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(Tharenou et al., 2007).

B A7 SHFEL Gumbus & Lyons(2002), FE.$(2008)

o A7E B3 SARHS vGANAAA) 2B F
W 993t 3 R AFE e 28do s FAsh
<E 4> MDA M3 e TAA Ho|
i o TEF Fo |
PN Muk= A 7|24 7| &32| | Tharenou et al.
A Mot = .
2 FEE dYyniein Molsict (2007)

4.1, AFEAHHH BN

HE A AR ATOSAR] AT R £

w7 Ay AT BAE AR, HA 9578 (31.4%),
014 20878(68.6%) 0. F 914 9] n]&o] o =3k

A2 304195 8% (2.6%), 3041~39A4] 93'5(30.7%), 4041~49
Al 16078(52.8%), 5041~59A4]1 4078(13.2%), 60401 278(0.7%)
190eh 952 E 1~3dn5 12%4.0%), 3~5du] T 37
H(12.2%), 5~7A0] 9 29%(9.6%), 7~1053 0|1t 4375(14.2%), 10
ol At 1827(60.0%) 2.2 LFEFTh.

WEFEFEE AP 158w SR 1287 (42.2%) 0
2 7P e, A £9 958(31.4%), Wt 9 60
3(19.8%), thehel 2] 20%(6.6%) <O 2 Ve

[
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NN MEXN Yt o] NWAIPY, DWMR WD 01§ MHAMY FHOZ

o =
& HIZ[@) HIE(%)
At 95 314
A 04X} 208 68.6
] 303 100.0
30A OJ2H 8 26
30A~39A] a3 30.7
ot 40M~49M]| 160 528
- 50M~59] 40 132
60M| 0|} 2 07
] 303 100.0
1~34 ojat 12 4.0
354 ojat a7 122
O 5~74 Ojgt 29 926
ses 7~104 oot 43 14.2
1044 o4 182 60.0
] 303 100.0
=sln =9 ofs} 0 0
ISsm =9 128 422
o el =4 % 314
o Chatm Z9f 60 198
Chskel & 20 6.6
s 303 100.0

o
Aé KX

ARIA B2 SAE vad 2o AT 5
AR, PR B s del 1047(343%), 3~510]
1038(34.0%), 2375k 48%4(15.8%), 1~2dm]7  35%,
11.6%), 19HIRE 138(4.3%) 02 UERsTh %] 39 A
&7 9449 9178(30.0%), Aehd-HECEFT)AT 88
(29.0%), WA-FH-ATAT 557(182%), AFE=AY 4179
(13.5%), BB, A9 28%(9.2%) w o= 24|
siglon, F9d = 291 AAZF 11570(38.0%) A, T
A = 390 AATE 570(18.8%) AL TR i 42 A
7} 3670(11.9%) A, 581 ol A7 9570(31.3%) A
=o2 7P E wES AP

o

<E 6> EEo| EM(AIA)
7= HI=(E) HIZ(%)
14 0|2t 13 43
1~24 O3t 35 11.6
. 2~34 ojgt 48 15.8
doba 3~514 Ojgt 103 340
54 oAt 104 343
B 303 100.0
CHAN-55- MB 55 18.2
ME-47| o1 91 30.0
Rjet Za SR, o) 28 9.2
et S= 23 88 29.0
e 4 135
ER 303 100.0
P 115 38.0
3 57 18.8
Y 44 36 11.9
5% o|At 95 31.3
EZ 303 100.0

HAZRAAT M162 RI62 (SA782)

THY 28 542 o5 2tk Ad7daRke 5
AR, G 787(12.9%), oA 528T(87.1%) 0.2 ©
Hlgo] o gty A"e 204 14%(23%), 2041~294]
308'5(53.8%), 30A1~394  206'H(32.7%), 4041~494] 698
(114%), 504 ©1AF 99(1.5%)°1ltt. dFEAHezE= 1d 1)
9 36(5.9%), 1~2d mEF 939(15.3%), 2~3'd w|%t 11179
(18.3%), 3~5d w|uk 146™(24.1%), 5\ ©1’F 22078(36.3%) 2.
2 Yesth aS5FEEE AREE, $E olst 8%8(1.3%),
a5 YA 3269W(53.8%) 0.7 7 Hekon, dEY
% 1989(32.7%), tEtw 4 7078(11.6%), N £ 4
H0.7%) oz Uehsth A9 A AE-A7]-A-HAY
1827(30.0%), Aehd-EH2(dH)A A 176%(29.0%), -2
AFEA 1108(18.2%), AFEAY 2% (13.5%), AT EE
(A g AS 568(9.2%) w o2 Bl&S A Fich

oX oX
[ mlo

I

A RO 5L vgy Zuh AFuiidaie] S A
HEH A 1507 (24.8%), 914 4569 (75.2%) 2.2 o142 H]

o] o =T A% 304 WINE 15078(24.8%), 3041~394]
195%8(32.2%), 4041~49A41 1978(32.5%), 5041~5941 5178(8.4%),
6041 ©1%F 139 Q2.1%)°1 et A2 A5 A&-77]-A-dA Y
18278(30.0%), AebaHECHHAY 176(29.0%), HA-F3-
AFEA 11078(18.2%), AFEA S 82H(13.5%), A5
(FAE A 568(9.2%) =22 H]ES AAFT

ol\od
7= HI=(3) HI8(%)
At 78 129
My 0§k} 528 87.1
A 606 100.0
20A| O|2t 14 23
20M|~29M] 308 538
otz 30A|~39A]] 206 327
40M|~49M| 69 1.4
50A O|& 9 15
A 606 100.0
14 ojet 36 59
1~24 o|gt 93 15.3
o= 2~3 ojgt 11 183
4 3~54 |2t 146 24.1
5.4 oA 220 36.3
B 606 100.0
=5t &Y ofst 8 13
58t &Y 3% 538
- 2o & 198 327
o chstm =9 70 116
ChEk &£ 4 07
izl 606 100.0
O S5 -MB 110 18.2
ME-2Z7|-2IN 182 30.0
xjod ZAS2(RA, ) 56 92
el 20 (EF) 176 29.0
HFE= 82 135
B 606 100.0
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o —
= H=() HIE(%)
=t 150 24.8
A 04x} 456 75.2
B 606 100.0
304 |2t 150 2438
30A1I~39A| 195 322
ot 40M|~49M| 197 325
== 50A|~59A| 51 84
60A| OfAH 13 2.1
A 606 100.0
oA 25 MZ 110 182
ME-Z7|-2lA 182 30.0
X[ BYEHS=(FLL o 56 9.2
FEpt S22 176 20.0
HE= 82 135
2zl 606 100.0

2 AT A7 S-S 34 SPSS 24.07 AMOS 24.0
2 AT AT WS B2 B PHES o
AAA E42AE FOST U mo] wEold
Gk Ea, ZHLA PAE Aste] 0 1] FBS Ak
A7) 29 AR SoTH RS, 017). FEFES
sto] #3119 o]dido] Fasta nd&Ae] ghlEo] B
3 hgsh AYgE e s s 79 FHE B&
3\ Th(Bandalos, 2002; Bandalos & Finney, 2001; Coffman &
MacCallum, 2005; Hau & Marsh, 2004). wetr] & A+ 3

BRgOR WEE S

B oA Fornell & Larcker(1981)2] 212 AR-3}51 2.

3 =% ke 27 709 508 2o w =H ©
o] AT 9 Aol Q= AoE eyt =3 &
W e RS Hrkel) Yl HFaar ol e zhell

FE
T e 18kl th(Fomell &
Larcker, 1981). =& ¥W49 3 FZ #ol I 2

FAFE AT B F3

=

1 —
EfErAIZ} Azl A
7 w25, |
i | BEA [esinde| SE | CR | P |5 AVE | (D7 et
- Inovativenes| 1 0.842
”urer]riS“" Proaciivenes| 1.167 |0.066 [17.774] = | 0.961 |0.695(0.870 | 0.854

Risk-Taking | 0.916 | 0.07 [13.139| ** | 0.673

cos | 1 0.950
Customer =573 211,057 |0.048 [21.954) = | 0.875 |0.7600.904 | 0.900
orientation

co 12 | 0823 |0.045[18.002 = | 0.783
cs 1 1 0.847
Customer ™55 171,173 [0.059 [19.883) * | 0.886 |0.789|0.918 | 0.915
isatisfaction

CS3 | 1.343 |0.064 20.943 = | 0.931

X*=54.505, df=24, P=000, X’/dF=2.271, GFI=.962, AGFI=.929, CFI=.984,
NFI=971, IFI=.984, TLI=.976, RMR=.016, RMSEA=.065(LO90=.042, HI90=.088)

b WS A el 2] dxde
Cronbach's @ %t AUFA 0 F 71 Zho] 0.6014+
ol WolEd & QlE FFoF QA ITHNunnally, 1978).
AFE BAA3 719718 4(854), AR A (.900), AT

Z(915) 4= At

1| Entrepreneurship | 4.086 | 0.547 1 (0.695)

2 |Customer orientation| 4.226 | 0.519 |.410"* 1 (0.760)

3 |Customer satisfaction| 4.347 | 0.592 | .235"** | .357*** 1 (0.789)
4 Take 7.709 | 0584 | .011 -045 | 116™ 1

5 Number 6.288 | 0625 | .037 | .005 |.170™* |.930"*

¥ 0] 0.01(25). . k0] 0.05 (%) $E0M 72

4.3. 7142 HE

4.3.1. J1UIPHA T DMK, DADE, YT
M M3 2o BA US

BT pAe PudAes 4542 458 AnY

Fitghow dAshe WHERI A, 20158 ol§3Hs

o HFoe BHOR wRolx FEE ES AMgd

7 AR A, 0193, B2 571 fABE A

FEE 7171 el Sl

B Ao BEMAvE <E 11> go] FH5HSFTE 144
A, AN viEdd u 2y HTl: X=41.842,
df=30, P=074, X?/dF= 1395, GFI=974, AGFI=952, CFI=.994,
NFI=.978, IFI=.994, TLI=991, RMR=.014, RMSEA=.036 ©]&]3}
AE e TaAh FREAY AnbEQl 7 7)1Ed W
o3 = u RFEATE AL Ao R B nksk o
oA EXANE <F 12> Zo] FEHr A
kA, MK uA £ u 2Eo H3 L X=41.250,
df=30, P=083, X¥dF= 1375, GFI=974, AGFI=952, CFI=.994,
NFI=979, [FI=.994, TLI=991, RMR=.014, RMSEA=.035 ©]&]3}
ART e Tt FRENY gukdQl 3ot 7129 ¥
o3 = u RFPATE A5 A oR B nksk o

ol
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=y +
L DR BN, DADIE, ofE )

(BEas: DX/,
rEs
7k 32 Estimatey SE. | CR. P 71]1
=
1 [Ewrepreneur) | Customer | o | o061 | 7081 | | 0.416
ship orientation
1 [Fnrepreneur| | Customer | oo | 6 063 | 1375 | 0.169 | 0.088
ship satisfaction
p.q | Customer || Customer | o a0 | 6063 | 5376 | =+ | 0.356
orientation satisfaction
op | Cusomer |1 e |-0146 | 0.074 | -1.968 | 0049 | 0128
orientation
o | Cusomer |1 e | 0213 | 0079 | 2715 | 0.007 | 0.178
satisfaction
Xe=41842, df=30, P=074, X’JdF= 1.395, GFI=.974, AGFI=.952, CFI=.994,
NFI=978, IFI=.994, TLI=991, RMR=.014, RMSEA=036(LO90=000, HI%0=060)

<E 12> Pxgd EMZAD
(BEES: DAY, DTAVE, D2 %)
rEs
71 A= Estmae| SE. | CR. | P |55
N
1.4 [Fepreneur) | Customer | o0 | o061 | 704 | = | 0.416
ship orientation
1. [Enrepreneur | Customer | no7 | 063 | 1378 | 0.168 | 0.088
ship satisfaction
p.q | Customer [} Customer | a0 | 6063 | 5373 | == | 0.356
orientation satisfaction
2.4 | CUSOMer Il N mber | 0111 | 0,079 | -1.394 | 0.163 | -0.09
orientation
o | Customer [\ ber | 0277 | 0084 | 3305 | = | 0216
satisfaction
Xe=41.250, =30, P=083, X’/dF= 1.375, GFI=974, AGFI=.952, CFI=.994,
NFI=979, IFl=994, TLI=991, RMR=014, RMSEA=.035(L090=.000, HI90=.060)

A%A%, 4 19 1P 249K aANFY, 2

M) kel @AM 7197 A0l uAR B ()9
YT el 7Hel AA7E Hlt 7197HgAlel aA
ol o3t GIa wAA oh V17 I 7 29] A
AAGA, AR ZH%X* Ak ke AAlelA iﬁﬂ%‘:

i i) _%
) g At BN zﬁw *;m %)
of A9 FFE vehde] 7hde] AA7E Hk nAA
Ao ARA AT A Fol froldh Qe wxA] Gk}
712bE)gle), mAukEL A Aulel 1A Fo F)e 9

|

# ATE HENE el ZF Fgsks HeE A
<7 (Phantom  variable)E  ©]83h= ZCZ(HEE, 2018),
SEMelA = tEmilazrt gl

IE HFA Forw AYHWTE A
SEM A= Zbzhe] 7147 2(Indirect path)o] thal] ZAERS
BFA] AL, Aol diste] RAEHS 5] Wil @
EHEE wrEolM AR AF AAY wslslTo] £
A1 8HH(Chan, 2007). <3E 13>¢4] YeRd 717 o] 71 39
7974 AFAA T 7ke] gAlel A AR I 1A
o] mijadE vepgo] Hdo] AA7F it

HAZAAT M163 HM62 (FA782)

<E 13> o7 et EM(SEH o1&, 02

71 s Estimate | ZIE &2 | 7oz
! . ) 0.430
31 Entrepreneurship H.Custpmer orientation 0339 | 0031 | 0003
— Customer satisfaction — Take
0.213
Entrepreneurship — Customer orientation 0429
32 o 0.339 | 0.040 | 0.000
— Customer satisfaction — Number
0.277
X?=41.842, df=30, P=074, X*/dF= 1.395, GFI=.974, AGFI=.952, CFl=.994,
NFI=.978, IFI=.994, TLI=.991, RMR=.014, RMSEA=.036(LO90=.000, HI90=.060)

Z\&H, 7]‘?;7}*;5101 LAAZFYl AHY FEE HeRho
7bdel  AAZE HYth 2 A A¥E Kohli &
Jaworski(1990)°] A+ he} wiehg: grojsm, vhekt Sdw
ko]l thAfetr] 918 FGAe] 7197gAlel uAe &
stell digat7] fal o] 74A Wk R "k ol
gAY N07PEAe AR WA §71E Ak
44 BEE ojFouitta & F Jdn

A, 71971200 uAmEe] fold des mAA| oot
712t Sl
2 AAs, 719drgalel Ao Aakg ZEs] Al
7199¢) olojst g7 ARist A& AT, wel 9

F HEe nARS AFHe Y

Fneke Z197b9A0] YA BER BE FFS vA

DAAFo] PO AN HAHe Aulag AT
Sate} 23

o] MuI~E AFFoZH uAfA ¥ & TH(Rindfieisch &
Moorman, 2003)& ©o]Zo] Wit} 7]& EgZ Aoy <lF
Aquzs e Fe m =

AA)37) ook, ek, A8 oE LT} - %—8— ] g
AE A FS o] xﬂ%ﬂb A 27 EolE &

G gick meba Afel

e Few a4 @ 5 w ol g AZAAY A
e BFS FYA J1AHIAe o JEow FPAY
Ansee Pyl 27 oSt & ek A
DAAGE YE} HEE DAY §7E sfersta nA
BN A AE ATSAE DANB) 2R 9
& AT 5 E9E0] ANEY A%l dal AAE 2
S AYE etk wASe] Ashs AAWE 37
Aol g vA oled Ade s AES e 7]
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Mediating Effect of Customer Orientation and Customer
Satisfaction Between Entrepreneurship and Financial
Performance: Focusing on the Beauty Service Industry

Kwak jinman*
Lee sehee**

Abstract

In the service industry the types are diversifying and the scale of service companies is greatly improving. Such a phenomenon is
caused by economic growth and technological development diversifying consumer needs creating demand for new services maturing the
service industry and intensifying competition among companies in the form of global competition. It can be said that this is because it is
necessary to improve competitiveness by utilizing the economy of scale. Research is needed on the impact of entrepreneurship on various
outcome variables in order for service organization managers to respond quickly to diverse and rapidly changing environments and
achieve organizational outcomes and corporate goals of management outcomes.

The purpose of this study was to empirically analyze the relationship in which the entrepreneurial spirit of a manager influences the
relationship between customer orientation, which is an organizational result, customer satisfaction, and financial result, which is a
management result. In order to verify such research, the questionnaire was composed of one business owner questionnaire, two employee
questionnaires, and two customer questionnaires. The questionnaire was distributed to a total of 400 companies, and the questionnaires of
340 companies were collected. Of these, 303 companies, excluding the questionnaires of 37 companies with many dishonest or missing
values, were used for hypothesis testing.

The results of this study can be summarized as follows. First, entrepreneurship had a positive (+) effect on customer orientation,
supporting the hypothesis. Second, customer orientation showed a positive (+) effect on customer satisfaction, supporting the hypothesis.
Third, customer satisfaction showed a positive (+) effect on financial outcomes, supporting the hypothesis. Fourth, it was found that
entrepreneurship influences customer satisfaction through customer orientation, and customer satisfaction affects financial outcomes. It turns
out that customer orientation between entrepreneurship and customer satisfaction is completely mediated, and customer satisfaction is
completely mediated by customer orientation and financial outcomes.

The relationship between entrepreneurship and management improved employee behavior and attitudes, which is an individual outcome,
and this change was found to improve customer satisfaction, which is an organizational outcome. It makes frequent contact with
customers in the process of servicing them. Employee roles are important at service contacts and influence service purchases. Employees
facing customers through service contacts act as a decisive factor in maintaining a continuous relationship with customers.

Within a beauty service company, it is necessary to create a customer-oriented environment among workers. It suggests that
customer-oriented companies and employees can anticipate their desires and provide products or services of superior value to achieve
greater customer satisfaction and a competitive advantage. In addition, it was clarified that customer satisfaction has an aspect relationship
with financial management, which is a management result. Therefore, it is suggested that the entrepreneurial spirit is an important factor

for the management of a beauty service company to secure competitiveness and improve results.

Keywords: Entrepreneurship, Customer orientation, Customer satisfaction, financial performance
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