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An Exploratory Study of the Effect of Franchisor's Training on
Franchisee's Trust and Franchisor—Franchisee Relationship Satisfaction

Eun—Yong Lee
Dept. of Hotel Management, Kyung Hee Cyber University'

Abstract

The purpose of this study was to examine the effect of franchisor’s training on franchisee’s trust and
relationship satisfaction. In addition, it investigated the difference in the perception of franchisor's training
system by the duration of the franchise contract and the frequency of franchisor’s visiting. In order to camy
out the empirical study, a questionnaire was distributed to franchisees from July 26 to September 1, 2009,
and a total of 255 copies were retumed and used for analysis. In analyzing the data, three factors of the
franchisor’s training were obtained: pre-training, franchisor training, and supervisor training. These three
factors had a significant effect on franchisee’s trust and satisfaction with the relationship. Also, There was
significant differences among franchisor's training by duration of the franchise contract. The findings of the
study suggested useful implications in the related industries.

Key words: training, relationship satisfaction, trust, duration of the franchise contract.
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<Table 1> General characteristics of the respondents

(n=255)"
. Percentage
Section Frequency
(%)
Male 132 51.8
Gender
Female 123 48.2
Once 90 353
Frequency Twice~3 times 87 34.1
of visit' 4~5 times 58 227
Over 6 times 20 7.8
Below 2 80 314
Numbers of 3~5 90 353
employees
6~9 57 22.4
(person)
Over 10 28 11.0
Below 50 15 59
51~99 27 10.6
, 100~199 72 28.2
Investment
200~299 76 29.8
Over 300 56 22.0
Missing 9 35
20's 55 21.6
30's 60 235
Age 40's 79 31.0
50's 59 23.1
Over 60s 2 0.8
Below 50 m' 53 20.8
51~66 m' 65 25.5
Restaurant 67~99 m' 60 23.5
area 100~132 m' 30 11.8
133~165 m' 16 6.3
Over 166 m' 31 12.2
Below 2 years 62 24.3
2~4 years 49 19.2
T f
erm .0 4~6 years 39 153
operation
6~10 years 85 333
Over 10 years 20 7.8
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{Table 2> Exploratory factor analysis and reliability analysis about training

3l

Training

Franchisor's ~ Supervisor's

fTtems be(f;)rgu(;?;g:g training training
al Franchisor's menu training - 0.739 -
a2 Franchisor's sanitation education - 0.771 -
a3 Franchisor's marketing promotion education - 0.846 -
a4 Franchisor's unit management training - 0.658 -

a5 Supervisor's unit management skill training - - 0.912

a6 Supervisor's training about receiving guests - - 0.899
a7 Menu training before opening of business 0.793 - -
a8 Sanitation education before opening of business 0.809 - -
a9 Receiving guests training before opening of business 0.718 - -
al0 Management know-how education before opening of business 0.819 - -
all Unit management skill training before opening of business 0.824 - -
al2 Overall satisfaction with a training system before opening of business 0.799 - -
al3 Training system before opening of business is useful 0.811 - -

Eigenvalue 6.684 1.586 1.269
% of variance 51.42 12.20 9.76

Reliability 0.934 0.829 0.900
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{Table 3> The results of regression analysis
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Trust Relationship satisfaction
Dependent
Standardized Standardized

Independent Beta t value Beta t value

beta beta
Franchisor's training 0.360 0.457 8.964* 0.366 0.433 8.094*
Training before open 0.284 0.356 6.958* 0.305 0.356 6.626%
Supervisor's training 0.192 0.233 4.575% 0.131 0.148 2.774%

R square=0.426 F value=54.981*

R square=0.368 F value=43.064*

£p<0.01.
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{Table 4> The results of ANOVA
Variables Mean Std. deviation F value p value
Less than 3 years 3.828 0.6356
Training before
. . 3~5 years 3.865 0.7144 0.351 0.704
opening of business
More than 5 years 3.921 0.6774
Less than 3 years 3.593" 0.8060
Franchisor's training 3~5 years 3.894° 0.6798 3.746 0.025
More than 5 years 3.854° 0.6896
Less than 3 years 3.602 0.9816
Supervisor's training 3~5 years 3.825 0.9599 1.661 0.192
More than 5 years 3.878 0.8309

Duncan post hoc was used.
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Variables Mean Std. deviation F value p value

Less than once 3.801 0.6248

Traini £ Twice~3 times 3.838 0.6392
ram.mg be ore. ‘ L1913 0128

opening of business 4~5 times 3.925 0.7802

More than 6 times 4.187 0.6743

Less than once 3.723 0.6501

) o Twice~3 times 3.842 0.7893
Franchisor's training . 1.550 0.203

4~5 times 3.990 0.7724

More than 6 times 3.925 0.4736

Less than once 3.723 0.9430

) . Twice~3 times 3.789 0.8456
Supervisor's training . 0.511 0.675

4~5 times 3.833 0.9615

More than 6 times 4.000 1.0258
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