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Abstract

This study examined the relative effects of positive and negative reinforcement on customer
service behaviors. In addition, we examined whether the intervention would lead to response
generalization on non-target behaviors. Five employees at three different convenient stores
participated and ABC/ACB within—subject design was adopted. For the three participants,
followed by the baseline(A), the positive reinforcement was first introduced(B) and the negative
reinforcement(C) was introduced for the next phase. For the remaining two participants, the
negative reinforcement(C) was first introduced after baseline(A) and the positive reinforcement
(B) was introduced. Results showed a greater improvement in target behaviors under the positive
reinforcement condition than that of the negative reinforcement condition. In addition, both
reinforcement condition cause response generalization on non-targeted service behaviors,
however, the comparable effects was found between two reinforcement conditions. Post—
interview indicated that participants experienced positive emotions under positive reinforcement
condition and negative emotions under negative reinforcement condition. These results suggest
that the he techniques using positive reinforcement can be more effective and efficient to improve
the work performance.

B keyword : | Positive reinforcement | Negative reinforcement | Response generalization | Counter—control |
Service behavior |

Xt 20134 108 18Y AMAtt2 @ 20144 018 06
THAX}: 20144 01€ 03 WAMXKE: 2MIZl e-mail : shezeen@cau.ac.kr



14 No. 1

Z2HXSS|=2%| '14 Vol,

ol

7 ZAEHAL

A7) A5 F
yatol

H1, ma A7), =

A}3]

L M2

= 9%

L
T

3

2]

el

9]

=
&

of

FARY

3]
T

Au| =g 7Rk

Far glom, 719

5]

.
e

W Abgst A

=
=

ohUj213), %3t

KR
=

3

=z]
=

}

o| A Aol 9la 1M Au] 2~

FEe /M7 AEHLR] A AE|2 o) Ad

o 7190

=S¢
=1

2 =7}
#A4

b A% 24 &

9]

AH13][14].

o
A

=
i

o°
T
)
do

X

5

o ol A

=
=

73

<

o] YrH3-6]. EjaL A

o}J
He

o

ol
s

7149 o]}

e
Aoz wsALHT

=
o

ul2s el

L
T

2](OBM: Organizational Behavior Management) ok

A A

o
A (antecedent)ll 7]WFeF %] %] 2} A 3K consequence) 9]

=
He

It A5relA A 7]

253

o]
qE

,A
B
oy

o

)
iy
o
o

$7F JHH15].

A5 g 2ARORA v

s

A Aol &3

d}
=

=
<]

K

o, Au]

of
—~

o

N
Wt

el

A
w

B
1
)

"

"

fu

iv

2] =

ol 7]k

W
T

s

o,

3R

ol

s

=
=

°](contingent) 2%}

w9l

[QIR=N
DAL

o~
T

=
=

AR Al dod

=
1

tH14l.

Ok
5T

#1717

=13
=

= &

%

PES AR AY

}

IR s e I

3]

3

o,

]

of xe2le 3 e

ki

= A

B

o, 715l A €

o] F2 4}

N
Ko

9} 54738} negative reinforcement) & -

=
=

A7 Sk, e
EREEREENEE

o

pu

o

i
o

s

53 S 3

==

g Ap=o] i, AR RN 3

i
<+
o
T
H
-

~
oR

"

8l ARATEAA A}

117171 $)

=y
I

o2 ARG A 2[2][4][10], o] £jel

g i

s
23}

Ago] 1 et

L
L

5

EJE[12] SOl Al

A
o] Loewy$} Bailey(2007)¢] <14l

(11, d+ Al

“H

A

(410101, &

ﬂo

2l

A o

1] ofef u, 221745

g3

= =
= =

A g gTH14][16].



ZE7 D Mu|A S0 Ojxl= SoiX g0t 425

aejar 24 gl A X”“&EP} %@7&5}01] H] }

b 92 Aol s 94 Nxﬂa 47
Zstsh wAake] ojHel Takg mwg 71z o
TES Aunn e dehdel g Ao ey

]0}04 Sl EB
], a2} Iwata®t Bailey(1974)<]
= 8F d5s A7) S8 A skt
A5E A8 A7 7 st 23 1 Aozt il
o] ATl E P Wt glojA
Fol7} dAbsHA] ek kTH20]. ol ¢b=
A7gtRet o] g% o)t
Huxa ok dE =

Constantini®} Hoving(1973)8] A7 A5 A¥ R,
olF &5 ®istol oA FA%I Yol G473} 7]
ek G309l 121, Piazza 5(1997)2] AT-ollA
L BRI AR st E o a9 Aow Bl

) 97 4

I U
Ky
=
v
9\_5

oot 40 R
o@%
-
BN
Y
)

*J*VP Zle] E1 = S
ol ol 2 1= A4l HAsh
59 1A Mul 2 gl A= A 23E W
Sy
oz, B
Ej’]"’] o= W U = =
Wb ohjeh gakE WA @

(non—targeted behavior)oll th3l #Zo] o]FojxT} H

kil
] ==
o

watel A=L o)

53 59 W= vk dnkskresponse generalization)
=) 2] o 2+-8-(counter—control) .2 AW e 4= )
. HESRkskE X0 oA HiE AEe] 3 3
1ol Et AXE WA g e H]EE 5]
Y= A FTheke s w23l vh
A A 2. dshA &= dsol %?*33}% Ao

] 7174 Gzl Blste] HlE

P

HAG A WFol WAy

3
2

Lg_o

Moy oz O 1o

)
D

b

1

N

ﬁ
3
g
B

4

09:4"
o
ol
9
oY o
B

Loy o
=}

_>‘J_1’

i

frtl

rO

oL

I

o,
rir
pou)
o,
ﬁ
ro
o,
by
)
Folr
i)
il
o =5
= [e]
ol
rir
pou)
o,

ol ox
o o of
il
o
=
£

LR AR o G =

o FE
=

AII

1. ’é‘?.* SZVN N
A7hAe Al o] BSIH(ASIH A, B, C

FAUSUA 29, 9 ek
Hit 19241(SD=2.39)8 31, 771

N~

16ABIT, B A% CE A9 &
B8} 471 5ol WD 2l A4 Ao, B
o4 Bi= A% Cojstar Q1] S35t 91gieh, =

BARES 58 1 FEE A2 R0, 0
& A, 4% Qg Wm, 2uul 33 50w
F4H] gtk A ) AAPEL A FYHQ
ol 213k3 I917] Wize] AT A7 7te] of
& FEAEGE A Rk AAEE BF P
of s, A HiF A7 5447HSD089)

o1t} BE A RS9 T4 R B ALt wF
A BE Y

2 & A @elzie] Aol W) w7
Az Yol g QRS PR ke ws wek
om, o] ¥ BYAREE FA4H AH| A LEL W
2] ergiry



14 No. 1

Z2H=sE=2X| '14 Vol.

KO
KIr

Lo

E=
110

oK

%0
Kl

3}7]

#23}

A7 ZHE

ol

bl
el

1o

u] A2 2

7N

=

=

A AH| 2~
J| =2 2~ E(behavior checklist)

T %

<)

to] &

tatt. #5 A=

5]

Aol A=

[

%O

371 9

S

W

AEX=
e

)

ol

A A

E

=

SFSAT.

o

o]
H

ZIA7E DA Al Au] 2 8
NO' ol [EAIZ HIEE 7]

A ZZ2E YES o, An]2

o

1

A
=]

R

2
- ¢

=
<]

[e)

5

A

A7}
2477}
7R
B

2

S

)
=

Al

oAt

L

L

S

Aol A

g

H o
T EE gEow A4

ottt Al 7 FE

[
ul
=

=

3083t M| 2~ 5ol
H]

3}
A

14]

sttt whebA
5

o

l/\]

" %
24
N

12§]
=

1] 35

uh

1
2
=
3|

g

Rl

FA_._
5N}

NO
HE(O/X)

JIE2AE

YES
b

0=

T B
27 Me|A $E H32|AE

O|F(A/B/C)

[

}

il

H

T MHIA

I 1.

[=]

Consequence of Behavior

Behavior
1. OJL] AU} ZA

=1

a

(e}

W

Y= AAY2E
S92t} WA Winsted(2000)2] G271 A ¢tk

O

X

o
700

el

o 9z

=

|

]

Yoz A9

2o

o)

&

Il

ssiek

S

AT

°

2o YFoz ol

R

A
p

L

&}

)ellM, 4

How niEhh
2) ¥ 2 HYE/AFITT LY AL

=
=

S
o] u

SEE

==

o
g5

y

[ex

A2 2
@ ¥

]

o

0
KIr

Lo

sttt ¢l el 2 a7

[¢)

]

3l
sl 15% 7k 38]9] Abd 9EL A
2.1

00034

o) EE oA A8 000U YT ¢}

o

SHAI

ok
o}

i

, 3% ool “eh3d

].

S

o7

ol
NIl

3] 9

Z

§ss

3

| 312 Au) 2

)

=
=

¥R}

>
i=

Al

3

=%

Al



~ Y of X ol TSR Uk N oBE S
S : I S PES E e H
=ala o s =Ny o) =
= Mo S w R o= R —~ ol
— ol . il B ogg B X N m
]! S = e — JZI\Mﬂi.O =) = = s o) - ‘Llﬂw
ilo =o R- 5 = = B <) GV T E = @ K A-

o — — = fem Otrmog‘m,llq al oW XX
g g i R = MM oo oo B ol m i s
5 X o w | il NGy s TR ST g
<0 = X |2 - = ,uﬂ_.aﬂ]mmﬂzTﬁ;oomﬂﬁﬁﬂ
wl = D | B oasigie 2B oglm ¥ o
3 &) < |F ol o oo MW o KX = =
W dlmo SlEL MNMﬂwoWLﬂoﬂnﬂAmEE]_}qqo
— S o . o I I ey A IGRTRCI
= = 9 ol no | g & o TF — e =
1o S o & R T LA R
o) o+ - o ~ | o N s g PR & g
ol 31 K| & rio = P & ~ B I~ S
al B Ko = | " S EF TN E S W g S
=] =% 5 |g| |#|¥® * T ET @y 2SR
X TR 8 = ol % ﬁﬂuuu;lmamMﬁ@xM#Mzu_m_ﬂ
=T w B — Mol A E g T o TF b 'K = S o
A ) T~ o || = ol of o o o w0 w S fily
2 2 e A . BHOE o, R o o R
=l = =" » Ao BE DX gy TR ® L
wl = °oom = CRN Il B T A Il S =1
o ol o H| T TOAPIT EE RS

K
o+

wl 2T Tnod T ooy T ® TR B WM R W
MO TR W MW ¥ mW umo o = dy ® H.:M 1_% = = g R R T OB -
Rl T4 T mT xR m = X G G T B N

RO ~ % T ] = o 5% o Fo T B o] o o o RO
T — o T T 8w or o T E,H_Alwﬂi Rl m w_.ﬂu
EE R Lo T ®AkE = B T oL R o Moo A 3
< TU of E%oi o O 2 e = ﬂmtTlmn ﬂzaﬂow =

3% SO, o N o "N O o & "D T o
— —_ o B @ B = N ~  o& o)) Mo bl S - T e
L T - S T o o D e O
T E HNodw XFTEBm T QM BoXAED Y TE g
Y T om qmﬁ&%ma T2 Wﬂéﬂwmﬂ]ﬂr%wﬂoﬂ
ﬂﬂﬁ pN®m O wmEMRET K2 N -G
Eonr_ﬁ B o M .&%ﬂi %1&;_@ orq%ﬂﬂﬂo%ﬁﬂ@ytu
PR R LR RS E L w m%ﬂwﬂﬁﬂﬂo%m%

< 0 SN S N = N TI !

LITE »liEaTHL SMLT I T I
= B o= BB T o %oufzﬁdr N oE 9w T e st
oy < AR e e arF L TSN N
B - i W B Y < = I A S B e
DT B FTTPe g g BHawrm e gl TR
TAREHRTTMEETEE FTHF PR WEITT o0 LT
s a 5 L T R -
<t 19 © oo T R = B .= X
< o Mo W o ERR N o

[e)

g5 v&

P

o] A& A

A 1579 5

=

j_]\:ﬁ
==

4714

7he] % vl o

ol Al AH]

>
=
i

i

Al

=
=

=

L
L

L
L

10 b whuleh A4 Se3e 5

A

=

Ao A
Sl AlE] B g} o]of tf
ol A

[}

=

Aulzs A5

A2

A 7sh 2300 A

Ak
a}

=%

L
L

ol
o 1,000¢<]

iz

l—’:

3

s 19 A A

A
L

A}

3t

14

[¢

1A Al =

&% 20 o)

]

e = AA et T4 1

£,
iy A

3T
=z =

- Hd 200098 7102 E el uet

=, —1aL

] S

ks

o]

3l
[e)

VS
&

=

2 F HEo] 100%0]1L, H3E 5 20 U AH|~

& HlE&o] 5%t

Ak o
2,000

L
T
=:]



428 BHRIHXEE=2X| '14 Vol. 14 No. 1

A= G BB Fels Azl ol tid A
H7E (2| 3]9] ofel] FEat o] Ao aYER %
7190t aefaL 5 A S = At A H) <l
AE| 2 Feljell A Apzel QIAE BE A5kt -4
sl 2004 A3t QAlE Be} 3 =S A vk
45 A9l ‘Jﬂﬂ?ﬂ v=aje] Ay gt AEE

‘ 000(ZNULH)o| 17 MH|A HE |

g )E () ()eY

golsle/ Hg
23 Hot:
- 7,0008

1 2 3 4 5

TE oAl

5. AeddA & =it

ABC/ACB ¢34 A (counter-
balancing design)7} A=Ak ity AddA
&=} ) A A (within subject design)d] 3 H =, 3
A W AN 2T = Qe o4 E3Hoder
effect) 9} o] ¥ 3 carryover effect) S A3517] 30
APzt "2 HA 9 A g2 HEste AP
ook & A7) A5 A7k & Al ®ellAle= ABC ¥
A2 o AAZE AEEHA, WA F "ol A= ACB
@2 A7 AL H ATk wekA Al B 7Rt
= 71AA 9A o] A WA Hx SAEK HA7 st
7b A ALHAT, YA H@ate] A 7|AA o

Al o] FAZEF WA ALEACHE 1]
7t A dAE AR AE dake vt 2
7144 @A (Phase A): A= = A A7FAE<] A
A A ez g FEs S48 A 714 #
&S AAlEtt 7144 9A B BE RES

Aol digt ojuet AR AT ekokrh 7144
‘:}74] %(ﬂ' % 7—\11' 4601(50 1.8 %?_}‘ O]‘r“oi/v\—-tq, %‘
16319] o] ool Ak

H 1. OExE Zst =4 3 57|

i | 7IHd A A XAl 2
1 757 SXZst 1337 HHYst 123)7]
2 33)7] EXYst 78/7| dHyst 83)7|
3 63]7] g3t 7307
4 32]7| g5yt 83)7| EXgst 78)7|
5 437| st 7307 XYY 83)7|

AR 73 A (Phase B): 7144 240l
o4 BEAEE BB BE Y5
H

y:j
o F0v, 7 33 20 hE QAEN F
=
[e]
5

r
o

o
:OL_"

e g 1 e dhatel 30
Ik BAGH AN FYAEE
# 5ol o 4 e R} v
ek 2 ), 22l o A

EJZ—%‘

ror—{mﬁ:
4R B
off ME SRl X o2

2

o of

= 1z
=

et o
2

>
=
av)
)
1
o
=)
R
P
N
~
N
X,

e
2
| ol
_lO,L
[nut
)
5
17

[¢]

9
>
2
o
a0
X,
2
>
rir
<

F71Ake] Au) 2~
R3] 98 #2&A; 2 212 =J0A: Inter Observer
Agreement)7} S AT}, BEAL 7F A EE S48}
7] SEA 7 e #EZATE SAll

& #Ekste] AlA~Ed 71Y3st

LE AA A3 31719 165% FF AAlE o, T



st 12 MelA o

ofn

O 0lxl= HHX Sat 429

o 42 Aol AU BEA 1 AHE 1
FOO-[H IR WE / (3T A W% B3 2
A W) x 100] AR b A% 54 A, B
QA B, W) 2 AYe/ARYSE
W ARkE] A AR 1k A Hire 747

£ B
jus)
=
oX
B~
=2
2,
jur)
z
W)
ot
>.
{o
oL ol
M
==
g
)
Y
1)
i)
ki

(SD=2357 ), 8389% (SD=32.34)% tepaom, A
ool gt wEA 3 AHFE e 8862%
(SD=27.92)°] 3t

o
N
X
at
8
©
X
ofN
)
o
2
=
4
o
ol
b
BN
N

o

=
3 2R 1424% Skt ol 9k frAkshAl AHTk=
2 dg G At A5 P 8F A5 =
A Bt BR%E /AN M8, 5351% Z7HHe
a1, FA7Ysl 270 M= Ht 4393%2 714 Aol vl
42.12% S7VFARY, A7kt 2260 vls)] 1261%
vkokt.

7} A3 2o wE gt MUz gE v]Ee] zfo]
g AFs] YsiA vk A BEHEA (repeated
measures analysis of variance)= AA|SFt) [ 313}
o] A% 7ol whE A = 27| S (F=6.369,
p=026)3 7t= Y55 At AE(F=6.288, p=027) &
T+ B AT vEel g Zolzk gl AF =
A T AF HE AolE Hu FAFoR Polr 7|
Tukey HSD AR A5S AT #4243 F &

Z=

& L 7R 20 Bls), F AdEk 2ol B

H 2. A3 B8 SH MUA #S HIEQ WX, BEHA}
a

s
e
M(SD) M(SD)
71K (A) 27.05(14.07) 1.81(4.84)
g Ust (B) 66.47(29.98) 55.32(40.53)
25 243t (C) 52.23(30.20) 43.93(37.66)

E 3. =% WS HIZ0| gt iiE £
F

Behavior Source af Etd
At =4 () 2 6.369 643 | .026
e
aixo) | AP | 4 5211 | .743 | .028
| X P (Error) 7 (1373.869)
= 235t =4 (1) 2 6.288 641 .027
I3 1Rt (P) 4 3.882 685 | .056
of
M %P (Eron | 7 | (2768.487)

H 4. 52 #F HIE00 st Tukey HSD Al ZE ZHut

Behavior | Comparison MD SE P
Avs. B 39.418 4.154 .000
3 =
a7 Avs. C 26.175 4.316 .000
Bvs. C 13.242 .3661 .001
sie, Avs. B 53.512 4.942 .000
RS Avs. C 42.120 5.135 .000
of
Hiet Bvs. C 11.391 4355 | 028
F) A7INM, B MEYs =, C BAZs =A
2. A 2 8 A UKl HI=H dS Het
Ay gl 2 F7EES] v 53R s v&Y 3
3} FFAAZ) [ 5l AlAE o] Qi) dAHeE
Ul 7HA] vlEE 5 (3 QAL S0 wY 22diu)
2, miduke A4 B 714 el vis) F 7dst
o] g STt 844



5. ¥ tE HISE MH|A ¥S HISO| W, EEHA} Atell A= A3t 2304 BF BEo] FA73)
o seel | eS| AdstEx | e gs AR} $oluap] grort UuA @%Ge, 9
%l M(SD) M(SD) M(SD) M(SD) QAL Aun} g4 vl 2SN E F e 24 7
A | 47.57(27.40) | 40.50(22.76) | 32.61(38.76) | 41.30(32.52) ‘%"Q]U];ﬂ' 7-(]_0]7}_ q—E}L}-X] %’%‘E}‘[E 7.

B | 68.60(34.61) | 67.29(27.54) | 73.26(35.10) | 68.60(32.77)
C | 61.18(38.99) | 55.25(26.54) | 58.57(37.35) | 52.86(41.91)

27.300 9.034 .009
11,653 9.387 .438
15.748 7.961 124

A vs.

T
i
0
IS

A vs,

E 6. HISE ¥S b/S0) OfE W S5 wass 2m

=

) AJIMM, B MRS 27, C BuEt x4 ¥ 7. S8 WS HIZ0| th$t Tukey HSD Al ZHZ Za}

Behavior Comparison MD SE P
7} A 2o & vER dFe] P vl Avs. B 21,039 | 4.110 | .000
oJn|at zpo) 7} YA B AZay] e v =AWk B QlAt Avs. C 13.613 | 4.270 | .006
EAe ANSQHE 6 2] B4 Az Bl Bve © | 7420 | 9622 | 1%
N Avs. B 26.800 | 3.550 | .000
(F=9.417, p=010)¢} & AANF=21.356, p=.001), L& s ol Ave O 12760 | 3688 | 000
al H}‘%iéi(F= 471, D= 034) sﬂ%% /éz;y:«]’ }_Zﬂ_oﬂ [q_‘_‘?___ Bvs. C 12.040 3.128 001
Bt 2pol7h frejvl ek A o2 YEeREA|RE 2~uiu) A4 Avs. B 40.647 | 9.240 | .000
9] %“?‘Oﬂ"i‘ /Kal-é‘:—’]}_%]_oﬂ [q_a]_ ﬁg—ﬁl- ‘E%H]%oﬂ _ﬂ_g]n] ALHHE A Avs. C 25.963 9.601 .022
s apol7h 1ot Bvs. C 14,684 | 8143 | 175

B

c

c

B vs.

Beavior | Sorce | of ) AZIRM, B: MRS X7, C: Bxzsl 52
23t =4 (1) 2 9.417 723 010
B U | AR (P) | 4| 48497 | 962 | .000
| X P (Error) | 7 | (410.313)
st xA() | 2| 21.356 | 855 | .001 V. 28 & =9
S8 QAL ZIIRE (P) 4 35.715 1949 .000
"% P Eron | 7 | 289281 B Ao B4 g siel A3t 998
=AW | 2| 3784 | 514 | 076 o] 1A M|z Fo w2= Al aE ASs)
ﬁ:ﬁfr 71Xt (P) 4 357 161 | .832 = Ao|git}. 18]l T 3] 7|H] zpo]r} A= uk
| X P (Error) | 7 |(2831.668) o By Emal ol A XS wx| o H|EF 3
T e~ e e e e IR L LE R E DR S S EE DR e
| x P (Error) | 7 | (1004.604) of7-g ASshaa skt
B3 ol g A+ 4
2 P 5 A7
A 24 VBT A% 0o Aolg Wk FA so) Al visle] @S] 1A A2 %
How otolis] 915M Tukey HSD AHFAZS A4 o o 9Pzl 4 9l 202 Uekdr) olela A
ek B4 Ay 2E uER oA 71A A H) £ AHAs7) B4 73eke] AiEe Zat Aol S v
sto] A7 20w TS it Av| 2~ A Lalli S(1990)[15]2F o]A8], 2 AZ1(2010)[16]<]
Hl&o] fofnatA =2 o2 Yelstth 3k F47 AT Aol dAshH, FA7se) vls) A& st ¢
3 2NN E viE A& e AR YA des B9 o] PFAZ F dhs 712 o2 WAL X
M= NNAARE M2 F vEo] fonEA & A&t gt
o Aow wusth ey AAse BA7E = Hhgukstel 28-S gRlsly] g HEE dF
A gke} it |2 B vl g Zpol o] - $h <l o B A} ARl HAe mE A $F



2 431

2
o 3
1 aaps o W
W5}

=

IE At
AtCHA
=g

X
o
=

=
o of

[<1
3
3
2 3
ZA] Y=
5

}

OF=
]

ol o

=

=

T«

2

|'7|' _le_q A-IHI
A

b

3

XX
Nz
MZstet 2

0]—04 H]

o H

‘Aluﬂ\"a”,‘l_.
M%WE
%WJEHTNH
%m%ﬂ%uﬁoﬂw%
= > T K ]
oﬂﬂomqﬂmb_:ﬂomomm%mﬁ
ﬂuoﬂe&o,gﬂmﬂ]f,&ﬁ.xﬁ Gt T 4
%%%@)ﬂ%@?ﬁ%ﬂ%ﬂ S
- - X rn 5 o rellirn ) =
ﬁaﬁﬂmﬁ/nw]_/rA %ﬁTcEﬂﬁOJHMMW 1O_l‘mﬂ7L;o
aeﬂolb iﬂh@a} Eﬂﬁg_xﬂm bR
u%?ow7.eo€ N u.?hrﬂﬁ u_lﬂz.g.ﬁ}
= ]_dﬂmwk.oo)_ ILH._LU_wml77o ﬂMo ~ T uT7
7@@LD1rr§m iu%_]rhﬂﬁ]uﬁ a«A‘f — =
c7o ie]xﬁ.ﬂﬁ zLPo 1J|v ELﬂWI -0 =2
iigq _Ecd T o= g..i& N L T T
o_,_ﬂuw_mmmw 8 o,ﬂeuoamo]m.ﬁdnmtfﬁAdnqo ﬂbmﬂﬁ_geL
ﬁ@@ aﬂﬁm«duzu@% %ﬂuyvﬁlﬂq%@% 4mf50z§A
7Eﬂmam_ﬂonm€o‘_drnmoﬂ%1mE,ﬁo7d|Aﬂ%g_oo‘_ x_.cT_E_nmoﬁmﬂ 2
oy & gjo g2 5 ny z X = X " N+ nk B8R a0 X T _— 9w oo
— MﬂJD e1m_|7EMMﬂ —_ < m Lﬂrloxﬁv_u ]R%HT_WY_XmﬂHqLC
OMﬂoxﬁ..Eo.Wﬂ MLEﬂWiAa Tﬂuumpoﬂ]ﬂ ﬁxo]ro,goﬂrjlzv
}ﬁuiarnoalﬂ?ogﬁxé %ﬂ]% = 1" £3 u1§3mgx@
ATuLﬂqVﬂa@oﬁLL mciw_egl1woﬁOWﬂm ﬂuwﬁﬁziul =
ﬂéﬂbﬂﬂuﬁrmﬂﬁ se%&ﬂourxooﬁopoﬁﬂﬂé o mMnﬂ_n_niM;lzlﬂ
]q_o.fzv ﬂ]o.#_#Lﬂoﬂ‘ HZEEMOH@%LW = 50T97ﬁuoo_4@§1w
< Hﬂb_e Y T = Edr W Jﬁoﬁfiéﬂ)z
ﬂ%oL,UﬁﬂodﬂdnmmoLAa]E duﬂ%@lﬂﬁ]oﬂ.m.mﬂ.olﬂ T ﬂl]ngﬂlﬁTMﬂ
H.flMﬂm_lﬂodqgﬂﬂﬂLZﬂlﬂLoe701roE‘WU ﬁo UHQAX,@I n;_Oa\u‘OIiT:Auu
A o © ﬂﬂo?ﬂuHLmﬁuLﬂu 1iL 7CTﬂ|0M§D(1r i
— " Y oR NS N % IE ) ~ = o/ o K = ® o A= %) ‘HO N X i
T o ﬂr7zan]Xz 5]4}9 XH JE|¢. Z aui
9 s njp ENC _ kN -~ 3% ) XX o o =r o O & o) i
m@wg. fTwwwﬂnw&gwafmz; %wﬂﬁgﬁ%»ﬁomw
@4%&%@/0 q_@@ﬂ.ﬂmmt%tﬂm aqwzuwﬂgmgwum
u,uuwalﬂznﬂ,m_lq_mu,loﬂiqu ﬁﬂMM110;oﬂ%W%ﬂrﬂﬂ%@m%@ﬁmwﬂoa
! _ W = 4.0 b —_—
ﬂ.@@%ﬁm@%%% nmx%ﬂmaqn%%gawﬁskh@
Eodrﬂﬂ_xlua ﬂhozuuTHA]r i+ % aeﬂajl%o,ﬂﬂﬁoLﬂqy_WLLe&]AT,mo%%woﬂ‘_dl
ﬂo‘uM‘:L ,UAI,mﬂoEXﬁ%,IO = & ‘mu‘.roﬂ&llﬂ%uy‘ol .mgﬂl.moMu M]LWE-MM
ﬂys%ﬂgo]uf oux oo 5 o= 710_.% 1r_n#.ou«ﬁxa7ﬂ > N
Ewma%p@ufmioo a@q}.ﬂa 7;§xmmﬂwﬂiﬂﬂ.§mﬂﬂ
@iﬁaﬂﬂo Eoﬂnn_nmomw Nloiwﬂwr;eﬂme uAl]zoMﬂ‘_m,TﬁomAﬁMEmn_
= T o B B = o < = o ~ ) T 0 < m° R = 2K e
o| i&ﬂoﬁoﬁlm‘iz —_ ‘Lﬂo,mﬂ7 O KA fEMﬂ Mﬂiiﬂl
:TﬂA%MEﬁ}ﬁﬁo]ﬂodr ﬂmMi]ﬁaovzl o],_wﬂuﬂ_m oﬂ_.mwauoEMaa
U;_vwmuw@ﬂmwg AT@OM&A@ %Tga@g ﬂ:;o_zmo
amLH,HHTéﬂrrow.Hﬂo @@%%WM% va:w%%z%ﬂl 1.%%5
N ‘EIL = - = x %o - Uo = (B T e R ™~ Mo T = X o < 3 g
ﬂ«AszE Mﬂﬂ7ﬂ%dﬂdrwﬂ_.u”uT5011oﬂ11 iu:lﬂ HTMrHIﬂNrooa -
J@%%ﬂ}hﬂuq 2 %;o%aoﬂgon H@.o;_@our LB T
o B gexx Eofo% ™ urno% = ﬂr@}11ﬂ %o 11ﬂ
ETﬁalan_@]Flﬁ_/lﬂﬂnnoo*lio&lo‘_dlEAP.oﬂb dl,_uﬂ_vu,m.A HLLloJ}vowez EOMEﬂI]
oW7ﬂAI1X_|L ﬂplsﬁoiﬂo&olim,o‘_‘h ﬂ/.LHLMv_o Pooﬁo_}o#oT E]]@Hohm
. ES L z @u4§o1qu iosuq%J%yA L k¥
ﬂweg_ 7ﬂuEV1Mmﬂf1uemmmonmoAﬂH1H ]NmeovﬂﬂﬁH_oJ Nlﬂuﬁomﬂurx
%@mﬂuﬂmxowqmu4ﬂﬂﬁﬂaiﬁwﬂm@o @yé%p}ogw@ﬁm TET R
. —_ P 0 f ) =5 ..111 7
Eﬁo%mxx]ﬁiﬂﬂbvruuumomum@%%Wnﬁ 7Wr§ﬂo%émézom uﬁxjﬂﬁwmag
T]ﬂ QJ|71x_.J|ﬂaJ|uoﬂwﬁ cToeﬁwq oEoLoﬁoﬂZ zoegi e
° =3 ;A]..uoe,m_xju .A;o]ﬂ JIZ_u ﬂmﬁwrl.(\ J,I T
Loil,zwaa 7Lﬂﬂ1r7p| anﬂquﬂzoqu_xﬁ o X b °
717ruq~ﬂw uAIZ,ﬁLI,.ﬂ)AZ‘.#‘m% 1_|,._,olX;lb,li_l_,ﬂo,urﬂob ]%NI,DIET;
el Ng o7 _A/_.A < o) o |J o ~ - o) o ko) — Bl
® R ) zoﬂwqaﬁgfm4 agm Eaﬁo;uf
%wﬂoﬁﬂ%ﬂoﬂ%woggﬂaﬂﬂn ﬂﬂ%%ﬁ
7] o X o U iy el 3> %o o e = oy o ~ ~o0 . { oy
xﬁ.@o_/o}_l%wﬂu mann_f]dr.F LJ.,%LT.%
ﬁHt%é%ﬂm«?HWM%Hm _ééiomaﬂ
xﬁlahéoﬁoog Vogome_ Hbfﬂégo
X o ar et il I W = R A T ™ I
~ H = mH i 2 W 5 2
HPHT Ho o] oﬂop_orm o N R w
fraTE o o TILC
e__ooﬂOMoﬂwm,udrAga1
EmaLﬂATﬂ%n.noMPuAlzﬁ
e~ .l = B B "o N
72%1ﬁmoﬁoonﬂ4iy
N ,|Z.0Z_|1rm
oiﬂeu
A:oml
O

7} A3
=1L C‘i?- R
k!

=

=

A7)}

Al

2
= 7



432 @Rzdizss

==X| '14 Vol. 14 No. 1

37|17} A7fApd R tha Aolst
Ao A o] Fo]z FA-AE ATto] 7] wliEe] o}

_/[:
P mgshed olelgel dglow, Bae &
3]
AN

WA 7hs/dol S7kekE AL ulsty] Wizl Al
9l 2 #5o] WstE drofol 9. 17
Aol eldh 5199 7k T A7HA 3L oA
Qlate] 5 WAl A oA =g o] FHE AT
= Kazdin(1982)[28]0] 2|42} W} AAllA 37459

MERo s Py A

ol

3

I

PTEEE.
A
%Fﬂ\if"‘oin{]_‘,
off o 2
rng-?‘mE)!i
rorﬁ‘mlﬂ
—{ﬂ_urmjg
o}‘_,é,_aog(:
—@ﬂ?rﬂom
@r‘mmb
(e -
5
fol rlo
B2 3o
0%
me (o RO

o fo 4r @
o
M oY o
Py fo o
>
)
ﬁ 1>‘ ha
il )
o il
olN
o
re
4 W
s
(o3

rir
o
tjo %
g
]
=
u iz
[
-
4 1o
i
A
o
=
oft
o
ftl
o
-

FA7EA b At

,
el
ffu i
N
_{ 0,
21% £
| =]
o X
N oo 2
o
i
4t oo i 2

o

of

o
=

[}

|
>
-

o
L]
o
of
o,
2
£
=
ol
_>i'4
X
O3
o
T
z
et
lo
offl
o
2

o 2
r_E‘
)
)

=
=
&)
o
2
o
il
1o
ol 4
o o
2
ro,
oX,
>
L f
ol
s
o
ks
r A D
rlr
P

[1] 8=, AR, “AMu|=FES] daHdls Az
wRle] gk A, Al A A R &
2 #1348, A2%, pp.91-101, 2000.

[2] N. Eikenhout and J. Austin, "Using goals,
feedback, reinforcement, and a performance

matrix to improve customer service in a large

department store,” Journal of Organizational
Behavior Management, Vol.25, No.3, pp.27-62,
2006.

[3] E. Gracia, E. Cifre, and R. Grau, "Service
quality: The key role of service climate and
service behavior of boundary employee units,”
Group & Organization Management, Vol.35,
No.3, pp.276-298, 2010.

[4] S. Loewy and J. Bailey, "The effects of graphic
feedback, goal setting, and manager praise on
customer service behaviors,” Journal of Organizational
Behavior Management, Vol.27, No.3, pp.15-26,

2xded AN ﬂ
48 AR A 4, =
=14, A9HE, A1E, pp.428-437, 2000.

[6] 227, v, “o 5EAALe] Aul=E AT T
% 9 AN AT A A BE A

A9A, A6, pp.344-356, 2009.

[71 R. I Sutton and A. Rafaeli, "Untangling the
relationship between displayed emotions and
organizational sales: The case of convenience
stores,” Academy of Management Journal,
Vol.31, No.3, pp.461-487, 1988.

[8] R. W. Malott, "Notes from introspective
behaviorist: Achieving the positive life through
negative reinforcement,” Journal of Organizational
Behavior Management, Vol.24 No.1/2, pp.75-112,
2004.

[9] J. Michael, "Positive and negative reinforcement,
a distinction that is no longer necessary; or a
better way to talk about bad things,” Journal of
Organizational Behavior Management, Vol.20,
No.1, pp.3-27, 2004.

[10] A. Rice, J. Austin, and N. Gravina, "Increasing
customer service behaviors using manager—

delivered task clarification and social praise,”



MH|A @3S0l 0jxl= &oiX &1t 433

Journal of Applied Behavior Analysis, Vol.42,
No.3, pp.665-669, 2000.

[11] M. C. Camden, V. A. Price, and T. D. Ludwig,
"Reducing absenteeism and rescheduling among
grocery store employees with point-contingent
rewards,” Journal of Organizational Behavior
Management, Vol.31, No.2, pp.140-149, 2011.

[12] M. J. Bateman and T. D. Ludwig, "Managing
distribution quality through an adapted incentive
program with tiered goals and feedback,”
Journal of Organizational Behavior Management,
Vol.23, No.1, pp.33-55, 2003.

[13] N. M. Ashkanasy, C. E. J. Hartel, and C. S.
Daus, "Diversity and Emotion: The New

Frontiers in Organizational Behavior Research,”

Journal of Management, Vol28, No.3,
pp.307-338, 2002.

[14] A. C. Daniels and J. E. Daniels, Performance
management. Changing behavior that drives
organizational effectiveness (4th ed.). Tucker,
GA:! Performance Management, 2004.

[15] A. C. Daniels, Bringing out the best in people:
How to apply the astonishing power of positive
reinforcement. NY: McGraw-Hill., 1994..

[16] B. A. Iwata, "Negative reinforcement in a
applied behavior analysis: An emerging
technology,” of Applied Behavior
Analysis, Vol.20, No.4, pp.361-378, 1987.

[17] S. L. Carter, "A comparison of various forms of

Journal

reinforcement with and without extinction as

escape-maintained  problem
behavior,” Journal of Applied behavior Analysis,
Vol.43, No.3, pp.543-546, 2010.

[18] olAl3], QAIZ], “tH YT Pds AT &
el oA &3 vl tigkehd 4 43t
A, A124, A3ZE, pp.21-26, 2010.

[19] B. A. Iwata and J. S. Bailey, "Reward versus
cost token systems: An analysis of the effects

treatment  for

s

o

-

on students and teacher,” Journal of Applied
Behavior Analysis, Vol.7, No.4, pp.567-576, 1974.

[20] A. Baron, "Avoidance and punishment.” In L. H.
Iversen & K. A. Lattal(Eds.), Techniques in the
behavioral Vol6.
Experimental analysis o behavior(Part 1,
pp.173-217). Amsterdam: Elsevier.

[21] A. F. Costantini and K L. Hoving, "The

effectiveness  of

and neural  sciences:

reward and punishment
contingencies on reponse inhibition,” Journal of
Experimental ~ Child Vol.16,
pp.434-494, 1973.

[22] C. C. Piazza, G. P. Hanley, L. B. Bowman, J. M.
Ruyter, S. E. Lindauer, and D. M. Saiontz,

treatment  of
elopement,” of Applied Behavior
Analysis, Vol.30, No.4, pp.653-672, 1997.

[23] T. D. Ludwig and E. S. Geller, "Assigned

versus participative goal setting and response

Psychology,

"Functional — analysis and

Journal

generalization: Managing injury control among
professional pizza deliverers,” Journal of Applied
psychology, Vol.82, No.2, pp.252-256, 1997.

[24] L. K. Miller, "Avoiding the countercontrol of
applied behavior analysis,” Journal of Applied
Behavior Analysis, Vol.24, No.4, pp.645-647,
1991.

[25] B. F. Skinner, Science and human behavior.
New York: Macmillan, 1953.

[26] T. D. Ludwig and E. S. Geller, "Intervening to
improve the safety of delivery drivers: A
systematic behavioral approach,” Journal of
Organizational Behavior Management, Vol.19,
No.4, pp.1-124, 2000.

[27] K. F. Winsted, "Service behaviors that lead to
satisfied customers,” FEuropean Journal of
Marketing, Vol.34, No.3/4, pp.399-417, 2000.

[28] A. E. Kazdin, Single-case research designs:
Methods for clinical and applied settings, New



434 $FZH=8E=FX| '14 Vol. 14 No. 1

York: Oxford University Press, 1932.

X At A N
| /] Z(Shinjeong Choi) x5
+2008 89 @ FYheta Fad
BRG]
= 200124 29 : Fgdista A
BRI R

201249 68 ~ A @ AEAIH

S QlehAE

o] A Z(Kyehoon Lee) 3|9
C 20084 290 ¢ SAln|st Weka}

(shAh)

= 20109 29 @ Fddigta At
SR

= 20109 39 ~ @A T4
EELEIE A
WEehe, S, 45

£ 3 4~(Kwangsu Moon) N3
= * 2000 29 1 st AlE st

TH(EAD

= 2006 84 : Tt Alest
FHAMA}

= 2013 29 TSt AlgEt
(A}

Al Fdd Ay} BK21 Plus 4

= 20134 949 ~
Q) A

<EAREOR> ¢ e, ve, ARRigkd &

2 A Xl(Shezeen Oah) o3|
- 1983 29 1 Frska 4le)e)
H(HA

1999 38 ~ dA - T
ZAHYFU, A= A 5

<3 A]Eo]:> :

19394 8¢ : Western Michigan

University, 4 2] 8H2HAAH
1990 89 : Western Michigan
University, A& 824k}
o AEgt ue




<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /All
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveEPSInfo true
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputCondition ()
  /PDFXRegistryName (http://www.color.org)
  /PDFXTrapped /Unknown

  /Description <<
    /FRA <>
    /ENU (Use these settings to create PDF documents with higher image resolution for improved printing quality. The PDF documents can be opened with Acrobat and Reader 5.0 and later.)
    /JPN <FEFF3053306e8a2d5b9a306f30019ad889e350cf5ea6753b50cf3092542b308000200050004400460020658766f830924f5c62103059308b3068304d306b4f7f75283057307e30593002537052376642306e753b8cea3092670059279650306b4fdd306430533068304c3067304d307e305930023053306e8a2d5b9a30674f5c62103057305f00200050004400460020658766f8306f0020004100630072006f0062006100740020304a30883073002000520065006100640065007200200035002e003000204ee5964d30678868793a3067304d307e30593002>
    /DEU <>
    /PTB <>
    /DAN <>
    /NLD <>
    /ESP <>
    /SUO <>
    /ITA <>
    /NOR <>
    /SVE <>
    /KOR <FEFFd5a5c0c1b41c0020c778c1c40020d488c9c8c7440020c5bbae300020c704d5740020ace0d574c0c1b3c4c7580020c774bbf8c9c0b97c0020c0acc6a9d558c5ec00200050004400460020bb38c11cb97c0020b9ccb4e4b824ba740020c7740020c124c815c7440020c0acc6a9d558c2edc2dcc624002e0020c7740020c124c815c7440020c0acc6a9d558c5ec0020b9ccb4e000200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /CHS <FEFF4f7f75288fd94e9b8bbe7f6e521b5efa76840020005000440046002065876863ff0c5c065305542b66f49ad8768456fe50cf52068fa87387ff0c4ee563d09ad8625353708d2891cf30028be5002000500044004600206587686353ef4ee54f7f752800200020004100630072006f00620061007400204e0e002000520065006100640065007200200035002e00300020548c66f49ad87248672c62535f003002>
    /CHT <FEFF4f7f752890194e9b8a2d5b9a5efa7acb76840020005000440046002065874ef65305542b8f039ad876845f7150cf89e367905ea6ff0c4fbf65bc63d066075217537054c18cea3002005000440046002065874ef653ef4ee54f7f75280020004100630072006f0062006100740020548c002000520065006100640065007200200035002e0030002053ca66f465b07248672c4f86958b555f3002>
  >>
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


