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Abstract

Purpose — Due to the heavy reliance on the human depend-
ence, several factors such as attitude, behavior, emotional sta-
tus and the quality of the service by the employees have been
a decisive effect on the existence of a business in service
industry. This study made use of the cases from the beauty
salons in Korea, and tried to find out the meaningful results
with following purposes. The purpose of this study is to find out
the effects of psychological ownership with focusing on the em-
ployees in service industry. Therefore, this study is based on
the literature reviews in the fields of psychological ownership,
regulatory focus, and customer satisfaction. In particular, this
study focuses on the regulatory focus with two parts. The two
parts are composed of the promotion focus and prevention
focus. Also, the relationship between the regulatory focus on
employee and customer satisfaction was identified through em-
pirical study. Mediating effects of regulatory focus were also
studied, that is, the regulatory focus was on the relationship be-
tween psychological ownership and customer satisfaction. In
conclusion, practical and intellectual implications were discussed
for the growth and development in service industry.

Research design, data & methodology — The survey for this
study was conducted from November 15th to December 15th in
2015. The same amount of survey was given to both, the serv-
ice providers and customers. For both of them, such as the
service providers and customers, 260 questionnaires were dis-
tributed to them in total. After excluding the missing and un-
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reliable responses for the exact analysis and process, 250 re-
sponses were collected and used in the research analysis. This
study conducted a survey questionnaires, and the confirmatory
analysis was used for the reliability and validity in this study.
SPSS & AMOS programs were used for the analysis.

Results — The first variable that was looked at from this
study is the psychological ownership. The psychological owner-
ship had positive effects on the performance both in improving
focus and prevention focus. It indicates that this study supports
the results from the previous studies. Second, the effects on the
performance in improving focus and prevention focus for cus-
tomer satisfaction were studied. As a result, the performance in
improving focus had positive effect on customer satisfaction, but
prevention focus did not have any positive effect. Third, this
study looked at the mediating effect of regulatory focus on the
relationship between the psychological ownership and the cus-
tomer satisfaction, and only partly, they had positive effects on
customer satisfaction.

Conclusions — The results of this study showed that the psy-
chological ownership has positive effects on regulatory focus
both in performance improving focus and prevention focus.
However, the mediating effects had partial positive effects on
customer satisfaction and these results indicate that the service
enterprises should focus on the employees' psychological owner-
ship in order to maximize the customers’ satisfaction.

Keywords: Psychological Ownership, Regulatory Focus, Customer
Satisfaction.
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A2 Ma, 87], MFAG0| 2Astn QU= 084 3|0
CIXtOIHZ 2SIt O|YH FAMAIS| 82, Ex0[EAte| O
HEO| 52 5E0| A0 AFLHLOA HMLISIACt Mt 2 A
TOM= EXR0IEAE HMeleh SOCIXo|HSE ez AES

AtE23 HHHe X7\ E 0 A(self-report) ZRAMEMHS  HRIS|Y|
flsff SEHAME(LHS SESIUCt. SEHIMS 22I5t7| s,
lpmgo] Z=etsE Ma|™ Folofaln gkat Bl o= E 2 MH|A
NSX2RE ZHSIQH, AutH==0l AHXEIE2 MH|AXS
2 B2 AH[XPL AY HFESCE Ate +HIPE2 20154 11
2 15YUSE 128 15UMX| THE[JACE X2 =TS {8 A+
Xt2b ZAICHA 7|22 A 2E2ste 2 949 = dYstu
SO CIRIO|LHt MH|AE H|EZER2 AH|XIE MCE HEXE
HiE 2 25iQien, =2l HE =0|7| flsf =2 HIZSIRA
Ch. &|O{CIXtO|LH 2} S|O{C|XtO[LH0) A AMH|AE B2 AHIXIES

BE 52 Lkert 78 XH(1=Fs X ot 7=012 1%
ChE 283Ut FHAQl HYE2 <Table 3>t ZCth

<Table 1> Demographic Characteristics(Service Provider)

Number Percentage(%)

Gender Male 52 21.3
Female 192 78.7
20’s 17 7.0
Age 30's 142 58.2
Over 40’s 82 34.8
Less than 5 20 8.2
5-10 79 324
E‘;”;E?;g; 10-20 129 52.9
More than 20 14 5.7
N/A 2 0.8
Less than 6 76 311

months
6 months-1yr 27 111
Tenure Tyr-3yrs 78 320
More than 3 yrs 62 254
N/A 1 0.4
Total 244 100.0

<Table 2> Demographic Characteristics (Customer)
Number Peri?/‘r:)tage
Male 62 254
Gender

Female 162 74.6
20's 21 8.6
Age 30’s 85 34.8
Over 40’s 138 56.6
Less than 1yr 75 30.7
Duration of 1yr — 2yrs 57 234
Usage 2yrs — 4yrs 59 28.3
More than 4 yrs 53 25.6
Total 244 100.0
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<Table 3> Measurement Instruments

97

Variables

Iltems

PO

| feel like this salon is my salon.

| think of this salon as a part of myself.

| work as if this salon belongs to me.

| feel responsible as if this salon belongs to me.

Promotion Focus

My goal is to achieve more than my current status.

| work hard for the growth in this salon.

| like trying new things more than stable procedure.

| imagine if | will achieve my hopes and ambition in this salon.

| focus on achieving my goals in the future in this salon.

Prevention Focus

| don't make an attempt unless task goal and results

are not certain in this salong.

It takes a long time to make a decision for me because | think about avoiding failures.

| prefer doing a familiar task than a new task.

| focus on completing the duty that was given to me in this salon.

try harder to avoid any claims or complains in this salon than trying new task.

Customer
Satisfaction

am generally satisfied with this salon’s service(hair cut, perm, dyeing, hari management etc)

am generally satisfied with this salon’s after service.

think the service provided by this salon was good.

am satisfied with the quality and diversity of this salon’s manuel.

am satisfied with the salon’s manuel price.

am satisfied with the mood of this salon.

<Table 4> Confirmatory Factor Analysis

B S t-value Var SMC AVE CR
pot 1.000 .803 - 0.642 644
po2 0.960 .768 13.430 0.748 .589
po3 1.066 .931 17.561 0.203 .867 0.735 0.865
po4 1.022 917 17.232 0.229 841
prom1 1.123 792 11.621 0.654 628
prom2 1.212 .851 12.357 0.491 723
promé4 1.095 751 11.040 0.809 .564 0610 0.780
prom5 1.000 .725 - 0.789 525
pre2 1.000 .720 - 1.117 519
pre3 0.983 .730 7.873 1.020 533 0.499 0.574
pre4 0.894 .668 7.801 1.197 446
sat 1.000 .900 - 0.246 .810
sa2 0.947 .846 18.906 0.373 716
sa3 1.008 913 22.593 0.212 834
sa4 0.955 .899 21.751 0.226 .809 0.731 0.918
sab 0.915 .710 13.696 0.864 .504
sab 0.994 .846 18.879 0.412 715
po=psychological ownership, prom=promotion focus, pre=prevention focus, sa=customer satisfaction
4. A=EA 240l \ES BZAFIN 28 2MolM HZch
o MFEXF2 A2 Hair et al(2000)2] YHEHS 2E3IY
41, EXE 0| EFSHA A= SO, 058 7|FS 2 SHAUCE AdZL, oaxgel duitrEs
X|#=7t 04992 7|=0[ 0.52 7| FAWSHA LtERGOH, LitX|
ACEO J|=S == 7 ol M7 A o =
SEET E9Y A2 seleozyg dasgien, bz DREEJEE STS AL TEASLSE Wl eS8
#52 UNYRE2 Pk Cronbach's o 243 BEBIALL e Dot aal Aole e RImEIAS ot mr
OI_|RI_|_|?_*_-|‘% %'61- El_%)g ol m} ocj% ?:_!% 1(2014)E ;')67H |:|—| |_|§|EE HEE}'O o= %7|'°|'E Z‘\IEE}'
oo e o =ELEFA =T WHed 4T YYo=z NSt ok mEiAd
onf, 1 Zit= <Table A SEIEY SN S ASEITH oA F|oloteT
SMC 042 J|E92 313N, #ssol X e gy  SHGCEES ESHOS orAct
= sos THEEIE Y HSYE2 AVEZM YA S BIuSIACE HS
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al.,2001). RMRZ} RMSEAS= 0.08 0|91 ZHQ 28 JHssh M3te
O|M. CFI, GFl= 09 O|4Y I} =& 753t A2z st
C}. BAMZAD =XM080| Matzs 7°=201.291, df=113, p<0.001,
2*/df=1.781, RMSEA=.057, RMR=.069, CFI=969, GFI=.9122 f=idel]
2o EE2Y Mol e 7|50 Busle HOZ LIEPRICH

EYC o LIHABYE ABSHE Cronbach’ o 2 ZF 7|
=01 072 Malste HoZ =Holz|of LM Uago| SFE[UCE
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ATPRE 2°7H207.143)0F AT 277H204.980)2 &£ XIS
T Xlo|(df=1)2 DT [0, T8 2’Z42.163, p>0.05)0] S0/5}X|
ot Z2E A dEst A2l MEERJUCE AFRHe K
St = ?=207.143, df=115, p<0.001, x%/df=1.801, RMSEA=.057,
RMR=.088, CFI=968, TLI=.9092 RMR X|#=7} 7|%&Ql 0.088 =
T ZASEA QUOLf, KHEHE ARLDHO| Mozt =& Jhse A
o= ZQIF|RCt
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<Table 5> Correlation Matrix of Variables
AVG SD 1 2 3
PO 5.340 1.152 1
Prom. Focus 5.506 1.117 .638*** 1
Prev. Focus 4.254 1.218 167+ .183** 1
Customer Sat. 5.819 1.027 3155 .280*** .066
*<0.05, **<0.01, ***<0.001
<Table 6> Hierarchical Analysis
2% (p) df 2 [df RMS RMR CFI GFlI
Research Model 207.143 (p<0.001) 115 1.801 .057 .088 .968 .909
Comp. Model 204.980 (p<0.001) 114 1.789 .057 .075 .968 910
Stepwise z* Analysis Ax? Adf Supported Model
Research-Comp. Model 2.163 1 p>.05 Research Model
<Table 7> The Results of Hypothesis Test
Path B SB SE Hypothesis
PO—Sat 293+ 307+ .064 exampt
PO—Prom. .620*** 714 .067 accepted
PO—Prev. .183* .181* .078 accepted
Prom.—Sat 352 322+ .078 accepted
Prev.—Sat .006 .007 .069 denied
. . Sobel Z
Indirect effec Sign. Z-Score SE P
PO— Prom. — Sat 4.091 0.053 <.001

* S-B= Stand. Reg. Coe, *<0.05, **<0.01, ***<0.001
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