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Abstract

Purpose - This study was based on a theoretical consid-
eration of the structural relationship between the support and
control of the franchisor and the satisfaction and strategic re-
sponse (voice, loyalty, exit, neglect) of the franchisee. First,
based on the preceding research, this study systematically or-
ganized the type of support and control of the franchisor.
Second, the study examined the effects of a franchisor's support
and control on the expectancy disconfirmation between affiliated
franchisees' expectations before a franchise agreement and per-
formance after operating an affiliated store. Third, the study
looked into the effects of expectancy disconfirmation relating to
a franchisor's support and control on an affiliated franchisees'
general satisfaction. Fourth, this study examined the influence of
the general satisfaction of a franchisee on affiliated franchisees'
response strategies.

Research design, data, and methodology - In this study, the
population comprised the nation’s franchisors, and the sample
comprised franchisees conducting business in  Seoul and
Gyeonggi-do. A self-administered questionnaire was used; the
author and examiner explained the study’s parameters to the in-
terviewees in advance, to lessen the rate of rejection of the an-
swers and to maintain reliability. The author distributed 350 cop-
ies of the questionnaire and collected 327 copies (93.4%). The
author removed 54 copies of the sample, as these copies be-
longed to franchisees that were not registered by the Fair Trade
Commission and/or were thought to have either defects or in-
adequate answers. The author selected an effective sample of
273 copies to enter data and to do the statistical analysis.
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Results - Both a reliability analysis and a confirmatory factor
analysis were performed to measure reliability and validity, and a
structural equation model was used to conduct the hypothesis
test and investigate the models. The hypothesis was tested
(Table 5). The models had a suitable fit, for instance, x2
447 663(df = 212, p = .000), x*/df = 2.112, GFI = .881, AGFI
.858, RMR = .083, RMSEA = .067, NFI = .932, and CFI = .961.
The hypothesis test results were as follows. Hypothesis 1 was
accepted (C.R. = -2.339, p = .019). Hypothesis 2 was accepted
(C.R. = 15.213, p = .000). Hypothesis 3 was accepted (C.R. =
-2.631, p = .006). Hypothesis 4 was accepted (C.R. = 16.271, p
= .000). Hypothesis 5 was accepted (C.R. = 2.391, p = .017).
Hypothesis 6 was accepted (C.R. = 5.777, p = .000). Hypothesis
7 was accepted (C.R. = 17.153, p = .000). Hypothesis 8 was ac-
cepted (C.R. = 24.746, p = .000). Hypothesis 9 was accepted
(C.R. = -10.150, p = .000). Hypothesis 10 was accepted (C.R. =
-12.124, p = .000).

Conclusions - The research results showed that expectations
for a franchisor's support and control had a significant influence
on expectation disconfirmation in a negative way, whereas the
performance of support and control were found to have a sig-
nificant influence on expectation disconfirmation in a positive
way. In addition, the expectation disconfirmation of support and
control was found to have a significant influence on satisfaction
of franchisees in a positive way. Generally, regarding the re-
search on control, control is found to have a negative influence
on the satisfaction of franchisees, but this study proves that
control is found to affect it in a positive way through conformity.
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S2 7IYEEIt sfdsiz|ete 2 S22 E1 Hsiict

=
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254. BA| 311 XX el 7|t et X[l 2HA
FAl(neglect)= 2THF0| Wr|= 42 FHHOIHME ~=H 2 Ao XA - SHo| oigt 7o ot 2X[Ezte| #
B3S LIEH= MESS fFAS FAlnegect)z 7HEISHAL A= Cheo| MlAT(Lee, 1997; Lee & Lim, 2001; Lee et al,
(Rusbult, 1982). BEAl= ZYASO L£oli(lax), Fatrst 2002; Churchil & Surprenant, 1982; Yi, 1990; Cadotte et al.,
(disregardful) ¥=g 2|0|sl=0|, O|&H Q3O MEZ EHSI= At 1987; Oliver, 1980; 1981)0] 2Hst ULt 7|CHELX[0|E0| <
=2 USRS Aoz ZAO| H| itdS LIEH]= Z0|2t SHEH, X|ZtEl Jatvh 7| E AECE oM ST-A S X7 &
1 g 5 ALt (Farrell, 1983). Geyskens & Steenkamp(2000)= e (Z|ch<dah, AR XZHE darh Z|oE gato) ofx(x|
FAIE ootE= HAE Moz F= A2 SYSIAULL RO 28N SYX|7 WHECHT|CHEa). ok 7|tirr &
= AF0M= RAIE 7HEE2R2 XY 52 SHE X7 U A, Xz davt 2258 3EH SLX7 245t TEE o
oM X dgo] FHME[X| R=Che FHUFEAIARIS 42t 7 dotA =0, Z[Ch7t =1, X|ZE davt e R8N 24
=5t 2 A7t OtLEtM 7St AKX gi2 ohkg & A7t 7b S5t ERES 4ESHA ElCHAnderson, 1973; Olshavsky
LHHX | = AE MZA MX| Q= M 502 211 HASIRUCE & Miller, 1972; Oliver, 1980; Churchill & Suprenant, 1982;
Bearden & Teel, 1983; Oliver & Desarbo, 1988). O|2{¢t ¢4
s HiEge=z of JHEE ChEar 2o
3. PRy U TN
<7HE 1> X7|0= XY LRG0l ()l Rolst ¥
N ojE Aolct,
31 ATEY Hd 2> RYLTE XY BAXL P2l ROl Y
O] 20|t
= o] A2 Of2f <Figure 1>1t Z L} <7H2 3> SHZIt= SM 2LXEo £()2 Relst dgs
o Aojct.
<72 4> SHdI= SH SLXEo el rolgt dgs
O] 20|t
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<Figure 1> Model
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HolF|H, dapvt 7|tHECH e Aoz WLtE FRE REA &
UK, 17k 7|HECH 52 A= HCHE ARE ITFH 94|,
7|CHHE Zdot H|oE HEE HEHE ZRE ShedX|2 Bt
(Oliver, 1980). 1222 AX|H0| =2 ChQUX| 91 2 |
X|ol BR= UESHA E|1, PX|H0| F2 BEH 2YX|2 B2
= £0tESHA ElCHAnderson, 1973; Olshavsky & Miller, 1972;
Oliver, 1980; Churchill & Suprenant, 1982; Bearden & Teel,
1983; Oliver & Desarbo, 1988). 2 A0|A= ZIHEAIRXIt
X|Zs5h= 7|0 3 dato| e 7HUERo X SHE 4F
SIICE 2t HE3 7|0HEYX| O|2at FAFSH WEH0|A 7+
BALAREZL X2t X AL Eat SHYX|E2 71YFo| BHEo
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AN ALEE =2 HIEHSE ‘HASH, BHESSAH, &
2lSM'E FE25t0 HIISIRUCEL 2YK|= XA SX 7+ AHA 7|
oot A2 difzt 2 YXHZE FESIUCEL DHE2 Oliver(1981),
Goodman(1980), Gassenheimer et al.(1996)7} 725t 3=
A0 9| M3 47) BHOZ FHY, HSHAS I
Aeixto| QHEof Cifsh S JHUEAIRIRLe] QIEolM ol
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ZAO| SEol JtUMTFo| QIFEAN Sd W JtUHO| At
A E40 tiote] B=HE 8 MEHER FJE =00 Cf gl
EEMS HAleh Z1t <Table 1>1p Z0| LIERCE JE0ME
2738 & (2109, 76.9%)0| 01A(63Y, 23.1%) 2Lt B ZHe
2 UERICE ZTSHME 2738 & USRI 15132
2 553%E XA 7ty G2 o2 LIEtHon, HEiEY
AH71Y, 26.0%), DSSIMELRK32Y, 11.7%), CHSIAZER o4
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<Table 1> Demographic characteristics and others

49

of tHsto] SHHE W HIEHEZ FYE S50 3l 7|=SA

Section Description Frequency | Ratio =AZ 2AIH 21} <Table 2>t 20| LIEHRCE. SEAS] End
— o3 1000 B2 41.05M(sd = 677)2 LtERKoD], JHUE & gav|zie] B
7S 3.07d(sd = 243)0|1 IAMXO|= AHof|7te R 1.96F
Gender Men 210 | 769 (sd = 1.14), & Jjg=Eolo| Hal7|7he B 2.22U(sd = 1.28)
Wormen 63 | 231 o= LIEfGiCt J2|1 JlyHo| AW 0| T3t SEX ¥
Middle school graduate or below 2 7 w2 3,501.142H2(sd = 2,380.63) 22 LIEHG2D, 7| EXIZ2
High school graduate 32 1.7 Br2 10,688.572H(sd = 9,211.41)2 LIEHIC SEoh, A
Educational 2-years college graduate 71 26.0 = B 4899(sd = 28N)2 LB, DigmEe Ea 7691
background m>(sd = 49.83)2 LIE}LICE
College graduate 151 55.3
Graduate school graduate 17 6.2 5.2. éxo"E;LQJ ﬁ'ﬂg 5{| Ef%"g'
Employed manager 28 10.3
Position Owner 19 | 436 2 ono| ALSE TN 2t 2 4, ARE 7%, AVE(H
Owner & manager 126 46.2 TEAFE). CCRUNEAZ| )= CHE2at Z20E MK, 2F 5t &Y
Restaurant 169 |61 BAS TSI Qe BEWASS B0z MITEAS AN
Type of Service 65 238 Z1} Cronbach's as XA .81301|k| ZEIIZH_ 9492 O =7 Ltet
business Sales 32 17 ';f ﬂé?-?—ﬂ U§|Ef = Aoz HIIEIUCE Zb HjH=s
£ FHsle B=EHLE9| AVEE A 5850(A Z|Cf .809, CCR
Others ! 26 2 |4 .8090|A Z|C§ .9372 LIEIL} Fornell & Larcker(1981)7}
Mokt 7|ZX| ‘AVE).5, ‘CCRY.7'HCE &2 LIEFLCE [Mapy &
oHH, ZAM| SE 7tYESFo| A A 7ty e| LY £ Aol B=H40f Cist LBEIEME S FSESH {02 T QALY
<Table 2> Descriptive statistics analysis of the samples (n = 273)
Section Unit Mean SD Minimum Maximum
Age Age 41.05 16.77 27 61
Managing year in total of franchise Year 3.07 +2.43 0 20
Contract year Year 1.96 +1.14 5
Transaction time with current franchisor Year 2.22 +1.28 0 7
Monthly sale on average 10,000 KRW 3,501.14 +2,380.63 200 15,000
Initial investment 10,000 KRW 10,688.57 $9,211.41 1,200 120,000
Number of employees Person 4.89 +2.81 1 16
Area of franchise m2 76.91 +49.83 13 300
<Table 3> Reliability and Convergent Validity
Description N::;gﬁgnm ;eelzgiig% AVE CCR
Expectation of support and control
Distribution support 4 .949 782 .935
Support expectation Educational support 4 .938 751 .923
Management support 4 .920 .687 .898
Contract control 4 .873 .557 .833
Control expectation Standardization control 4 .909 .662 .887
Management control 4 .898 .600 .857
Performance of support and control
Distribution support 4 .947 .789 937
Support Performance Educational support 4 919 .673 .892
Management support 4 .905 .609 .861
Control Performance Contract control 4 .929 .694 .901
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Standardization control .923 .704 .905
Management control 4 .924 .682 .895
Disconfirmation of support and control
Distribution support 4 .948 .783 .935
Support disconfirmation Educational support 4 .933 726 914
Management support 4 .903 .603 .858
Contract control 4 .931 .694 .901
Control disconfirmation Standardization control 4 931 732 916
Management control 4 .927 707 .906
Overall satisfaction 4 .942 .730 916
Response strategies
Voice 3 .891 .670 .859
Loyalty 3 931 752 .901
Exit 3 .906 .585 .809
Neglect 3 919 .628 .835
o THEEIEY ASE sl B 2 WEE 0|8% 42 0|83t =& A E= ChEat 2Lk
<Table 4> Correlation
Suppo.rt PETEMIETED Contrql PEIIEIIETEE . Support. ) Control. Satisfactions | voice loyalty exit neglect
expectation | of support |expectation| of control |disconfirmation | disconfirmation
Support
expectation !
"o support | 490 :
oo, | | s |
Performance | 415 834 553 1
of control
oo | 347 839 370 789 1
disoc?r?f:[ rr:;tion .267 733 .388 .843 .834 1
Satisfactions .380 747 424 .801 .756 .804 1
voice .369 .586 .360 613 552 .607 .710 1
loyalty .346 674 .387 702 .660 721 .824 812 1
exit -.245 -.368 -.199 -431 -.338 -.376 -512 -.407 -.490 1
neglect -.286 -.428 -.289 -.526 -.365 -437 -.580 -473 -.592 .824 1
Mean 5.467 4.942 5.120 4.822 4.792 4.756 4.834 4904 | 4920 | 2.759 | 3.084
SD .954 .9541 8719 .9733 .9838 9761 1.130 1.067 | 1.155 | 1.379 | 1.402
<Table 4>0f|M X, da, X X d1t S2LX| SOM Cix 53. 7IE4ZES
£2 A4S HYOL, ]S Wi MDY o Nz
CHE 7HEOIH, AVE, CCRS = =O0F AUz 240 ARSI MZ|E BMIL SOIN QOIEME E810] Al2|MDt EfEHEE Bt
Cf. h 9HEI 4 J2|1 0D RAE AN 52 MBS B 3 3 JMASS b PEUHARYI|YS olgsio] ApRNg
oLt O|E% 7+ 7é1¥7r Holz 30l 31t 2EEel HHE BMSIQIC cn;to| 7H40]| Cist ZoH= <Table 5>1f ZHCh EESH 2
o Stle Bl Ay = AR CORE U E o) mges * = areaydr - 212 p = 000, i = 2112
= GF .881, AGFI = .858, RMR = .083, RMSEA = .067, NFI =
932, CFl = 9612 LIEI{o, 7H20f et Zit= Chaat 2Tt
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<Table 5> Causal Relations between Constructs and Hypothesis Test

Hypothesis Endogenous variables Exogenous variables Std.v(3) S.E. CR. P SMCa Adoption

Support confirmation .680

Hypothesis 1 Support expectation =111 .053 -2.339 .019 KHEH

Hypothesis 2 Performance of support .880 .068 15.213 .000 KHEH
Control confirmation .708

Hypothesis 3 Control expectation -.140 .067 -2.631 .006 KHEH

Hypothesis 4 Performance of control 925 .060 16.271 .000 KK EH
Satisfaction .730

Hypothesis 5 Support confirmation .263 21 2.391 .017 KN EH

Hypothesis 6 Control confirmation 616 116 5777 .000 KK EH
voice .520

Hypothesis 7 Satisfaction 721 .039 17.153 .000 KHEH
loyalty .692

Hypothesis 8 Satisfaction .832 .034 24.746 .000 KK EH
exit 275

Hypothesis 9 Satisfaction -.524 .062 -10.150 .000 KHEH
neglect .351

Hypothesis 10 Satisfaction -.592 .059 -12.124 .000 KHEH

a. SMC(Squared Multiple Correlation) = R* (explanatory power)

2 AF0M AFESH <7Hd 1>Q1 ‘K| )7|CHe X|AYX|do 7
()el Rolst Fak2 0| Zo|Chof Cigt =M 20t BES 2
2= .0.1110|0, O]= 89|4=F 5%0|A C.R. = -2.339(p = .019)
E <7td 1>2 MEEQICE d2(10 <7Hd 2>91 K-8t K[|
LX|Mof| H(+)el Feolgt Eg2 O/E ZOo|Chof Cist EAZnt
BTt d2A4$= 08800/, Ol {o|=& 5%0A CR =
15.213(p = .000)2 <Jtd 2> K{EHE|QiC}.

<7td 3>Q ‘SH7|U= SHYXEo £(-)el |olzt g2
O/ Zo|chof Cigt #AMAN BESH ZE2A £ -0.1400|0, O]
L 20|2F 5%0|A C.R. = -2.631(p = .006)2 2 <JtM 3>2 X
BAE|QICE <71 4>01 ‘SXMats SHLX|Eo d(+el folst
Yok O/F ZAo|Cch'of ofst 2MZ0t BFESH AEAH == 0.9250]
O, 0|5 S9|3F 5%0|Al C.R. = 16.271(p = .000)2 <7}A 4>
= XEE|RACE <THd 5>01 ‘X|ALKX|E2 7HUE™ TH=0f H(+)2)
Folst F&Z O|F ZOo|Chof Cist EMZAN BFES dE2H e
0.2550|0, O|= {o|4=F 5%0|AM CR. = 2.391(p = .017)E <7}
A 5> XEEQCE < 6> ‘SHLXE2 THF "+
Folst E&2 O|& Zo|Chof Cist 2MZN BFEDH dE2H e
0.6160|0, O|= S9|%=F 5%0|A C.R. = 5777(p = .000)22
<Itd 6>2 K{EHE|RACE

otH, 7IWE™o| HhSH™EFL st 2 Ao dF-et <7t
A 7>01 TIUHEALARS| THEE oA F(+)Q| Folst deS
Oj& Ziolct’of cHst 2MZAN BES ZEA £ 0.7210|H, O]
L 90o|2F 5%0|M C.R = 17.153(p = .000)C 2 <7td 7>2
KHEHE|ACE <THM 8>Q1 ‘JUTALYALS THER 40| H(+)2
Folst E&2 O|E ZOo|Chof Cist M2 BESH AEAsE
0.8320|M, O|= QOo|&F 5%0|A C.R. = 24.746(p = .000)2 =2
<Ttd 8>2 KEHL|RACE <THY 9>01 ‘ZHUEAIYRLC| PHE2 O|E
of £(-)9 Relzt Jok= OE ZAo|ct'of Cigt 2MZar B#FEs|

HEA$E= -0.5240|0, Ol= QO|4F 5%0|A CR. = -10.150(p
= .0002=2 <7td 9> MEE[QICE 222 <7hd 10>01 THAH
AMRIS| THE2 FAO (2] Folgh IS 0| AO|CLof o
o 2MZ BES} F2AFE 059200, Ol |o+FE 5%
M CR. =-12124(p = .000)2 <7Hd 10>2 XHE4E|Q{CY.

6. 2=

6.1. AJAPE & HA

= 7oAl 7HEEE ZuE EME thaa 22 SEH Al
AE S ARH AAES EESIRACE /W, = FF0ME =R}
O|=0|A 7Hl=R2| XS =FAIY, WsX|H, ZSX|A| 374
ez 7y e, SHE AUSH, BE=SH, 22lSH
o 37§ FY2z FYSIALt AQURLAFTAHS AR Zat KA
g5 8o 2% 52 075N 52 M8 Hon, £
siE 2010 CHet AVEX|=9t CORX|FE 25 &2 A= LIE
W fEQH ZAXO|=or BEE J|E UK 2ES| HEO| fF
= A0 =0 TAE|ORE 7= JAAT SHe| 7SS
F7L0 7= YR 2ES BORIICHE ol = Aol W
M 2N AAREOEI 5 UL
b SHZIH -8tk Zzre] X|goj| OfX|
f

ST, X217|c)- 41
£ aste gau 23, XYool SHYICE XALXLL S
o

o

o= LIEpTE S3] 7|tf Heh Mnpt
UM O Z3 AHS F= HOB LIERKLEH, Ol maAKio|
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ZO|M tYFAIRALS] FEY UK G| Faet Hyes AT
7ICHEL dotof] B oEHQ As & 4+ UUCLE Lo, 1 ¢t
HAATFOM = SHRLs TFRO ()2 S OjX|= A2z 2
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