARl slslel S Ak A
AF=A o et geld fgeko 2 Bt Judge & Ilies,
2004). 1 Hole AEREEe] QXA 94 XA
A AXA 847} F8siths 12 Hgke] o]FA|aL gtk
(Brief & Weiss, 2002). 2JH0kEo] x4 Q4= Y
gk LFEB(PTFARE T S = JHRIERE AR
=7} o7t U= A(llies & Judge, 2002)3} 3k 7=
Ak 79 met QAHoR ARnSol YebAl A
(Fisher, 2002)] tjs} A7) olg7] Wolct. of
ol Locke(1969) %= 2 F-RbE-5 “Aphle] 2ol gt 2
W) el4 Zest Apale] Aiol thf Ak A
FH'E Be JMH 945 A st Aok

olgfgl 2 HEukEte] #H QR1ES =23t AYPAF
£ 2R, Comnolly$} Viswesvaran(2000)0] HERZEA]
< 53 7Hele] B A (Negative affect, NA)S}H &4
X (Positive affect, PA)7} 2t7} A 703} o] WA #A
£ BEAE G)llnh 2ol @2 A7-5(Ashkanasy
et al.,, 2002; Cole et al., 2006; Fisher, 2002; Lam &
Chen, 2011; Pirola-Merlo et al.,, 2002; Schlett &
Ziegler, 2014; Weiss et al., 1999)& E3f AAjur-&y} 2
BREhe] felula WAV} 2188 Hela ek wei
B AFolx e AR ol 2o 7)Zx38te] AF-rdellA A
HAsh= 2GAAT 1o w2 Gaakgo] FARFES] Z
Rkl ofd 3RS mX|=A] AwE iz} gt

A

A2l

3. Muja &

AH] 2 Z(Service Quality)o]gt ‘ARgale] 7]thE AH]
29} RZE Au|29] vn-Frtd Az (Grénroos,
1084) & “ekel Auls szzo] o) jchel Avh

Hesl=rt = A2 Aot} Parasuraman et
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fdARA0| MH|A Hoj| o|x= g YMetSot 2 FeE9| oz ot 5

al.(1985)2 Az} Algke Au|x FAQ0lS ok
g Aulz A 5 Qe sl Al 22

ot
o,

S5 BelHel A B AU RS Whe F
T

A NH|AE Ao g AT AP, AUAE
o] )23} ole] Tela Agjek TS EAL 5 e
5ejol wEAP, 20| DA AFehe vlolsh BAl

[e]
< 9ujehe TR ol gtk
H, A Au| s Zate] dA wEk B
A3t Kim(2000)] A7-ellM = SEFAAET
o] AuhAu| =AM = ARRRE Au]2 Hej] A
ol JFE WA= FoFE vERgal, FuAfulz 7)1l
ABEAAP A= Hszgk AdE Ho|al QltKJin,
2012; Pyon, 2002; Shin, 2005; ). €3] 777142 Q41
o} AR 7IEA B 27|13 R SR AE F
ARES oz 3 ol waEH FARE ] At
ofo] |, Alitol| QH7tel AE HEniSo] =oE
Mu|2 o) EolxE Ao YeldtiJung, 2010).

-
N
N
2

4. MMutent =2oixo| &zt

AN AET)o) B2, FjelE e Fia1e] o)
3 ol GANHeS a7 BT Teje kgl A

ol olgA IS A=A 2 FHel FHESIT
(Weiss & Cropanzano, 1996). o]= Fd3t 2537 U
o= ZHRlel wheba AgARkgo] th2aL T1of wE A
wEo] g F 9Je-S AWt Y3k Ao|ti(Watson

& Slack, 1993). o]zfet =2l AFANA A ==
rﬂrOh‘sL ZFAAAET} 2ekE7re] AA oA FHele] A

ol R EE sk Ao, & ATeie e A
/‘1 T AAESS mivcl ez dAste] E4F Ao

t}.

TS AETOAM= Arbzde] AMuhga AFass
ol iR AMu|x it e AA|EFA 9P F(Judgment
Driven Behavior)ol|] &S m]xtia daltl(Weiss &
Cropanzano, 1996). 242 Lam¥} Chen(2012)& €%
ARFES o2 AET RdlS E3l Aol Zda
o] AR A S olF iR Afu]= Aol f9
njgh JFE mHvks S geuiZIE skl olefgt
AP Aol 7¥kste] & o, 2 dAqtelxe 1d7HEA
AAE] FARAE ] B 2gakdeo] 578 A, ¥4
AAREEI A NES w7 R FARREC] Q1A AH|=
Aol A= WAUSTS IR0 + s Aok

— =2

Positive
affect

Positive

events

Negative
affect

Negative

events

Work Events

Affective Reaction

Job
satisfaction

Service
Quality

[Figure 2] Model Research
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1. oiTE 9 el

B A9s AR QAE M ERshs AP
Bz ZARAT GAN-ge] BAE A RS A
2 Ao ot JFe vIA=AE Fetsl=tl 3ol 3
th ol& HEE uEow [Figure 2]} Zo] A7RIE

AAEHH, ool thEt 7Hde vhat 2

1 FAR AR 3 AN Ahe] ek v
Aolek.

1 2 R AR B AN A2 dakg )
Aolet.

1 3 3 AN ARnEd A(he] Jake nd A
o,

1 4 B e ARkl H(el Jeke 1 A
o,

7R 5 ;e Az ol Fhel J3ke v A
o,

W 6 FAA AR FH ANE W sfe] Aw
Zol gare w2 Aol

W7 RAH ADE B ANE v sl Ane

= =
M8 3AA Ade 34 AAsh AFREe vl

7 9

AT A A9 250, 7] Aol 3147 A,
2GS Q= A AE7PALAES] S Al
B dom A5z} Selh AR 1L A%
P AIYN BRAT AGHEdon, duzAlE
Fof AReEe] FYNGL A B 2AE AN
2 S AE 2 AR GTe] o] of
s 325 s Felg Fatglom A Folol
MRS BAS F Ak RN 20144 4
2 289438 20144 59 169714 oF 373 A
#, Qlolt 7 Eatel A=k F vEE 4005
of A F 319%(79.7%)7h B5EIRL, SFo] B

il

o

R o
o™, ol M

o

L e T2 Al9fE 31252 HF Aol ARgEt
it

Yy

3. w40 Mol Y FFET

d

1) S i

B AFelM e 2B W Tt HRlE 7
t] o]2HEE Bty AFuEd 2AESS T
(Latent variable)Z AA3}ch &2 o
(Work events)2 7177 A A AE] 2537 oll ) FARE
Eo] AN A, A AM)S rTIE 2T
of #AHE Fa3 A= Holain, 384 Al FAH
Apoz BgE 4 glth. H= Basch & Fisher(2000)
7} WSl Affective  events matrix=
Chun(2004)°] ®<F, ARE-SH RS A7 LAE &%
o AYetES FAte] ARESEATE 2 AFexE A
A AT A Ao s ERshe] 2t 3719 Ekelasl
o2 T35} 4AlEl= Cronbach’s o+ ZH7} 8833
.8690|t}.

emotions

2) w7

@O ARk
AARESS ARl AARIE HEsko S
Aol 54 AAE AT ARAE o= Aofgitt
A= Watson et al.(1988)0] 7R3k PANAS(Positive
Affect and Negative Affect)= Lee et al.(2003)o] e} g3}
ATE Tl ASH = ARESIY & 2088, 57
A2 Ao 747F 34 At A FA 1083
Holr, E otore] AlF% Cronbach’s o+ .855%}

.9079|t}.

ol
N oX,

AEREEL 22 FAYo] AHale] 2 F-ef Adste]

= B2 gelstl, FAAkzlole
(AEDIAE 53] Awiisel 344 Swe 243
7] $l3] Ak ARREARRE PGristeE AFsich
(Weiss & Cropanzano, 1996). o]of ujg} E dqtof A
o] 24 =7 Brayfield®} Rothe(1951)2] ZHuFEX]
FE(Job Satisfaction Index: JS)E =T od 7x}o|
Al ZEE ARl AR X737t ARE-E AT ISI

) _llm
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[IARZIO] MHIA Fo| 0lRlE @ak HMulsn ARolse| g 7

3) F&Ha AHls A

B Qhol ] Aulz
7} olgAte] Aehel =

Ao A%

ARAAAE EAP
wgalel Agaeda Azehs A

e pEom Beliic Auls Ae S AR
Z &= Parasuraman et al.(1988)o] 7J¥t3l SERVQUAL
<, Jin(2012)9]] 9J3jA] FHA B2 ZZ] X 2] &0l B}

Fh0] U5 = SHITE YAE 54 Hxol,
A=), 8, BEAd, 3749 5714 sk9asl
o2 FALJLE. B =79 Cronbach’s o+ .9450]t}.

.
74,

4) ARy

B ATex e Ame AAE HEE ] Ve
At N w AZS 9Js)4] SPSS 22, 0|24 latA9t
utetslz] fls) AAd 7Fd el AsH miiade] Fod
< ZelEtr] ¢siA] AMOS 22E ARgalIT 22X A
2] MAR(missing not at random)E 7}4sla glom =
Mplus Z2I33ES  o]§3dte]  ohStiAH(multiple

(Table 1) Overview of measures

imputation) . 2 ZAZx}g8Z thA|5}Ac}
T YL ASAHR] IHARAY g S
= Aol slor o] wgEe ¥
T UL £ ZH e 7F 213 A9
3l AFH AFEY o] Ame} 2 H
Bt 7hsdtthe ool altk(Hong,
2000), 42 @4—3— WA T o]t A
A(multivariate normality)S 743l gl7] wjEe] W
9 dE, AEE St AR E 23S WA
Selaeit). ApdEe] dnd S dohis] 9

;O

3 71 AEAS AXEtE e, SAETY AlEE A
=& Qe HZAAAIAIZE(Cronbach’s Alpha) #2

2 B9, 7+ ZPuelSo] el e T 4w

1. ZAHARLS| by S

ZAFA ] dutd EAJS K <Table 2>9F Zo]
oJ2do] 2957(94.6%) 22 d 1778(5.4%)0l| B =k
o, EelElE 1979(63.1%)°] H]E, 1157 (36.9%)°]
71&0ldet. AHUHE ATEHE, 20th7} 15078(48.12%)

. Number of
Categories um er o Cronbach’s «
items
Performance 4 755
Positi . . .
OsTHve Participation in decision making 4 .865 .883
events
Independent Work related relationship 4 759
variable Work processing 8 767
Negative Client 3 886 869
events
Senior agency 5 .868
Reliability 4 .843
Responsiveness 4 .862
Dependent Service Assurance 4 862 945
variable quality
Empathy 4 .849
Tangibles 4 .865
Job satisfaction 5 .920
Mediator
variable Positive affect 10 .855
Negative affect 10 .907
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o= % wter 300

1039(33%), 40t 47%

(15.1%), 50t) o]’¢ 1278(3.8%)2] &=o2 JJebth Bt

d#e 3214449tk
1987(63.5%) 2.2 713 wotom,

Yo tholsh}
BSR4} o] 891

(28.5%), AEHZ o]3} 259(8.0%)2] o2 EEH
o} 94 1509+ n|vho] 7.4%, 150-2009+ wvlo]
78.5%% 71 B9rom, 200-2505H w9k 10.6%, 250
el obde 3.5%q Bk A A 2Rk 19

ollA] 313 wigko] 46.2%= 71 Wokow, AAH o= 34

njgk 2527} 70.8%2 LERITE

A
A

2. f7m

02
HI

ol ASE e Agados 244 AL

A5 2AgA A7, e

g AgAst 74 A,

Jelm ARRE, A A2 P

(Table 2) General Characteristics of Participants

FEE ERIsh] s g1 Qe AAIBR=T,
<Table 3>3} o] F2313 a2le] SAHYE,
ol BFEst adlRelE, dAA,
(AVE), /BRI E =g 7]ttt £ B2 ¥
Z+2=3(item parceling)dto] 7} 3198159 Hd-S
sfete] Zgwiclow &-83sglen, ¥4 A9 54
A 8Qle Tl o g 3 kEllo g @ Xkl
2 ‘(l-a)xdZHFe] B 2s o883t
75 QRlFetEe tiFte] WA Soldelm,
y
A

A7) 71ERS dslElrg BE A

kil
o N

(

}

pud

frtgw
uﬁl-ﬂa

O )

A 218 A, AAE SHEY

of thst A= A<l TLI=909, CFI=.928,

RMSEA=.0797} #A7&FS w=EA7]aL QlaL, A
So] frolaE 000914 frojnls)

A e ditdo g A3k Aoz s|ME 4= glof o]
o

4
5319 FPAAZE 9% TREE 2o AWt %

Jo

N=312

Variable Category Frequency %
Male 17 5.4
Gender Female 295 94.6
. Not married 197 63.1
Marital stat :
arital status Married 115 36.9
20 - 29 150 481
30 - 39 103 33.0
Age 40 - 49 47 15.1
50 or older 12 38

Mean 32.14(SD 7.88)

Less than College graduation 25 80
Education Less than University graduation 198 63.5
higher graduate school 89 28.5
Less than 1,500,000 Won 23 74
Less than 2,000,000 Won 245 78.5
Monthly Income Less than 2,500,000 Won 33 10.6
More than 2,500,000 Won 11 3.5
Under 6 months 48 15.4
6 months - under 1 year 29 93
Work 1 year - under 3 year 144 46.2
career More than 3 year 91 29.2

Mean 26.9(SD 22.03)
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(Table 3) Parameter Estimates of Confirmatory Factor Analysis

Non- .
Parameter Standardized Standardized CR AVE Co.n St.rL.lCt
values reliability
values
— Performance 1.000 793 -
Positi
OSVE T, Work related relationship 1.026 820 14121 7755 a2
events
—> Participation in decision making 940 617 10.578™
— Work processing 1.000 .803 -
Negative e 1.186 531 8515™ 474 901
events
—> Senior agency 1.054 552 8.856
P. affect — Positive affect 1.000 925 - - -
N. affect — Negative affect 1.000 953 - - -
— JS1 1.000 877 -
— JS2 1.012 921 23663
.JOb . — JS3 1.056 779 17332 696 901
satisfaction
— Js4 993 796 17.972°"
— JS5 1.050 821 18.961"
— Reliability 1.000 668 -
—> Responsiveness 1.222 818 12.658""
Service )\ surance 1.226 895 13548 826 959
quality
— Empathy 1.273 821 12.698™
— Tangibles 1.183 769 12.019™

22=359.105, df=122 (p=.000) / TLI=.909 , CFI=.928" , RMSEA=.079

*>0.9: close fit(Hong, 2000)

** < .10: mediocre fit, <.05~.08: reasonable fit, < .05: close fit(Browne & Cudeck, 1993)

T 753 Zlo g Yehd o]& =o)7] flsiM A1
(modification index: M.)Z o] g-3te] =2]8 o g egst

B9 el FAA57} 2 20w wabHom S48 7}

(Table 4) Model Fit Comparison

l
Fol, Ax’(df=3 W ©f 7.82 ool frel e 2]
2ol $4RYS AERYor st ATRY
o= 17=395.938(df=128), p=.000, CFI=918(.9¢]
), TLI=.902(.9¢]3), RMSEA=.082(.1¢c]sh & #ET7]

Fit indices

Model
2 df A x? CFI TLI RMSEA
Default model 460.314 131 - 900 .883 .090
Modified model 395.938 128 A 1£2=64.376/df=3 918 902 .082
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2

| D178l 223k Aejsla RE AFw AgedA] 1 7
T A3EeE Zles yEth

Repx|o] FAAI= [Figure 3]3 <Table 5> #|A]
stlon AFEY A AAS 8 HFE ke WAE
AR, 5, o i pARRe], dRaEEdAe
gRlog Y TAHA AIS Bol AEEFE 34 4
A7} oAl A(B=631, p=000)°2 Yo m, 7
T, 0|8}, TR 3Eades FAE YA A}
g Wo| AET5E 4 AA7F molAlE AUB=735,
p=000)22 Yelt=d I #Al= EAZeRE Fov] 3
ck. webs 7 13 7P 27 AHEJA g 5

1)4

P ApaEe fels Ao I Fe Aow
Cherso vl(B=1523, p=000), 4 FAE sl &
ofahAl (el dFE Fi Aoz ekt 14 33k 71
47k AAE. ae)m ARerEe Awl2s Qo] fold
GFL Pl FoE ehH(BE=257, p=000) 714 57k
AAFG. &, ARPRALNE N BFehe FA

of HpEo] EoE Al Ao Jut ol
Ag ojlaict

3) wiEs} 24

RIS ASE] s SHAE BE o =E3
(Table 5) Directing Effect Results of Structural Models
Estimate
Path S.E C.R. P
B B
Positive events — Positive affect 631 .074 9.753 .000
Negative events — Negative affect 1.194 735 117 10.178 .000
Positive affect — Job satisfaction 788 .523 .079 9.924 .000
Negative events — Job satisfaction -.356 -.340 .052 -6.825 .000
Job satisfaction — Service quality 257 .034 5.619 .003

I

Positive
reaction

Work related

Performance C 3
relationship

Farticipatian i1
decislon “‘-!K"@

EN S N N ES

1S5

.63
.83
Positive Y
events

-.58

Negative
affect

Senior
agency

Megative

Work
reaction

- || Client |
processing

@@

23

[Figure 3] Model Results
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(Table 6) Mediating Effect Test for Bootstrapping

95% CI
Path
Indirect
offect S.E. Lower Upper
Positive events — Positive affect — Job satisfaction 3307 092 240 442
Negative events — Negative affect — Job satisfaction 250" .089 -.354 -.159
Positive events — Posm\fe affect. — Job satisfaction 114" 031 058 187
— Service quality
Negative events — Negative affect — Job satisfaction — Service - 086™ 026 148 - 045

quality

s

T p<01, " p<.001

Note. Percentile 95% ClIs for Bias corrected are defined using the values that mark the upper and lower 2.5% of each

distribution. CI = confidence interval.

NA sk A BEEA0] 23 53 (Shrout

& Bolger, 2002), ® FolME  o]Ful7i(double
mediator)®] FHE AFsEZ wPiadte] feolde
<Table 6>9] AAE wl} o] HEAEDY

(bootstrapping)& 3 95%2] A12|F3te] 23] HTS
ahoieh WHE A543 2,000 082 HAAstglon, B
o b EI = BE AzolM folskl vtk 34
2 Azlo] 34 AME Bk AN vAE (A
o] Z7|E 330 ollon, FAA Afzlo] ¥ HAME
53le] ARakEel wXE Pdavte] 2] 250 o=
71 63 7 7o) AAEHA. 2ela A A ARzle]
7 Mt AREE 53l AR Ao ol2& o]l
BiR= 114, 547 Aple] B4 Aol ARES 3
AR Ao o]2E o|Fuj AT <0860 BT B
Aoz Fola("" p<o1, T p<001) e} 7P 8}
74 97} AR AR TP Evte] fo)d A
<Table 6>0 JEPER0] 95%2] A7kl o)) 753t
A}, Rk detgko] 08 XA ol Aol &
7} 5 Felskch

V. 28

pL=)

=

o

B A7e sl s S30s Slsl 7 A

o] AR o] 2R FAE] A

= ZAde] ANkt ARk wyfE Au)= 2
o ofH JFE WA= AE rEsk=d ok ol g
ATAAE QokehH v Zrh
AR, VAN LAE oA ZH3R= FAREC]

doh= Arkde e, AEARR, gyad
A= 739 S8A AR A7, o8k, a1
2 FE 28A ARIE oA A 3 Aeh F
A AREgo] frofw|gk RS mIXa St ol
A= AJabdo] g Rkgol Jaks mlxIvhks Add T
=3} AAJSHCole et al., 2006; Grandey et al., 2002;
Lam & Chen, 2012; Pirola-Merlo et al., 2002; Schlett
& Ziegler, 2014; Wegge et al., 2006). 4|, A=
AAREEE oA, 78] AARES Fejol wet TRk
of Zzh Aol wigkn} Fof o R Fondk YIS w|
et 7= APET AAFCHAshkanasy et
al.,2002; Connolly & Viswesvaran, 2000; Lam & Chen,
2012; Schlett & Ziegler, 2014). AR, 717371 A A ANE]
o] FARAEC] B sk APARIES A FEte] B
M 4 A 7 AEgo] i EIE AU A
° 2 YRt o] Zhgdaze] FAWhE-E F8te] 2T
ol JEFS T AAARIO)1ES ARG H Weiss &
Cropanzano, 1996). UlA|, EAx}E0] Asl= 544
e 34 ANe} ArnEg v sto] Aulz o

(il
i

¢

-

I (o L o

2|1
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AU $3H Ae Y A ARuEg Wiz
sfo] AEls ol frejold JE v YAk ol
T AAEE FHOR AT oJolg Hund e
ark oleldt HNET ) i A% A FAAEe]
HRARA A S 3H Aol 33 A

PFe Fol ARUEL wolFv, ¥44 A 74

oS
R =
RHEpEe A ol A

o5 At

AR, 7R LDAE FAARES] ZgARdo] AA
TS do7]aL o] HAukgo] ARRIET Au] 2 Hoj
JgS nFvhE dAab= XAzl 2(Affective events
theory)o| FHAR|2E A|lFsh= 7 HolX = Hgtsitt=
A& ATk ol ket Aulx tidRE 71l 7
FAxu| 7)) Au)2~ A Aazel] Qlo] FUEHAl A&
g = duhes A HojEr) o2 pAlFog g3t
3 = 34 AA(Positive affect)dr-$-S =o]7] 93k
ARl Aol B st 53] FARES] 4 ARk
Soll #S 7]eolst dart k. ks FAAL]
oo} dHgle] WA= FAH  ARzIE(Negative
events)o]] tigh SAl= UKo 2 g o] whitolrt.
mEbA FARE] S Aehe B F A
Hhg-o] ANREES AslR o]ojR|R] g e Ak
3} Z2 a3 Fo| Felete] dasict

A, o] 84} AFA FuAu| 7oA Auj= A
FE S AR AFHES Eo|7] fIgk AN-g
A7 o] HadtANE OAL AiEEo g 7Rl TA
o el gltth. whebr] FARKEC] et #dste] 4
Fehe FAA 32 344 APARAE B8] 248
18-St @8 o2 FARES] AR

o

S
4
A7\ Ao Al A el 7|eld & gl 7

c

AR, AAAAADNE ] BS AN AR
o ot a5 Algle] FF Aol uel A
48 A5 ook o9 AR SRR A1 A
el AR Ao BU4 Bus TPssht 2t A
o 542 weete] o|gAte] 872 Hats| setata 4
F3he vlole @S AU Qe 3 S 70.8%
7 3 mlgke] BRARA e o] 4E Holw Stk 7

o
& ABARALAE ] Au s Ae Srsied 2 2

7 obd 4 ick. weld @ale] A o
215} Aol gk Ao AlEje] Bo] He E4e 17
& A7} ofele Aol 4l

Aol Fasit.

A, 384 Mg BeloE T8 332 g
A A, AR, R ol FAAE
So] FRIAHIEE Aledoel o] o8kl Bl A
w7t2A 8] ARrle] ol T4 u) T e A9
b B ok AEvtEA ARaE TES A
713 e W71 S Frasn| st s HdEe
AFe otk ARdel 254 #Als 7HAaL 7idstod
of & Zolth. :A7HEAIAAE o] A9 da7IEelM
o= A Wa5 7 LTSS =kl gle
U Rsoln] gest 845 vhderldlx dA) ot
ol ffal 2+ A AN FARES] 5ol Aedt
HAgFds S AT = s @3 dite =
daiFeior & Aolrh. 244 AP Tl shuel F
AfAte] ejabER ol a2 2 olA o8AE
ek A2 ATARA FARREC] ARl o] Au]Zolx
PFARE e B Yok Zoltt. o] 8AF A|ke| A
v o] TR 1A} ME|AE Algshs SARREI

e 2EASE FUF 5 Yot BA 4GS =
e AVNEGE T Gk olF 9 BRG]

ool FelgrozA o §Ajst FuAl| o] o
A% Fa upiEAe) e Thsale e 3
3 AAE AYA & Aeolth. o2 $I8) FHAHT]
Be AR AT A4S B F LS e
of gk,

A, 24 g BeloE Fa 2AH Feiie
1840, Qe Ao 2 et olgAle] #7
Freluls Flake] Auls Aol vl$- F R ol
S olgAE FARP A9 SR glom W
A2 4 Qe tigol ok wEe] o] g} w3
A A PNE 2 2SR Zel W Fasit,
o] 34 el Aol o] J|TelAE Bd o] 87
gl Al aE AR DA EREE AL 5 e F
AR} e msol aste olgAlslel 2ol 24
5 9 AN S8l gl FEAARA WA A

[
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