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A Study on Determinants Influencing Satisfaction with
Franchising System in Foodservice Industry

Hyun-Cheol Lim*®

Graduate School of Service Business Adminstration, Kyonggi University

ABSTRACT

The purpose of this study was to find relationship of satisfaction factors between fran-
chisor and franchisee, and to examine the effects on satisfaction with franchisee in foodservice
industry. Through the prior study, instrumental and relational factors were adapted as
independent variables, and satisfaction variables were selected as dependent variables.

The survey was administered to 346 franchisor possessing over 30 franchisees at Dae-gu
metropolitan area, and analyzed by SPSS 10.0. The results of analysis were examined through
the multiple regression analysis.

Key words : franchising system, franchisee, satisfaction, determinants.
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ZPatolz ojEl o] 26%E A3 20033 1€ AL RS g up=d
T 9JAAJoIA ZA;RFo]A = 55970(34.9%) 4] Z71E Aoz veh) 94
B ZAAPO| 2 4G AT 0P AFETA oA T S & T Aok
o|RE ZAAA Bl FASA wslsigton, 1 Ay} Zzte) 7|PELS FA
gix7] &l FxAoln, §F5AQ 7S 21 e Aotk k3 B VYES
2E3 F54 BAle 75 S Wl gty oy, Fa REVESAY] A
718 #AE Z3stn Aok

A AR A F wgllx Fa 145 F7]HQ &3 BA = HEg
o wt A viAENEY F8 8424 T3 ok Schelthase $(1999)2 A
WGz TS A ke 820S WEsA ol & B e AV v Sl
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apo|z B I ze] Ao oa) dA A Wl 51 dPUE F
Atz SAl AdFolvt 31, <z, MulA, WS, A9AR, BEAY T HD
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2. OEEXI0IX Aol EF
Z 442 7F A2"E 2t gloke oA fFEEok
olAlE 9L ddsith. 53] Lazte|ze] S ApAL AFET ohz, Rt
BF 2§97 f5H7] dEdd 384 FEALHY EEH 5 HeEst 7]
o & Ak B M2 E 71EE F59A9 F LA 44 FEAZF 5 Aok
T AYT o E A} sk ZARlol=e] BAJY AR AHEo] 2o
Hlo Fol g AEPThE HollA B9} /P8y R5ef oS SUist & & e
ol dA AE e oItk &, EBARL 7B 2R IgedlA H2 ARz 1R 7
AE 48T F# de FIEF H2Y2 AjxHojet & 5 gk
ZhApo)= A AR L o= & JF A9AA &AL AxY, FEY M2 T
UE, dlE BEsta H8o] 7hssta, ol & T AHERES MY BdFHeR
g8 4 Utk AFollA AlUAl EFE Sdist & + den 3L ARz AYS
g, dANZ o} +F FaVIUeE A7Es ol A, ZHEA F7hek
I % 18 AT ETE 4L 5 Atk ol 7Ie] Al wet FFASAAE
o U 982, PANSAAE & L84 O A94718) AT o
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E7A QQlE (instrumental factors)& 7PAEE o] ulF|E] 750 3 Aol
8 HLEL 23k Abdul-Muhmin (in press)S T3 22050 FFYAY] A
= 7HEAA, §89 AnA, 2gx AR AFUAlHeR PAHY U
Schellhase 5{(1999)& thFd vlAIE 2lxe] @4gM =73 Q5L Lujz2d
A Z‘“%‘ﬁfﬁ VAR 7bA 2, AR A (Faet S E3), 12l 2AAE/H
5 BHOF AAl 0}9&‘4 Biong(1993)2 F34Ate] viAEY T2 8 4F (T, A
e ')r: J7 v A )& Anjgdate] wiEn FAEA 93-S njida g o

HFATEol «IBH 74 2AES AE 7HEA M 21, w5 (e, ¥9
A, FR9 4717 gRlo 2 '_IL*F:?_ olHst 8L T2 BAH V)
-8 FUtHSchellhase 1999).
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(1) HIZEZ=0 St BE=(Satisfaction with the Product Range)
Biong(1993)& MES F4, BUs, AFAE 3712 Y30, 1A BEL vl
g 729 itz nEe G vtk 553 AEL FAF "r‘f]%’ Ak 2}

shol WY FUL PEoHs SN 1F) AFHAS W80 WE AT
o A, 2 AFHY AAFY AFe2 AR wE 9 Le‘ 2 B
(Malien 1963 ; Frazier 1988 ; Day and Wensley 1983 ; Aaker 1991), A|E 2] Ez&

o

7I9EY dAE 2458 Fulgke AgatEAC YoM Fag 71Fe] €
(Wilson 1994).

(@) Tt JIZAZE2A0 (HSt DFE(Satisfaction with the Price and Conditions)

VAT NAAZAL vlAE gagM, 71Ae B wEe] Magole] o)
7HARA L Aoz oA Avfqdate] TS A 8oz gt 53] &
A3 A Foll g A3t o FAH 7HAS M 2ol dig Al2wo] R Al
o]Fojzjo} &K Schellhase 1999).

3) OIHE =& CHSH DIE(Satisfaction with Marketing Promoation)

vhAE 38 LaAllatol= Al A AR Agajio R gt HFA
Q AN B3, F3. QB Bo) TAETE ARE £$S F0, v
Bl Z o) 3t g+E2 B2B(business to business) WetolA] TAFEE] HaiQgloZ
ANHYOm, BohER FE2 A% A, DA NG FD BF, YY) a7ol
BE 3 8E, AuAE AYE AT a0 3, FFE BiFA ofolro,
AAZFA thet BE T vigEo] avielA BATHE] Jkg mittar kot
(Abdul-Muhmin (in press)).
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(4) SEHHN [HE B=(Satisfaction with the Distribution)

F& T /HAER] TEo) Jg v vHE g 24 Fof shiolth F
FAAFE diF 9ol BATEY FFE nA= 71E AR THAbdul-
Muhmin (in press)).

F5o) gl TkES Aubain) 2(shelving service), ¥7]4 ZHdelivery performance),
-4 2] Q(operational support), 28|31 F# 2} ¢(training support) 5o} 3t vkEo] 4
N Ao g FERA ol FAHoE AWEE gy 2t}

Ak Al RHEES AIRE AGE AR FA oz ks AHHsA 29
atedol gtk 7)1 Q1 AF gt G&E FEUHEY] HAEA, g&E wie
dAtel F4, S FE dAT F e 59, 23 FEE F3sh=d oA
A8 o8 TP KSchellhase 1999). &G Aol thdt L JIRERE I RE
4F9] ook AYAY, 7IEER 9 Qg dg@t Y, $E383HQ 23]
o] &8, 7IBENR9] 71EF i3t FA 5 VAEAE T il tiAY, A
] 2 FA] i ghA](Chiou 2004), vl 2 FAR] Lo DhFHE-L TR E R
o) AFE TA Tzadd Y 9E, ¢ WRY, 29 WAl AL, o
21 7hlERel Ao FH AAYAT Fo| EXFATHYilmaz 2004).

2) A HSIR010] Mshcin

AR R ole) gAlol ol TRl g o] Bl Jke
oAl BAH QJEL JHEERS §54d, FAlo) s AAY (Noordewier
1990), 7P4ell )3+ 243K Doney and Cannon 1997), % ¥ 113} (Cannon and Perr-
eault 1999), 5= 7 F4 A o] A(communication)(Chiou 2004) 5& & 4 rt wehbry
oA7lell M ool tiste] AwE At st

(1) JIH2L0] ESA(Flexibility),

TPEERS] §54L AR dEHA e s uig wdE T
Volberda(1996)= Z3Zo] Ao EA 58L& Z7A17|1 1
gug #e3 FEY £59 ARE §5A0 ke sk

7FEER 7Y 20 tig 84S YR o Ae A E $AE fASE +
AFQA AN vl 4= e AFH =72 44T 4 ArtHMacneil 1981). o] &
HollM, €54 434 ARdAIHe] & 270y, AAH ¢90+ ¢ T2¢ 4A
22 o Ak oL §EAo] AAAH 919 @4 B3 (Dyer and Singh
1998)7} A} 5(Conner 1991 ; Conner and Prahalad 1996 ; Grant 1996)o 4] #}4ko,
2 E g dve A Augth 719 AR §549E Y A T
o Wsh= 4122, 71, A1 ¥e], e OE sl tid vk &%, folA,
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a3 v 82 vtk §54 PEELS 7)Y 5ol i A HEYY 9
5o} A28 Zu )71t Comer and Prahald 1996 ; Sanchez 1995 ; Sanchez and
Mahoney 1996).

(2) 2Hl & XI¥(Assistance with Problems)

7t ERe] Bl Fol it AL 7B 7P RRe] #BAl] JojA] pRE
H7F 7P RS Adety i s TARAS B3 2R PR g8 U
g FAZE AR g H oz FRED JPEER} 24 TE WA BAAE
uheA] odal S| )7 0] ke AE Wit R R = wjEde FAE Vg &
B, g FAVE FAE] Mol o AFoz A e FHY 5 dd
(Noordewier 1990).

(3) A uEKinformation Exchange)

AHugE FEVSO] FEUNA 783 JHE HIHoz AT Folzhe
AR Z1dig ek} ZPRE R A AR wEHL R o] FpEE R &
ol 9FE £ F Ux AZdY] oS FRE ATY £ ke AL NUg &
U= eHAAAIE € = Uk FL2 AFYAIALE 5§ NI HE /P 1Y
R FHE AL oFEEE siFu, BAT Fe Fo, A4S B3I
£ 350, 71T BAE 218A sFhKane 2001 ; Howe 2003), FX w3k
AAA =3} A3 A wEe] MYPQAE F| sz FAL A;AF|Z, A
M-S E2A7)7]% ch(Magnet 1994).

Mohr and Nevin(1999)2 AxYzr= 43P F A AFUA )G o831 1
£ 274E 3% 4 Uil Yot

olgdt 3P A AFUAlCIAL D EE 7Fed ARUAClA (W daatg,
Az}, o] WA §) FEE o] &3 F4EAeo B Ny, @ AxPA) deite B
3 AFTUACIAE T3 A& Ak, @ ARFYAlel A AR ddo] A
HAol gk &FAFUA A F214d(communication formality)ol2tis &), @ ¥
Bt A5 Feppoh Aol FAAE AT AT 4, B 299 3
@t Q75 JNAAT17) S Eole) 22 3R ERE X AFHE AR
59 Wl 7R 84F I3t

Bassuk(2001)& 714 H-7} 2 nste] gAlo] QIolA ARUACI Mol of BRg
7He kst 2ol dgsah A, JiERSe slgel £Fsn, sl vz
Yemigol7] el Zaolz AlxdolN washe EASH skl Fuges
FE AUME 22 7 U X, 71BHES ZWAPo| = A 2Fl9) 3} Aot
AR, 7B} 7PEH S MR AFE 3t dAFo g Fo ok WA, AR

e rlo J
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UAlo|HE shEA ] FRlEo] gaEaA o) IFEHEE she Zlo] Wasid, 1 Fx
HBRHEL TFAHCE Fol wheka] BAE oo} Sk ojwdk JAMEHIEA] A
4 dEth 2222 JPEHELS TP S AR o 9 AAETE S8s)
7l Roke 08 e AFuAolAe g VR ES o e ARYdeld e F
=2 sjjop gt Moserowitz 2001).

(4) Z7t4Holl chst DZHSHCustomization for Franchisee)

7V el gk 7R u sk BA) oA Bold BxE sl aF A,
AA2 = 728 W3 Doney and Cannon 1997). ol& B9, 7ME Y= 7lui A o
S5 537 gt} B8 gulE s, SHE g AEE 5= Q)

o o] AL Folg FAE gk 7I9ELS WA AES AFsE V13FH g%
£ A % T2 gths AL w3 Williamson 1985). 12]3 Bo0]8 £a}= 7}
2R7F 2714 FAE FAste L &, 7S fste A4S e A T

P
Fe ALg PR g Ml w5 S Ao]tGanesan 1994).
AulzolAE 2Helx, Azke 59 theaE (23te Tt B NS
A3 ae) stz veha Atk (o]-87] 2002 ; Gwinner 1998 ; Hennig-Thurau
2002). Gwinner 5(1998)0]] m}2W D AHE-S o] B AMujA AFAJEL IAE
o] B 27 gfgalr] Aste] 259 AMujsaE nMSA wEojol stk
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FB

T oTAY ol HAE e JPAe] BATE 1elS
Fohfa, =74, BAAGFH 2] FAH, AEH e of"l JIE v|HEs}

= ofer] 98 A7EEe Y43

2.
2 A7e) myola ZTaatolz A BA - wl) AFH QL v &
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ol S} Tl Ul AFREAY Hoe ey 2
1) =8H
(1) ERXR0!

EPHAEEE, AAZ, FEA, oHARE) B5E 243] A5te) Abdul
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Muhmin 5(1999), Biong (1993), Mallen(1963), Frazier 5(1988), Day and Wensley
(1983), Aaker(1991), Willson(1994), Chiou 5(2004), Yilmaz 5(2004) 5-&] X3id+
NA AREE NEE E8shth

2 EAX|IEH0!

JJrﬁlzlﬁk’ii(TrJé, R ug, uMsl, FAs)d) WrE 54371 98t Noor-
dewier 5(1990), Doney and Cannon(1997), Cannon and Perreaul(1999), Chiou(2004),
Volberda(1996), Macneil(1981), Dyer and Singh(1998), Conner(1999), Conner and
Prahalad(1996), Sanchez(1995), Sanchez and Mahoney(1996), Noordewier (1990),
Heide and Jones(1992), Kane(2001), lvens, (2002), Emshwiller(1991), Magnet (1994),
Mohr and Nevin(1999), Kimball(2003)(©}-8-7] 5 2002 ; Gwinner 5 1998 ; Hennig-
Thurau 2002). Gwinner 5(1998) 59| A AFA ARR-3 NdS &8st gtt

=y S

GHE > ERE 2208 FAH BEe] on] gl 14 Relt}
OM D E7E 28 AR BE6) on) g F2E vF Holt,
M B A AP 8208 FAH BEe ov] Yt e m)A Hold.



104 szl A A 108 A 43(2004)

G & A A 2L ABA BEe on] g G mA Aolch

210 F N EFTH
% AEAL] 7L 7189 AP ATE EUZ 8l foM AAF d79 233
A7) 7HEol 2t ZHgsleitt. AEAe] FAEL =7 89 thek 257 3,
BAAZH gloll g 1870 B, BAH WSl e 574 £3, AH51E w5
e S B A A7SAEA gddl e 107h £3 52 3l 63719
EHEE 7S ATEATH 29U A3 YA 2dl dsiM e 2 77
of et A= 74 H=YE ARESITE

B 1> AEA 74

s Y4 Ax

=74 89 AELQ 7 74 A=

L] 4 74 4%

EERL 7 74 A=

%3182 7 74 3%

AT 8 Fay 4 74 A%

S LERE 5 74 AE

a3} 5 73 A%

HHIR 4 74 H%

W BAH W 5 A A=

A3 s 5 73 A%

Gk w&eE b 9, dd 3 ¥2 A

v am ae  PRERS WAN0 FAs , ne He
T Wy 7, FAET

T BT 63

= FAY AR A7) e4de HES F 2 Ao B35 248 Hg)
o #HHAFHG 2 T, 9 HAEY

SUEE AP Ao s Zade)x A4 RS BALE 2
£hE AAHAT, S4E AEA0 dlee) A4S 19l AR Fa. A9
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TS St Bag A NUES Al 48 3 HPE AA dES
=Z3oh

B AT Zdfolz JAE thEo g 2ABIN T, AEEAR= 2004 8 11Y
FH 99 229 Apololl NS F 367572) AEAE MR} o] F 35977} 3
THAL AEA S A7 T FHARE AT £ fle 2358 A 3467
tated AF5EAo] ofFoiHrt

FHE ATA = SPSSPCH 1008 o] g3l RHs}glon, o] Yuba] 4o
W WEede NERY, 2t d7ded] g dUdaHdY(unidimensionality) & B
AF 8AEH, AHE 243 GRASARHE dAsA, I77Hdel P HES
G ALAE S ol 8-St

V. Ji2&d 3l 45EM

p

13 Jx Ao

1. ZAHHAKKIRI 2EHN EN

B A7 o] ¥ SR 3467 7 Zallato]= o] Wi Uty 5A4S A
ek <HE 2204 B ule} o] Ao 33.5%, G0l 66.2%E YA Be Ao
2 vepgth deEaE 294 087} 7.2%, 30~39417} 42.5%, 40~49417F 39.9%,
504 o]to] 10.1%, 28] 3ol 0.3%E Uelyrth agsFdas 1F ot
39.9%, HEE0] 26.9%, 0] 31.8%, atdEo] 1.2%, £2do] 0.3%0]T}.

SHAEY Aol djt BEe AF B A, jleol 27.5%, 1~20)
20.0%, 3~5d0] 27.1%, 6~10K10] 17.7%, 11 d o]Ate] 7.6%o]™, 7F8HE ddst
717He 1'd 0|37} 15.9%, 21do] 24.9%, 31do] 25.4%, 4xio] 15.9%, 5d o]Ato]
17.6%, <ol 03%0]ch. E4U 5 ‘09’0 2.9%, 1~29o] 30.6%, 3~5%0]
38.7%, 6~9380] 16.2%, 107 o]4o] 11.3%, &0 0.3%=2 Yeldth Wy =
107) ©|3}7} 32.7%, 11~20707} 25.4%, 21~30707} 10.7%, 317} o]4o] 30.9%, T
o] 0.3%o]ck.

AHEZL 50002 9 o]3}7} 8.7%, 5,001 ~10,0005F o] 30.1%, 10,001 ~15,0007F
0] 19.7%, 15,001 ~20,0005F 10} 20.5%, 20,001 ~25,0009F o] 6.9%, 25,001~
30,0005+ 0] 4.3%, 30,001 o]4Fo] 9.5%, F-&Ho] 0.3%= Lielytt). 3k8 7lul A o]
Jele= Yurstal 13.3%, S5 15.0%, QUFHHBE 287} 15.6%, B2}
5.2%, AR AH(AFA) 2R 6.4%, A EFIL 19.9%, JHEF(FE - A - o}
o)|2aAY) 7.2%, AZE7} 17.3%2) RoZ vJelg)

2. A0 Eigd Tt

1) EIRIRIRIAN B
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(B 2> ZANRAe) AW 54

AN T H (%) Hle(H)
gt 229 66.2
ek <z} 116 335
e 1 0.3
294 ols} 25 72
30~394) 147 2.5
A 40~49 4} 138 399
504 o]4F 35 10.1
3R 1 0.3
g ofg} 138 39.9
AzgE 93 26.9
WuELE e 110 31.8
oistel o)A 4 1.2
& 1 0.3
e 95 275
1~2d 69 20.0
Ao M Ao A 3~54 94 27.1
6~101 6l 17.7
11 o4 27 7.6
=2 o 110 31.8
7t Al T2 235 61.7
34 { 0.3
g o} 55 15.9
2 86 249
3 88 254
7193 447kt 2 s 150
5 o)4} 61 176
[ Fed i 1 03
e 10 29
1~2% 106 30.6
~ 5w
- o "
109 o4 39 113
e 1 03
10 o}3} 113 327
1120 88 254
LAt 2130 37 10.7
31 o] 107 309
e . = = 1 0.3
o ) 5000 o]t 30 8.7
5,001 ~10,000 104 30.1
10,001 ~ 15,000 68 19.7
G (g 15,001 ~ 20,000 7 20.5
20,001 ~25.000 24 6.9
25,001 ~30,000 15 43
30,001 ©)4F 33 9.5
55 1 03
o kgl 46 133
584 52 15.0
LFHEE F£5) 54 15.6
- b ) 18 52
G A (@) A) S 22 6.4
A 12} 2)) vt 69 19.9
YAE AT - ofo)2:¥) 25 7.2
AN 60 173
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B AFME S-S o] 83 7} A E th3F ©Y 2} A(unidimentionality)S-
AFska EF3A(validity)S 7Z3}17] 213l Singh and Rhods(1991)7} AAI3E A%
A A|(scale refinement) B-& o]-&sHct

Singh and Rhods(1991)= HER T do] i3t ARAHAE 13 £47 24 £40
2 FEsIT meA £ AR =7 a9 BAIAGY 8%, 183 BE
(BAA, A18H ©E) aRlell Wit 7+ shejatdel] dish 42 oljdt oz 73y

3t

) 1Rt 2

12} E2X(first order analysis)© = SPSS/PC+2o] Q9182 & A}zb3]#(oblique
rotation)ol] 2]§F -4 HH(maximun likelihood method)& ©] &3} BF

QuAe AAHIT

BAo 2o Z} 2+ o] - Ad(dimentionality)# 891 F+Z(factor structure)E &

A7) g A Z} Axe] gESo] st g1l #FolFeg AAHE 7HE

A%e7) A A2 818 B ol 3 ool VE W AoZ e
(Croin and Taylor 1992; Challaglla and Shervani 1996; Singh and Rhoads 1991). &
Az}, AF dE 2l F V1€ wwe 2AH B 3-8l A 14 F
Sato] AAHAeH, Uz ArchelEdd tist 244 9Q@M A 24 A
e o F& Aog yehdoh <G DollE AAHA AT BE A7 S
e adAA e 03 o)Fez yehgen, 89 shig FEEJL, a4
H&(the variance extracted)= 0.5 |40 Z Bagozzi and Yi (1988)7} #2131 0.5 o)A
o 71Eg $EA7E Aoz ek

(B 3 17 BA0) B2 g4 2AR N AHE BN

2 gl A 2y
AL 27185 HEFEE
olo) Mgk A8 (%) a

=74 89

AFagl g 6 5 2.803 56.067 0.859

VR B 3 3 1.939 64.630 0.844

GImg nE 6 6 3.349 55.817 0.881

ZRukE 6 6 4313 71.889 0.937
AAAYE 22

SAA 4 4 2.398 59.945 0.851

A A=Y 5 s 3.645 72.892 0.930

AR g 4 4 2.779 69.842 0.900

273} 5 5 3.600 71.996 0.926
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T HAZ g7 aliANo) o3 o] AFE 4 AUE Wiste] A&ul}
a AFE o83 A E B4 AABYE £4 A, (F HollA B upe) o]
T7A 8L 0.84470.937, A 291 0.851 709302 vi$ =A et
agla AAA 9L 0936, ARSI A T2 09082 UElkith metd BE A7
el st A= g Nunally(1978)7} AJA)gH 0.7 o]do =2 vwl-¢ FA Jelgich

) 2%t 2N
23 ML 13 B4 A weh 2 ARUAE F A olhE PSR W=
FFza BE AMAnRe BE, 181 $A4Y B 59 V) 47eAES

Asta 7t Apehe o) thaled 913818 A (confirmatory factor analysis)S 4
A&z, <& oINS} o] 7 ATTNES ke R WSS S AR
ot

-

E Ozt d7dAA dig 2088 Ax

e i{ 71 #HE X o p GFI  AGFI RMSEA RMR CFI
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