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AHA 111,111,507 242 922 188 230,951,413 589,764,708 | 208,818 817 | 553,483 815
FY & 61.84 230.26 126.68 400.58 114.7 375.85
=i A 2 37 7 ]
E 1.29 1.37 1.84 1.55 1.74 1.53
_"3_5% 7h] 0.95935 0.82 1.31 0.54 1.25 0.62
CEN
el P 0.53 0.29 0.68 0.23 0.66 0.25
D]_*-El 4.43 2.99 6.06 3.07 5.76 3.12
S
o] AFE] - .
75 2a 1.3 1.81 3.63 3.23 3.2 3.15
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0.89 1.18 0.94 1.68 0.93 1.6
g 2
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A —_ =S [=] Academy of Social Enterprise
HAZ_ SAHH0| Clot 2| AER|EM Zut
WA 8 S.E Wald Exp(B) %% cl
=1 .E. Na o Xp
T LLCI | ULCI
(AF2) 514 558 847 358 1.671
2oy 52
= | TiO_ROA() -.494 418 1.397 237 610 269 1.384
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H
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N
23] 7)3 633 154 16.917  .000™*  1.883  1.393  2.546
g2aon 179.158
Nagellzerke R2 226

x2
14.628(.067)

{Hosmer-Lemeshow Test)
<.05, p<.0l, "p<.001
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=
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EN
Al HB Al oAb -.220 140 2.443 .118 .803 .609 1.057
-2238% 158.483
Nagellkerke R2 .350
x2 7.229(.513)
[Hosmer-Lemeshow Test)
p<.05, p<.0l, " p<.001
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Exp Exp
= ) 95%(CI ] 95%CI
- B P ®) B p ®)
2004 55
v -.404 237 810 .260-1.384 | -.585  .189 552 .227-.1339
= | To|_ROA(+)
j 7Y A= 321 .090 1.798 .851-2.000 080 711 1.083 .710-1.651
| o1y @@= 262 546 1.000 .064-1.752 184 .265 1.202 .870-1.660
5] 73 B33 .000*** 1.000 1.393-2.546 | 516 .003™ 1676 1.195-2.35]
715 =17 . 27—
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=
= | CIAHE 7= 863 163 2619  .B78-10.119
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22190 179.158 158.483
Nagellzerke R2 226 350
x2
(Hosmer-Lemeshow 14.628(.067) 7.222(.513)
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1) Trevino, L, Hartman, L, Hartman, L. P Brown, M.(2005). "Moral person and mora\ manager : How executives develop a reputation for ethical leadership", California Management Review. 42(4), 128-142.
2)  Parker, .D. F, Decotiis, T. A.. (1983). D of Job Stres Behavior and Human Performance, 32, 160-
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Building local ecosystems for socialinnovation(2021)
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Cooperatives and the World of Work No. 16-Hegal compendium on the social and solidarity

economy(2022)
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Measunng cooperatives: A progress update on the ILO Pilot study on the applicability and

implementation of the Guidelines conceming statistics of cooperatives in five countries(2023)
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Statistics of Cooperatives: Concepts, dassification, work and economic contribution

measurements(2020)
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Useof statistics on cooperatives in national policy making(2017)
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Advancing the 2030 Agenda through the sodial and solidarity economy(2022)
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Platform labour insearch of value: A study of workers organizing practices and business
modelsin the digital economy(2021)
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Econh;’btmonofmesoaal and solidarity economy and sodial finance to the future of work
ILO(2020
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Financial Mechanisms for Innovative Social and Solidarity Economy Ecosystems(2019)
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Guidelines for Local Governments on Policies for Sodial and Solidarity Economy(2021)
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Spotlight 2022: UNRISD Releases Guidance for Authentic Sustainability Assessment(2022)
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Producing Statistics on Social and Solidarity Economy: The State of the Art(2021)

e amy * MBIZI 2 S7 71 U 2 B BHAIB10| HRO R R
Social and Solidarity Ecor %{Hjl-?é*‘l%l g%

1 - = EOMOME MRIAUEA SAH FE2t2EE 7 122 THE A T2 Y
At A EZ0| Chich HRE MIAlSH Alel B A 2t Bl ST
| H2E0M A2 HCHBA|2| ML FOIEAH B et=A| 2=

Ioh= U, ARG EA| 2 YR a1 Y

i L
| o
Szl RS A

Pr d ing Statistics on
Soci nd

al and So olidarity Economy

2 - w5t S0 e 2342 80
) ASICIHZIA| 2| AN

[=1]

* MRR712| SE0|= REt YRS S A

O=EARIEP TS 32

I EEEEEEE——.
98 | 2023'd Af2| 27| Yets| S=Aet=tH3]



[27] X|&57 578 4t =78 B 211(2019)
Measuring and Reporting Sustainability Performance: Are Corporationsand SSE
Organizations Meeting the SDG Challenge?(2019)
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What role for the Social and Solidarity Economy in the post COVID-19 crisis recovery(2020)
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Historic Breakthrough for Social and Solidarity Economy at the Intermational Labour
Organization(2023)
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Mapping Interational SSE Mapping Exercises(2023)
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BAE FEeE 0 9 AL 205 et e 9% Fasivn @ & vk
4714 #AE FEATE A AW GFAIAE Fle FUAL F A3 1AL AT
BEe Az AN FFS VA y) WPl e} e AFES orE du
e e & A7t AANYD 4 2FAL PeE A AT Fopns] of
Yok ma ohge AusEQ, AFEA ARSI CSRE B2 L] WA o
FE gelurl olfrh webd B At BAe 4Y 2FAsc] A AnxEA)
AEFEAS] AREHT 4G CSR D50 VEE % |G WAL JFe e
Aotk ¥ AT E Eate] ARel BARNEAA o] BH ATAon v uAY Zuo
FEE ARG AAES ATE S S ek B9 B AFE Au2Ed 0 AEE
A9 A&} CSR FE BEA 9F< BAQTE FeAA r)r} ddt

1. A =F3

Parasuraman et al.(1988)+= A]H] =3 A (service quility)o] W&l 7oA A-&F3h= AH =
o] gdgol}y A tigk ue] FHEAQ FHolgta Aol ek AujaEd @
Aol HF A3 HeE Abls £ JFeR Hod 4 o, AMu|~E o

Sel Aztew ARAYL A GeA AusFAe FRgon Hz 1)

[e]

29 7 A9 EkA AHeEE AHE|A~EF HEE Parasuraman et al.(1938)

o] J3d SERVQUAL XEdolt}t. ol A2 A(reliability), 414 (assurance), 34

(tangibles), &7+ (empathy), ™ <A (responsiveness) 5 571 x4, 227) 3o 7 FE3} o

AP 7T e AFS & AXE AuHj~e zkelE FE Au|AFHS SASAC 1y
1

SERVQUAL =3 & AE3} AH|AE E3(mix)ete] Azats T 2L oF AZA 2
2 2 AN E FEeta g AuAER S SAHEA KeokE v S wolskth
e mAo] wiEs Fa dste AFS Fuiety, 2 BN wF Ady FF A
S o, AES RS HdlA dut &5 (pure) MM =0l A9 A= A E27] o
*olth. Finn et al.(1991)2 9Wstd 2 &y T 4w ol&sl= 1S fdo=
SERVQUAL E3S& A&3t Az ufge AMujx=Fded dist A718 S35 dotshA] %
stha &gtk ol# sk A3 SERVQUAL R o] fgiiri &4 Au] 2~ ¢JEoA 2 &ss
SA EFE g2 A Y] diteln, dF AYES FAA ¥ 7]E IR AR
v A amd Au2Fd HER AIetA] @rkal st 3 SERVQUAL B3-S AlH]
29 AFS A AnistE AuA T 2o 54 719 Aol 483 o 84 o 2 Al
o7 da sttt sk th Carman(1990) H=8F Efolo] v & o] &3t uAS Yo R
SERVQUAL 28-S 283 A 9ol At 571 Ado] A== ko), ol xd @
AFAS0] SERVQUAL 8L BE Au|2adox] dutd oz 289 5 §ee F43)

2EAS ZAH3Y oY A W2 7
ole] uwhebA] AwfH el MuH|AFEH F ek Hxe] Fa Aol A7]E 3L Dabholkar

= - -
et al.(1996)%= tiorsl AA A A WS Fasle] Amjdo] HEs Hu|AEA HLo)
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RSQS(Retail Service Quality Scale) E=&8E 7/IE3slgdth. RSQS 282 7]¥& SERVQUAL
2go A AFgEAY 177) &E3} Dabholkar et al.(1996)¢] MEFA =3 117] ¢5& 2
et F 287 o= FASA I, SERVQUAL 237 o2 A 7d /g AlLlsta A
I FAew FAHEGT. olE v=m WstHE olfste uAS o R AFTEAS At
RSQS R Amje] AuA2Fds SAste A ez e d Agide] A43e A=
et a, HEA 0w =% W (Physical aspects), 2% 4 (Reliability), 7H<?17%< 2t & (Personal
interaction), A8l 2 (Problem solving), A # (Policy) %, 57H94 712219 (basic dimension)¥ 6
Nl k9l 2k (sub dimension) &= &kt =24 SHES E24 A efdEnt of
‘/]F)r Hj =] o] Aol & EﬂO}Uﬂ SERVQUAL =& &A1} vluste] o 4 oJnjs 2t

-

O

A8 Feolth A74e SERVQUAL Zde] A4 fAbatel, qa50] &g A
?li A= A& 3= %—%‘i} o] At MAdEHEL2 SERVQUAL P9 vgA4d=
FUAe AFD oz, 2utol dof YT Ego] Hi AUAL Wi LA GRE
g EANEAE AEA =EF AR, FAHR] FAE Ade vHE Ve 3
W, Al 5% SWd A Faw FEAS dAse] AAds et Lelsach 44 £
AMZE Aoz o= Amjd A Ao JIFs W Au[aFHe] FHS e
t} o]x ¥ RSQS E¥ Y Y=L Finn et al.(1991)0] A¢tst i SERVQUAL =& Ht}h
o AEstd dHoz FREJSS ¢ T Ak RSQS Au2=Fd A9 <GE 1> A
A=

<3k 1> RSQS A H|=F4 2+
2 skl A9
B A 3 9 A Ao A HERE e
2o H = (Appearance) AEFX LI} wj =]
(Physical aspects) HeolA A= Wolx Al w ot H ol
(Convenience) e e, Al S Bk el
o}:i = = =] = T T
}dﬂ}\é (Prgmises) 0"1]:4—7_@' Aiul—}—\—'é‘ ?:]%Z_] O}‘}” %/Ké% le 9)\'1_: —O_‘a:!
(Reliability) PRy N
(Doing it Right) F5 Ags) AT F = 7
a4 37 ) ] kg
VR B (Inspiring Confidence) Aulzs A el A el Al gl Al
(Personal interaction) P - _ =
(Cour tomaness) | A1 A1 AL el miat cle] whE, 94
A A gk, 3HE uAERE A 5o A g 3|
(Problem solving) A9
CE IASNA HIYTS Fv= TR, QAL
(Policy) FtEAE 7 o] AlTS X3

Dabholkar(1996)2] A5 wlgo g A3x7F A4 €

(

g -SAA(2004)= =Wl Wk ol uAs Wde® RSQS Ed ¥ SERVQUAL &
ol =24 HLEE dnd A3 RSQS REo] ] =& AHILE Ho AujAu|A2Zd FE
2 Age 2gds WY Ji & Lee(2009) 3 M3ty S didom 3 MuAEd
o | S57HA Ao w T

o
ATA =24 FH, A=A, A3z E 2ANA, A4 F |
RSQS E3&o] SERVQUAL EdHT =2 AFHS Holid Y& YT3AHKim &
Kim, 2013). Boshoff & Terblanche(1997)& o} S| !
AFET Au2E EFste] AT amHS 2
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RSQS E&o] 212E 4 J& =192 T3 Mehta et al.(2000)0> A7FEZ 9] 5
npAle] AuAEdEES 54 A3t FA Z=FYIdES B3 ogs AdES
Dabholkar et. al.(1996)°] F#3&}= nle} U= ol AFH AMH|~E "?‘:L”ﬂ A &3}
© aujde] AusEd 24L& SERVQUAL Z8nt RSQS mao] o A4 b
st dEgFd EHol7] e ¥

=

ﬁokﬂimﬁ

Atk kol M= Mg o], AuAFLLS 2t
ga EHs =4 =3yt =3 Fasitian o EA 2 AT E Aed T
o2 2ufg oA el MuaEd —:"‘?—Xé E}%Hé—% AW RSQS EEHS 7|uko

=g skl

$HH, Siu & Cheung(2001)S &9 W3ty S ol&sleE S gor 3 AFdA &
g4 SH, A4A NAGE G, g TAAE, " T 6/ AYoer FRHJT AELS
RSQS = 3ol &3 Anjde H&d = AR FE FHo] dasivta A& )
Kim & Jin(2002)2] w=3} g9 A1 nAS o s vlugt G2 AFoAas &8
A S, A4, A RE T 3 Adez FERHMY. ogR A dFoly
el weh, o] oEA AZpsh=A o] wel A AFHe] FAdajle] E2A FAE
ATH A didd AL TS FHoR HIAH AFH AuaE FAl AFTsE
fFeds 242 sta gorvz A AFS Fdosts gy, d, It 134 AFE
A 7= avjdeletar & 4 Atk 333 202D+ Y 23 Es o =w
RSQS 2&& A&3 AP F4 Ad &% AFA, A 2Fde] sxdes 9y
g, HYA, AlRA, Ao ERe 18y B AFdAE AR g 544 A

A T oA, ‘BAA HF2A T WA FEES A9

o Fagel we FA ey m
J &5l
AR

oo gA, AEg, AAew FA 8t

Ak Garvin(1984)2 #F 2 (Quality)o] Ha] Aol 39 As=E
ZA3te gy it 25 28 x93 (transcendant), A% 7]¥H(product-based), A}
&2} 7] Wk (user-based), #| Z7]®¥H(manufacturing-based), 7}*] 7]¥H(value-based) 5 57}FA 2
EF3gY. oE Hgorn AEEZLS A s(performance), EA(features), AIFA
(reliability), ¥ 24 (conformance), W4 (durability), A ¥ 2 7} (service ability), A 7|4

(aesthetics), 1A ¥ +=4(perceived quality) & 874 24& AAsGTH WA Hes AF
of 7HA 1L A= F& Vs s, 5842 1 AFY EE =9 F de FUHES FHE 9y
st AEAe AFS AMEshe 94 713 o] A @& vt S omEtt. Ee o
A AFY AR Aty dAstETEE el i8S AlFEe o] deb HE
7 YERdT A2 The S AlFY FEvE 288 o Aoty A&EA FEE ¢ e
7hell gk 58 2 duiyt J-7EE onst AnAdS AFY 2Y, =4, &8 T 1A
o] 27ts o9l WESAZ| e wE Flolt}h mpA|wto R QAH FHL aAo] AEFS
oAG A A &=kl #HE AL o] Erh Garvin(1987)9] 8717 FAAYLS <FE 2> A
B

T3 AEFAE o] XA FHoA FAE 7 dv AF Ao A4S 9vstr] o
ol 874 A S BF F4 e gloy, AFe /7 2 Adel EAH uEl AR
of MFE dgFog &85 4 vt st (Garvin, 1987). ©]% Garvine] 871X #FZ 2
2o Adad oM AEFEE FHSE Az FEFH o AF FTF E AY
of 54l me} =7 AL Atk wll A TIHS e RE @ AFFED ATolA
= AR A 7Y AFEC] A et A5 FRE olFA v 5AS uyste 54
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A, WFA, Aol sbsde Adsta, 4, A, Ay, A48 Az TYstar
813431 (2021)2 Garvin(1987)3 A g 7]- 1741202008 F2A AFE vgow Y
FA0 ¢F GAH ATE AN Aok, AFFLEL NP, £, 1508 FRIAL
o) AY AFEA e ABATES Gavin(198D)9] 8714 EA 4 oz Bus
A g gorl, AT FHo Al Yol mekA 2 FA 8AFe] v T4
22 ¢ & Ak WA B Aol H%7 52D A7E g AEED A9
& sy, A, Eow ysart

<¥ 2> Garvin® AFE4 A4

(perfc())romance) Aol 7HAAL e F8 7lE

=
EA4

(features)

2124
(reliability)

A=A
(conformance)

A
(du?a:éli fity) A& s 8 7]

A2 75
(service ability)

A1) A (aesthetics) o] = 7H°J7§6J pere] BAloln Aele] MEEE uedeh
NEIR I ! aZje] AFe] FAE o9A AAG=TF B A

(perceived quallty)

Garvin(1987)2] 8714 A9& wig oz A+A7F A4

3.CSR
719l CSR €% vdatA gelgnh Carroll19)2 71sdel Absl & $lste] AA A, W

o
#eld AL tahs Aol

A, 7199 A}3]% A A(CSR, corporate social responsibility)©]
g st A AAA, WA &3 2 AFA AQd 5 A AdoewE R A AA
Al 7do]l A e VEAQ AA FAR ol&S FEshe AYS 9wy, o=
RE O FQe 7gto] Hojof drha St HEA AL EE 71‘§ g0l HEA
78 oA gdlol st ®atE &Fske AS gnlgith g S84 #de 719 o]
S 1Esta SR G oF & ofnatn, AT AP A3 A V)R EE, A
A3 BAF T 7199 APEAHd HYgor v|Poe] FR FEslal e A Ao WA S
A8 7lodstar m=gafof st S xRt E F, 2011). oleld JiEE AF7HA
CSRE Ao& w Fd 7]1E 7ido] = i (Carroll, 1991; Wood, 1991). A< CSR &
T APEAdd wEEo dota & ¢ dom HA AYUS Ho] A AQlojga I
A

z719] CSR /g FF olgadistel Aol BtHA AR} o]Fo= thdsgt o]sf
AAE EFete Adoez oA o714 dete ols|AAAE 7Y sl ofs FF
S Fuws A, FF, AR, AGALE], A Folth meka] CSRE o] gk o] d #HA
s B =

F A A Aok Bk BAolN (AR 5, 2017, Az AsAGe ¥
A7 o FoEel BAAAE olHuAA
Dahlsrud(2008)= CSRel #9lel 27, Absl, 74, ol sl w4, WEEse Aud a0

13812023 At=|H7|Yets| =A[et=tl2]
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g CSR

o] 2]
ZItH(Wang et al., 2016). 53|, &0[E o] #A|Folvf AH|2~9] A4k

L
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gol e HAAA ne s 5

el
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=

F 4= 9ltH(Giese & Cote, 2000; ©o]+7 %, 2021). Bitner

o
=

B
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7o

o

r

& Zeithaml(2003)

B

Hiol o

13_]__

FA . Oliver(1980)+=

drha s

o
=

B BL

—_
1o

N
M A

o] #HAg A,

A wEe) e At ¢

SEERE

2021). w

L=
O,

1t} (Bitner & Hubbert, 1994; ©] &7

o
AN

%

A2 &

o
2
R

4 3

3

= X
L

ghA 2 Aol A

et

3|

5. 71 A FA

el

B
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ulk
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ar
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I

o)Al 277}

*

d
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258 A H]

Z

]
H

$A @
1 Aol Ausg A

3

KN
s

A (long—term orientation)

t‘{j]:

4714

]

el

o) =
A -

o=

]i];}-
AFAsh 3
Aol ohel 3]

5w =
thH(Palmatieret al., 2006). ©|

t‘SC]:

w70

1
.

dr

] 8] 2~

pu
R

ki3

o]

Z] o
hl

she

ojmatr, o= g AHE

Aol gt A o]

A= A

20

7] %] &

gx; &F71A 32§ (Ganesan, 1994).

Atk Kelley &
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Thibaut(1978)
o2 7y
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477

}99 3 Webster(1992) &

9
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2 oy

il

Fuf Aol Al gke] wAZE A ol A

Foith. Kalwani(1995)& 714

3|

Arha
f:,-_]:

o]

ez A

o} 2ol A E
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Aoz o

#THKelly & Thibaut, 1978). wehA] 7]
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Z o] tH(Ganesan, 1994).
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Wi He Fasith g Jge wde] Usht wE FHAA A AFol A
28 A%HAA ol g3t 1AL BVEAD wHHT YFE olsh vhRAbA 0|, o F A
= ozese] AZet AuaEAd AFFL D CSR A4S Hotetel A%HA BAE
FASl Bk ole @ AT ARH L AT, FAE, AL, BAKFAYE 5 rhpe
MEER SANATRIAY - RE, 202, HekA B AT AE odd 8BS L
%t

6. AN 2EAT RS B
- 4

Gronroos (1984 Au A% MatE o] A3t A oA Mu]jAaFdo] uATEE g
AYPezA JFS s A5 ARSI oA 5(1996) = 107H«] R Eats
do] AFATE Tl AuaFmdo] nASFE dguss S el 12344
T3(2012)= 25 oot AS YFoR 3 AFATE S8l AnaFH iﬁ‘ﬂé
T g aAFAAE JEFS s ASs S olsd 520152 AFEFLS A
o7 g AT AHAFAS EYA, A=A, RS, EASAR At AR aEd
HEETE AAVNEZEE AAH HE FIAERY dFE Ave AS Hwe Utk A9 & 47
$H2013)2 T HvA nAS YR RSQS B S o] &3ste] AZF3gk A3 Dabholkar
et. al(1996)7} T 57 AL o] Au|aFde] B AR Eel u SR S T
vk sk o)A w2 AfyAToA AulaFAde e A agliele] FlE
AR s AR A3E AFS dvstes Feds 24= 8o lon I84 A
S Hvstes WA, dH, At 13 AF AETHI vpIA R Ad a9k AlES 3
7 #ufets Avdelgtal & ¢ 9k B Ao = AFEFY S e E RSQS B S
g 5133 520210 AFE vtEoE AMHAFAL a9 AdS FA, AEA, A
o2 FAgsta AY 2ol Azt AulaF o] vk Es nH Aojgte FE
o] 7bsate] v o] M-S AA AT
7HA 1 AR 2ol AAets A AamdS R AH(+) s v Aot
Fa 1-1. Ao 2ol AZste A aswd A9 5 AFFL S A(+) 9FS
n = Aol
7HA 1-2. AP 2ol AzsheE AuaEd A T AL SR A(+)e] IS
nz Zlo)t},
7Hd 1-3. AP e x7ro] Azt An2Fd Y T A4S SR A1) IS

E Aot

7. AFFAR DFE A
23

71ES] AFES AHaFHe] aARtEE 9 aAFAd T S v HteE Ao 2-S
W 9l oy} Parasuraman et al.(1994)8 Mu|AZ A3 nfH iR 2 AEEZA L THTE
Lol FFs v FHet 53 &= Aulaet EA AH|29 AEFS S
st AvfA Ayl Ag AuaFAdY gEo AFFAE SR Fag daqaclolt
g T A

:[L
o oF avid nAL hYoE AL VAL FFL AFSA 1 A A
9519, Dol wEel AN GHE A
]_
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Abg3kgt F3E A85+E AMOS(analysis of moment structure)
29 ¥ X (confirmatory factor analysis)< AA|ste] #d gl A 3}
o = Zbzhe] Jhde] g JAFABAE 9rsl7] fste] AR EAS

2. W5 Ay 2 53
HEooaAgngol HES &) AyPATE vy ow AFAY gdAo] AT SAHHFEE A}
Sttt AFgE SAHWMFE B Ao e ugl FAHSe] AMEsd o, MuAaEE,
AEFAE, CSR, W%, A7IAFH o2 BFadtt WA, Auaide Ay 2ddo] A
Z}sle Mu)2FA olgt A3t Dabholkar €](1996)¢] RSQS RE S nigtoz Ao &
A APAE AT F3W 5(2021)9 FEHY AE-AHH]ACSR E¢EHE A4S ngow
TAASATTE AuxFde] st doe R oPgA, A, Ao FAAS AT AEFFES
‘A zgrdo] AZee AEFEA ozt Aoldlal Gavin(1987)9] AFEH 82U S vl o

=
g 3z F02D)9] ATE Fastdnh AEFE a9 Adow AIAA, 2%, 7]
sttt CSRe Ay x3deo] Aztste= CSR’ olgt Aolstal Carroll(1991)9]
Tt 2elv AP 2FUES Carroll1991) 3% 837 520219 <

oX,

5w ofr
M to o
=
Aol ot ]
o

g 5 3N FEoE FAsA A, AF , , A

B A 5 T g5z LAY AAL AF S A, w97 He
AL ot dY AL T 3 FRos FASIAT AFEA A AR g e
F B FA 7 CHANE 2D F571% B4 2SS Y AHF AR e dAE AR
s 67/ FEHoR FAASA T, 2L A AR] 2GA AR, ‘oA A s, QA
of fralgt 2GA mANE T 3 FEHOoR VT 1A FAEY M Hgo] =5 S
2Eo] Ayl moFol S 5 N dEog FASAY CSRS ‘Wire A =4, ‘&9 F
T2 =25, AGAE 71, BARS 7o) 5 5 dEoz FA AT Carroll(1991)-2
CSReol ZAAZ AQl, WA A, &4 A, AFA A9 T A 47HA] Ado= &35

0

Tk 533 5(2021)9 AFdAE A 2L EC] U4
A g AL el vk Ak A G digk ojde &
T o AsF(2005)2 o] dstE CSRe AYe wte uel B AL 5=
F Aot AT GEIFR T, 2021). HEHEEE AR AEE O AEEE WS Ao
Tk RO v, WA R 5 ) gEoR FASEAT dRNbE RS R

Hallowell(1996), Caruana(2000), Zena & Hadisumarto(2012), Gong & Yi(2018) 52 ol

A FEoR AREetal v P diiEAQ 1A wEE 4 "W (o]lEAd &, 20210tk B

g B AFoAE SRS VAV e FAE wSoR By gt Aua "9 AE

g gl o] digk wES EEAAT(lEH S, 2021). 71 A ¥ S Ganesan(1994),
Kumar et al.(2013), 714dv] & ©]4&(2021)0] A& FAMTE 2AR 7o o &

o oy, ‘F9 AbgelA A o2 FAAT. webA 2
ATl AHEHE SAHAHFE LSk 2w 28 Fu1)FY ol
JEH7R)E HYAE 77 HERE SASAT. 2 AT FAANE N AT Ao+
<X 3>3 2
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o
k1
M
v

PH1=v}j7g-]

%

Pi2=v 4 )% Al A E
[e=]
=

PH3=2t7] 7|

AJH] 2 E
=4 (S_RE1~7)

REI=2o] %3 s1d
REZ=2-4] 4 A 4 ohs
RE3=49] A5o] 24

REA=Z) 9] 74
RES=A14 Au] 2 )3
PH6=239 WA =5
PH7=219] AR A|Fe

(S_P01~3)

Dabholkar et al.(1996);
Dabholkar (2000);
A7) 2£](2020);
&34 2](2021)

RS
(P_PR1~6)

PO1=U}eF3E &8 Al %=

PO2="4 A 7ke) A
PO3=A13% 49| thdd
PRI=F-H2} 22 A5
PR2=Z7 FF A&l §l

Al

- -
el By

(P_PK1~3)

o

71
(P_FN1~4)

EN1=12} §A3HEe] B
PN2=12} §4tEe] A2
IN3=7F& 215 el 2F
FN4=7}8- 255 ] A2

Gavin(1987);
A7) £0(2020);
&133%1 9](2021)

CSR
(CSR1~5)

CSR1=H 2] A4 =4
CSRe=Hrel 4] 7H3 &5
CSR3=#] 2 A}5] 7]¢f
CSR4=3+4 135 7)o
CSR5=A Al el A Fi

Carrol1(1999);
513371 9](2021)

=
Rl

(TQ1~4)

TQl=A B A~ T

— T

TQ2=AF =

3=AFo] Fshs AHA B

=AY W

Hallowell(1996);
Gong&Y1(2000)

71484

(LT01~6)

LT101=4714] o8- ©] &
L102=4714 A #4
LT03=37 502 & &
LT=54 4 74

LT05=79] Abghell Al A

LTO6=A] vl 2]k

Ganesan(1994) ;
Kumar et al.(2013);
Adm] £1(2021)

s34 9)(2021) avAARHsE2 FE A ATE wReRE A A
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‘o 5A4S dotstr] fa REEA(Frequency Analysis)s AAsth 4
Wiz, Aol 548 (6.9%), ¢80l 719 (93.1%) % HEgon, tifE oJdow FAH
o}

S

20~30t17F 101 (13.1%), 60th7 55%(6.9%) 0.5 7k @7l Uebddth o= Ay 2 Ao

Ngo] oyoln el AZS AYAIL = A0~500) FHEelPa & 4 Uk 74
Ag H=ZE 59 mvke] 228W(29.5%), 5 o] ~94d wmwko] 1957 (25.2%), 9% o]/ ~141
Hlho] 1717(22.19%), 14 o) o] 1779 (229002 vehdh 3 4 /b7 25E 30079
nRko] 827 (10.6%), 300%F o] ~500%+ o] 3st7F 2637 (34%), 5005+ ©] 4 ~700 °o]s}7t
23678 (30.5%), 7007+ o]l 18778 (24.2%) w22 YEWT <& 4o F3E B8y &
e AHE Rolth

<E 4> Fo] 54
5 H=(g) H]& (%)
. j 7;49 963.91
2 .
20t ~30TH 101 13.1
40tH 355 45.9
w 50th 262 33.9
60t ©]’d 55 7.1
R 2 0.3
5 Rt 228 29.5
7t ag 5 o] ~od myt 195 25.2
9d o] d~14d ugt 171 22.1
143 o 177 22.9
T8 5 0.7
3005+ W Rt 82 10.6
NS 300991 o] A ~5005+¢] W Rt 263 34
50058HY o] g ~7009+Hd W 236 30.5
7005+ oY 187 24.2
A 773 100

g

74817 $18) Combach’s Alpha 7t HES 23 (838~.949)2 U}
=5 2

- =

o] B3 (validity)S HESH

A
(Convergence Validity) S5 ZE fajrs =W 531 Q3 A o) ]
AF & (Average Variance Extracted, AVE) dte] 0501, dd#AH S A= SFAH

20233 Ar2| M 7| Yets| FA skt

o7 due 407t 3559 (46.0%)0. % 7Y =A vEbyka, 50thrF 2627 (34.0%),




= (Composite Reliability, CR) #te] 0.7 o]Ao] ¥ ojof &-t}(Hair et al.,
AVE #:2(.635~.753),
AT
gt sl7] Qe AVE gtol AaAlgo Ay
#s AT gAY W H S e 1o

A 5 YKol EEI LA A Fe] (772~ .92D),
~9®)2 YR} 1% Bedel SnHddtn duw

(Discriminant Validity)<

ABASS RELA 28 Fat

=
nn

2010). <3 5>ol A]
CR #to1(.839
tgoz il EdA
ok Aok hu,
| E3E R grofof
Lo]

3} (Fornell & Larker, 1981). olo] walx HAES Az <E 6> o] 87 £
AVE gto]l B A#AFe AlgrEg & Aoz Yelbygow, <3 7>3 o] BE A
o] AlZGt7ke) 1o] EFE R Ffomg B Ao =AHwyE e #d BldAS RN
ks 5 Qo
<k 5> SARFYPY HF g7 2 A=A
¥+3 CR Crombach’
23 7 =
TN fol4 e AVE (BguHE) | Alpha
9|8 A1 862
AE] 2~
o514 9342 916 740 .895 .949
P43 .798
AFA1 .832
212732 .836
21343 .841
4] 2~
AR A4 .886 740 .952 .888
1l [e]
2145 .832
X126 877
A=A37 .836
A 778
AqH] 2 -
2 A 29 785 .635 .839 .838
o
A3 .826
YA 1 776
k22 .781
A= A3 772
.648 917 .916
SR A4 860
A2k} A5 793
A2+t 6 .845
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X ? =2916.22(p=.000), x?* /DF=3.924, RMR=.041, RMSEA=.062,

IF1=.925, CFI1=.925, TLI=.917, PCFI=.838, NFI=.902




AL A|
TAME [ am= | Aul= | Au~ P FIE P 21
deg | A | WY W 33| CR | WS ey
9134 740
N 702+ | 788w+
ER (.493) | (621) | 6%
| 4830 | 518ex | 530
A1 Tossy | Coes) | Coon) | 648
- 480wk | AT3ex | 57dwx | 600wk
AFEL | Caz0) | (o) | C329) | Carn | T
o1 | 568+ | 590+ | .658%% | 530wx | 574wk
AFVS | Oy | C3ag) | (A33) | (201 | (329) | 662
R A30%% | 516+ | 5d6ex | 800wk | .58Ger | .5A2wx i
(.230) | C.266) | C.298) | C.640) | (.343) | C.204) | -
mme | 578 | 620 | 598k | 730%r | .647sx | .67Lex | .8ll¢x 739
S Csze) | (396) | (493) | (533) | (419) | (450) | C.658) | -
e | 532ex | 557ex | 702+ | .680% | 512k | 534w | 763w | 838
AR a3y | (3100 | (338) | Cars) | Coez) | Cossy | (ss2y | Caozy | 798

() = ABAGFe AF (), #»p<0l, HAALS AVE 3

Aoz | Az | s | Az | A2 | A 3
= =

TN gy | amy | o (wuwg| wzo | s | | R qay
g5y | 1

AZA |.643~.811 1
A .614~.790/ .687~.891 1

AN .431~.535|.462~.574| .479~ 59| 1

AEEA |.402~.558|.389~.557|.478~.670|.544~ 672 1
AE7)S |.499~.655.514~.686|.566~.754|.515~.631|.498~.678 1
CSR .422~ 538 .452~ .580|.476~.616|.746~.854| .513~.657| .506~.638| 1
WS | 516~.640.559~.699|.624~.780| .678~.782|.571~.723| .624~.772| . 748~ .872| 1
7| X84 | 470~ .594| . 489~.625|.522~ 674|637~ . 741| . 440~ .584| . 495~ .631|.701~.825| . 774~.902| 1

2) Z4EYe AF=
B oATR AHE RE MeE AY 23950 A4aE A 49 AT 5,
20212 nlgtow sgon, B ATnye] HILZ Prialr] 9 2o1F Q95 (CFA:

Atk 1 A3, x2=2916.22, DF=743, x*/DF=3.924,
NFI=0.902, TLI=0.917, CFI=0.925, IFI=0.925, RMR=0.041, RMSEA=0.062 = t}El1} Zu+3]
o2 HUHAR 7lEd wEsa Jdve ez yeiyt. 23] HIE HFS Hair et
al.(2010)9] A3 A5 58 7S 71Fo 2 e o2 AYstH <% 8>3 7}
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5

w2

<# & ZARFY A=
2
A3 7] 2= X 2
3 24 (om.000)| X / DF NFI TLI CF1 IFI SRMR RMSEA
SAH 2916.22 3.924 . .902 917 .925 925 041 . 061
TETFT - - > .90 > .90 > .90 > .90 < .08 < .07
4. V4 HF
2 AFNA AAG 7 s gk A5ES 8 AREAS AASAT. 4 AF 7
gt ASA%E g3 2o A, AuaFde] ZF AP ST AH(v)e JdEgs v
ZAolgtE 7MAS ASE Ay, A wEro AZAS7 031(t=1.078, p>.05) & LFERL
AP WFEo IS v A e Aoz AXAY. wEba 7HA 1-12 717 ATk
ejP Aol WKLo JgS M A A F2 olf= 2FYEC] AHY 5 EHXH TR
Aol #d3A] EaoE Q) HAY F e TARE ANV oz FEHL
AZA I} o] FR2ASLE 093(t=2.938, p<.0D)ozE e AlF A Eﬂf& x| Z}o] o}
A4S UEEE EolX e 3oz FRlyo] 7hd -2+ Aoy, Ay e A=
Alg-E 149(t=4.915, p<.000)Z e A Ao g A 7Zto] FolAfE WHLE7F molA =
Aoz FRlxo] 7HAd 1-32 AdgEAn). waha 714 12 38 AdE Ak
A4, AFELY] 7 AdS HEHxd AG(+H)e] JFS vF Aolgte NASE HSd A7
AFEAATDA T BEre] ARAGF7E 099(t=3.228, p<.001)E e} BAIAH LS wkE o
fost JFe vAE Aoz EAHAY. wehA 7 2-12 Ay EHAY. AF7] 5 s
T9] ARAFE 149(t=5.658, p<.001)ZE YEIY AE7]Fod Ut X Zto] Eold4E wEE
7 oA Aoz FRlyo] M 2-2% AYHHIUT AFEGI R HRA T
092(t=3.555, p<.000)Z2 YEY AFEGel gt X 2Zto] ol 4E BEEE EolX = AL
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A Study on the Impact of Perceived Service
Quality and ProductQuality, and CSR on
Satisfaction and Long-TermOrientation
A Focus on Consumer’ Cooperatives

Due to recent changes in the lifestyles and consumption values of cooperative
members and intensified competition in the retail industry, Consumer Cooperatives
(Co-ops) are facing challenges in differentiating their service quality and product
quality. In this context, establishing long-term relationships with existing Co-op
members becomes crucial as a defensive marketing strategy. Quality is a
strategic concept that provides sustained competitiveness to companies and plays
an essential role in retaining existing customers. Furthermore, the CSR activities
of the cooperative can be considered significant due to the value-oriented nature
of its members. Therefore, the purpose of this study is to identify the specific
attributes of service quality and product quality that influence long-term
orientation of Co-op members and to derive attributes that have a positive effect
on long-term orientation with Co-op members by analyzing each detailed
attribute and CSR activities.

To achieve this objective, research models and hypotheses were established based
on previous studies. A survey was conducted with 773 Co-op members from four
major Co-ops in South Korea. Structural equation modeling was used to analyze
the survey data. As a result of the analysis, the detailed attributes of service quality
perceived by cooperative members were externality, reliability and policy, and reliability
and policy, excluding externality, were found to affect long-term orientation through
satisfaction as a mediating variable.In addition, detailed attributes of product quality
appeared as production process, functionality, and packaging, and all of them
were found to affect long-term orientation through satisfaction as a mediating
variable. These results suggest that Co—op members are not entirely satisfied with
the appearance of Co-op stores, but are more interested in how reliable they are
in the process of receiving services and the policies implemented by the
Cooperative. Additionally, Co-op members prioritize values by considering not
only the functionality of products but also the ethical aspects of production and
the policies implemented by Co-ops, Based on these results, this study is
expected to provide ‘theoretically and practically useful information and
implications to Co-op stakeholders. In addition, this study is meaningful in its
integrated approach to analyzing the influence of specific attributes of service
quality and product quality, along with CSR activities, on long-term orientation
through satisfaction as a mediating variable.

Keywords : Consumer's Cooperatives, Service Quality, Product Quality, CSR,
Long-Term Orientation
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Lumpkin & Dess Zlde| MaFM Rpele| 37X ddol AN,
(1996) gz, N3N S22 Mo
Leadbeater (1997) SHeE Aes gxHes 28, Uit B0y,
DD WMol BHE T
Dees(1998) APiﬁj 0| M, ﬁ'ﬁ: | =l E_"E.*, ASH =,
gso g =2 MUYy 57
S A|lO| 2R Al 235 SHAl= = =
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=1~ , = SVIIEgE Joa.
Canadian Centre
Entobroehip | 712iel AtEI sel e slgaizAlel JviY #E
(2001)
Thompson(2002) Aegs agAes e, nESHNe xE x @,
NoxE We= ofs Algss S o 25
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Sullivan Mort et Atsl™ oM 8 F9 Fsl mel O L2 ANEA TRl E
al.(2003) Z£2 9t 713 oAl 9 & AN FFY UM
Weerawardena & HAN, WHY, AYLFY
A7) ™ o|x|, 7| &= EolM HoLtX} St 29X,
Bornstein(2007) HAMSHF 9K, dH9E dLi=E= 29X,
=835 Lstax}t sh= x| ¥ 2HS =HN
o[ & Et(2009) AN FFM YEUTA
Short et al. (2009) MM FFM AYETTM, ALSH JLR| XA
B | 3 (2011) MM ZFM AYETTM, AEH =2
z =% (2012) MM MFM AYETTM, ALSH JEx| XA
Kraus et al. (2017) SAMN AFA, AL, ALEA TR X &
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= x: Weerawardena & Mort(2006) &1 F =l
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SEE AE R A1rkEe] AEA BAE Adsn Adbsd WsE o Zolut
gol B8 Foh oldd A7e waEe AnA g AsHem wis
B oA, AEE BA ddel B% R 4Te FAFS Fo oln A
4 1940 Fa95 FFeol U AAT drks AL vy Ak F, A
84 NQAPAEe AFsE Savin AdA Gl Aolst Yot hRE g 2
A 9% Q252 ANTT X Aol A8 g AEE i g
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oz | S AEE FES | MAH XMTVIE FBE | M XMV |E A &
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E, 285 F2H H4e FAAA J1F AYAAL AENA Hofrel =
2 etk Ha4g0] B YU AR V188 FTEE 4ol Arkas
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2
A

7 4
s A9 85 (0]59,1999) So= Aodrh AHAHL ng
Higto 2 2 -9 34 W &
olsfElth (&4, 2021). WAL AHe] 7|35 ol &
SR s A AFS AHEEE 7149 o]dE Fash
(Lieberman, M. B, 1988). A& &Ao] Ao ¢FF3
o}‘u‘ﬂlk— Aol AHAHL MEE 7|35 AAHHTHo=
n] S eh(A &) A & ek, 2015)
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31744 (Tolerance for Failure)
T4 7197 AHE d7] Sl 78 Thed A AdS st
Late =93 @AV Ao 7ol dete ARE FES] AsiAE
S et R AEE sloF gt AR o= FE7t Ak
A wdshE A FHA7] wWiEd Hristr] ol Faiel o
(Lumpkin, G. T, 1996). AF3A7|deo 2 7|d&dy #AHEs N2 2o =<
A=7F d =A =AA Frel fltkKraus, S, 2017). 28y g0 =
ARS| A 7147 = AFS] A DS flEl FASHA il =T

2.3.4. Ak3]4 7FA1 A3/ (Social Value Orientation)

AR ZRRA RS ARbA Rl 71 Pl w2 ARSIA EAle] s o)k
A gk AAEe A At G VI AAA das A ew F61] wEl
ARSIA ZhA = g o] obyr] wiolth ASA TEA= AlWEe] abe dE F
GA71aL ALREAIE Sl dstY] fstel AR FHE JRAAIZIE AolH, AMETE &
38t o7]= dEol $AHeR IS vA= dEEolth AFRA T AL A
7HAE A Ze2 ALE], 35 A, Al T e el didE= 2ol 2 3l
Thar eH(I B, 2014). ARl ZRAIAI AL 2 A7 ALSA ol E dldst] Hel
g %% Te7ldoly v s REUNE s AT5HoR A
ol =71 FeEAA, 2021).

/\}ﬁzjﬂl"éﬂé Folxl Abe A Ao WEtE Fedhs FAQ B NIA =
APARL ZHA S0l obd AMEH HAE FESHAL A E7Hs e
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o 2=
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olof @l PEld (20109 Aol mEw FNPe Az T4 2 ofolrolE A
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W, Aol 4nE FEE /188 ABAVE HYoletn Fosgon], AAL S
A3z ow Asle Wl dgstn ARe AF feE FENUE BF, 9985
CEREEED AL FAske s 4,

2H A Ao o] ukA] 5hel =

s EF8ta =HsE A AMEAA S @3
34 7FAA g2 ALsle] EAE QAL Ao 2N
deFow FASHITHARE, 2014). whebA % AT ME <F 4> FAEHA2014)9
= ke ARsA l‘”WWJ TE8 % w7 o] Agefstaat g

<E 4> AEH J|EItEA 7Y 2a

AL A ol ZH SER}
Mz22 =233} JIX| & &St JU0A Schumpeter,1947;
AN Z 2%t olo|C|0{ & ekstn &St 7|8 2 LumpkinandDees,
Mststol MulE &&Est=E salay 1996
AlS|HEIE MER2 AlZTR &9 73 =2
KuratkoandHodgetts,
HEA | olAstD ojehx s HEE ATt HfSots g
- 2004
TMRe HM=Ixl &z
EEASH ojef M Eo = 275t HatE 2 stsh| 5 4 Lumoki
. ) L . ess and Lumpkin,
AT 2ot 7|52 &8st =S Fxst=s TR P
= 2005
M SE
o o
A3 ALE| 2 E X5t AMS| A JHX|(SocialValue) & Weerawardenaand
2| o= - - — — - =
S HEotD ols A XZS EHHE Sall XA ALS[of | Mort,2006;Andersson
X| x| gk I
7|09stei= &= and Helm,2010

A, A= (20150 olstd AA, AREA ZIA7EE AL e sk aclel A, X
#HA, A=A, ARl TEAA R 2.Qlo] A skl el AR Aatel &
BAJ] dFS A= Ao yEisth 24 AFRA 7P e skl adld Al
g, AR, AT, AR THAA RS ale] 2 el ajld FAH A4t
o SAH dFe A= Aeq: BRI EA&E =, 2015) webrd 2 AT
oMol A3l A 7147 Ale] ZIle) A A el S A dEFE vE AR o
on, ojugt FEoM I F3E dehleA ZAHoR gAasA
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¥ oA 28 Art 439F PHon, ANARA 24 /9t 3FA o
4, WE, AAE 5L SRSt AFugelw Feldel F@u 1 AP v
gshs 24 Awgelth AYabs A 2ALE Fal AUy Jldse 4ns
FHsgom, A48 7G50 A Age Bal ATAA 2 Wy A¥ A4S T
FAI, Aol B olAE AR FRARS AY2A S ATRIL 4 /1Y
o YESOA WFERN FEALS AYstel A TheGon, vy 4L 4
shelth WHe AT AFAGE AH Petel] WayEgon] 2029 20T H 14
AR 169744 13 FE Ahel AAU o F AF A9 A Hsge] dFH
39 qpge mestel 27l 19 o Agstdon 20234 9A1ARE 4U7H4
24 WE BPe Adsdgh ATReIA] A3t APe B AV HoIA A%
Su AREE A4S AN g8l /19 ARAS AH FEate]l A oE 9
HEE ddsgt dras Al A% Su% A8 FH2 AT B s A1
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o elate] AH AFWA WS 14 GAERE ddon, olF 24 Fa AF
3og A, 33 BRI FAlel 2% 5 & 3wl delHa BAe AAL F
8 GBI} FACE o WERREN AF ATH2ES FYSAY

3.3. Ao Aot &d4 ALy
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A A7), A QAR FAd, AR, ABARA, ARE AAAGHE B
2 4 9

41 A3l A 7147 = A 3ksk 57

AFFAAE e A8 BAZ A4 o)A TR A H& e ANE F7
s BEAY B AW, ASH BAZ AUAA 21 A e 2E A
A AR, ARAA WAH MEUs e FAT 5 Ak B AR A7)

2

Bhe A dAE M 2n 9dd AL ohiAm, M AEE A

4 a

F oA E AdanA #e W, AHAY ALAEE A FAQw, W=y
al

<

)

e

2 ARA AlE sjddve AR A e HA S vl A ol st

of AdstA | Aoz wH]du A, AF Agojgt= Helld EE V=
E

of{
2 ov id
Q‘L

~
=

a2

o2 Aol A5 Adsta A, 719 FYEE fld dixe] MENAS
FHoR &8st in
411 ALe] ghell g Abg] Al E A9

AP A I 7HE S d Al A A BA A EAlE AAle] FEelu A
del dEdew 2 WS ZAAuts gEHol AUk ARS A EAlE LA el
o] A@oldt A7IAL, T AR EAFRL, o]F At AuUAA & dE
o] AR AFokeh d AANAM vt 7 AdEEe T aagla, AR

Hlzyxsme] F2E dA4str] fsire

ddag 7t HAY. “AsA ZAE A=

Fdo el F S A= Aew B,
AR EARICA Aty AR FelE 2 AR (AL, 53y A7t o
A AREAE EFl. 2o O wiFel] AVF v AN S8

170120233 A=l 47| Yets| =Aet=tls]
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SR vhevhd vhe 2EEs} E Q] wWEel AF R AAE AFHoR
By s AAW AsE RN A @ Wil 2 o] 2 FAHA

AFEE okk Ao Qv ojd Al E A Faki Ao AEL. A7 ded
D5 ol F EAloln A, ?ﬂfﬂﬂ 1del =HoA W e 67
WE ARG I L&A 2] BRAEL (D 719)

42 WAR A A 747 AN E

BARA QB AgHEA A A HEe 3E, AR, wgel A 2
Atk g A AAZ Felgst bsd FAA M= s mdo] A o
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432. A2 A (Proactiveness): M 2 A|&+o
4321 Wgtel] tl-&3st7] 9 AL A4
ARl A 71d e AF S 7= A G diE] AR AlY L
FE9] 7182 4to} oleltyo] & F3l AT ALY AFA
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The Effects of Internal Marketing Factors of
Consumer Cooperative on Job Satisfaction and
Customer Orientation

This study empirically analyzed the hypothesis that internal marketing factors such as
management support, internal communication, delegation of authority, and owned labor
would have a significant effect on job satisfaction and customer (member) orientation
for store managers of co-op stores. The meaning of this study is to verify whether
internal marketing affects job satisfaction and customer orientation for employees at a
co-op store who joined for the purpose of pursuing social value, unlike find out
whether the concept of owning labor, which is a unique characteristic of co-op store
manager, plays a role as an internal marketing factor. As a result of the research
analysis, among the internal marketing factors, management support, internal
communication, and owned labor showed significant effects on job satisfaction and
customer orientation, and job satisfaction also showed significant effects on customer
orientation. On the other hand, delegation of authority was not significant in both job
satisfaction and customer orientation. This suggests that the internal marketing for the
store manager is necessary as a management strategy to improve the job satisfaction
and customer orientation of the store manager, and that the store manager should be
recognized as an internal customer of the organization and have them develop a sense
of ownership. This study is expected to contribute to the establishment of the
foundation of the research on internal marketing policies of domestic cooperatives,

which are currently facing a management crisis.

Key words: internal marketing, job satisfaction, customer orientation, owned labor,
cooperative store
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A= Gronroos7h AlAIEE A 8R0S vl % 5 .

22 9Yell Varey-Lewis(199) & w5Ed, HAYSAY, ik, JA A, A9 5
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2118 2|5k o] F g0l (Lings, 2004), A5Fod A 2S 3k 7199 W
5 A7, e i i, uSsFd 23 Fo] AT Conduit-Mavondo, 2001).
Gronroos(190a)v 4954 502 3A, AeE 3 3244 wSGFd] A &Hof
221, =4, HElo dFEA AU AR A, S AL9E 7] 344 HE
A A o|akaE A uiA, AR 9 s o] wEk 23 oA, Ui £ dst
9 A o] A 2E otolto] &= 24 A & AgatesE A dete A 55 Awd

Tho] A3 2005).

B2 MgATelA HFdF A9 BEsH 29
(Gronroos, 1990a; Conduit-Mavondo, 2001; Cooper - Cronin, 2000). ¢]:=
B3 AdAlelAl A HEE 5 e EAVE 248k AP EAA A 3
7FediA®, A5 AHEH A EAS =8 W ol JF F tist A3k E9o

2 F8& W3]E 4= 9l7] wiolthConduit-Mavondo, 2001).
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2] AyATE T B wf AISAYLLE HAFo] 7| AAEE EAS H8]
sl WY FEko 2 219158 XAsks Ao Hg&Folr, 2] Aotel| IS 7k
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YA S-S A A5 7F B A3} o537 Alo]e] s algolA g Fa3h
Agko] 3 oW (Gronroos, 1990a), E3] 2 A

$E 29 W HLEE 19 Aokl &
A B v, 24 3 Ar AR o= o] QPN A

3
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Aaghek AAA 0 i AAVEE 2A1E A S el 4059 o] U}
ob WS sigkn 1 A AAH Aol 2fEeloir
Aol AL FERow AL FAENE ok Bk FATOEA AAEL

192120233 A=l M 7| Yets| =A[et=tle]



Zlolt}. ol szl
slom, wpebr] A

Aol T3] a8us= Aol ope} TS oAl
I 7 9
g3 Aolsicheto) =g,

] | =
9] o] 1Bk AgHgieta 2 5
o = /‘Ki

[$}e)
ARwES A NS FolFt shiel o

THERE ARIAe] EAste] A it
FE ARG 0 B AfEe] 2a2 FAV} Hol Yok wFol Fejw 4e)d 5 o)
& 2= ele) gEHel 2Hont 4a
7194 (employee-owned firms; EOFs)©] St} o]&]
2 Bl 2RE AL Qo] 18, 4%, 9]
th HgAoR $QdEI s HoFi
(Birchal‘IKetilson, 2009; Corcoran-Wilson, 2010; Erdal, 2011).
A%} g Y AR Sl sJelq 25 o} 2 4 glk wey
B AT 2R5E 484 7 2 asle] 490 EA whE afdold Ba
3

X0
2
>
mO
;
N
2 b~
e o

)

2f7199] ALES 7S 7A@ AYEET § =2

= 207 YetHRooney, 1984; Greenberg, 1956).

Ao E S7MN7IAL 1 Gk Aleld] fgte] Aol F5ist

=3 AT = YAHTorp, 2011). A#]A  2F-7Hpsychological
19Dl o) #A71= o FRAGA 2 AR Td o2 AR

A7t T4 L olE Hloleks A FAThE

2l
Al eEskar glvkar A
o

ownership

o
LN
£
~ O

Plerc

e
NN
St
o
-z r1ﬁr
SES
4
— O
Il
T m.ml
P
i
off
ot

>
A
N
>,
O
NS
o rlo
4 Ig
N
ro
lo
1>,

o

o
=
o

A1) A &2 Aple] JREo 2 = AlEA A

SokAl skl volrt
AE0] s} ol AH
21 2 2lo]tHBrown, 1989).
Q0107 A

ofl
oXx
ol
ol
2
>
I'UU‘
2
0,

> d
i{o [
N

N
rlo

N
0,

ARt 2

o 1A
JEL
=
%,
>,
2
o

Pierce:Rubenfeld-Morgan(1991)2 #/<12] 4]
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F IR, SUANE LAAE, ST A5 e DS A il §
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ofgt JFS T FoEE YERITHFAZW- A5, 2016).

URrHAES AL W oz Qe o] Hiolth AfriES A o] Ui
o] ol F10 ZA P3h= FlofA| Wk i AT ] AR g HAFES Afrie
g Adsta glar, A Aget HeAellA Afiewo] ANkt Q1Y) AAE
AF3 AHIES Flslgit) ol B AT eSS A v yieiAY eglo
2 AAsta AYES R0 2A Wk ol 1o E ARy {23t o
&S XL DAAFEE =Y 5 A=A diste] H5E Aotk

UFrtAR ] AE-S flelia= WHEA] UiFaize] wkso] M r|ojof 0}11] U374 0]
WEEHA] BelH WSS o]Fojd ¢ givheE AMAS 1AEhE A wig- Fesith
olelgh -7 wHe AFnkse] Jidom sabse] ofs| W :rL7P wof itk
(Brown-Mitchell, 1993; Douglas:Ingram, 1991; Wiley 1991). 2552 2Fal2] Z]Fof| tf
&k ~xgo] 7k B A 1 A disl =7 S A A el ol (Locke, 1976),
AAEo] Fshe A Arae] B4, AR 249 digh 7

A dkSoL) Hl=
o] tK Schermerhorn:Hunt-Osborn, 1997). 250 wele 292 &% ool o do|=
2 A Aol Z]ojshad], FFNkSe] molAH 38 Ao A AdAAES

S Eul A Aol dig 443 24 PSR AR Az ZAE
(4%, 2004), 5 o483 ATgo] gwlo] Aol QPYHE 13} B0 A4}
AF12 Aelo] HBHRHEAS o, 2008, A4 AN ATRE o]} 719e) Hate
A9ahe 71F0] H7] Hize] AF wEe vj$ Fo3 ©w)E 2= Cohen Spector,
1002, 2714, 009). wheb] ARGEE Aglge] 478 Fashua ARt 1 94
oA Qe HH7 5] &l Ula o]l Jgle] HPEE 915 FA|HE Aol

61— /\ oh:],

3. A

aAREEo|gE Mu|2 FHAolA o] S5 STHA7| A} s AYe] AddkelH
(Brown:Larson-Saraswathil, 2002), 83 A9 7R7Hel 2o miAE 7H”‘°]‘jr
(Donavan-Hocutt, 2001). Levitt(1980)= AR S-S 1S 915t 993t A& A&
oz 7*%6}7] HO}"% 7]‘”«] EE_ IS Fw3] ofssE Aolgtar skl O]‘“

ol AAF L 3179 o)L %ﬁ/‘li'h Loz volrlof dtk= Aol
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?3, 2014; A= 2016, AF A4, 2016). L3 aAA R o] w8 M
ol Y5 LA Sof ol WL 2 A4 Kele] B
dol T8 Fgakal vk AEE B AFECA ov BreXthKelly 1992
Homburg-Miiller-Klarmann, 2011; Mullins and Syam 2014).
2 AToAE SoA] AT ol e FFeel DANES Ba Al 43} 3
913 A9 G5 F3| sfefale] FEA7)A we TYAS HE o o
RRL P Dl e ) =

offt
mlo mlo

4 A W39 54

REER AL

Fol, ololFAH, AT, BRFA 409 Fh AFEE D9 W A8 4L F
Hom # BF A FUSLEA Be WS o7tk 41 4Y F 37e AL
A 9 o ZéOlSﬁil AQBE) Aol 279 A B Ao Susiiint

o olste] Ao 47 4F BT NPAIS 3
AAG o) m&o o] 5 7] S
3]

" e zisel 3539l Tz 4 }30 2o, v welst, At
#2 awo}ua 499 998 VAR, ST 29 A D14 o1 1 4

Ax AR B CA4 DA
2013 241 95 202 2.2
2014 129 93 12.9 3L7
2015 89 46 55 64
2016 50 1.8 80 1.3
2017 03 20 8.1 -1.1
2018 31 17 03 6.5
2019 37 -29 038 -7.0
20200 11.7 210 15.7 -6.7
2021 -1.7 38 1.3 -10.3
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ok FREsEolE AP ARSI} A9 39 e AN 1wl AdEo] At
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S Azl o] 2% 71:1%1'5“*24(2011 )= ‘ﬂ ”Wﬂ%‘ AAE Bl 2ol wEeke

bl ’114 1 REA o R
AlAZ 2491 98 AR 4 slokn sisich 019} Ro] ATAEE Wrgo] 4
A9] AR Fo3 2949 = Ao)

b A7 aclolgha delstglon, Aele] 4 RRES kol
AR AeelA oS Fashthe 2 FAKAmett et al, 202 o1F7, 2006)

A%, 2FEe URIHIEY 9l agle

ST, Hol ol AT FoI8 G vAcka S5, A9 ] A7l
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Rafic- Ahmed(2000)0] 1517l vlRellse 49 wEeh), 22 219 v, der
A3} wisete] W) SeAl TREE, 49 W AE A A RYe] Fola
Aul2EAo] G EoRA R an Bl JaE Mtk stk £a A 47
o WEF AL Ao WEaA gk AT ¥ B IANGPA B 3749 o
7ol Adsha A6 sgcin fekeld, 20 294, 20, ol o

2o e ARl glo] ¥4 aavt gash) o

Foleh gtk o)9} fAle B 4%
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AR5 9 013 ol o), 20

okl MaATE ARG A3} & Aot ARy} A g ste] G ]
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]9~ Z 2 8}tHKotler, 1994). Reardon-Enis(1990)2 1A &AL ¢ 7% BE 5
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ATellA BAAAES} AFUAelde a1 T84 FEFS Rtk AHE
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UFeA"e 4719 8Rler  F hudeR AT AdITAEL
Jaworski-Kohli(1993), ©]2% <J(2011)] <ol 4a8, AL AT
(2016), Hartline et al.(2000), 713178 (2020), ©18vH2015)2] ArollA] 48, WF-2JAlAS
2 Rafig- Ahmed(2000) 2} ©]-274 2](2016) ATellA 328, s ARNE 2 TEE
ZAK015) A 4o A L) 7 e Farsh e Aol 88 34 &
58 2 A7 5o gt 4 B mste] /s
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o] LMX%®E #aiA AN E Folxlitts ooty 3 LMX7} g5
A EE S gtH(B=0.398, p<0.00l)+= AMAS HoF& Aotk <y 2>+ T
2R =3 Ayfoltt
<G 6> 7HAT A
Estimate
7F A S. E. C. R. p
B B
1 CSR — LMX 0.313 0.445 0.036 8.742 Hkk
2. CSR — x=411% 0.266 0.299 0.049 5413 Hkk
3. LMX— x=441g 0.504 0.398 0.074 6.828 Hk
1. fixed parameter n=392
model fit: x*=396.916, p=0.000, df=87, x>/df~4.562, RMSEA= 0.095, TLI=0.918, CFI=0.940
%% p<0.001
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Factor Analysis: CFA) o RULH.

<H 3> So1A Q0IZA Al
) Estimate
A 4 3 S. E C. R. D
B B
A=7ES 1000 | 0.827
Zg4d 5 ‘ ‘
A57Fs 1047 | 0855 | 0055 19.176 000"
E] E{ }]\:] 2 . . . . .
RESES -
N 1055 | 0838 | 0057 18575 000
RESES -
A2 oA s 1011 | 0846 | 0.054 18835 000
SRy REy s
oAl 0908 | 0.762 | 0.056 16.103 000
RESES -
oA 1011 | 0815 | 0,057 17.782 000
A% b B}
oA s 1022 | 0842 | 0,055 18705 000
RESES -
oA g 1006 | 0788 | 0.059 16.926 000
o skl 54 1.000 | 0.873
dsre)=3 | 0993 | 0830 | 0053 18789 000"
ok a) %
gl =] | 0896 | 0841 | 0.047 19.181 000"
Asre)E2 | 0898 | 0817 | 0049 18318 000"
SAAA5 | 1000 | 0.862
3744393 | 0840 | 0754 | 0.052 16.054 000"
174 A3 7}
AT | 0961 | 0865 | 0048 19.903 000"
374432 | 0910 | 0808 | 0.051 17.864 000"

1. fixed parameter n=329
model fit: x?=299.547, p=0.000, df=101, x*/df=2.966
RMSEA= 0.077, TLI=0.942, CFI=0.951

" p< 0.01
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