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The Effects of Food Service Franchisors’ Conflict Resolution Activities
on Procedure Quality, Behaviour Quality and Dissolution Intention
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Abstract

Purpose - In recent years, research has been conducted on the conflict resolution strategies of the franchise
headquarters and the franchisees, but there is a lack of research on the factors of conflict due to the intrinsic structure,
such as interdependence or hierarchical relationship, and behavioral analysis to reduce the conflict. In this study, we
analyze the relationship between satisfaction and trust formed in the process and result of the business, and the result
of action to dissolution intention.

Research design, data, methodology - For these purposes, the author developed the proposed model and several
hypotheses. In this model, conflict resolution strategies consist of five dimensions such as avoiding, forcing, cooperating,
obliging, and compromising strategy. And, this model proposed that onflict resolution strategies are antecedents of
procedure quality, behaviour quality and dissolution intention are consequences of conflict resolution strategies. The data
were collected from April 1 to April 15, 2013. Because this study examined franchise industries from the franchisee
perspective, we contacted franchisee store owner and managers located in Seoul and Gyeonggi Province. Interviewers
trained contacted a total of 483 franchisees, and 400 franchisees responded. Out of 400 respondents, 2 respondents
were deleted due to missing information. Thus, a total of 398 franchisee were used for this study. he data were
analyzed using frequency analysis, confirmatory factor analysis, correlation analysis, and structural equational modeling
with SPSS 24.0 and Amos 23.0 statistical program.

Results - The findings can be summarized as follows: First, franchisor conflict resolution activities have significant effects
on procedure quality. Second, procedure quality has a significant effect on behavior quality. Finally, behavior quality has
a significant effect on dissolution intention.

Conclusions - In this study, we investigated the relationship between conflict resolution behavior, procedural quality,
behavior quality and dissolution intention. As a result, the franchisers should strive to resolve conflicts not only in solving
simple problems with franchisees, but also in a longer term perspective. We also found that the procedural aspects of
resolving conflicts should not be ignored. If the trust and satisfaction of each other increase during the process of
resolving the conflict, it will positively affect the satisfaction and trust in resolving the conflict. This is also because it
serves to lower the intention of termination. However, there is a limitation that it is targeted only to the restaurant
franchise, and it is necessary to study the conflict resolution behavior depending on the type of conflict.
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M2fA ZXI0|= 7Y EQH JHYH 7ho] 28Xl Z
St ZSHEAYSo| ¢ Fast MHZE £ &0 QU
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CHE 480l tistoM e 3FHQ A=
g siF7 I 20| S2°t ZM=Z of F|l2 rt (Dant &
Gleiberman, 2011).
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2 07| g A= & Aot A
Gundlach, 1999). [}2fA ZEHXIO|= A
oM 71EFe 2SS sHAAE +=
of st A7} O = 23ICHGIddings et al.,, 2009).
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So| s = 228 = QUCH(Mayer, 2000). 12{Lt =
WALO[= ZAOMS| ZE2 FHS XO[0M TUSH= =
2H 220] 7|27 of 20 ct & ZSa "2l IHo|E
YOILt FE §lo] AA=2 B AS|7F O @1, O|F S ESHA|
ol ¥4 IS4t 2HE L X0 €Y 28e=

L o—
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2005). m2tM HeiddSE shiMe 22 & Fut @
ol BiX| Mofgt B, YU WEHHS MEsI0 Mk
O{Of BtCt (Aghamolki et al., 2013). ZSol| 2SOl M= Ht
He d=ds, Elgds, ©8dsE dYds, uds

9| 57IX|2 FE=ICHLussier, 1995; Thomas, 1976).

dsUE2 ZHsiZ, g3 Sut Z2 Qo2 MEXH
(Cameron & Wethen, 2009), ZS TAIXIZL 2 = 0|ls &
2+ ULE = WSS UsHH, 5%t X0 CHet &l
Mol o4 ME0| = Yot ¥7|Hoz JFE HAE #
0| 2dZ 7HX 2 U= JHRIEQl oLt WSS SOt
(Lussier, 1995). EfdE2 7IYWR2REo| Y&O|L} AFELEL}
ZhWEOl AR HH2 FRSHA M Zstn MEo| 2ol
EESY| 3t X E EESIC) 2ty EfddEs2 452
SHASHY| Rl Atilut HCH ol Y 22 5 2F 2ERS
Hix[Stl, S&8td 2&20| 2SI AMTE O s d S Fo|
= Z0|2tn & 4= QUCt(Katz, 2005). =2WS2 LUSS
215t7| 215t JtEEEE ZdS52 EXof Cish 7ty
s met7te dsS Yoot ol2fst ds2 Xt
== YL I, X7t RHAECHCHE
St ERRIZ THEAIZ|7] st WSS
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A7 s, E= 2 =2t oo Ze M , HSIOTICE
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SHOf CHE AtZHo| ZHMO|Lt 3|UE RAISHL U= FeHS
SHALSHE -5 0|0H(Schermerhorn, 2000), O|2{3t #HEZ2 &
2N I TED FARH HEHE & &+ UCKIvancevich &
Matteson, 1996). 2|L|H-S 0|2t 7IWE2ET ZESASIO|LL Of
Ofot & "o =22 SHOLIOX 7tUFENe| 452 /W=
A2 KoLt oot 2| ndER2 B AS5CeE Qs 71
OlLt &4=20, J2l1 ZEECR =7t Lt JUS B0 At
8|0 TICHSharif, 2007).
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7t 2Rl T Ztol A 2f 1P &£0|M MEO| CiSt
Qt=ar A Z2|7F HY HML|0{OF StCt (Olsen & Johnson,
2003; Oliver, 2010). =, 7|WEE7}L 71 to| 4SS 3
A517| 2o d=:S St o H0M HPEl= PHEL A
2IE EXto| Holztn Fojg = Qden, 1 SHKRHSE
HAOHE, BAREZ L0 & 5= UCH

IX|, HXQES £ 2| TAR} Zhol A e BN =
A= BtEZ Tt DHEOo[E H& g MH[AE QK|S
= WEe2RH s A4FEH 822 Folg = ULt
(McKinney & Yoon, 2002). O|= H7t 1H0| 523t @4
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ol S8 & UHEQ Folo|Th o|2fgt 1t
UE2 MH[A9| dutet nMSo| Bt ZS HHE
2% Q0 F0of stLio|d, nzZiat 7| Hatel 2tA|
O %2 = 80| =ICKOIsen & Johnson, 2003).

AE|EH TR JHUEO| R IPHOIM AE
ME Zto| AEE Tt HXEE AtR|d2lEtRtEel F
oo =7sto] A = ATt Atz|az|stolN SH= OF
Xe2|ad ol 2 ZTo|M A 2| Hi2tECHH, OfH CHE QAL
470t ©ERS SioF St o oM, CHE AREtel A 2[H0
Cioh Zeh2 oh2|Xel HhE S8 M2|1PgE 7 NOof 6,
olzfst &2|Xol W2 SSX0l oz s LA &
CHStrack & Deutsch, 2004). QL{SHH CF 2 ARRfO| Al 2|
Of CHEH e[l #Eh2 of ™ X|Aste| SAA net 23
O] e e mf, 2 FE2 LA /M (Todorov et al,
2008), o|zfet Fek A= ot Zo| HE K27t CHE FO
o dgs FRA=A[Of mMef o 2A LEtE 5= 7] IE
O|CHSchul et al., 2008; Mayer & Mussweiler, 2011).
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siMe o= QT 7= LA 2 Hoj| w23, TE2 2H|XL
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M&, AMH|2, J2[10 CF & CHAof Cist 71X Qs AR
Mol 7|chet a=2ol oo Chet AME =o| X| 2+ Zte| Hfw
ZAIME LUSICHChurchill & Surprenant, 1982; Oliver, 1997).
Lo UHEEDF EUE2 K S0ILE MH|AS| AHE ™ 7|Ciet
s MutE "otk dutE Ho|=ICHAnderson, 1973).

yS A2l JlYE RO BS Il Cfet ARZ HolY
= Qlon, o2t M2l ZHEQ A ML & 5+
Ch =, dHM&Q #Eo=2 HiZl2lte A2 241t 21t
A

A0|Ct M2t 7IEEEO| 4SS o dst7| ot dEel 4
b7 E£CHH, of2{3h &2 7HUHEA A 2o Zast It
2 StA 2 Ao|Ch

o|2{gt B2 Berg, Dickhaut, and McCabe(1995)2| A &
O|EE2 ZHE o =™ Hof osff HHEICL A U0o|E0f it
B0, NE2 7L &2 B2 7K e AECE B2
=2 7K1 e A2 SOI5tH ZoES0 sk M= o2t
= A2E o7|= ZOo| o2}, Stfel 2Nt =2 CHE 4
=08 Ho| QUCtn 7|1 QUCKBolton & Ockenfels,
2000).
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AR = F Ao FARRS| o 0| 2&5FoHA Py
=Cte oY [ 20| AZE|, ol2{et Qo] HX|H ZXHH
ol o|'d40| I 2HEIE 2 S BESHLE BARBKRIZ SHA

E|Ck(Hibbard et al., 2001). I, SiX|Qz= ZMX}O|= 7t
=5et 7MY el BAMM M=o CHst Z71N 2AE
FA5H = ol=7t §lthk= Zoln, o|= Qlsf M=o Chgt
SHA| 1 ©O| THX|A =Tt (Jap & Ganesan, 2000). EEsH &=
Al AL ZHo =2 $=F2 BHE (Hocutt, 1998; Ping,
1999; Stewart, 1998), Z=(Ping, 1997), 2|1 2tA 10|
HEE0] A= BARHH, ZABHXS| RQl0| El= ==
E3YEE Mol AR EE RE = A2, FH
O & X|(goal incongruity)L} Z-S(conflict)O| Zt4isio] S0t
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3.2.1. ZAEs|AYE0| MAto| Hof OjX|l= gt

Zassiadsel st QolEar Fxtel i dael At
o ZHA0 CHst MAHASS AmEH CHZat ZCh HK,
George, Miroga, and Omweri(2013)= 1&°| AFOM Z
SolEds & gedan =3ds2 HEUF0 S-EL
de2 0jX|H, 2SS HFUF| EPHOl g2 0|
Xctn SHRACE =3t ZS59| sjAolzt 250 Cist 38™
ol Mutet M=Zo| EAO| CHsto] THEE WN7HK| =3dt=
Hol|2tn & %= QCKDant & Schul, 1992). MiEtA E2E9|
ASIEHSS 7IYEEe JHYHE Atolo] 2SS sHEY
UH7ER], MZO0f CHot Pt=EDF M 2IE M5 o =&5h=



32 Sang-Ho Han, Jae-Jang Yang, Yong-Ki Lee / Korean Journal of Franchise Management 8-3 (2017) 29-37

agoletn g & A
o z5°| | &2 M1 Zot=H s

EE CoECt

UBST 3| PSS LSS HZHO| UOK THE Z
SHZYEHSHS, FHEYS U 28US)RC 5 o X
HEOl 42 5 4 Ct 0% WSS o mELTCHE
TElo S X EHo|D O Be A %S BSA| =AU

(BEAS), ool oM HMelstn AS(EudS)S Lt

EtLHA =7 T 20 o X2 252 EY + U= Y=ol &
OfS =0 , D20 O B2 ZSS ZYA 2 = UL

(Cadotte & Stern, 1979).
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B, (1-4) &g, (1-5) 2m2 Extel Ao I
= 0/ & oItk

<H2> =29| ZSHBAF((21) HS, (2-2) =&, (2-3)
Etd, (2-4) 3¢, (25 o2 d32 ZHo| et
=012 Ao|ct

3.2.2. Fxtel Mol BSo| Woj 0Kl Y

Verhoef, Casebeer, and Hilsden(2002)= 1&°| A0
M BHESE THOfXtDE FOfARZES| A0 UOIM O T2t
242t StICt S BHRO|E DAHE2 MH|A MAQt 1
MH|AE O|83IHAM Y= EHE B HE=E Fo5
Ch. mMEtM PHES2 Aol o ot B &ojn, 1 & =
Z| ZHof] 2tAe| B &o| Hhete gdE = A1(Geyskens
et al, 1999), 37Xl HAE ot =2 UA SHECH
(Hennig-Thurau et al., 2002). &, X} HE2 W3 D=
ek 0| Flck= Zo|ct

AMEle Al ¥do| o] FoiTl 2, HREXQI MH|AQ|
Moz Qlst UbtetEl J|ij=Fo2 dH [0 TICKSelnes,
1998; Dwyer et al., 1987). [M2tA Al 2l UHEELCH 52
FZOM AL & HIHE of AZTICKRavald & Gronroos,
1996). Eoh Al 2= DHEECH 2 A H0M FYEH,
AZ40F THORRRO| 2EA|O) CHSH PHEO|l HEE LEt|= Z0|

CHGarbarino & Johnson, 1999; Selnes, 1998).
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<H3> HXto| 2 WZo| HO| Y (+)2 IS0l EH A
o|ct.

Fo N ol oEN M2 225 A 1je| AAE XISt
DX} Bp= o= 7} 7{X|H (Morgan & Shelby, 1994), ZHA|=
XISt aAt S 2l== HOJX|A| ElCh X[FWHX|Q] ¢i7E
M= BEE (Hocutt, 1998; Ping, 1999; Stewart, 1998)1}
AE|(Ping, 1997)7} TAHSHX| Q=8 HAAT7|l= ACE L}
EFtCE.

MWL JIUHE 7hol A W 0| HMEofEl gt
Z A El= MEO| BAE XEHoE |Gt LTAZ|
X LA ElChe AS Y = QCh E3L MEQ| AT
Z1tof st BHEab A 2= A Jje| MR Eoto| A E §
XSt .t E 7IYREE BMSL M2 HAE &dle
S d=otEe =7t MOX|A EICL

m2td 2 AFoMe MIEATLE HECE O3 #2
742 AHESIRUCL

<He> Txto| T BfR|o=0] £()2 S 0l F Holct
<H5> WSO WL HHx|o=0] £ ()2 S 0]F Holct

3.25 BEHH
= g7o drrdi 7hdE ABOP| 50 2 Eao
Chotol 28 Hdstn dEXAE S9t0] At 28 + Tt

Act 2 oo M22 N 81t 77| Ao Yx|eh mahkt
O|= 7}WMo| MF, ®X, 12|17 UjLINE CHAeZ 2013
3 49 1URE 159 7h UAlEIUCE H2XE & 43857}
BIZE|Of £7{g| 9o, MBSE0| 24U 4025 e
ohi, 39857} 2 Mofl 0|&|9iCt,

i

<Table 1> Demographic Characteristics

Constructs Division Frequency Ratio(%)
Male 245 61.6
Gender Female 153 384
Under 1 Year 49 12.3
1-2 Years 159 39.9
Trading 2-3 Years 79 19.9
Period 3-4 Years 23 5.8
Over 5 Years 33 8.3
No Answer 47 11.8
Position Owner 8 2
Manager 182 45.7
General Korean Food 87 21.9
Meat Korean 37 9.3
Hof 46 11.6
Snack 29 7.3
Industry SeeFood 19 4.7
International Food 42 10.6
Bakery 41 10.3
Coffee/lce Cream 52 13.1
Chicken 45 11.3
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| D so| 57 d=oZ & FICKThomas, 1976). _

Barki and Hartwick(2001)3} Koza and Dant2007) 41 E=2| &g
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DO IYE0 47) H2S st B, 2 o Atgo| oy O <Table 1>1f ZTh BIK|, HH2 HXI} 2458(61.6%)2
e RIBH0] RBHOICE OfX} 1533(38.4%)0 H|5}0] e ZHOZ LIEILCt QB
T;;ia ;;o};ﬁnnrguyr ZES H|HESlE = WE Zof 7} = oA %7|' 87'304(21-9%)9é 7|'7§/>: M2 -E—EM% Ll-ET';‘j*!;
=N EE o T OEOE E N C oo & b D:i 9_|E|/o|_o|A3a|o| 52!31(13,1%) _g_E|2'<_x-|/§rLj|. 46
SO0 SN o E8O= ST T RS L (iew). Xz 45B(113%), eAZASAEI 429
= L .07), Al .070), =
ﬂ%gg Eﬁlﬂﬁﬂffﬂé@lgg :r T SR, A (13.1%) X1|I_IH£1-|FHHFO| 41%(10.3%) S2ny _'sﬂlo| 37%
=T 7*%‘%1—7" jaﬁoned%lil%gl éﬂ-O‘” I:|'|°|'O4 7|'|:|c|'>D|S||O| 9.3% ’I=IA|27 o29|:l:| 11.5% JE’_l :_rr;;7n_1gm 4.7%
Cle REOR HOlICE WARES £HS Barki and O FHTRIH 293(11.5%), A8 o ST 195(4.7%)
Hartwick(2001)0f] O[3} 7itel 574 st=g wojst &, 2 of 2 2= LED

T 8 "ol S 5 oo, AR 282
SHESL7| 93 7Y=L FBte BE 4o EAtof st 4.2 SR EEEL MY 4T
7lEo| Lile Ygo=z Holstn, Barki and Hartwick
(2001)0| FA} RHRo= JWLE 67 YRS st 7, 2

—

=
AFSHOI THA A AXSlo] =MSIOICE 2 o
‘51?; «;Hgojfﬂ[ 4 fl%;oaow S _E%lf‘gﬂgj St IF 2| 242 dAlEch 24 2
= /8257 252 digsta= dso| Zaof et It 1, Z 2QId X7 S22 gl QiCh <Table 2>0|MQt Zt0],
ié.*ﬂl FApSiy “:.':'%EE gog = ‘/?igﬂt 1 5kR KReE Zeoiddso| 22 Mgtkzs KMO=.930, Bartlett's Test of
ASUEN dSH2|o2 Lt =0t 2 Robey et al phericity=8934.876(df=300), p<.0002 L}E} Ltom, EXlo|
(1989)1} Barki and Hartwick(1994)0f o|sf 7{&=l 57| d= A} s=o| A 2|1 XKoo CiEt 29 Xtz
% HAst = 2 A7 Ao & =850 é’éﬂf#?‘xgtﬁ, KMO=.960, Bartlett's Test of Sphericity= 15950.245(cdf=351)
ASLUZE= 7MYHO| s 7H1YERe| ZSHEAS O (p<.000)2 L}EIL} QOlEMO| 0|RE EEESO0| Mstst ZHo
o USg olofstl, o|So Cfet Al 20| HER MOIEQ = Lepyrt mak 2 GciolSof Cfst Al 2ES B Al
Ct. 2e=2 Doney and Cannon(1997)0] olslf 7=l 574 Za 880~.97002 LIEIL} Al 2|2 AESH 7L}, AZ|E7F =
S22 HAY 3, 2 o7 40| WA MEZ $HS0] X oy oz SHoIsi0] 2 A0 21K air et al, 2006)
<Table 3> Construct intercorrelations, Mean, and Standard Deviation
Avoiding Forcing Cooperating Obliging Compromising Pgﬁgﬁg{ re Bg:;\ﬂ?yur Dllr?tse orl':gzn
Avoiding 1
Forcing .654** 1
Cooperating -.494* -476* 1
Obliging -.576** -.658** 712% 1
Compromising -.375* -.490** .635* .684** 1
Procedure ok o - - o
Quality -.585 -.647 719 770 .601 1
Behaviour ok . . . ok .
Quality -.576 -.694 719 784 .667 .896 1
DISSOIUtlon kK hek ek *% kK *k k%
Intention 595 .659 -.488 -.654 -.483 -.692 -.675 1
Mean 3.2676 3.2543 4.0392 41771 3.7454 3.9225 4.0286 3.0281
gta'?d’?"d 1.23663 1.55564 1.25009 1.20771 1.12733 1.25414 1.24414 1.48701
eviation

**p < 001
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<Table 4> Standardized Structural Estimates

Path Stancardized CR. P Result
H1-1 Cooperating - Procedure Quality .353 5.232 e Accepted
H1-2 Compromising — Procedure Quality .329 3.792 b Accepted
H1-3 Obliging — Procedure Quality .072 1.277 202 Rejected
H1-4 Forcing — Procedure Quality -.273 -4.882 b Accepted
H1-5 Avoiding — Procedure Quality -.005 -.166 .908 Rejected
H2-1 Cooperating — Behaviour Quality -.046 -1.677 .094 Rejected
H2-2 Compromising — Behaviour Quality .028 1.166 .244 Rejected
H2-3 Obliging — Behaviour Quality .011 .853 .394 Rejected
H2-4 Forcing — Behaviour Quality -.030 -1.482 138 Rejected
H2-5 Avoiding — Behaviour Quality -.025 -1.676 .094 Rejected
H3-1 Procedure Quality — Behaviour Quality 971 20.819 i Accepted
H3-2 Procedure Quality — Dissolution Intention 5.007 1.716 .086 Rejected
H3-3 Behaviour Quality — Dissolution Intention -6.739 -1.977 .048 Accepted

22=349.205, df=79, p=.000, GFI=.905 AGFI=.837, NFI=.952, CFI=.963, TLI=.943, RMR=.051

% b < 001, * p < 005

2 AJ0|AM Harmane| EHUQOIAZ(Harman's one-
factor test)2 O|835I0 =2 WRHEHIE ZHToIRULCHLee,
Kim, Son & Lee, 2011; Lee, Kim, Lee & Li, 2012). 0] &
HE 2ol Podsakoff & Organ(1986)0| A| o5t ZdXH SfLt
o Rl SN =2 ¥yt Hl X 2 ¥l x*t AFEE
WAL 1 20t SHSIAS I x°=5213.347(df=264)= Lt
EtLton, SHSHK| & US 42 Al x2=4860.727(df=1229) 2
LIEFSCE & 2HO| A= 352.630(df=35, p<.01)2 EA X
o=z ROeh XjO|7t U= ALE LIEL, G TS 240
WHEMZ-E0] SHERJUCID & = UCt

USE 2 APEHN Chotol Azo| T

| HES 20tm7| 9Ief <Table -1 2
0], MTHRF| £ M0 UAE|CL BHAD, 2 4T THolS
Zto| Brgr2 GITHAOIA HAISH e YXsts Ho=
LYERRAC

4.4. GIIHMO| HE
Ao MHE PERYS S| 310 AMOS 22.0

2 0|8% FZ2YEM0| dAL Qich. 24 Aot Hetes
X?=349.205, df=79, p=.000, GFI=.905 AGFI=.837, NFI=.952,

CFl=.963, TLI=.943, RMR=.0512 L}E}5tOol, &etE O]
OHZEcz =8 7t % US #e 2 Yol =EL|/UCKHair
et al., 2006).

2M ANE <Table 4>2F ZHCL

iR, ZSe|AM20| Hxte| Mo ¥ES 0] ACHs It
S St A2y, HsTEHpB=.353, t-value=5.532), Ef{TEk
(B=-329, t-value=3.792), =S7TEKP=.072, t-value=1.277),
L HEKB=.-.273, t-value=-4.882), 3|1 ™ 2H(B=-.005,
t-value=-.166)2 2 L|EIL}, H19| 7} M = HESHMEF EIEH
2f, 20| Extel Ho| 8AXLE [{olot Fek2 O|X|
= AQE LIEtLE, H1 & Y5 MEI[QACH

ZSoiAxE0| dFel Ho| FYS 0| dct=7tEE &
o 2o, YSHE(B=-046, t-value=-1.677), ErTIZHp
=.028, t-value=1.166), =S =FB=.011, t-value=.853), &t
H2K=-.030, t-value=-1.482), 3Z|L|FEP=-.025, t-value=
-1.676)2 2 LIEIL}, H29| 7t 42 SAXMCSE Ro3 &S
O|X|X| Y= A2 LIEHL, H2&= 7| ZHE|QUCH

o

OXl= 222 LIELL}, H3= MEHE|ACE FXte| FHO| BiX|
Ol SAX2=E ROt S DXX| He A= LE
L}(B=5.007, t-value=1.176), H3= 7| ZtE|QCt OpX|2foz
dSo HO| SHX|Q|=0 SAHoZ Rolst IS O|X=
ZOE LIEILKP=-5.739, t-value=1.977), H4= XHE4=|QICH
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X-IBZ5, -T2 p- 00 F-S05 AGH- AT, NF-952, CF-953, -5, BNR-051
R OO p <05

<Figure 2> Standardized Structural Estimates
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