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Abstract

Pumpose - This paper aims to investigate the mediating effects of relationship fairness factors between franchisor's
support services and  performance(re-contract intention) in food service franchise. More specifically, fairness was
measured into distributive, procedure, interaction, and information, franchisor's support service was divided into pre-start
support services (initial support services) and post-start support services (continued support services), and performance
(re-contract intent) was measured using 3 items such as re-contract, contract extension, and recommendation.

Research design, data, and methodology - The population for the survey is the head of franchises in the metropolitan
area (Seoul/Gyeonggi), which operates a restaurant franchise, and samples included a wide range of overseas/domestic
brands and regions. The survey was conducted from August 1 to September 30, 2018 through the survey agency. The
survey was conducted together with a telephone interview and a direct visit by the investigator. A total of 205
questionnaires were collected and retrieved, 4 questionaires containing missing information were excluded and 201
responses were used for analysis.

Results - The results shows that franchisor's initial support services have significant positive effects on procedural,
interpersonal, and informational relationship fairness, and continuous support services have significant positive effects on
distributive, procedural, interpersonal, and informational relationship fairness. This study also shows that informational and
procedural fairness have significant positive effects on performance(re-contract intention). Finally, continuous services a
significant positive effect on performance(re-contract intention).

Conclusions - The results show that franchisor make a manual, and should improve fairness through regular investigation
whether support services was executed as promised in the manual after franchisee operation. In addition, information
fairness and procedural fairness have been shown to increase performance(re-contract intention). These results mean
that the franchisor's headquarters should provide product and service support for the merchant in accordance with the
manual and management policy to reduce asymmetry in information and improve procedural fairness to enhance
performance(re-contract intention).
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1. N2

TRAKO|x AOlo| TS Olstol 1E U U+ ST,
77| oPHel JtHI NE SHHo= QI8 XY 7+ A
4 A P4 537 U KAZHO ofe IHHE ¥y

2 N30z =75k, A MZA A FEHEY
(information symmetry) S22 ©Qls}| &2|XQl FLOjoArEH™
= We[X] o m[eiE e 7IYEFS0| B Ao| dd
O|CHKorea Fair Trade Commission, 2012).

ZEXto|= JtYE Rt JHWHE 7ho| AHEA= A S
SoiM YXH oz HE|Z|oTICh JHEEE JHYER0 9
SHAM HMAIE HE A0 S22 M AIYUIIEEHZEAM
o A7} JEECE LEHOZ O A4M= ZEHe=z
HICHEAO|, HOXQl &g 747 7MY 22et Fofst 7ty
H 2to] MAE ttes A ZEI|ZMQt CHERE Al2fA o
X H|REZICHBuchan, 2013). 132z JtWEHQL JIOiH
ol Mk KoM S Y(faimess)e| E2 RIHCZ &
SEE Yool flet 259 #AE 25t Ofdst=
o =20 2 A0t

Hef AN SEEE 7Y 7ol EAE, dE
of OXle o= z8&d ZFHOM Ol stk
(Lund, Scheer, & Kozlenkova, 2013). H2{jZA NN SHH
2 NES gdstn, UMAIZ|, BEAIZ #o ofL2t &
SH0 HAE HFAZI7] RIS S2%t FEHeZ J8E
CHMasterson, Lewis, Goldman, & Tayloret, 2000).

G0 Aot A= O E 20| 7|EAUFOME T
ot ZHOM AFXEl BHE 20| Urt I3HE 8
2 9SS HHEH, AH[XF AT, 7H4 F7Yd(Bechwati,
Sisodia, & Sheth, 2009; Ferguson, Jodie, Ellen, Pam,
Bearden, & William, 2014), F:0{, &&= X} 24| (Brown, Cobb,
& Lusch, 2006; Griffith, Harvey, & Lusch, 2006; Samaha,
Palmatier, & Dant, 2011; Wagner, Coley, & Lindemann,
2011), DZHMH|A W™WI} (Tax, Brown, & Chandrashekaran,
1998), N ZHEOIH2I0| CHSE =ZIH CS (Blodgett, Hill, &
Tax, 1997), ZHORO| =54 1KDubinsky & Levy, 1989), It
Ofelel A2t O|X 9| (Roberts, Coulson, & Chonko,
1999), AMH|A DFE(Maxham & Netemeyer, 2003) 50| Q!
Ch Doz 275t &= 7te| EFT HHUAZE g
OX[1 U= 7Y JIYH 7ho| WEro|A S0 2
ob 7L EESHA O|ROfX|X|  UCHCroonen, 2010;
Guilloux, Dubost, Kalika, & Gauzente, 2008).

Kumar, Scheer, and Steenkamp(1995)2 SSxjj'Z0f &
ot AFAF0M IeR SEE0| 2 EE(relationship
quality)of 38Xl Fekg DXIct= g7t Z20E XM3=E
HAISIICE Ol 70| o5tH , 2Hf 3E-82 FExd
ZAOIM BHEO| SHHEeE ZESHX|TH BA SFE2 T
Zof 2 EE|O AX| QTR S ACE O O|R0| FSAHE &
AE 2 ASH=H AN SEY /ES SHM & Mot= A
TE0| O|{™MLtCHLiu, Huang, Luo, & Zhao, 2012; Lund
et al.,, 2013; Samaha et al., 2011).

Hef A MM S8l 40| OAHEL FEME AT
Ol & AN JAS0 T S5t 7IY2Ft 7HYH 5H

oA 3730 ot HEl =m0 Izt W ZH-o| o AL
7t ord EME/MIEoR ZTIWE[X| ZEHIUCHCroonen,
2010; Guilloux et al., 2008). O|= 7}WEEHQ} J}A a7
OlM 3882 FEGH| fiet BEIEE Ue =771 WYX
Q7| WjZO|Ct M2t Ol ENE 7Y 7HUFEQ|
AN SEde JEE FEtn, YRR MBS E
= K|AMH|2, BASEE, QoA o) 7o AAE
EfM™ oz B MSt X} SiC}.

2 79 Srs QA mEiXio|x JIYESet JtUH 7t
S NEE 58 + U= HEE Jigstn, CHE
fo| & 2444(Cohen-Charash & Spector, 2001; Colquitt,
n, Wesson, Porter, & Ng, 2001)2 =}&st0 EAMH o
St= Z0|C} 7ty =2t 7HRE 7Ho| S/ dol 7HdE
Moz EH, EXl, &=, B8 59| 471X £H
gt Ao|H, 7HUELEIL HBste X|AMHA= H
1 X|@MH[A(R7| X @ME[2)F Y T X[MH|[A
X AMHIAME 260, YOHRA S o= )= A<
L He &2 =g Ao|ch
S S8iM 22 + s HYT ot A
HAo| o7t £ Hof olsf 7t
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2. 0|2 HjZ U U7
2.1. 0|2 HjZ

2.1.1. QAl IEHXIO|=x 7jEEO| X|AMH|A

QA ZAMKO|= ZHUE2 RO JHUHO| CHeh X|@0] 7HY
ol dYGIE =017| fIgt 583 @22 X5t
onf, MAZXO|L 28Xl X2 Z UMt H| W5tof X}
gotEl ME X MHAE MSSCR 5 ACHAnderson &
Narus, 1990; Anderson & Sullivan, 1993; Hnuchek, Ismail,
& Haron, 2013; Affes, 2016). Dwyer, Schurr, and Oh(1987)
= ZRO|= JHYERTE JHEE HAXY XYE HS
SoEMN THUTEO| AHREES dA4A7|1, JHYERQ4 7t
WH Atolel L=E F 310, 712t 7HYH Ztof F7|
el BAE |XISH| fIg E=x0|2t 5t Yrt ot
Lewis and Lambert(1991)= 7IWELTL J1MHEN A HSS
XY F0M ng Y HZ=IMO0| JHYHO| Futof
38Xl g2 O|Ictn st JUct

ZAXO|= A2BEE 2F5H7| M= A, ME22
T2 Y |E, MUY ) Y, JIUY X NE, 28/2
A, 427 S 22 2F L HEALHO  F0|
QTECL &, ZURO|= JHUER7E HE[ALEE SSHA
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7P| X|@Sh= MH[ATF Q& =0 Ol HANOHCH
M C2H F&25t10 QL Stern and El-Ansary(1992)=
KRMH|AE R7|MH|A(initial services)@t A<M Ol AMH|A
(continuous services)2 TE3t1, XI|IMHALE 2AUX|E,
ARt usZ 203, JtWHEHo| YUY u| 50| A2H A
SMH|A= 2G4 U S Mu|S Zaotct o QAo

Olgfat 71YUESo| X|AMH|AE HYU7IYHEFIL YR
25 MEgl= Fast 2010] 2 = e i, 3| HHSY|
M 7Y ROl Xt Zut AR, BYME, =94, F1(Guilloux,
Gauzente, Kalika, & Dubost, 2004), wS=&H, S&M, EX}
ZZ(Peterson & Dant, 1990), 2 MZEH(Knight, 1986)52
HYIIYEFO| YRR CHst MEHY|FO|2tn & =
Ct. O|2{3t mEXtO|= MEH g0l ATE 7IUHS 23T
o2ZM MER Hgo| e fds ¢ + A2, 29 4d
o MIut ALXQI X[ MH|AQF o 7H AH[AFSOA 0|0
SEIb E[Of & 22Tl EMEE Sot ArO[2t 42517
[lf 2 O| CHKnight, 1986).

JIUREETL JIUHOH KBt MHlAE 2 K H
Off X|&St= AR X|RIME|A(Z=Z|ME|2)2F 7HE =20 A%
Moz X|Qsts At X|AMHIASAHA)Z TEE &
QICHCoughlan, Anderson, Stern & El-Ansary, 2001; Roh &
Yoon, 2009; Stern, El-Ansary & Coughlan, 1996). At X|
HMH[A0= Al FHZEAL YX[MHE, 7HEE 2 H2[of, Aoy
X FEXY, MEE RSXN =, ZEX X SYEA=E 50|
Eoh|H, AtR X[AMHAO = 7IUE A E X R 2=,
2270y, 4t 3 SY_AMns, SEGAL 0 % Eoj
X, ANYEM A FEAS, oA X B2, dBEIM S
O Ztk|n, JtUHEOl AFHIE SAl7|7| M= 0]
ot Z X|YMH|ATF HQSICH St Ch d2{Lt RS
of X|@of chst 7|EQ AFALHES2 FE OHHE Y2E
ZMOoZ TIME|O|M RACtD & 4= QUCHAIltinay, Brookes,
Yeung, & Aktas,, 2014; Asgharian Dadfar, & Brege, 2012;
Hnuchek, et al., 2013; Innis & LalLonde, 1994; Lewis &
Lambert, 1991; Yabas & Habib, 1987).

212 A3H™S

2121 2F™Mo| 744

QAZEHXIO|= JIME QL JIUHO| FHON SEH9
JHEE = £S5V st 7|EAAES F VMK BEOAM ATE
4= QICt BiLF= TXIEOMO|A MO (justice)?t &M (faimess)
0 25t AH1(Cohen-Charash & Spector, 2001; Colquitt et
al., 2001)0|H, CIE 3Ltz FSAHE-20H0A ZIHX[O|=0f
2+t A3 (Brown et al.,, 2006; Kumar et al., 1995; Lund et
al., 2013; Samaha et al., 2011)0{|A &0t & %= QICt

ZX 20N Hol(faimess)0f et APE =W HD
RS2 Yool Xztel BFNO| ofsiN ZFECH: of
B20| 789 0| E(Adams equity theory)Of| A A| Zte| ALt
= & Lk 38Y 0| 20 W2t 7|»2 Fof it A =2
Hl22 dutof cist o Alof| CHsiA CF & 23 (ot Hlu
StA| EICE. ol Az 2R-dol A0 AH2i7t SHHK| =
SEHKE FESIHA ElCHAdams, 1965). =378d2 £

N
—

[

o
o
= oh Okl
Okl 0! oF!
0z Ot ok

‘gdolgtn & 5= ULk

eHEA HXtol CHet SHEAL(of CHsfA Stst Thibaut
and Walker(1975)= EXSEH0] 80 E AMESIH 38
o HAA HZHEZ AWt UCH. IS0 Ao 2I5HH 2l
2 HHE SoiAM Y2 HutECHs Zoto| =E5H7|7HX|
o m™ut HXtol #telg ZHA| RUCH= Zo|ct Ol =E
0|2 BIRIE2 BN BHORLH £ IXE B O
SiM HADZEAMO BOIZ AMB3I0] JjEe EEC
(Leventhal, Karuza, & Fry, 1980).

Bies and Moag(1986)2 &3H40| A HW Xz AT

HESEEE MEetet7| fISiM AFSIRCE AE2 EHXt
o HUIHOM EIRICERY 2= Mol EF (quality of
interpersonal treatment)0f| CHst Q1 A0 XH™E SHFEQOH
HAPA dhHat dutE M88|SICt Greenberg(1990)= CHQ!
HASEEE F 7K AEeE dYSIJEM Ot Lis H=
A2 3™ M(interactional justice)2| 7HE2o = Mo ZEISH
=0 UM 5 &, 09, EL4S Htgst= ZHNCHE X2
Ol & EXE H3stn HuE 2- g AQ7IE Htgst
X =22 M(informational fairness)0| AL}
JIEGTAEE HEotH, s-del HE2 2 HlsEd, A
ANSHE, HEASHE, QESEHECoR 8
SEEo) 2t HEl 3FEYo| o5t V|EHTE
<Table 1>1} 20| Qofst 4= QlC}

FEM G ZHXO|= TAHO| 2ot AFES EH H It
X & &1 AOoIFE 7HX|n ok AW, FEXEo 2ot A
Seps 2 HBEET 2o RN I, 4B
g, YuE SEg DA =il B0 XHO| WA
ICHBrown et al., 2006; Griffith et al., 2006; Griffith &
Lusch, 2006; Kumar et al., 1995; Yilmaz, Sezen, &
Kabadayi, 2004). Z=ZEX0| ZHO|ML| AHLRN S
2 2 HI3EY, BASEY, SESHY, HoHASEL &
It Zol g =Xo=z Jdststr  QJCHCohen-Charash &
Spector, 2001; Colquitt et al., 2001). 5o A= LRIzt
ASEE0 ESHEE |FOAM o= HE3EEL JfEe
2 dZSt0 QUCk(Ferguson et al., 2014; Greenberg, 1990).

=N, 7IY2 2t 7HUFEO| HAE & ZHEHECRE Qs
JIEEHE EH -0 &9t 20159 HiE= =3 AT
Z|0f ”UCH (Croonen, 2010; Grace, Weaven, Frazer, &
Giddings, 2013; Guilloux et al., 2008). Croonen(2010)2| &
T 3842 E4E A ¥HeE HISY2H, Grace et
al. (2013)2 & HHo=2 IFEHE FEGHK|= AUXT =
HAO| =0 SEEE2 7IY2Eet 7IWE Zto| Mdutet
ASMo| g2 ECtn S RICk

AR, CHEE| 7|EATE 7IUE L 7IUWE 7He| 57
ol 2ot AEld U= ZEE MASHA] XSt UL gt
Liu et al. (2012)& Narasimhan, Narayanan, and Srinivasan
(2013)2+ &t T 378l MES H4=EEo T FHO
M HESEMEN oIASELE FEs= HMoheEl Mg
e MAISHD UL

rlr rlo

1o ot
als
H
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Table 1: Literatures of Fairness Research
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Researcher Dist[ibutive Prosedural Interpersonal Infor[national Others
Fairness Faimess Fairness Faimess
Kumar et al.(1995) * *
Omar & Blankson(2000) * *
Duffy et al.(2003) * *
Yilmaz et al.(2004) *
Suh(2005) * *
Johnson(2006) * *

Griffith & Lusch(2006) *

Brown et al.(2006) * * *
Griffith et al.(2006) *

Jambulingam et al.(2009, 2011) * *

Croonen(2010) * * * *
Samha et al.(2011) * *
Wagner et al.(2011) * *
Gu & Wang(2011) *

Hofer et al.(2012) * *

Liu et al.(2012) * * * *

Lund et al.(2013) * *

Narasimhan et al.(2013) * * *
2122 ZEXO|=2| ASHY YWHES Fedte EHzs 392 2 Ao dete =0t 5,
(1) S2Hj2A A(distributive faimess) ZIWERIL JIUE ARFE gt HA2 SEE9| o 4
OY SBOIA 2 LS A ol metnpso) oy | BEE EHE AT 1A AAIIC SE HEEAS

o
= = JHME ol 240 I 2EIE of A
HiEot, Mg A8y AT 5o #x2XQ ZHO|AM Of
HEA|AHIO| 2t Zd0|CHLaczniak & Murphy, 2008). £
20N 2 HISEE2 SeAtetel A e dat =
S EX Expo| et Qo] CfsiN REQXIS| 0 Sof &
g0 chet o Aap 2t HEICKKumar et al., 1995). O|Z2
FSME0M HefH[E0| o BAH U =Xt =22 o &
A S A7t Qs =7 EICHKumar,1996).

oTr 2

oste =L
3

[I[ins

(2) XI5 d(procedural fairness)

FeEMEe EXSEE2 TR0z FR, ME2
s Bl MF 7Moot 389, Al THEHO| gt
SEXRS SEdo 2 AEnh SIS e
DIEUO|A MZah MH|A0| & Hot =EH0| ZetElth. =X
= O ASHA EHOjRO| oSN O|R0fX|= £t Y7t %
%2 XY F2 (faimess)z2 FYEIC). EXEFE2
2AT| 0l ofShA A= FMat aPFoAMel SFdat
ZHHAEZICHGreenberg, 1990).

(3) CHRI2A 3™ M(interpersonal fairness)
IZHXPO|= JIWEEQL JHUE 7o HMHefjs 7IYWREQ|

oT—T
CHEXIRL 7MFF Zto] AN Tdeict. 7M=Lt 7t

ggof sff gelcka
2IMMS

= 7 ULl Blodgett et al.(1997)2 &=
okt aFEOIM CHRIZASE G0 =F

Toooco=2
= %30 E£F, 29|, ¢, 09| 59| x5S SYOIUC

(4) ® 22X (informational fairness)

HESEEE e TEHZHA Hot Azt §2E S
Sk, MEHE HXo| CHohAM dHES HMASHD, 280 4
Ste &A1t 2 HEICHFerguson et al, 2014). 7t =50}
el A 0| Ae FHUEE A BAZREH PSS ot
£ 7| RIS WE, AT, dWAE0 Chet 2E & Hot
Hrloz AFSHI|E 7|ChTiCt

2.1.3 MIKXHA S o F)

IZHRO|=AIAFOIM A 2l=&= 7tYHO| 7HY=F
of CHojA ZH=at =0te| AME HHEsh= Ao2tn 2 +
QUL ZAXO|=O|M A ol=&= A, P44AHf Cf
o, CHE MR AR S22 58 & ASH, 7HYH
Of 7t¥=Fetol X[ Aef 7|7t T2 gif 8 2 JEIE
SOl 20z AEHLl HeHE FAIY AAX|, OfL|H 2
S SRIAZE AAX|0f 2tSH 2|X|Q1 Z{O[Ck ZHYHO| XA oF
ol=of FekS DXz RS0 HhM=E B2 HdATTS

0| 0|20{ =0, Stern and El-Ansary(1996)= Z<0| %
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O|FOIX|H 7[UHS MAS =8 Y =+ UL,
ZHRO| =2t A ANME Z WX 2LIE HUHE
7|31 YA ECha S Ack

Oliver(1999)= A 2fS FLHHSZ St= AFOM A
ofo| A¥Q P2 theot RHRO| Of ol 7HWHE ol AH| 1kt
DHE|O{MOF S I, LR AFO0M= 2 ST A Y g,
H7|MQl MEXL, B4, AENI, AS OHEE S0 X7k
FEE UKz Tt 20 YS HRAULKDickey, McKnight, &
George 2007; Ganesan, 1994; Doney & Cannon, 1997).

Chiou, Jyh-Shen, Hsieh, Chia-Hung, Yang, and Ching-
Hsien(2004)2 Z2HXIO|=E Z|& {KX|l2{= o|=ef Mt
Mol UF Zto] BAE HTH2= ASIICE EtO| el H
O ZAOI=A|A”EES Oz of A59| A+Ei=
YLt HFLAHO[MO| 2=t AM2lof St Pz
Agottts Ao|nh OX|PH JHYERO| MH|AX|RE 7}
WHO| TEPH Ol = &YX S FA| RECEL 6
Ron|, THMXO|=E AL [A[SILAASE 2= 38X
ol fE7a, Hotof Cieh Mgt ofX|2 =ESHRACE Of2t
S AFSHA Abdullah, Alwi, Lee, and Ho(2008)= =Z2HX}0|=
o MAHY FHE F= 57H| KRS MYH €= AHE,
ME|AXE, 28, Mgl 8 ds8ez st &£9)
MY 2Rl MH|AX| AU E EsH0| B2 FeE DAtk
ATFZIE MAISHRACE

OF oM
rlr oz

22 7Ry 8l 7td

221, 9Ly

= AF0ME 2ASEE0| Y ZA0|= JHYEF
K@M Aeb TYASF o/ 7t OiZH= k7t U=XIE HS
57| QohM <Figuret>1t 22 ATLEHES HHSIRACL

SEHN(QY ZEAO|= JHY=RO| X[EMH|L), 5
T(RHASE 2| ), Of7Hp(RASEE)s 7IEATFOA At
& B35 J[E22= 5t o Fo| AXCIYER, 7Y
) S HZ7HATAL e BAXL 7| _EER) S YL
ot QIR o MU HAES AN 2PISHAIC

U oX ofo rE

Performance
(Re-contract
intention)

Franchisor’'s
support

Relationship

e fairness

H3

Figure 1: Research Model

222 GTIM

O|F Zto| D= S #ESH7| IiA <Figure 1>1F 22 A
TEHO| ofst HRLTHEO| CHoHA BN HE SHaxt ok

mAKfO|x TA O BI HPSS MHE 2 DY
22 Hef2A MM Y0 d2HE, HEX FHS FA|
st AXjo] 3™Mo| £™0| SFEAHQUCHBrown et al., 2006;
Griffith et al., 2006; Griffith & Lusch, 2000; Kumar et al.,
1995; Yilmaz et al., 2004). £t 7= HOL JHOHE Ol 2t
£ NZFYEoz ARt J|EENS BH M0 B R
Ql59 e =8| HetE|0f RUACKCroonen, 2010; Grace
et al., 2013; Guilloux et al., 2008).

O|E9| 7|ECFE 7|222 30 Ct3nt 2 7td0] &
YE|ACE

H1: 4] ZXO|= 7MW ROl X[AMH|A= 71E 2t
o HASZE F(+)el E&2 0| Ao|ct

ZEHEHQ SB0jMo| PSS MHED, IYHS R
HIBEY, ABEY, Fe3HY, (BA3EY S 2
0| gt =0l Jjdoz FHIstD QCHCohen-Charash &
Spector, 2001; Colquitt et al., 2001). E9o| A= LIzt
ASE8E HESEEE FOIM &= 2HE83Fd 8
2 ™25t QUCt(Ferguson et al., 2014; Greenberg, 1990).
Grace et al.(2013)2 & HE 2 IFHS FHOHK|= EY
X2t ZRX0|=0M SEE2 7MUE Rt 7IYHE 7ol o
et AEH0| FgE FCha 5t AL

0|29 7|EQTE ENZ 310 L2 &¢2 7H-o| 43
E[RACE

H2: 9|Al ZHAIO|X J}E =0} JHE Zho| BHBHA
2 JhaEol Mat (A ol )ofl B (+)2] ¥ 1]
A zolct.

ISl A o|=0f Py 0|X|= KolS0 2ot A
TE2 HAHEH, MAHY o= E BLHHTE HTFES0|H, X
Aofol AFRPQl2 thdt RO OF H 7ol M| duf
7b DEHE[O{XOfF 5tal, YE GIF0ME ST AT &

4, "7182 MEXL B, 4941}, o= ¢UE 50| T
Ao Fe2 O/X= 8%t 20 AZ BIRCH Dickey et
al., 2007; Doney & Cannon, 1997; Ganesan, 1994; Oliver,
1999; Stern & El-Ansary, 1996).

Chiou et al.(2004)2 7tWEEO| MH|AX|L 7tWHO|
TebNel oHEo| ATEOl FTE FX| XoHCHD SIS,
Abdullah et al.(2008)2 mzHX}0|=0o| XA 20| TS FT=
57X Xt@E 71U 4228, MH[AX|Y, 38§, AHlZnt
ZAsHoz PHsIR Aot

O|E9| 7|EHTE EME 5lof CHZar 22 7t o] 8-
| ALt

H3: o4 ZEHAIO|= 7tY =5 K| AMH| A 7HYHO|
DAHAF o) 7Ho] BASE G2 vzt s
Z0|Ct.
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3. oA
3.1. 20| Fo|

3.1.1. /Al ZAKIO|= FHWEEO| X|QAMH|A

Y= ROl 7HEE X AULE0| tiet 7|&Ee| HiE2 F
Z O g 2AE ZMoz FME|O{A SACHAltinay et al.,
Hnuchek et al., 2013; Lewis & Lambert, 1991; Innis &
LalLonde, 1994; Yabas & Habib, 1987; Asgharian et al.,
2012). & QAFOMe ZHYER7F JIEESA HMSSh=
MH|AE AR X|2MH|A(ZR7|MH|2)QE AtE X[ RIMH| A
(R EMH|A) 2 FESIQICHRoh & Yoon, 2009; Stern &
El-Ansary, 1992; Coughlan et al., 2001). A X|AMH|A
Ol= Al AL YXME, 7HEE 2 HZ0, A0 & F&X
A, MYE RBX =, 2GR A SYYUEH 0| XL,
AZ X@MH20= 7IEE o X 2 25, 484,
AR A BSUAMUS, SEAAL 0 X HHOIFZ, AF
24 A FENS, A X B, ZFE0M 50| ZetE
Ch.

312, 2AEEH

BAZHMO B HFE XES0M| B ®7(Cohen
Charash & Spector, 2001; Colquitt et al., 2001)2} SEXL
200 25t L (Brown et al.,, 2006; Kumar et al., 1995;
Lund et al., 2013; Samaha et al, 2011)2 Lt= = QICL
J|EATES HelstH, 384l /g2 2 iady, Xt
38d, eIEASEE, QRSHE2RE 9ofg = ULt

2 OT0M 2HSEE2 YRR He2A M £
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ol it el Alo2 HE Y ZAo|n, EXtaFdES ZHAL
O| =2 5ot 7IUWH AN datel HiZ20| g F= 7t
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al.(1997)2] ATE HIEHOZ J7IYEREO| MAXZEEH 2
71™o| gl tfst el Aoz £ g Zolct. 221 H
HIEES 71YUER AY, ME, ot datel FEO| o
M JtlEel SEEol Chet o Aoz HF & ZAolct
(Ferguson et al., 2014; Greenberg, 1990).
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Table 2: Respondent's characteristics Qe SAH 22 =2|HQ =XM7L glE Aoz EEELCL
Class Frequency(n)| %
X2 0| EFEtAM H M
o v 97 433 4.1.3. Xtzo| EfEE &4
e F 104 | 517 B oTE w2 #820/188 2 £ #4s0| et ch
Under 2,000,000 123 | 612 Xt%g%ﬁ?ép | ?la AMOS 185 0183} é’g}*ﬁg;
=}0 ol& i i . = Al
Month 2,000,000~5,000,000 20 199 2+01 2 OIEL M(Confirmatory Factor Analysis : CFA)S MA|St
salesy glon, 1 Z1k= <Table 5>} ZiCh 2A A}, CEEQ
5/000,000~10,000,000 2 | 19 EHH20| 3t B2 1MAZ|E(composite reliability: CR)2}
More than 10,000,000 6 30 Tz 5 Maverage variance extracted: AVE) Z&X|7} 2t
Less than 2 2 109 7t 734 5 OJAtO 2 LIEF KFornell, 1992) EHUXIRIMS X 3)
2~5 128 637 SHA| = A= LIERRICE ot QQls o] dEATE
Employee 5-10 a1 204 M=t 2ol sl & HasFsRAdert 2E 42 o gEfyy
Sl-HEl Ho ot ol LS
More than 10 0 50 0] 2Rkl Z{o=z2 A2{X UCt(Fornell, 1f392). J__gh <Table
, 6>0|MQt 20|, BE oA =S2| ST 40| B adFEE
Franchise CEO R AHAVE)=C} X7 At EE(0f Xt 2Ol B HEIA0| Qs o
Food service CEO 23 114 2 LIEfLCH
Pr‘j‘V'k(:us Employee of food service industry 26 129
Jo -
: Public servant 9 45
experience Table 3: Results of factor analysis for franchisor's support
Company employee 52 259 service and performance
Others 48 239 Cronbach
Under 5 years 2 458 Factors and items Factor loading o
Frta:nc.hisor’s 5~10 90 448 Market/location survey |.766 |.253 | .092
usiness
experience 10~20 17 5.5 it Interior design/allocation| .644 |.271 |.159
More than 20 2 10 Ser\'/i'fes Support of rental store |.760|.295 | .015| .844
Total 201 100 Financial support .828.198 |.044

412, Kt2o| AN AN

[ o |
2 oTE 98t HY W50 NIMS AZHE WO

Employee training .635.331{.230
New item & QC .303 |.574|.066
Assistance in retraining |.208 | .666 |.230
Continuous |Strengthen brand & PR|.292 |.761 |.065

' =+ ' : .806
Z Cronbach's Alpha A|=& O|&3|%IC}t. Cronbach's Alpha services Operation system
£ 7 ogold e M2y = BifER o support B Kl
(Xec’(l“n)?ilnjgz":i). —ETH%—T-LE%WH Al"g'ETl A?Z'\_%(ﬂl-%ﬂ%?_gal Coaching supervisor |.188|.772|.159
& 2HAHS i CHs iability) &
l'__._ 1 l_'¢'_71|° oo oj—|‘)01| et 12| =(relia l_lty)f Recontract 014 |.089 | 796
#Bot7| flohM HdETFE & 552 WY 2edES Bt
Contract extension |.169|.087|.796
L (Cronbach aZt& 0|23l0] & M3}HCE <Table 3>1t Performance " 877
= 2+ HH KOS usiness
<Table 4>0|M EL HEQ} Z'o|, [EE HZESo recormendation | 104 |:071|.797
Cronbach- aZf0| .80 O|MOZA BIE & OIS =FO 2 At Eigen value 522|185]110
EEACE MM 2 AN ARElE FE=T2l Mald Variance(%) 401|142 (847
= =EERen 2 AN MAE dTrREE I
Table 4: Results of factor analysis for relationship fairness
Factors and items Factor loading Cronbach a
Earnings compared to effort and investment 752 .075 178 .067
Earnings compared to franchisee’s roles and responsibilities .815 114 037 .092
Distributive ; .
fairmness Earnings compared to the other franchisees 670 .255 115 .078 835

Earnings compared to franchisor's outcome

722 190 103 .086

Franchisor's fairness of gross margin

.562 .098 143 279

Service level compared to the investment of product line .669 249 .098 .280
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Considers franchisee's views and feelings 174 572 144 261
Franchisee's influence on every franchisor's decision .202 676 103 .018
Procedural Franch?sor's procedures are applied cgnsistently 126 .842 .089 .068
fairness Franchisor's procedures are free of bias 130 741 140 .182 .840
Franchisor's procedures are based on accurate information .167 663 181 216
Appeal to the outcome arrived at by franchisor's decision making 176 631 204 336
procedure
Franchisor explains its procedures thoroughly 216 .202 .568 .303
Interperson | Franchisor explanations regarding its decisions are reasonable .057 .206 747 .087 843
al fairness | Franchisor communicates details of decisions in a timely manner .108 .057 747 198 ’
Franchisor seems to tailor its communications to our specific needs | .192 .168 .644 .289
Franchisor representatives treat us in a polite manner 214 236 239 .682
Information Franchisor representativgs treat us With dignity .240 .205 191 714
al fairmess Franchisor's representatives treat us with respect 111 094 225 812 833
Franchisor representatives refrain from making improper remarks or 109 199 224 720
comments
Eigen value 7.578 1.938 1.686 1.042
Variance(%) 6.088 | 9.230 | 8027 | 4962
Table 5: Measurement model analysis
Constructs and items Estimate | S.E. CR Structural construct | CR |AVE
market/location survey 630 | .056 | 11.212***
interior design/allocation .531 | .057 | 9.285*** .
support of rental store 733 | .059 | 12.423*** Ir.“t'al .864 |.761
- - services(X1)
financial support 824 | .064 | 12.840***
employee training .682 | .065 | 10.552***
new item & QC 710 | .058 | 12.151***
assistance in retraining 570 062 | 9.174*** .
strengthen brand & PR 511 | .063 | 8.124%+ Continuous | 4q7 | 644
- services(X2)
operation system support 706 | .056 | 12.536***
coaching supervisor 700 | .072 | 9.759***
earnings compared to effort and investment 686 | .046 | 10.345**
earnings compared to franchisee's roles and responsibilities JAL | 042 | 11.472%+*
earnings compared to the other franchisees 666 | .050 | 9.953*** Distributive
earnings compared to franchisor's outcome 693 | .048 | 10.492++* fairness(Y1) 703 1,619
franchisor's fairness of gross margin 575 | .054 | 8.282***
service level compared to the investment of product line 730 | .052 | 11.241***
considers franchisee's views and feelings 609 | .052 | .937***
franchisee’s influence on every franchisor's decision 590 | .051 | 8.600***
franchisor's procedures are applied consistently 760 | .045 | 11.964*** Procedural 703 | 621
franchisor's procedures are free of bias 738 | .048 | 11.480*** fairness(Y2) R
franchisor's procedures are based on accurate information 696 | .049 | 10.606***
appeal to the outcome arrived at by franchisor's decision making procedure 726 | .048 | 11.230***
franchisor explains its procedures thoroughly 669 | .052 | 9.607***
franchisor explanations regarding its decisions are reasonable 609 | .052 | 8570*** Interpersonal 782 | 634
franchisor communicates details of decisions in a timely manner 623 | .053 | 8.805*** fairness(Y3) Tl
franchisor seems to tailor its communications to our specific needs 683 | .053 | 9.856***
franchisor representatives treat us in a polite manner 740 | .046 | 11.466***
franchisor representatives treat us with dignity 759 | .051 | 11.883*** Informational 741 | 681
franchisor's representatives treat us with respect 764 | .049 | 11.983*** fairness(Y4) T
franchisor representatives refrain from making improper remarks or comments .720 | .051 | 11.065***
Recontract 595 | .052 | 8321+
Contract extension 887 | 054 | 12462 Perfo(rz”)‘a”ce 880|715
Business recommendation 761 | .050 | 10.711***

**5<0.001
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Table 6: Correlation Coefficient and Square Root of AVE

27

Mean | Standard |y X2 v1 v2 v3 v4 z
Initial services(X1) 3.78 73 872

Continuous services(X2) 3.76 .70 663** .802

Distributive fairness(Y1) 321 .54 131 .208** .786

Procedural fairness(Y2) 3.28 .55 132% .199** A487** .788

Interpersonal fairness(Y3) 333 .57 121 178** A19** A82** .788

Informational fairness(Y4) 3.40 62 122%* 140** A458** .509** 597** .825
Performance(2) 314 .58 .033** .096** .380** .285** .283** .328** .825

“p<.001
Note: Bold numbers indicate the square root of AVE

42. A7 Aq}

421 ALZHO| BTt

ATEY2 <Table 7>0fA{Qt 20|, AMOS 185 O|&5}0{
SMEQICt RFFEHe  FCIRLEZH(MLE:  Maximum
Likelihood Estimation)O| AF2L|RUCE MLEE XIREZHEHS
HOlEZ7t FO{ RS I 7HY 70| =2 B8 F85l=
Jgez B0l ZEIF ZMHez P AdE X Uit ¥
Hol 7| WE 20| F= A8E= WY & oSt
O|Ct. HPRHO| XMBte = GFI(Goodness-Fit Index), AGFI
(Ajusted Goodness-Fit Index), CFl(Comparative Fit Index),
IFI(Incremental Fit Index), RMSEA(Root Mean Square
Error of Approximation), y’/(d.fy 52 0|23} HIISIU=
H, 2= MYz 7|F0| 7IES <RlSts A= LiEfLL &

TRYS ZH3= He F27t e A= LIEtRTY.

422 7t 4™

Q4] ZUMRIO|= YR RO X YMH| AT} 7HEHO| 2
S0 atof ojXje F=EY AT Zit= <Table 7>t
7I-|:|.
E

M, H12 4] ZAMXI0|= 7MY 229 X|/AME|AQL Tt
HASEdE 27| flet Ao|ch. 24 Zat
Z7|X|@MHE|20| B2, 2HiEEE(B=.033, t=.055, p>.1)=
Helstn EXEHE(B=.380, t=4.215, p<.01), CHRIZASH
A(B=.223, t=3.055, p<.01), HEZHA(B=.168, t=2.298,
p<.05)0| HASZ L0l g ()2 Folgt 2 OlXl= A2
2 LIE H1-12 2E2XHC2 X|X|EACE ALK [MH|A
o 3% =HISEE(B=789, t=7.507, p<.01), BASZL(P
=427, t=4.668, p<.01), CHOIZAHZXA(B=223, t=3.055,
p<.01), MEZNA(B=797, t=7.507, p<.01) D5 TAHIZHN
ol E (12 Rolet ¥ O|X|l= ALZE LIEHL} H1-2=
XIX|Z|RAC. DB 2 ZHXIO| =20 X[MH|A(ZET] X

AMHIZ, F XIUNEI2) S B2 ALY
MR CHOIE, He)0| S HoR o MEICE S8 =
ARO[ ZEEO| A XIUMHAL £T| K| b

N 2 HE2 ARen s 2oz 2 4 ot ety 5
5 ZaRfo|xAelo] 00| ChSotn FYLIIS Bty

QoM Zxto|==RE= Y OlFo JHYHO| Mgt XA
Me[22 7hd B XEHQ FEYY ZTR2IUN 2AA

82 9Xg Last g ol

H2E Q4] ZEK0[= JMU=Let JHlE 710 2A &3
g2 2957 fIg Aolct. =4 A, EXSYG(P=.144,
t=1.771, p<.10)1} HE2I3ZH(B=451, t=4.173, p<.10) TtO|
7tdEel gt (A S o= )off F (12l welet s 0|
= AS= LIEL H2E= 82Xz X|X| & ALt MEtM 7t
Y=ot 7MUY 7to] B SRS S M EXof et
SITAIZ G1E M DAIZ|=5 SH0{oF & Z0]C.

H32 Q4 ZBXO|= JIYES X|RAAH[At 7HHFO
SoHAA S 2l=) ZHo| 2ASE 82 DiEaE 28|
Flet Z{0|CH<Table 8> FN). DPH=IE ASSH| #I5H0]
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) Zto| o)A BABFAO| ORIt 7 SA0| = Tyt
£ 2R LEIMCE J2iLf HREPY ook SNz
FOIO[SHA| EX| KA LIEFGCE O[2b FARSHA Al AH|A
of gut(MASfelx) 7| BANME FESYY o] £&
DH7H=nb Qle A= LIEHHCE M2hM ZXo| =25
o X &MH|AE ZRXIO[Z2 0L MUY 7ho| 2ASEd
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Table 7: Results of Hypothesis
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Unstandar.dized Standard.ized Indirect|  Total
Hypotheses Paths Regrgssmn S.E t Regrgssmn Effects | Effects
Weight Weight
Initial services(X1)—Distributive fairness(Y1) .026 .050 .055 .033 - .033
Initial services(X1)—Procedural fairness(Y2) 275 .065 4.215%** .380 - .380
Initial services(X1)—Interpersonal fairness(Y3) 159 .052 3.055%** 223 - 223
" Initial services(X1)—Informational fairness(Y4) 143 .062 2.298** .168 - .168
Continuous services(X2)—Distributive fairness(Y1) .804 107 7.507*** 789 - 789
Continuous services(X2)—Procedural fairness(Y2) 405 .087 4.668*** 427 - 427
Continuous services(X2)—Interpersonal fairness(Y3) 743 107 7.507*** 797 - 797
Continuous services(X2)—Informational fairness(Y4) 721 .106 6.803*** 648 - 648
Distributive fairness(Y1)—Performance .075 112 .673 .085 - .085
H2 Procedural fairness(Y2)—Performance 137 078 1.771* 144 - 144
Interpersonal fairness(Y3)—Performance .007 150 .048 .007 - .007
Informational fairness(Y4)—Performance .367 .088 4,173%** 451 - 451
H3 Initial services(X1)—Performance .038 .058 .650 .055 135 190
Continuous services(X2)—Performance 466 217 2.152* 514 426 .940
Goodness of fit index X2=39.231, df=25, p=.01, CMIN/df=1.569, RMR=.029, GFI=.956,
AGFI=0.922, CFI=.896, IFI=.904 RMSEA=.053

* p<.10, ** p<.05, *** p<.01

Table 8: The Mediation Effect by Sobel Test

Path Sobel Test
z Two-tailed p Mediation Effect
Initial services(X1)—Distributive fairness(Y1) )
. - 410 681 Reject
Distributive fairness(Y1)—Performance
Initial services(X1)—Procedural fairness(Y2) .
- .867 .385 Reject
Initial services(X1) — Procedural fairness(Y2)—Performance
Performance Initial services(X1)—Interpersonal fairness(Y3) )
- 499 617 Reject
Interpersonal fairness(Y3)—Performance
Initial services(X1)—Informational fairness(Y4)
- - 2018 .043** Accept
Informational fairness(Y4)—Performance
Continuous services(X2)—Distributive fairness(Y1) )
—— - .666 .504 Reject
Distributive fairness(Y1)—Performance
Continuous services(X2)—Procedural fairness(Y2) .
- 1643 .100 Reject
Continuous services(X2) Procedural fairness(Y2)—Performance
— Performance Continuous services(X2)—Interpersonal fairness(Y3) )
- .046 .962 Reject
Interpersonal fairness(Y3)—Performance
Continuous services(X2)—Informational fairness(Y4)
- - 3.555 .000*** Accept
Informational fairness(Y4)—Performance

“p<l0, " p<05 ~ p<Ol
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