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A Study on Core-Self Evaluation, Service Recovery Performance,
Job Satisfaction and Tumover Intention among Hotel Frontline Staff

Hyun-Jung Choi'
Tourism Division, Dept. of Hotel Management, Baekseok University

Abstract

The purpose of this study is to investigate the relationships of core-self evaluation, service recovery
performance, job satisfaction and tumover intention among frontline staff in the Korean hotel industry. In
order to examine the proposed hypotheses, descriptive statistics analysis, frequency analysis, confirmatory
factor analysis, reliability analysis, comnrelation analysis and covariance structure analysis were undertaken
using SPSS(10.0) and AMOS(4.0) to explore the relationships among variables. The results showed that
core-self evaluation had a significantly positive effect on service recovery performance. In addition, service
recovery performance had a significantly positive effect on job satisfaction, while there was no evidence of
relationship between service recovery performance and tumover intention. Job satisfaction was explored to

have a significant negative effect on tumover intention.

Key words: core-self evaluation, service recovery performance, job satisfaction, tumover intention,
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Sparks B 2012). RFef AH] 2 H2apg o4 4
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=3

e ;GZL;G o] N

gHcH(Hocutt MA - Stone TH 1998). ©]x& AH]
2> A7} ‘I‘“E T AZ oA RS A
7} He% ofe oloh 22 7Y o] vim

Au) ﬂi(sewice recovery)olﬂr add o)y
gk AH 2~ 382 AU 2~ 7]]e] o
st Al dlds] 8.3 o] Eth Andreassen
TW 1998). sl nAEL dAd= o

MB|2Hth= A2~ Ao F A FE s AH 2~
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7] W} Eo]tHKim DS - Son BM, 2011). ©]2] 3k o]
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A A 2 TR 21 9] . #(Huang MH 2011),
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H| 2734 318 9 a4 E3 dekS 98 Au| 2~
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o] ufZ AMu]x~ 3)& 3P F(service recovery
performance)©| CHBabakus E et al 2003).
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AT BA e et 2k A, A 3% A%
of uTh FHAY G WA= AAA7)H 7))
%9 29 PRI B4, AUET} 0|49
So] S v Au)s %GBl F8 8
Q& Itk A, Al ol =g AetAl)
t AgiEe 2o 29 AP o2 B3
o zee) HA A9 B2 AT QA 3
59l Perg AAFLA S o] B A
2349 ZAelth £ A7v} F 29 47
9L UgoR 47 B4 o2 F AAA1H
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1. stARIDIEOR] g

2719 7H(core-self evaluation) & 3+ =%
o FAlst= A elo] ALl HofF= B e
1 PFo & nA = 4E S B4 A%
M ZE o]Z 2 Z(Boyer SL - Mosley Jr DC 2007),
gk 7HR1e] 71A], Ap413L el ThEs Aol #sted
22222 Hrkehe A 5730 2t o Eti(Judge
TA et al 2005). THA] @], A A7 F77F =&
2190& ofH dol& AAlgtel 24la, #21€] 7}
A5 = BrHE B olye), B Al TEH
7 aL glom, Ax ot Fego] AL 58S
YehA 27dell A 3321 A5 HolFrt
(Hiller NJ - Hambrick D 2005). ©]x& 34 2}7]
Hrte A dE 2dapiae g2 dA}
Utk WA e, 1 TN E 53] 2t
Zolu AR 2 JIge A= A2 &
214 ThHErez A - Judge TA 2001). ©]2]3}F o] &
2 A7 7kt HEE AT 2 A
oA &3] o] Fo]x] 3 ltHBoyar SL - Mosley
Jr DC 2007).
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Ao} A2l T (self-esteem), A}7] &5 (self-effi-
cacy), EA¢]X](locus of control) 123l 7=
©F%Ad(emotional stability)©]THJudge TA et al
1997). 1 SN = A4l Hself-esteem)< A A}
71%7te] 71 S4lel Hle 54 2= (Judge TA et
al 1997), A7]4=8(self-acceptance), A}7]<l(self-
liking) B A}7]EF(selfrespect) .2 T H 7|
%= 3THKHarter S 1990). A}7] &7 (self-effi-
cancy)< Z7olA omgt flFE FsAAY A
gt uo] JFHoz did ¢ U= A B
o|tKGist ME - Mitchell TR 1992). BA|¢X|
QAo A Y= e A
U= B Zo|th
(Rotter JB 1954). &2 2] BA9% & YERY
© AHEE 59 e a5 =y PFo
2 drkEA] SAE 4 AL A7 Colquitt
JA et al 2000) 7+ 2] oF8 A (emotional stability)

L A o] Q Ll /\Egﬂz\ir‘qﬂ o=
A ot Aol 3

(locus of control)+=
5% Bolo] 2a2 BAE 4

4,
e AlgHEY AA =2l Costa PT - McCrae
RR 1992). |83 47k4] 5402 2841 /g e
ZE o] A Judge TA et al 2002), FA] ol
MR B S 7K 7= sckJudge
TA et al 1998; Judge TA et al 2002).

A7 717F 23 REE(job  satisfaction) 2}
B2 AAATE ol Heldl o] =2 (Judge TA
et al 1997), e SAEL Az 7H 7o A
THE(life satisfaction)(Judge TA et al 1998), 4+
dZHjob performance)(Judge TA - Bono JE 2001),
g} E-7H(happiness)(Judge TA et al 2005), 7|5
o (motivation)(Erez A - Judge TA 2001; Judge TA
et al 1998), A7 Z-S5(work-family conflict)
o} 27714 A Y (work-family facilitation)(Boyar
SL - Mosley Jr DC 2007) & t}efFst Hg=ofe]
AE ¥l gtk SPAIRE ] S Ake] okl A
o] AAH7IAFE 27 SAR A3

7ke} A7 A1, RS agla o)A e
o] #AIS 733} Choi HI(2011a)3} A A}71H

A, ARarE A5gs 22w ol delze] T2

2ol 232 EA%} Choi HI(2011b)2] &1 7-48ko]
o A AFgE npe} o] Au| 2 B]5of tigh
ool A dAHR dFol= Bata
A A7 7 ek Au] 2 85 svte] BAE
e A7 oF] AleEA] @& vl & ATl
< A7 7Lt Au 2 B 5 s BAE
=A4sta 2 wAE teetnal It

2. MBI 315 &S0l I D2|m sty
TORfo| 2

MH| 2 3]5- 8 F(service recovery perform-

INYJ

ance) < AH| 2~ Ao]e] Aol A Au| 2~ 3] H-S
93te] A= A 2Qe] wFHol PEo|t}
(Johnston R - Michel G 2008; Kim KY & 2009).

A2~ 7oA o] & FasH tHFolof dt=
o] FE= AZAol AH|A FE-L AH|A ZTH
e nA e FrHs /R et nARES A
7 71 zte] BAE TS AL B oal,
AEAQ MH| 2 35S AP a4 A~
g% F A9 9L o 2 Bkl Ha
(Goodwin C - Ross 1 1992), a1 71l thslo]
ksl s22Ql AAE G5 =71 wiEeltt
(Smith AK 1997). Lo A Au] 2 3]5-o] 3%
oA 21&A3 B2A0] v FRIR olF
BEAer FPT e A4 Ade] g1 o
Al 7199 el A tieks] a3 ARboltt
(Whiteley R 1994) oA “L?SH 7\1H]Z: Aljj o] A
Zof|A] o] =
g] OE;GO]'J 143-140 7\}11]7]. /\‘]H]i Qioﬂ
2 93-S X (Hocutt MA - Stone TH 1998),
Mvlz Ashell tigt M2 H9le) whg Y=ot A
u 2 BB et Hohsh wA WEe] 2 IS
1] XAl Eti{Menon K - Dube L 2004). ©]* 7 A
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MA - Stone TH 1998). ©] & 0]~ A= ThA]
3| EA7| A} ke A 2| de] Av]x 3)E PF
o] ZRFARQ] AH| 2 WS 7tof| o} Fa st 2}

8-S 314 ¥t} (Smith AK - Bolton RN 2002). u}

2hx] AEl 2 S5 52 FA AL obF &
Q3 Q1AEoloF & g7 F shelth

oh 1ERt K ele] R Fagh J3
n|2)= 44 BAolEo R AE L & @
A2 1rolgkth(Judge TA - Bono JE 2003). &
o] IAATEE e e ALdsE 1
9 955 Fdst= dd A =2 57

(motivation)E YER=H], 5 digt 5717
T2 AR Bk A52Q1 F3s Holm i
A= TE ol Kot /| Uehdths 3ot
(Judge TA et al 1998). o145 z}7 & Az}7]H 7}
o JFIE thE A7 e T vk o, A
A Ae] Fadt o %— shRl AH] 2 3] )
S| BAE o A= AFskih whebA
E dAFddM e AT EPL 22 LTS
A 2] Fagt 45 5 bl Av|- 35
ol 3 o= =4 Jebdoia 7Hgska
15 "HSstaa shaick
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3. AEOEEQ| I 2| MHIA =
SO ZHA|

27y gl Er/} *5}3—’ Ue AYe 2%A
%o HAut) g TS BRItk Boshoff
C - Allen J 2000). HH] o] AHgxle] A
Tl FEdfokshe E thE o] e AT
1 7-8r% 85 (customer-oriented behavior)e] ¢
o2} Aol tiHoffman KD - Ingram TN
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1992). ThA] el 2o wrEohs Ade 4
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Aot A AmtEol] gt o] Foll A 71g ARt
2o g WholEo]x] & /d-S Locke EA(1976)2]
}\?lq], = xlx]—u]—zg__, z}% 7\]‘/\]/] xlx}xgzﬂ—

=

gk e Fotd dojAle AU A A
gleta ojsta itk Ae] AAvtEse g
olff= T8 wFolA AL e, 53] A%
T 224 W AR ASAR FAE
o] 31(Brown SP - Peterson RA 1993), t}& 2%+
= GolE = oA rE gt WelA gt
(Boles IS et al 1997). 2747+ tigt A= o

BEol AMH| 2 R EkAel 7Y

No] Q
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-1 0 L-"IE w2 W
2Q9Y52 gABANA o] ol 1A
o olobr|g BAstm, mAe) ST Yo W

2] gfetete], X-g Bl =g Ho|A 7] wEo]
ThPark SY 2000).
AF7HA AH] 2= 35 P53 Aol 3
73, vHIR 1ela A A B F
S Wolgtti(Karatepe OM - Sokmen A 2006).
WA o g AH] 2 3|5 5} AR Afo] 9
Ae FHe dAE UER 2™ (Brown
SP - Perterson RA 1993), 117 o] & HA
=S tAate 2 3 AT 2 £ E A
35 P AATE H(Hel dTFE 7
© 2 9+ A THBoshoff C - Allen J 2000).
TAHIE] AR
5 %%ﬂ&%—cﬂl A e A=
YERITHChoi HJ - Kim YH 2009; Suh
2005). YAt FARKMES dFeZ 3 Kim
PY(2007)«] ATl M= AR 2 35 PEe A%
Fol] 3829 G PlA= AeR deixith
:Laiur Hel xYs qw_o_i gt Ashill N
(2005)°] AT A= AH] 2
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4. OIFQIEC JHE D2l MHIA SIS S
N

THMowday RT et al 1982). 7]& 7tol &5hH,
2A4E a9F7] 918 7 (withdrawal cognition
process)< ©] el tigt A Z(thought of quitting),
o2 A% ©(serching for another job else-
where), 2] ©] & || )&}t 2] Z(the intention to
quit)e] Al AR FA= o] A =H(Carmeli A -
Weisberg J 2006), ©] I A o]d o= & &
e AT E AlFeta o2 A4Q1 Azte] A
2A o]Ag fat] M wiA | Yl A
2]/ o] thMobley RT et al 1978). ZLB{ E& o]
2ol = A o H ol ¢ 23 Aol ek
kS ko] 5hA| Frh(Tett RP - Meyer JP 1993).
upeba] 2o oA & sl fsiMe 159
olZl o]z WA He 7Ied Ferh dot
(Brown SP - Peterson RA 1993). 53] AJH] 24
Holo|A] ZPEQ] & o|ZAEL AAF| ofF
=93 IAZ FoldtiTracey JB - Hinkin TR
2008). o]2fgt o] f= 1 Bt AL SAted

solol] EAlSHE Age] o2& Zo]7] el

e 8l welaa B o
(Stalcup LD - Pearson TA 2001).
7 AT Fol| A Boshoff C - Allen J(2000)+=
Z9lo] AF3A el Hu|A 38 gEo] o]HorE
Astrl7]= s ad At Aljbeksih o
S EEEE RS

a

72 g

9]
A R, AE s T

& Atk =73 #919] R v
she HddesE d Ads Huele A74<E 5t
2] A =2 2(Rust RT et al 1996), 28]~ 23|

=)

Al A AgA o] Au|A 3E-S e &
ds A ARE dyde o=t dus
olth. &3] A A& thF o= 3t Boshoff
C} Allen J(2000), Yavas U E(2003)9] AT, :r.a]
TAd=e] FHYAAA TRt SEET
Aoy IsARE ﬂwg_f; P Ashill N %—
(2005)2] ATFA = é% ¢l AfH| 2 3]
PE 2 le‘«l FaeAlZiviar e gtk
ojF el el JEE lel“ O dddss
k=0t Lambert TD et al 2001). L4k 2%+
52 Uldo2 3 Moncrief WC 5(1997)] <
TolA HgRFHe] PFe o] HdEE Ao
o S9m, AAasel FAkeke 17 gAel
2918 thA o2 & Babin BI} Boles JS(1998)2]
ATFANE A HguEo] olHe|wg FolE
) EZAo|gl= AL A=sIct 3o A
A HYLS o2 3 Karatepe OM2} Sockmen

Moo 1o

f

3
JPI

l

[
r
0

nlO
r

Hl H4
SRP

H2

"

Notes; CSE- Core-Self Evaluation, SRP-Service Recovery Performance,

JS- Job Satisfaction, TI- Turnover Intention

<Fig. 1> Research Model
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e JHAEH o7 3t 7}]014 712, AR 18

3 7bsel B A9l Prieka gelska,

Judge TA 5(2003)°] 7N&3t 1283 =S 4&

3t YAE 78 A=A w§ 28R &, 7

Qg aRthE 2T Au) 2 38 g
& Aul 2 Asle] Aol nALS Tl B

Sl o IBalels A Ao A=Al
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pAR=Ray

SA dH = stk
ETES =4sl7] 98ke] Schriesheim C -
Tsui AS(1980)«] 6 HER F5t ZAHE
TR i 23R o, 73 vl 2=
thz 4 st ]’—‘14 T gk 249 £33l
= Ao A& w A

e Aztolgta 78«]’6]—31, Karatepe OM - Kilic
H(2007)°llA 2291 352-3-S A 83l BAE 78
A f’w ok 74 S Ty
=554 9
=, &9 311% 3"%—3‘3 B, 2554, 25ds,

= O

b b
dn 99 25 2Psan

74 3

3. HE Al & 2MdH
1) EEZA

57 TS

73t X AA(=ZHE, &
2 clop, wAE, FEY s A9, Sam o
5], BAH 2, AU o2 FAMYAS ey ale] A
52 AN QUApee

A

o]
iv
ol
Mo
N,

r

N

N,
fol
i)

L)
Lo
>~
>
i

s}t 2}7] 7]%}‘%} a(self-adrmmstered)*% AL8-3)
slom AExAR] 7]31e 2011 2€ 1Y FE
2011 29 28U7kA] F28L ol AAA HAASHA
o} 221055 2Hdsle] wiEs)a, 208599.0%)
7t sleE e, sled dEA] oA SHEA
o HFdgo] UF AotAY el 23 Fhol
ZA5= 10571 ALEe], HFEAFo=E 1985
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2 AT 7S HS37] 9ske] AMOS 4.0
JJr SPSS 10.0 BA 23S o] &3l om,
/\57:” B ]

HY Jee, /di]vh'\f"l, 7]30
A

1. SEKR| CIEHSHA =AM
TS <Table 1> FEo] Aulkrlo] EAJL glo}
7] glate] MRS AAsaL el Aol

2. MARDIEDL MHIA 3= S, X
DI 2|70 OFRIQIZ0N CHEH IS
=

® Ao 24 Ang 2o Sdsel 1%
AN AN HA71P7t 8919 2
N A%, 59 2AR AUES viaA A
ol A7) Tigrte] B& Ao epdrh A

£ 5% W) 84 A Al ) 9%

F2 4TE} Ao nEg

g=2z2) 53] #] A 187 Al 23(2012)

< & F ULk AAREEe] £ A3 o9 2
U A 2 BATY ofF & Fe R YT
WA, Folol] gk vk gk 7Pt W P
Hol 5€l 3o FFo] APEdA By i
Ag & 5 Ut o] 2% ] 31| 7]3]o
T ok BT R e @ 5 U o]F 9
=o] A% U AFS = avkE Aot A
woll gk Htgke]l 7 =4 JEth o
<Table 2> 7} Wo] 7aSA RN S Held
Aztolth

3. ZHATO| dlZ|d I Bl 24

2 AFeE 54 =79 4 Bl (construct
validity) S 715317] 9l3ke] &2l 2 Q1E-A(confir-

matory factor analysis)= A3} Th 4731 o
A 221 A X|(factor loading)] # 4 A 7]&
o] F-&E|#] ekE(factor loading - +£0.3-+0.4 : min-
imal level to accept/ greater than +0.5 : practically
significant) A 2}71H 71 17] FE(CSE 2=
0247)& AAS T B4 DAL o F Bl
ThA] A5} Uzﬂ,] AekAd of B
AT AP, x¢=410280, df=259, Xz/df:1.58,

QolBA S
LL

{Table 1> Characteristics of the Respondents (N=198)

Variables Frequency % Variables Frequency %
Gender Organizational Tenure
Male 100 505 Below 1 Year 50 253
Female 08 495 1-3 Years 63 31.8
More than 3 Years 85 429
Age Working Division
20-29 91 46.0 Rooms Division 73 36.9
30-39 78 39.4 F&B 106 53.5
More than 40 29 14.6 Other frontline areas 19 9.6
Job Position Job status
Staff 162 318 Regular status 98 49.5
. Irregular status 100 50.5
Supervisor 36 18.2 - .
(Including Part time)
Education Level Monthly Income
High school Graduate 2 1.0 Below ¥¥1,000,000 10 5.1
College graduate or In Collage 50 253 ¥1,000,000-%¢1,999,999 121 61.1
University Graduate or In University 130 65.7 ¥2,000,000-%#2,999,999 42 21.2
Graduate Degree 16 8.0 More than ¥#3,000,000 25 12.6
Total 198 100.0 Total 198 100.0
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{Table 2> Results of Descriptive Analysis

Bl g, AN ojF ol #a AT 125

(n=198)

Factor Items M SD
CSEl: I am confident, so I get the success in my life. 4.30 1.13
CSE2: When I try, I usually succeed. 3.95 1.45
CSE3: I complete tasks successfully. 4.72 1.18
CSE4: I determine what will happen in my life. 4.86 1.17
CSES: Overall, I am satisfied with myself. 4.29 1.44

CSE CSE6: I am capable of coping with most of my problems. 4.74 1.31
CSE7: Sometimes, I feel depressed(r) 4.54 1.29
CSES8: Sometimes, I do not feel in control of my work.(r) 4.93 1.47
CSE9: When 1 fail, I feel worthless(r) 4.44 1.42
CSE10: I am filled with doubts about my competence. (r) 4.58 1.54
CSEl1: I do not feel in control of my success in my career. (r) 4.95 1.29
CSE12: There are times when things look pretty bleak and hopeless to me. (r) 4.46 1.51
SRP1- No customer I deal with leaves with problems unresolved. 4.35 1.22
SRP2- 1 do not mind dealing with complaining customers. 4.16 1.31

SRP SRP3- Considering all things 1 do, I handle dissatisfied customers quite well. 4.45 1.16
SRP4- Satisfying complaining customers makes me happy. 4.95 1.26
SRPS- Customers I have dealt with about their complaints in the past became today's| 4.33 1.07

most loyal customers.

JS1: T am satisfied with my overall job. 4.56 1.23

JS1: T an satisfied with my co-worker(s). 5.10 1.24

1S JS3: T am satisfied with my supervisor(s). 4.72 1.40
JS4: T am satisfied with my salary. 3.81 1.48

JS5: T am satisfied with opportunities for advancement in this organization. 3.30 1.52

JS6: 1 am satisfied with support from the organization and the organization's policies.| 3.64 1.48

TI1: I often think about quitting. 3.62 1.50

TI |TI2: It would not take much to make me leave this restaurant. 3.86 1.56
TI3: I will probably look for another job soon. 3.81 1.71

Notes; CSE- Core-Self Evaluation, SRP-Service Recovery Performance, JS- Job Satisfaction, TI- Turnover Intention, (r-coding) - reverse

coding.

CFI=0.921 TLI=0.909, NFI=0.816, RMSEA=0.054
72 23] =7} 127004 3070 Ale]d W 2
= It Ve MY AeR YEkt
(Hair JFJR et al 2006). S35 eSS
(construct validity) T 35 EFE“d(convergent val-
idity)= &Rlsty] fste] xEsE 89 AHA A
(factor loading/ standardized loading estimate)<}
Z} 2 @.9)(latent variable)e] TN Al =

AR EL

(CR=construct reliability) —L2] 3L
(AVE=average variance extracted)= =73l th
w /\47:1)4- 205538 2 19%8)(76%)2] FZohd
291 A A X|(standardized loading estimate)”’} ¥

A71EQ 055 s, NE A=

l _—T__—l"

(CR)91 72 0.66°14 0.822 AR7)F=2 0.65ET}

T A vebdeh EFEAFEIMAVE)S] 4
5 *Mi 3| & P, AN a0l o=
7} A% 7111 05 o] g Bich At
7197} 2R1e] FFitEate] tha 7]Ee v
27 Eatg o, A A7 BRI AFPE X<
T7A7NE AlB =7t B A )] el dela,
ok 54 Axe] xEshE 2]l AAA|7} 7]
T A oo ® Yoz &

zg e

Al
Agasict. veom S *1%‘5}%
(discriminant validity)E S 3517] ¢lsted ZF 2|
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82lo] RFEAFE#T A 82l 2 A
o] AlFS vwslnk 1 Ay BE g3
Fol =71E 0.021904 01732 Yeh} ==
Zgko] ABAF AlFe AV HY 2
= gRlxlo] S A o] el d/do] A3
© 2 AYE I THHair JFIR et al 2006). ©]43H
A S Boto] FlH 7F 8]le] FH4 g
< Jeille WA 434 A5 gla 22uksE ¢
Kcronbach's a) #k& ©]-83l] 213 Z(reliability)
£ SAIth #4] AF <Table 3>0l| 49} 2]
0.81°14 0.90°.= BF AZ| 9] o]/ FA gl 7|5|
£ 0.7% 243 3ko](Nunnally JC 1978) 2+ 2.21¢]
A= AA] v AAEg Zloz I

s
X

fo . (o AN 2 )

3

N

}\].z

-

¢

grrza)ste) ] A 187 Al 23(2012)

th2-2] <Table 4>+ A8dA X0 Ax=
Uepd Zojt}. 3, F Wi 7
#ke] 0.90 o]de] opd Aoz vpeht 7+ W
el o] ThA] 3 Sy AE](Tabachmck
BG - Fidell LS 1996).

5. Jid AS At

B AT e A77HEe] gls ffsl
2 Y5 Z8sto] Assislnh /A iz
7t MB35 g, AN A o]F] 9
Lol thgh T WA 2o diste] -5

= (maximum likehood method)= 283l A+
23 o AeE =3ty 1 A3 x2=376.061,
df=254, x2/df=1.48, CFI=0.937, TLI=0.925, NFI=
0.831, RMSEA=0.0490.2 =& 5|o] 2134

{Table 3> Results of Validity and Reliability Analysis

Factor Items Standgrdized t-value Cronbach's a CR AVE
Estimate
CSE1 0.550 4.799
CSE3 0.544 4713
CSE4 0.691 5.724
CSE5 0.470 4.748
Core-Self CSE6 0.652 5.501
Evaluation CSE7 0.719 5.877 0.82 0.77 0.42
CSE8 0.591 5.070
CSE9 0.666 5.553
CSE10 0.678 5.628
CSEl1 0.661 5.540
CSE12 0.618 -
SR1 0.649 -
Service SR2 0.715 8.350
Recovery SR3 0.831 9.259 0.83 0.68 0.51
Performance SR4 0.594 7.173
S45 0.790 8.981
JS1 0.920 -
JS2 0.522 5.695
.Job ' JS3 0.659 7.553 0.81 0.8 0.5
Satisfaction Js4 0.769 9.031
JS5 0.446 5.970
JS6 0.615 6.900
Tumover TI1 0.899 -
. TI2 0.913 13.893 0.82 0.66 0.65
Intention
TI3 0.549 8.146
Model Fit X’=410.280 df=259, xY/df=1.58, CFI=0.921, TLI=0.909, NFI=0.816, RMSEA=0.054
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{Table 4> Conelation among the Variables, Means, and Standard Deviations

Core-Self Evaluation

Service Recovery

Job Satisfaction Turnover Intention

Performance
Core-Self Evaluation 1.000
Service Recovery -
0.325 1.000
Performance
Job Satisfaction 0.416" 0.356" 1.000
Turnover intention 0277 0.146" -0.348™ 1.000
M 4.566 4.449 4.189 3.763
SD 0.770 0.935 1.004 1.361

Note : ** Pearson correlations are significant at the 0.01 level

7M1= AS38] flste] 4719 7kek A
H| 2 35 5o WS BAsIelth 1 43 =
=9 ARAFE 044101, t3k2 4.061°]H
p=0.000 FFoll A THA 2 FoJgt G2 7l
A Ao et webq M 12 =g
ok St AAAVG L QR S A
P Ry Budk A e.g., Judge TA -
Bono JE 2001; Judge TA - Bono JE 2003)& ©°]
T o, ARG e Mu] 2 35 FF
= U d7ade WAl bt gISih o A
£ Foto] FAZe AR el e
T A2 35 ool B =2 A3t v
B F the d723E & 5 Ao e

£ AS3] flste] My 35 FEat 2w
o] WAE BAT 2d, =29 AEASE
0.469(t=5.414)°]™ p=0.000 F=ol|x] FH =<l
IS A e Aem vt webd 7Hd 2=
A ATt o] & 71ES] AH] 2 35 gFo] F
A A G vItaL Hag A+
(e.g., Judge TA et al 1998)9} LX|sl= ZAHo|tt
7Wd 33 ASSE] flste] AH] 2 35 fE3t o
Zlo| o] BAIE AT BA 2 23 A
ZAFE 0.1140] a0 t3k2 1.310°]H p=0.190=

UER} AH 2~ 3|8 5 o]A ool WAV}
FofstAl @& o= wE AT webr 7Hd 3L
7124=] ]k o= 7]&0] AHe.g., Boshoff C -
Allen J 1999; Yavas U et al 2003; Ashill N et al
2005)9F LAk %= Aol 7H
) Astel Hguzat ol me] BAS 24
sl #A B4 23 A2AFE -0.5460] 3L t
2 -5.779°19 p=0.00022 eI 71 4= A
e det. o]AL #HA9 Ae.g., Babin BJ -
Boles JS 1998; Karatepe OM * Sockmen A 2006;
Boyar SL - Mosley Jr 2007)2} Y 3| sk= Az}o|tt,

=
£ 4%

V. 28 & AAE

k] A grhRust RT et al 1996). ©]# 3+ w4 -&
HEo s 2 A Sy s HA Ade
G2 AAA7H 7S AH 2~ B8 ', A7
U Tgla o] o o] 24 IAE AFge
24 sEi o] ERAR1 QAL ek A SHE
AL I HH0R Ik 2 A7t = 52

=

T~
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