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The Effects of Apartment Office Managers’ Servant Leadership on the Residents’
Satisfaction and Housing Management Company Contract Renewal Ratio
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Abstract

This study aims to verify the effects of the apartment office managers’ servant leadership on the residents’ satisfactions
and housing management company contract renewal ratio, and to examine whether the number of apartment units and

the apartments’

average size have the moderating effects upon the relationship between servant leadership and the

residents’s satisfaction and housing management company contract renewal ratio. For the purpose of testing the
hypotheses, the questionnaire survey was conducted targeting 1,000 apartment office staffs and 8,000 apartment residents
of 200 apartment complex in the region of Ulsan, Kyungnam, and Busan, and the statistical analyses were carried out

for the useful questionnaires of 961 apartment office staffs and 7,119 apartment residents.
follows: First, the higher the office managers servant leadership is, the higher the residents’

The main results are as
satisfactions. Second, the

number of apartment units and the average size have moderating effects on the relationship between the office managers’
servant leadership and housing management company contract renewal ratio. Finally, the summary, implications, and
limitations of this study, and the future research direction were discussed in the conclusion.
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Figure 1. Research Model

2. 7tde| &4F

) AHE iz JF4 e, A AA S
o] ¥

HeapraelA deaiel vy Eee J8E A
Al, BRLE 2 glr4e] ofyzt AHE Wohjof
e gudel Zasit =, del A dFAte] wiet
SAreE AR oo thE Ao S sl s
A stodof ske o sl vk

MeAtel] w2H Ak oz AL AWE ZuiS

i

¢

=T

AR5 HelEe] ARUEEe 2AE0] FoE A

© 2 Yehgth(Park, 2004; Kim, 2007). o3 2]tj4]]

SAA ade A A¥A R o3 dEA

eleke] HEFoA ol Fk U, 2%e] AHE Y
o

o
]

o8
X
(o
|
Lo
it

Aol o) Rl 2AEQ]o] = 2] =
A2 dFE=e 2342 Yeid & S Flolth o
o o] AelMe He|Age] AHE Zgie] ¢

zzoh Bel9Al Ak fold FUL = 2
wsjo] et e shae RS
M 1L BERY Beagel AME AP BT
5% Q74 BEEs} Bl Rl
M 2. 3EFE FEagol MUE Ule wHT
#5 YA Aol o Helh,

o

FETEE Aol webd Ard % skl s 2
3 AT 229 Qlde] g AeiA L, #
HHF e FAH e AP Aert BEF
5 o Wi Ao, Apdstd ARYE, S W
& 4 3 ws Y, 2 3 54 30 5 a5 5
A87E Zba Slrh B3 AldeT $es e
o Ahs Eolual, 53] Auldat vishale) e

wAe] § Aol mebA] skl Sofuk. webd
agel AHE AP o5 Bel Azert AF sl
FEA BEE L B AA kS el AU
7R Aoz BRET. o)) o] ApelNE As
of mel geligel ¥aad 2 IASS HrlE Au
E 2gye] w7t 9FAEe BwEms #gA A7)
oFgol mAE GFol A2 e Ao melHt,
o1ge] =g WO Tt e s WPt
M 3 BEFY AvTE Beliage) AWE Fuy
3 YFA VSR Alole] BAE £EY et
FEFY A Be2ge ARE G
3 DA AAFE Aole] BAE 20T
7

2}

2Erue] W, & 255y wHol lrel AAH &
oz gusylx gt Wawdel 2 ZEFa 4%
YA Ele] TAY 2227 A1 - AAA ozl

%o A7 B, wene] BAhuthe AT BE9)
P § FAL A el Aol wop Faue &
24 B B Bol 7N, BaRHo] H258 F
A9 A% Fucks Beule] et #alol Bk g
b2 PEFYTEE Bed FUe By ople 2
49 Au2E BLE dn 53] 474 Bl 4F
Aol e stelsh aEe] BwelA Fol Fagfelt
et PEugel neh gelage] ANE Juie 4
FAEe] REE} BelgA A kge] HAE Fal
SlolA] Hjolg B A0 Hejzltk. ole Ee)S u}

HoR Ut pe 7hEe Agssinh

k)



HGA ALl VA= ¥ 49

7Hd 5 FEFE BaHAS At A
Al

7V 6. &
A

3. 5Y=F
D AMHE FEi
AHE ZE4S Fatele] AlzE n'e s Fate] A
z}_,,]_ /H—T'—oﬂ Z % _% _ro] xxT:’LH OJ,] Hx]—_,)r ul—;qo _c'q
3 AL FANE IS FEAet FEHS
gt 22 e] BHg A A S
olZgk MHE 9] 6@ &5 é
(1995)¢} Laub(1999)e] A E3=x
5 3B3Ed T 7Y #AFAH i0ﬂ o= 7t 2%6&%
W ste] 208802 AT A e '
£ Likert 58 =2 3}
2) Ts5Y ©x 54
Adis 2AF i F579 e & Aldi+E v gt
gl eJAste] oA FE

HJ
L

] ST RN Aol
x5 E i Atise 150t S =] A4
= 50041 ool tiati Altig= 5004 ol do®
2rh gadde 72t dA e #sHd s AdsR ke
FAE 7t X9 FguHos wokth Aot Faw
H(m?) A5= FEFY AgBAA L Bieta e
TETY 718 AR uet FEFY Ao AME

Halo]l Altjrrt EF5=ETS), BaHs o] E55
EF&rE) 24a4ge) o 2 TS nAeAE 23S
Hom glstuzt gt

3) WA WEE

o] ATl UFA WEeE FEFE ] AARTLTt

eAe sk s @
SRR HYARTA Fnke]
T %E_u_i‘:‘ AFANEZE ZAHwww.K-apt.go.kr)2|
202 oA % %X}EHJJHQ} etz s|Atel g &
Xﬂfﬂf& REFeR 5Tt ARG tg §
Likert 55 #HE= 3}qith.

A GA AA kS

g AAke 201048 72 06Y FEEAIBE ]
M=) o)l 2d @92, 7o) Fele 71547
go] FAF7IE st 3d TR TAHoRE AAF
| o]FojF T} o] AN T5FY ©X ] AT
| SIEEESIAL 71E F AAIZE Tl 2o AAIE
< AAAAEAE 9] git

]e
I

s ﬂi
<

o
o
o d

o

4. TMCHA 2 22
1) AR A
S

3
o] AN MR 7ML AFe] s ARRAL

UG ALESle] R85 E FHIA 4
e FAR o) AAlgE 20071 ’6‘%“[‘
o FASI=

EA}% - A

e I R
249 1,000, %FJ—OL%%EE HFA &
A”E 30~50, ¥ 8,000 tIiFo R sted A8k
o Al EEe] | FEFE SR IAE 19919
B 3&TH fl%%al?jg FelskaL glom, AL A
250971 @A 5 AL e FAAEGAlTh oy &
AtlAE 150MIT] olat Aqtretx|el W, vk, Q¥
g, 3% 54 *Lb Aok

e
(98]
©
QI
Em
>
_>"
O
o
2
00

717k EJ 1%_1‘j Bl 99204 7HA] A A8k
9675-(96.7%)% 3T, 1 F BN
65-(0.6%)E A A 9617(96.1%)E HE FEOZ 3]
ASEA 0 ARSI

23 AAFES AL AAGEE ARE b
goz stk AR AFRAFE F AXNVIEES
didoz @hoz v e AAER siithd
A5 ZIAWEF ARl s, #HE A5l R
A2 SPSS 21.0& ol&sto] ZleTAl, NlE=Ea, &4
s

_J‘—r‘—,
4 9 AEE B AR, BEsn e

3) FEEA
o] Aol AMEE FETE HYAG FEN=200)°] 5
AL ARy, AdEs ‘a“é 1717 (85.5%), >34l 29

(145%)0.= Yeptorn, Axd=2s= 40~504] w9 1029
(51.0%)2 7% @kow, 50~604 vk 827 (41.0%), 60
Al o)d 99 (4.5%), 404 wIRE 7TH(3.5%) o= e
o} 2717k 5~10 v|Rke] 569 (28.0%)% 7 Bk
om, o]o]A 10~151 w|%ke] 4078 (20.0%), 1~39 W%k
359(17.5%), 15 o4 18%(9.0%), 14 H|vF 17 (8.5%)
o g Vebgth 353 AltisE 5004 o4 93
F(46.5%)= 7HE BYoH, I O 2E 300~5004Th
H|RE 5735(28.5%), 300A4Ith HIWE 5035(25.0%) =o&
Bt 3558 HaFaEe S$0] 13935(69.5%)°] 7HE

Bokom, 4 3835(19.0%), h’ 233(11.5%) o= 1}
ERstTt.
ST Y ZE JATEAY B4, & $EA

274 A5Z (2016. 10)



50 oJAE - o3} - HME

°of EAL AERZE 94 666 (69.3%), 94 2949
(30.6%)o.2 YElgon, AgEZ = 504 o]/de] 4439
(46.1%)2.2 7P 2okom, 40~454 v]Rt 2139(22.2%),
35~404] T 1199 (12.4%) 22 YElTh a&psd
B2E IFZ 619 (6.3%), == 1449 (15.0%), L= 4844
(50.4%), & 2587(26.8%), NAZ o144 393(0.3%)=
LEFETH

V. 24 1t

1. Y| Efetzet A A

o AFE A g AFATelc A, B,
A2 GA A A F e 9x =
= 7] wjZol %%tﬁ?‘ﬂ AWME FYie Jurse=

gkt & HdA )

A H L JFT RO ERRE 2HE Iy A
age] g4 Soll et AFelEE, o] AFA= AR
; ko]l A 7% W2l ICC (1) [Intra-Class Correlation:

Q)F ARE3IAEE ICC (D)3} ICC Q)
UrEMJ—t— Aol
_Q_ ];HIZ‘S]— _/': 01
= 5 %ﬂcﬂ &3k AEC] &
AHAE 941116?5} &, ICC (2)—5— g o] 2SS
TE ol A
= ICC (e gutzoz 024 0.3 OWOM & 7f
T Fo B ICC ) WAl 0.7 ool A&
2re] AFAdE AAWA FTH(Glick, 1985; Jeon & Kim,
1997). o] Aol AFEE WHE F YFA} 9EE9] ICC
(HZFE 0351, ICC 2FES 09512 A=5o] AEF AL
Aol AFEHAUSES <Table 1>004 Bt}

K

by

e AR

gul

Table 1. ICC Results

Variables ICC(1) 1CC(2)
Residents Residents’ Satisfaction 0.351 0.951
Office Staff Servant Leadership 0.405 0.766
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Table 2. Descriptive Statistics and Correlation

Standard
Average Deviation ! 2
1. Servant leadership 4.14 0.53
2. Residents’ satisfaction 3.81 0.37 214%*
3. Management Company 038 034 050 027

Contract Renewal Ratio

N=200, *p< .03, **p< .01, ***p< 001
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Table 3. Influence of Servant Leadership on Residents’

Satisfaction
Standardized R
. Raw . R?
Variables Coefficient p Value .o F(p)
(Adj R)
B SE B
Control Variable
Gender* .158% .074 .149* .035
Tenure® -.003 .004 -.062 375 074 5.226%*
Independent Variable (.060)  (.002)
Servant - -
Leadership 130%* .049 186 .008

N=200, *p< .05, **p< .01, ***p< .001, a: Dummy variable: Men (0),
Women (1), b: Dummy variable: More then five years (0), Less then five
years (1), Dependent variable: Residents' Satisfaction
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Table 4. Influence of Servant Leadership on Management
Company Contract Renewal Ratio

Standardized

. Raw . R?

Variables Coefficient p Value .o F(p)
(Adj R%)
B SE B

Control Variable
Gender® -121  .069 -.128 .079
Tenure” 000 .004 .004 955 019 1.237
Independent Variable (004) - (:298)
Servant
Leadership .044 .045 .070 332

N=200, *p< .05, **p< .01, ***p< .001, a: Dummy variable: Men (0),
Women (1), b: Dummy variable: More then five years (0), Less then five
years (1), Dependent variable: Management Company Contract Renewal
Ratio
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Table 5. The Moderating Effects of the Number of Apartment
Units on the Relationship Between Servant Leadership

and Residents * Satisfaction

Ist Steps 2nd teps VIF
Variables
p p
B B Value B B Value
Control Variable
Gender* 110 104 137 114 107 .134 1.131
Tenure® .004 .067 395 .004 .073 383 1.542

Independent Variable
Servant Leadership .130** .186** .007
The Number of

130%* 185%* 007 1.031

. 000** -265** .001 .000%*-264** .001 1.418
Apartment Units
Interaction
Servant leadershipx
The Number of - - - .000 .016 .827 1.254
Apartment units
R* (F) 0.124 (6.904%**) 0.124(5.506***)
AR? (AF) - .000 (0.048)

N=200, *p< .05, **p< .01, ***p< .001, a: Dummy variable: Men (0),
Women (1), b: Dummy variable: More then five years (0), Less then five
years (1), Dependent variable: Residents’ Satisfaction

Table 6. The Moderating Effects of the Number of Apartment
Units on the Relationship Between Servant Leadership
and Housing Management Company Contract Renewal

Ratio
Ist Steps 2nd teps VIF
Variables
B B VaI;ue B VaI;ue
Control Variable
Gender” -114 -120 .106 -.085 -.090 .232 1.131
Tenure® -.001 -018 .826 .002 041 .636 1.542
Independent Variable
Servant Leadership ~ .044 .070 .333 .039 062 .385 1.031
il;ﬁrz::l?e{h‘l’is 000 046 .58 000 .061 468 1418
Interaction
ii‘:inhj fgjfgsfh‘px - - - 000% .156* 049 1254
Apartment units
R? (F) 0.020 (0.998) 0.039 (1.593)
AR? (AF) - 0.019 (3.911%)

N=200, *p< .05, **p< .01, ***p< .001, a: Dummy variable: Men (0),
Women (1), b: Dummy variable: More then five years (0), Less then five
years (1), Dependent variable: Management Company Contract Renewal
Ratio
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Table 7. The Moderating Effects of Average Size on the

Relationship Between Servant Leadership and
Residents’ Satisfaction
1st Steps 2nd teps VIF
Variables
p p
B B Value B Value

Control Variable
Gender® A74% (164*% .021 .175*% .166* .020 1.068

Tenure” -004 -064 359 -.004 -066 .345 1.048
Independent Variable
Servant Leadership .135%*.193** 006 .136**.194** .006 1.036
Average Size .004 117 .092 .005 .129 .117 1437
Interaction
Servant leadershipx - - - 001 .023 .781 1.425
Average Size

R* (F) 0.087 (4.674**) 0.088 (3.737**)

AR? (AF) - .000 (0.078)

N=200, *p< .05, **p< .01, ***p< .001, a: Dummy variable: Men (0),
Women (1), b: Dummy variable: More then five years (0), Less then five
years (1), Dependent variable: Residents' Satisfaction

Table 8. The Moderating Effects of Average Size on the
Relationship Between Servant Leadership and Housing
Management Company Contract Renewal Ratio

1st Steps 2nd teps VIF
Variables
B p VaI;ue B B VaIl)ue

Control Variable
Gender® -120 -.126 .086 -.107 -.113 .121 1.068
Tenure® .000 .004 958 -.001 -.018 .805 1.048
Independent Variable
Servant Leadership  .044 .070 .329 .051 .081 .258 1.036
Average Size .000 .013 856 .004 .112 .184 1.437
Interaction
Servant leadershipx - - - .009*% .184* .029 1.425
Average Size

R? (F) 0.019 (0.931) 0.043 (1.723)

AR? (AF) - .024 (4.818%)

N=200, *p< .05, **p< .01, ***p< .001, a: Dummy variable: Men (0),
Women (1), b: Dummy variable: More then five years (0), Less then five
years (1), Dependent variable: Management Company Contract Renewal
Ratio
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