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Abstract

Purpose - Franchise industries are significant both socially
and economically. However, with increasing interest, there are
manifold problems. It is necessary to seek measures for mature
operation constantly despite unprepared franchisors, negative
perceptions of the media and society toward franchise, and rap-
id changes in business start-up trends and propensity to con-
sume that make business start-ups difficult. The paper aims to
explain the effects of relational commitment and performance on
the franchisor's management characteristics and justice in the
food service franchise system.

Research design, data, and methodology - This is an ex-
ploratory survey examining franchising in Korea. Based on a lit-
erature synthesis, we extract five constructs: managerial charac-
teristics, support, fairness, trust, and satisfaction. We hypothe-
size that these factors influence the trust, satisfaction, and per-
formance of franchisees. To examine these hypotheses empiri-
cally, we conducted a survey on the database of the
Franchising Council of Korea. The study employs data from May
to September 2014. In total, 135 completed questionnaires were
received, of which 128 were usable. The data was analyzed
with SPSS/PC 22.0. First, to test unidimensionality and nomo-
logical validity of the measures of each construct, we employed
a scale refinement procedure. The result of a reliability test with
Cronbach's o and factor analysis warranted unidimensionality of
the measures for each construct. In addition, nomological validity
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of the measures was warranted from the result of the correla-
tion and regression analysis. By analyzing the data, we can
confirm most hypotheses.

Results - Frist, franchisor characteristics have a positive effect
on trust and satisfaction. Second, franchisor fairness has an ef-
fect on trust and satisfaction. Third, franchisor support has an
effect on satisfaction. Further, the franchisee trust has an effect
on satisfaction. Fourth, the satisfaction of a franchisee with a
franchisor affects the performance of a franchisee. Finally, there
is a possibility that not only franchisee performance but also in-
creasing the credibility and improving the image of the franchi-
sor through communication between franchisor and franchisee
can improve franchisees’ performance and satisfaction by moti-
vating the franchisee for sustainable growth.

Franchisers should endeavor for franchisees to obtain stable
revenue with continuous and practical support. They should rec-
ognize that they can expand their business by supporting their
franchisees. Franchisors should not only instantly respond to
franchisees' troubles with interactive communications but also
raise the ability of supervisors for better support. Franchisors
should share their visions and goals with their franchisees and
provide systematic and continuous support based on trust and
clear company management. Franchisees should understand
franchisors' position as well as participate in establishing the ba-
sic franchise system.

Contributions - The paper contributes to understanding fran-
chising in Korea. It offers insights and assistance to franchisors
hoping to start franchises. This paper explores measurement is-
sues related to franchisee performance by estimating its determi-
nant factors (managerial characteristics, support, fairness, trust,
and satisfaction). This study provides franchisors and practi-
tioners planning to extend their franchising business with some
practical knowledge.

Keywords: Managerial Characteristics, Relational Commitment,
Support, Fairness, Performance.
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WHO| 7MW L3l e M2 =2 gMo| HZo| X2E
Ct = = QUCH JHURSO|M X|RISts SAIDE 720 CHsl o
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=

S5 U2 == HXIA =t

rir

o
|
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2.6. dut

QAIZEHXIO|=O| JHUH AYFO| Zits FAECIE FY
‘gatol| QUCt JiYEoel AYPMuts JHYERo| E|EMut X[,
SEAEY 2|0 IRt Aot BHFo| FEo| 2t CrEA
LIEFE = QUCE 71¥HEo| Fdute 22| dofet XfFHatE 3
= ACh JBLp 7|Ygdats SHEEQL SLie| Mo 2ofsy
2 = glol AHxje| IYENE HoKst=0l aX|X| Ztotof
|2 S-Sl WakE M A[StAHLE X|EO| E|0{of SiCt.

JtYESe JHUE 7| A= Kol K= dF=Hel 2=
Hd datet go| Evd 7S S2E Y 35 o FZReiX|
RALCE o2t AMHOo|N ZHAIO|= AtglE St 7IYE 2
JtMEZtO| A d2 YHoR MEet maiXio|x At 58
ot MZ 2 PI0|CKChiou et al., 2004). =3 7tUE HHE HAH
ZHEDE OAE o2 2T = Ao, HAIM EHIte| ML E
2t H8d, 2882E DAA FIIo| Mg 42 Fg)9
IR, Ciotel WrtEs, 7|sE EIIE #de &= ULk

ZHAO|= JYEEO| HYLSRE 7IYWHO| X|HEoERN
MMM o| AYMHME =2 4= QCt Anderson & Kumar(2006)=
ZEMNE JtYREQL JHEZE TAHOf A0 JIYHO| SEr FF
0 S2lote HEE Foldtn, 7HUHE el Qe MEH Mo

OF I} AT
2 ol mot
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et HIMFH gtz L 59, HIWFH date] S2d9s F
Z5|QCL Dickey et al.(2007)2 ZZHXIO|=O| utEM M Z
Zt¥Eel ofEnr 0 HREE MFotd, £ AAUREI} =
o Mol IfLES Sttt SN0l dds dFAUCE = AT
OlMe TPt HH2AM ZMAIO|ZAIC| OfEM, 22[H|
89 2Y S= mfostu, 2| duzMes Yol ns-al|,

HEPe|, 2ol gt 52 mefstn ct
2.7. AT

QoM =23t 0|2 HiZE Hg2Z dA7=dnt 7tds A
AlStE Cigah 2o
H1. 7t¥=R0| H2|EY2 71220 chiet 71dgel M2l
Fr)el Fek= ojE Ao|ch
H1-1 714 1|2 7tY=20] e 7tyEe| Ao F(k)
o| Yek= D|E AOICH
H1-2 714 S ws2 71Y=50] oich 7tyEel Az
of g(hel des ojE Aok
H1-3 7t¥Eol r2Eg2 Y220 st 7H8Ee| Az
of Z(khel de= o/ Aot
H2. 7t¥=R2| 242|542 71270 chiet 7tddel 250
kel Sek= 0/E Ao|ct
H2-1 7t |2 7tY=50] i 7tyEe| TR F(k)
o dek= OE AO|Ch
H2-2 7tWH SR w|2 71Y2F0| et 7tygel 25
of (k)2 &= oja Ao|ct.
H2-3 7I4Fo| iR g2 7IY=50] et 7tY¥Ee| 2=
of 8(k)el &= ol Ao|ct
H3. 7[l= 20| SFd2 7tyEel dzof kel &= 0|

A 7o/t
He. JiE 0| ZYMe Tl BE F(hel ¥%S O
& 70|t

H5. Z7H= 20| 7HE X2 7tFol M=o (k)2 ek
= 0j2 Ao|ct.

H6. Z7Hl= 20| 7HE X2 7t¥Fol 2= (k)2 et
= 0j& Ao|ct.

H7. Y220 oSt A27t =S5 71Ydel 2H0 Z(R)
o| Ygks DI AOICH

H8. 7t =20 oSt A27t =S5 71Ydel Jutof] F(ik)
o| Ygt= D|E AOIC

HO. 7t =20 oSt 2HE0| 2+F 7HFel dutols F(ih)
o g&= OE Aok

Franchisor
characteristics

Performance

Satisfaction
Franchisee
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<Figure 1> Research Model
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3.1. AtEf

AZUAIO|= LS| IHYERL JHUFZIO| Aol 2
=4ot7| flet AtzE ot= ZAO|= it 24 Y e
=[O = 7MY=2F2RE YEE 7HYE RS A0
Y, 7, &Y SO =AY MRS IOIULE. ZAY
go| HeE Fote HEoA ZARSZE 5l0g SEENEFO
SMEOf A= 7MY TeE 2O 7tEE JiE Rt /XS
RISk AL

dEXe B TE EOZ o o Z2X%d, 2EUHE
LHEEtEdS =25t 28l 2AZRA0|= YR T HFXIet
HPEES SOl AHYEIUACE £t JrEnel A 2A oM Y
ot MEFEXNQE XN 2AYY A 7o East s 4
oto] EE2X|0f gEet =, AFHEARS| EAE BIRUCH

22X Ar U2 2 d7el FHY HuSHAHkey in-
formant)E 7tYHFZ SPISHACH, 1 Olfs 7IY=Fet A2
AN TdstE 2E ZHO et A8 E 2 & 7 WE
O|ACE. EM S 2T AR #H2 MS37| XG2S ZARIES0]
Y Y00 A SFRA, O Q9| X2 SEZALE HASH
ALY

o 2 A
| 0|I'I fLI|0 o
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4

HH 15325 =oiRn, d28HO| EXRE 2EX 258=
Helpt £ & 12828 2 Ad7=HS Z4ot=H MESIRICE
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3211 7}MAZE ne

JYHE DR0| B SHS DABZ(2W, 2o, DM 2
2| 22| % hS)of Chet Aol DS, A= HESA(MH|A |
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3212 7tUE =Y

7tYE B 1o Jgg EA= 27 Mzo| ZQTS
off Chal 7<|°J =AE 22| Hzo| SR et A1H|ML% =2
AMeE 2l dx2o TYR0 ot PF+d us S
Lambert(1991)2] 04-?01|A1 AMEY 2 2 a7
g5t0] 3742 2gs 01830 FESIAL

¥

Jon

Hoj| S

3213 7Z1UEo| DY HE

JloEol DjY B0 EHE EA| HjRY T OHE, &
Aol EZ:3tEl 059 =2, EA|-O| X|&X Ofsg st oS
S Lewis & Lambert(1991)2| OEI-‘rloﬂ)q AFE3 23t 2 oo
EX—I()" gt AHBI0] 3740 &S o|28t0] EHEIRICH

322 Jt¥=Fol X

3.24. AE|

delo] sHE=2 oA&K2 Az FE, YESIL T, ZAMe
G4, RE|2 oJH0IL; Mot JHUHO|L A, A CHSHY
2 st 55 2 9F Anderson(1984)°2| HTO|M AtETH 25t
= = 7o SHO| S 572 2&E 0183t HFSIAUCE
3.25. Ot

OHSo| ZHER2 JjYEAele] A O UKo BHE, Ity
2AIRo| A AAH| CHot] BHE, JtWEAte| JHUHE Z|CHoi| CH
st 22 5902 Anderson & Kumar(2006)0A At23H 2otS =2
AT =H0| A =5t ALBSIRILE

ZHYUERO| X ZEYE2 2(0)A ZHYUX|| Sl A 326. dut
Ofsf 2% 449, %EIOHHI FHzr) N Y, ArA=ah 2 71lEel 24l th 7YoL THUEO| Mz AN ME
El AYXHE, R20A HeXE otEE /T MENS e ¥, o 4EE ot SRE M| 2o 2¥5H,2YsY.01EH
SE[O|A Z=7|4H| O A] GH[FXIRe| FM, E(0|A 7H-E=x e = ooﬂ %Oﬁr_ HBEE  Foletnd, Kaplan &
o OjEEE S OplE ANE Al S lews &  Noron(1990)ol @i7-E Higoz & eimel 2ol W +ustol
Lambert(1991)0] AATOIM AtBSH Betg & oijo] Sxof 9 MPH dnfet M2 guz ZHYSYC,
+=8ot0] 5712 Eet& 0|85t0] ZHSIUCH
33. 7HEES
3.23. 28N
v ol EA
JlEsol BEdo) ZaRe Wgv oy Moo gy, oo BESl BUA 54
3 FXO| CHH|e Zate| 3, 7HUERS| X AME o, St o|Almakto|=o| 7t ol JIaAo| HayatH o Mot
71U Mo CHer 2Hdar 0, d42EES St XY =¥ § £ 2M5P7| flof =2E Bl YEE E42 Table1>01| HIA|
Smith et al, (1999)2| AN AT 2&E 2 Ao FHO| SIQICE MM SERIe MY HI8L HA0| 79.4%, OA0| 24.2%
<Table 1> Sample general characteristics
Sex male female
94(73.4%) 34(26.5%)
Age Age 20-29 Age 30-39 Age 40-49 Age 50-59 Age over 60
9 56(43.8%) 30(23.4%) 19(14.8%) 21(16.4%) 2(1.6%)
Monthivi under 2 million under 2-3 under 3-4 under 4-5 under 5-6 million won over 6 million
onmglnco won million won million won million won won
9(7.0%) 14(10.9%) 29(22.7%) 19(14.8%) 25(19.5%) 32(25.0%)
over 1 year over 3 years over 5
Opergtlonal under one year -under 3 year under-5 years years-under 7 over 7 years
periods years
10(7.8%) 63(49.2%) 39(30.5%) 10(7.8%) 6(4.7%)
under 300 under300- mim\c/)(re\rjtzﬁgier
initial -~ 1000 million - over 32 million — under 5000 million won over 5000 million won
. million won 3000 million
investment won
won
2(1.6%) 29(22.7%) 83(64.8%) 10(7.8%) 4(3.1%)
under 500 under over
yearly million won 500-2000 2000-5000millio over 5000 million - under 1 billion won over 1 billion won
sales million won n won
12(9.4%) 58(45.3%) 47(36.7%) 7(5.5%) 4(3.1%)
emplovers 2-4 person 5-7 person 8-10 person over 11 person
ploy 49(38.3%) 63(49.2%) 10(7.8%) 6(4.7%)
education un:;:ogllgh college university over graduate school
level
2(1.2%) 17(13.3%) 103(80.5%) 6(4.7%)
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2 ZMEICL QAMZUK0[Z FARSIL e AYE ZEME
30-40CH7t FH|Q| HEO| 382%E5 AK|shs Ho=Z EMEQC
0, 2HFLSS 300-4002HRI0| 22.7%E XX|sH= Z{oz BN
E|ACH o QAZAUKI0|= 2FY|ZH2 3E DT BRIt 57%

0|0K87.5%) 22 ZAME|YOM, o=
ALRIO] A7 AQIRISO| BICHe 22
ZE [fZ0| 805%E AX|EHs Ho=2 SMg|UC,

olafgttt. 8

125

£ XRS5, QAZRI0|= XI|FAF 20 UA0AM= 39 332 CHAXHRAY & AElY &2
olor XHlo o= 3l olo = Al 2l =
At0] SPaEOa e Arale oo Heso] Shsne gda  ® OTON HBE Zm@hsol LN nemal con-
o= Uttt AB@ ojE 2ol SlojMs 29 ojprol 453%, SNVt HHEES BEo] HRo] M FleVarimay) SITE
50 Djplo| 367%E AXSHE Ho= NI, BgiE 4of S 08P BEETM LS F4S GO G9EA2 §
QU0IM= 2-43H0| 38.3%, 5-7HO| 49.2%2 XIX|Sl= Ho=Z 2M 5tof ?{%0" %ot dEEES0| sY3 JEES FEStn 9}1?
SICh w3 olAlmaKio|x SA|7te SEXel figgo s JHE RN dBlA FEE A 2ol S Ase
<Table 2> Analysis of Dimension and Reliability
Factors loading factor : Cronbach's
y 2 3 2 5 7 loading variance alpha KMO
support4 .828
support5 .804
support3 727 3.631 15.128 a=.891
support2 .605
support21 .532
trusts .812
trust4 .763
trust3 741 3432 14.302 a=.860
trust1 .665
trust2 574
satisfaction2 .789
satisfaction3 744 3.234 13.304 0=.840
satisfaction1 741
manual3 .766
manual2 733 0.819
3.038 12.657 a=.821
manual1 .699
fairness2 .841
fairness4 .790
fairness3 .649 2.988 12.395 o=.84
fairness5 .635
fairness1 534
education1 .853
education2 .814 2.483 10.345 a=.821
education3 .660
empedc3 .706
empedc2 700 2.274 9.476 ( Ro‘g'fgl‘g "
empedc1 .692
performance4 .830
performance6 .819
performance2 .809
3.501 59.348 a=.859 0.829
performance 787
performance5 .764
performance3 .585

*empedc : employer education
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7| 2|5} Cronbach's alphag}S& S}SiLCL
AT E HEe=z JIYHEl duto| S¢S D|X|= O|2H=s
o THAS0| ZHRY LA Y ADt SY 20lE

i muin

HEXE 2QISHAULY.

<Table 2>0 FIA|E Hfel 20| SEMAE 772

Zte ACE BEME|QIOMH, CHAXIRAIE S
2= Hog BEMEQICt 2t =H™ Cronbach's alphazf2

070|402 LIEIL} 2 7 ol 9gg =

QIS CHNunnally 1967).

3.3.3. ¥ AS

3331 WSS ATT
=]

Zto| AR EMZNS B0 BE HAS 7io| folxol
2 SAEQict B oi7o] AT wael J1uFo| Yufsisot Ligi
x| BSE 7to| 4RMA(P=025)7} BE RoHel HoR £
E|9oLt, Mzlot B RU0| HIROH(=0.13)0l HO= &
AE|9ic
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1 0lpes &
O|FOIX|L QUoL} 7HWHO| AL e
XA @0 4, 7HYHFS0| MY He=
A MH|ALE S0 2kt
=70 cet U2l FeFs DIXX| e A2
<Table 5>9| EMZit= THeixQl L2|ot SRBES
BAE LtEHd ZOIC).  <Table 4>9| Y22 ZAHO|M
UXO| 2= H r=04(p<0.01)0|4¥22 FOIHQl HzAS H
= A2z FME|Ct T, YUY uKUO| r=-0.0132=2 59| &
HHAE A= A2z FHEACL

<Table 5>0| PO MHUTS LIt HYLMES 2B, #
=0 .4870|1 F= 23.149, sig =0002 BHO| XBIs o2 LIE
Lton, Xp7|4TS LEILE D-Wo| 7t 1.8582 ZHXtS7H| A}
7|420] gl= A2= LIERCh 23| HEN NHYE2 7ol
ol Aoz FAL|UC

<Table 5>9| J§AHO| RO|sFES HED, 7HYZF0]| T
oF JrdEe 4o IS OiX|= Bles JHYFPUSF(4352
£4.944, p<0.01), ZYADK(A=-0.273, £-3.869, p<0.01), B
(=248, £2.635), X|2l(/=.308, £3.602, p<0.01) O ZH2=Z HAN
E[ACE SFX(T S WSO FR0= <Table 4>0|M = £

uxoz JIWHF Cst

_—

3.3.3.2. Alg|at=EaF Hof

<Table 4>9| AZ|Qt &

|0

<Table 3> correlation analysis between variables

AE EH, p<0.01

=0|

O o2EtA 7t

ol =

Hez M1

o]

UL,

Yebd A=

A= o o
ofo] EA0| 20| T2 M-S 7io] AVEAZ OIsf LiEft 2o

2 HQICh ok MElot JWERO| 22| Ujwd 2Egntol thad

performance education empedc manual support fairness trust satisfaction
performance 1
education 251 1
empedc .324* .246** 1
manual .364** .364** .220* 1
support .378** .343** .374** .618** 1
fairness 271 .244** 212* 567** .602** 1
trust .249** AT -.013 466 496** .525** 1
satisfaction 415** 571 104 .502** 480" .362* .752** 1
Mean 4925 4591 4523 4781 4532 4393 4493 4638
SD .923 1.040 2.210 1.134 1.200 1.080 1.053 1.155
Q9|4 **p<0.01,*p<0.05, *empedc : employer education
<Table 4> Correlation analysis between trust and independent variables
trust education empedc manual support fairness
trust 1.000
education 471 1.000
empedc -.013 .246 1..000
manual 466 .364 .220 1.000
support 496 .343 .374 .618 1.000
fairness 525 244 212 .567 .602 1.000
o 4.493 4.591 4523 4.781 4.532 4.393
HEHK} 1.053 1.040 2.210 1.134 1.200 1.080
L9|4=F **p<0.01,*p<0.05,*empedc : employer education
F=ZOM ROHQ HAE He= A2E 2AERUCL; FAUAUS A= r=04662 2 O42 =7 LIEHLD Aol 3l#=EMel &
| EA|(r=-013)= B2 BAZ H|FFQl A2 EMLUC oM = HlRelHQ Aoz LIELLID 0| Ol CfE SEHsS
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of £2 MBUAR OIst CISTHNO| WS HOZ A
UCHIO S ZF 5,739;0.145, Z=71X|4= 1.000;6.285). [HEpA 7HAM
SERHE, JHI32 KE, Jhd 5= KEEIC

rlo 4> &

<Table 5> Relationship between independents and dependent

127

U Hptze RolNel Ho= St
<Table 7>0| Jj@H40| QOIAFES MWL, U Cf
o JIWEO| BEN )9 YL OlXE HAE JIYHMK(P

—

dependent independent R? adJLlj?Szted F value sig D-W B t value sig results
education 352 4.944 .000 H1 pratial accepted
empedc -.273 -3.869 .000 H1 partial rejected
dependent manual 487 466 23.149 | .000 | 1.858 .070 787 433 H1 partial rejected
support .248 2.635 .009 H3 accepted
fairness .308 3.602 .000 H5 accepted
Q9|4 **p<0.01,*p<0.05, *empedc : employer education
=301, t=5.073, p<0.01), X|Rl(B=.204, t=2.779), AIZ|(p=.501,
33322 QHEQ| JHMAS ' . peo0n. AP ) RS
t=7.295, p<0.01) QI A2 FMEQCt WM 7t 2= BEX
<Table 6>2 7[UZF0f CHot 7HYFO| 20| F2 O|X|= EH(7IMA DI Oj%Q), 7HdeDt 7472 X{EHEIC HiDio| of
SEHEHFQO| AEMARME MAD AO|Ch BEN ZEESE T7REOIM HE)Q| BAR MYSIYUE ZAY m(P= -.255, t=
7o HEHEAE 2, p<0.01 =F0|M RHQ HAE #= A -4.499, p<0.01)1} 2HAM(B= -.138, t= -2.025, p<0.04)2 ALItA
o2 Mol SUMLSNO| EA|(=-104)= 32| &A= of WekNIte oo BAZ EME|QICE <Table 6>2| AMEAHE
EARMO Mojde o Bl e o= EAED Qlof JUFHo| x|zt

B9l HOE EME|CE O <Table 4>0| 43!
NE 710l Mzlofs Si(i)o] B0 USO| FUEL} jy
WY 27|01 ZYL0) et 72082 MAD oLt X
£x0l Zoigl BR0| O|Z0(X[x| &0 N UH Afxlo g
of olZsy| W JtNel BEIE K)ol B s X
o= gMz 4 ot

o= oz

7|23t 714 4k 7|ZtEIc

St UHFEIhe gl A/

L -Hd4d
e 2= B2

= S AL
Sag 4+ gloLy,

<Table 6> correlation analysis between satisfaction and independent variables

satisfaction education empedc manual support fairness trust
satisfaction 1.000
education 571 1.000
empedc -.104 .246* 1.000
manual .502** .364** .220** 1.000
support .480** .343 374 .618** 1.000
fairness .362** .244* 212 .567** .602** 1.000
trust .752** A71* -.013 .466** 496** .525** 1
mean 4.638 4.591 4.523 4.781 4.532 4.393 4.493
SD 1.155 1.040 2.210 1.134 1.200 1.080 1.053

994 **p<0.01,*p<0.05, *empedc : employer education

<Table 7>0] BN JHUHo| X|Zots BED SYSE
2t0] QITRAS HAIH ZOIC}. <Table 7>0| BEU| Bt S Lt
Efd S7ZAHEE BB <Table 50| BHO| HPUES Ligh 3
HEMEE =M, R*=0 .70770|1, F= 48.690, sig =.0002 2
Of M3igt HOE LIEIAOD], X7I4TS LIEFHE DWol 2t
20592 ZHAHSZO| XL7|AHE0| Gl HOE Uttt 29| H

HA T A—

333.23. dafe| 7td4dd

<Table 8>2| 7tYFO| Juto] Fek= DK== ilz|et B
BAE =40t JEEAES ZoE 28, 1=2|(=0.246),
(r=0.415)0| p<0.01 +=Z0|A FoIH BAE Z= AL
| RALCE.

K- A—

[ESnIEe]
ot
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<Table 7> Relationship between independents and dependent

. adjuste
dependent |ndeﬁ?nde R? d F value sig D-W B t value sig results
R2
education .301 5.073 .000 H1 partial accepted
empedc -.255 -4.499 .000 H1 partial rejected
manual 167 2.284 .014 H1 partial rejected
dependent 707 .693 48.690 .000 2.059
support 204 2.779 .006 H6 accepted
fairness -.138 -2.025 .045 H4 accepted
trust .501 7.295 .000 H7 accepted

<Table 8> correlation analysis between performance and independent

variables
performance trust satisfaction Koo C mre Xt BiR A2t bl
o &7 R —= =
performance 1.000 _oH= Stalt Sk EE¢ AtES0l 71 o j SI-.': '_H(.)zl
219 500 mAKO|X Mo|cE S8 MZ0| XYYS SHAXF ShE MBS
T ' ' 0l #28E Zanjols NS Heill £A0 B30 o =8
mean 4.925 4.493 4.638 ZSICE RpK| AR op:q *E'_H |.7|7r %!%*—O._' )\fo+0| naHx|.o|x At
SD 0.928 1.053 1.155 &olct. _EHXPOIX MRS 3| fBiME UEE B A= A
O|CHL
Fo|F=F *p<0.01,"p<0.05 QM IZHXIO|= MH|AMY2 ACHE SEn CHLHQE =tEH
oto| ofghol| et chfdgat AHgetel Fg0| SYRio] Hetkln
STeble 0] BNAME Sxirol dule SEULEU B msislof s ek Melsls I B IIEAFON ST )
AE '-iEr Z0|C}. <Table 8>°I 6t‘g74|—.v_-5|'3i01|_)|\‘|_'e iy M'f At MEES El= 7Y, M2 ZMWES XL Mg Fste
O 2= B r=02(p<0.01)0|g22 Ro/HY JoTAS He HHE S0| QA AIROIM X|¥SH AMS St Q= Zolct Jt
<Table 9> Relationship between independents and dependent
dependent independent R? adJ;SZted F value Sig D-W B t value sig result
trust -.146 -1.184 .239 reT§ct
dependent 1181 .168 13.834 .000 2.307
satisfaction .524 4.266 .000 accgﬁted
HoZ EAML|QCh <Table 9>9| 3|YEAMEE OB, R 2=0 DC’HEglOMﬂHW%HiZH WHDT: |_o 7?;%3'71') = E?%
3 N Inl o
.1680|1 F=13.834,sig =.0002 20| MaIst {02 LIEILtOH, MSslior StH, 7Yt JHEMIel HAE [XISH| st 7t

AP7IMEHS LIERIS DWO| 2h2 23072 TXFSZHO| RE7|4H0)
olNE|D gloLt BYo| MUY XgtEe Ro/Hel Hoz 2N
%L <Abe 9>0| JfEBIRO| ROISFES AHER, Az
-146, t= -1.184, p<0.239)= 7IWHO| Hujofe= IS EI|I|X| Qt
£ 7lo% eNSlSlr) <Table o] el pZE =
31, JKWEO| Haots ThR ROIHOl BAS U oLt B
o nmeoras odl @i OEsss2sg
2.954,0.033; Z=Z4X|%= 1.000, 9.507)QIst ZHo=z EAMTt 4= ULt
w2ha 7 82 J|EICE F1UHO| FjuEReto] HYBA oA
OLZ(B=0.524, t=4.266, p<0.000)&} 2= 2 7}YHO| Ait= =O}X|
£ 7oz BMEQCt matk 7k ok HEEIC

ZIOJ

Qo] 20| Wit 94 TR BAZES JHU
Mzlot Mnjole UEre OjXD s, JHUEO FYNo| BE
ST WMol Thet BEES $£017] SIhAE JIUHO| Bast 8
T2 FWeH A|7|0| HBSoF ot sty oot JuEL SSK 2t
S 212 M7IAAHOE Bict 8, sl net JaEo| MutE ol
7| SIefAE B7|Hel AR MB0|ol2 9l e Eet 7t
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o= o[k 2Fet 7k 5ef 7hd 62 MEIE|QICE 2|1 Tt

YHO| IMY=RE M5t T2 HAE RIS 7tyEel o
Shs 37t Aol2ta EFe 7hE 72 AMEL T OR|gtez
Y2 Retol HejpA o HESESE tUFo dits HorE A
o2t 2gst 7k 9= AEEIRUCY. = AT FHd T2 H
gt & = As JHYERet HUFe| M 2A T THYEe| gt
g0 ge| s bjE AoZkn 2ot JhEs2 7| 4L
= AFZN0ME ZHY=R0| Ot 27t ZryFel o= I
gs OXR| = A2z FAERACL), 7MY=Ret 71YE2 &
JIBAE floh Mz BARX|ISO| et &l 8L M2 f5S 25
CEB0{0F SiCt. Q4 ZAMXIO|= AIAEO| g&3H| floiME
FALLE YRR JHYHETIO| MRS HEez o FY| X|&
Mol 2tA2l 70| O|R0{Mo} ottt 7Y =Tl TWETo| A
EEAE d=7t HEsES 5010 PFE-UU OlEs YX|5HH
BAEHS ZeAFAFI| GEOICh. tY=Ro X LM ug2
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o Xt we| FME ICBAZ 5 UALD, ¥z FHA
750 =80 & & UCLX|STAL] 24 ZIMAO|= A|AHO
ot 7|1E A4S2 g UE, MA e el B D& Ko
oL}, 2 ¢gxte 7MdERel eS80 XL d8| =5
AR S d= HAE HEH2=E M5t 0| FR A
ShEAZE Hzlet gaotof oot FeE O|X=7tE ASSIRAC
O|F Soff 7tY=5et 7tYH| 2A 2 ;MO Tets 7ot
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