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ABSTRACT

The purpose of this study was to provide a more comprehensive model which integrates a social exchange construct (i.e.,

organizational commitment) as a mediator to test the relationship between organizational justice and employees’ bebaviors such as
intent to leaving and custormer-oriented behavior. Based on the data collected from ten Chinese full-service restaurants, this study
analyzed the proposed hypotheses through model comparison by using structural equation modeling (SEM) technique with AMOS
7.0. The results indicated that (1)distributive justice had negative influence on employees’ turnover intention and positive influence
on employees’ customer oriented behavior and these influences were fully mediated by employees’ affective commitment to their

organizations, (2)procedural justice had negative influence on employees’ turnover intention and positive influence on customer

oriented behavior and these influences were only partially mediated by employees’ affective commitment to their organizations.

Managerial implications and future research directions were proposed at the last part of this study.

Keywords: Distributive Justice, Procedural Justice, Organizational Affective Commitment, Turnover Intention, Customer-Oriented

Behavior, Mediating Role.

1. INTRODUCTION

There is substantial evidence that justice, or fairness, is an
important dimension affecting employees’ actions and reactions
within organizations. The concepts of justice and fairness found
in organizational settings are often referred to as organizational
justice. The major dimensions of organizational justice are
distributive and procedural justice. Distributive justice refers to
the perceived fairness of the amounts of compensation
employees receive; procedural justice refers to the perceived
fairness of the means used to determine those amounts [1]. In
the last 40 years, a significant amount of research on justice has
been conducted in various disciplines, including law, politics,
management, and marketing. Despite a growing body of
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literature explored the use and the effect of distributive and
procedural justice in managerial contexts, research in service,
especially in hospitality industry, is still inadequate.

As a costly phenomenon, employee turnover has long plagued
the hospitality industry. In the lodging segment, turnover rates
have been shown to average about 60 percent annually for line-
level employees and about 25 percent for managerial positions.
This concern is even greater in other hospitality contexts, such
as quick-service restaurants, where mean employee turnover
runs in excess of 120 percent [2]. Evidence suggests that
turnover is triggered by dissatisfaction with such factors as
relationships with supervisors, job content, working conditions,
and pay [3].

Customer orientation has been recognized as the cornerstone
of marketing theory and practice. Customer orientation is a set
of beliefs that puts the customer’s interest first, while not
excluding those of all other stakeholders, in order to develop a
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long-term profitable enterprise [4]. It is widely recognized that
a customer-oriented firm is more likely to create satisfied
customers and generate more favorable behavioral outcomes
than firms that lack customer orientation [5]. While customer
orientation is important for all firms, it is especially important
for firms in the service sector because of the unique
characteristics of service, such as intangibility, heterogeneity,
and inseparability, etc. [4], [6]. Given that for service firms,
customer perceptions of service quality are significantly
affected by the firms’ front line employees who contact
customer directly. So, it is critical for service firms to have
employees who engage in behaviors that lead to long-term
customer satisfaction.

Social exchange theory (SET) is among the most influential
conceptual paradigms for understanding workplace behavior.
Organizational commitment is a widely researched and
extremely promising relational construct [7], [8]. Research has
shown that commitment predicts a wide range of workplace
outcomes [9]. The purpose of this study was to provide a more
comprehensive model which integrates a social exchange
construct (i.e., organizational commitment) as a mediator to test
the relationship of organizational justice and employees’
bebaviors such as intent to leaving and custormer-oriented
behavior. More specifically, the purpose of the study has three
folds: (1) to examine the relationship of organizational justice
and employees’ behavioral intentions in Chinese full-service
restaurants; (2) to identify the mediating role of organizational
commitment within that relationship; (3) to test the power of
mediating effect of organizational commitment.

The rest of this study is organized as follows. Section 2
provides a conceptual background and research hypotheses.
Section 3 describes the research methodology and data sources
used in this study. Section 4 presents the results followed by
section 5 which gives the conclusion and discussion of the
research and managerial implications.

2. LITERATURE REVIEW AND RESEARCH
HYPOTHESIS

2.1 Organizational Justice

The term ‘organizational justice’ was coined by French (1964)
[10] to describe individuals’ perceptions of fairness in
organizations. Recent research has identified four types of
organizational justice [11]. Distributive justice refers to a
person’s perceptions of the extent to which the outcomes he or
she receives (e.g., pay) are fair [12], [13]. Procedural justice
concerns the extent to which an individual perceives the
procedures used to determine outcomes as fair [14].
Interactional justice refers to an individual’s perceptions of fair
treatment by an organization’s leaders and decision makers
[15], and includes both interpersonal (i.e., treating people with
dignity and respect) and informational (i.e., providing
explanations for procedures and decisions) components [11],
[16].

Widely accepted justice dimensions include distributive
justice and procedural justice. In organizational settings,
distributive  justice research concentrated primarily on
perceptions of equity [12]. This research demonstrated that

individuals consider distributive justice for a variety of
organizational outcomes including pay [17], job challenge [18 ],
job security [19], supervision [19], office space [20], and
layoffs [21]. Additionally, organizational research on
distributive fairness showed that individuals’ perceptions of the
fairness of outcomes affect their attitudes and behaviors (e.g.,
job satisfaction, organizational commitment, performance,
intention to remain with the organization, organizational
citizenship behavior).

Thibaut and Walker (1975) [14] introduced the concept of
procedural justice. They demonstrated that when individuals
received unfavorable outcomes, they were more satisfied with
the outcomes if they believed the procedures that produced
them were fair. Leventhal (1980) [22] identified six rules
(consistency, bias suppression, accuracy, correct ability,
representativeness, and ethicality) he believed to be associated
with fair procedures. Early procedural justice research focused
on the structural aspects of procedures (e.g., voice opportunities,
consistency, opportunity for appeals). This research
demonstrated the importance of procedural fairness in a wide
range of settings (e.g., performance appraisal) [23], drug testing
[24], selection testing [25], discipline [26], budget decisions
[27], and layoffs [28]. As with distributive justice, the
perceived fairness of procedures also affected important
employee attitudes and behaviors.

In the hospitality industry, studies have shown that
organizational justice perceptions of hotel employees have an
impact on their commitment [29]. Thus, it becomes critical that
hotel managers be very sensitive to how their decisions and
how the methods they use to reach their decisions will be
perceived by their employees [30].

2.2 Organizational commitment

The construct of employee commitment is of considerable
importance to both scholars and practitioners alike. In the face
of increased global competition, organizations are more
dependent upon the positive work attitudes and behaviors that
typically emanate from employee commitment. For example,
meta-analytic reviews show that organizational commitment is
positively related to job performance, negatively related to
withdrawal cognition and turnover, and that the commitment
performance relationship is more pronounced on measures of
extra-role performance than on in-role performance [9], [31],
[32].

It is now well recognized that commitment is a
multidimensional construct [33]. Meyer and Allen (1984) [34]
initially proposed that a distinction be made between affective
and continuance commitment, with affective commitment
denoting an emotional attachment to, identification with, and
involvement in the organization and continuance commitment
denoting the perceived costs associated with leaving the
organization. Allen and Meyer (1990) [35] later suggested a
third distinguishable component of commitment, normative
commitment, which reflects a perceived obligation to remain in
the organization. Briefly, employees with a strong affective
commitment remain with the organization because they want to,
those with a strong continuance commitment remain because
they need to, and those with a strong normative commitment
remain because they feel they ought to do so [36]. The focus of
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the present study is on affective commitment, which is perhaps
the most widely studied form of commitment, and is most
similar to the way in which Mowday, Porter, and Steers (1982)
[37]conceptualized commitment in their groundbreaking work.

2.3 Turnovers in hospitality industry

Turnover continues to be a topic of interest among
management researchers. High generally
acknowledged as one of the distinguishing features of the hotel
and hospitality industry [38]. Several studies have examined
both the magnitude and costs of turnover in the hotel industry
[39], [40]. But some researchers do not see employee turnover
to be dysfunctional. One reason that a high rate of voluntary
turnover is alarming for many managers is the fear that the
employees with better skills and abilities will be those who are
able to leave whereas those who remain will be those who
cannot find other jobs [41]. Additionally, in the hospitality
industry one of the most critical intangible costs is the loss of
employee morale for the employees who prefer to stay with the
organization. As a result, this can affect the level of service
provided to the customer.

Many studies have analyzed the relationship between
organizational justice and their effects on various work-related
variables including turnover intention, organizational
commitment, and organizational citizenship behavior and job
satisfaction. In the hospitality industry, Nadiri and Tanova
(2009) [30] have investigated the relationship between justice
perception and hotel employees’ turnover intention and find
that the fairness of personal outcomes that employees receive
may have more impact on turnover intentions than the
perceived fairness of a firm’s procedures. Cho, Johanson, and
Guchait (2009) [42] argued that in hospitality sector in the US
positive employee attitudes such as organizational commitment
and perceived organizational support help to reduce the
intention to leave.

turnover is

2.4 Customer oriented behavior

Terms like market orientation, customer orientation, market-
driven or market focused organization, have been used to
describe a type of organizational orientation where customer
needs are the basis for planning and designing organizational
strategy. These concepts are critical in marketing management
theory and practice in organizations and over the last ten years
especially, have generated many studies directed at supporting
the statement that companies which adopt a customer
orientation perspective are more likely to provide quality,
contribute to customer satisfaction and attain organizational
goals more efficiently and effectively than competitors [43]. In
addition, it is argued that this type of orientation plays an even
more relevant role in service organizations than in other types
of companies [6], [44].

Hogan, Hogan, and Busch (1984) [45] defined service
orientation as the disposition to be helpful, thoughtful,
considerate, and cooperative. Dienhart, Gregoire, and Downey
(1990) [46], in their study of table-service restaurant employees,
found that service orientation consists of three separate
components: customer focus, organizational support, and
service under pressure. They defined customer focus as an
employee’s personal focus to provide excellent service to

customers. Employees who are highly focused on customer
service actively interact with customers, enjoy providing a
service to customers, and are self-satisfied with how they
perform the act of service.

Social exchange theory (SET) suggested that if employees
receive fair treatment from their organizations, they will
reciprocate this kindness with desired behaviors, such as in-role
and out-role job performance. As a kind of out-role behavior,
customer oriented behavior may be impacted by organizational
justice and organizational commitment.

Based on the review of previous literature, research
hypotheses of the study were proposed:

Hypothesis la: Perception of distributive justice will be
positively related to employees’ affective commitment to the
restaurant which they worked for.

Hypothesis 1b: Perception of procedural justice will be
positively related to employees’ affective commitment to the
restaurant which they worked for.

Hypothesis 2a: Perception of distributive justice will be
negatively related to employees’ intention to leave the
restaurant which they worked for.

Hypothesis 2b: Perception of distributive justice will be
positively related to employees’ customer oriented behavior.

Hypothesis 3a: Perception of procedural justice will be
negatively related to employees’ intention to leave the
restaurant which they worked for.

Hypothesis 3b: Perception of procedural justice will be
positively related to employees’ customer oriented behavior.

Hypothesis 4a: Employees’ affective commitment to their
organization will be negatively related to their intention to
leave the restaurant.

Hypothesis 4b: Employees’ affective commitment to their
organization will be positively related to their customer
oriented behavior.

According to aforementioned research hypotheses, we
established the proposed research model of this study as
follows:

2.5 The mediating role of organizational commitment

A dominant approach in explaining the employee-
organization relationship is social exchange perspective.
Gouldner (1960) [47] referred to social exchange as a pattern of
mutually contingent exchanges of gratification between two
parties with a belief in reciprocity under a generalized moral
norm. With such a norm of reciprocity, the mutuality of
gratification serves to maintain a stable social system. Blau
(1964) [48] further explained the notion of social exchange by
differentiating it from economic exchange. Social exchange
tends to be long term, whereas economic exchange is short
term and on a quid pro quo basis. Unlike economic exchange,
social exchange involves less tangible or even symbolic
resources, and both the time frame and nature of the expected
future returns are not specified. Since the returns are
unspecified obligations in social exchange, the exchange
parties conform to the norm of reciprocity to discharge their
obligations in future.

Organizational commitment is a widely researched and
extremely promising relational construct [7], [8]. Previous
research has investigated the mediating role of organizational
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commitment between relationship of organizational justice and
various outcome variables, such as organizational citizenship
behaviors [49]. The last two hypotheses of the study are
proposed:

Hypothesis 5a: The relationship between distributive
justice and employees’ intention to leave and customer
oriented behavior will be mediated by employees’

Distributive

Justice Hla ()

H2b (+)

H3a (-)
Procedural HIb (+)
Justice

H2a (5

H3b (+)

affective commitment to their organization.

Hypothesis 5b: The relationship between procedural
justice and employees’ intention to leave and customer
oriented behavior will be mediated by employees’
affective commitment to their organization.

Turnover
Intention

Organizational
Affective
Commitment

H4b (+)

Customer
Oriented
Behavior

Fig. 1 Proposed Research Model

Distributive

Justice Hla ()

Procedural HIb (+)

Justice

Turnover
Intention

Organizational
Affective
Commitment

H4b (+)

Customer
Oriented
Behavior

Fig. 2 Competitive Model—Fully Mediated Model

Based on these hypotheses, we proposed a competitive
research model: fully mediated model.

3. RESEARCH METHODS

The research process involved the following steps. First, a
literature review was undertaken to identify the relationship
among  organizational  justice, employees’ affective
commitment to organizations, and employees’ behavioral
outcomes such as turnover intention and customer oriented
behavior. Second, measurements of scales and questionnaire
were developed and constructed. Third, the population and
sampling procedure was established. Finally, the methods of
data collection and analysis were determined.

3.1 Measurement development
The design of the questionnaire was primarily based on

multiple-item measurement scales taken from previous research.

Statements were adapted to suit the specific characteristic of
restaurant sector. The questionnaire was then translated into
Chinese and revised to better match a full-service restaurant
context. It included questions regarding different organizational

justices, organizational affective commitment, intention to
leave, and customer oriented behavior, as well as some social-
demographic variables. The questionnaires were presented in
Chinese with all the scales translated and back-translated [50]
to ensure the quality of our translation. Employees responded
to the items using five-point Likert scales ranging from
strongly disagree (1) to strongly agree (5).

Organizational justice: The two antecedent variables were
distributive and procedural justice. Distributive justice was
measured using five items from Niehoff and Moorman (1993)
[51]. Sample questions were “I consider my work load to be
quite fair” and “I feel that my job responsibilities are fair.”
Recent conceptualizations of procedural justice suggested that
the concept refers to the formal structure of the decision-
making process, as well as the interpersonal behavior of the
parties responsible for implementing the decision making
procedures [16]. But in our research, we just measured the
formal procedural justice using five items taken from Lambert,
Hogan, and Griffin (2007) [52]. Sample questions were “My
own hard work will lead to recognition as a good performer”
and “My supervisor is familiar enough with my job to fairly
evaluate me.”

Affective commitment:. The three forms of measurement
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of organizational commitment were affective, continuance, and
normative. Affective commitment is a psychological/emotional
bond with the organization. According to Griffin and Hepburn
(2005, p.612) [53], “affective commitment stems from an
emotional attachment to the organization and is especially
sensitive to work experiences.” Affective commitment, the
most commonly measured form of organizational commitment,
has been shown to be a valid measure [9] and was used in this
study including five items adapted from Ganesan and Weitz
(1996) [54]. Sample questions are “I am glad that I chose to
work for this restaurant” and “I am willing to put extra effort
beyond expected to make this restaurant successful.”

Turnover intention: Turnover intention was defined
simply as the behavioral intentions to leave an organization
[55]. In this study, we examined the employee’s intention to
leave, not the actual turnover or termination of employment.
However, most studies having found a strong link between
turnover intention and actual turnover [55]. Employees’
intention to leave the organization was measured by 4 items.
These items assess the extent to which employees believe that
they would be leaving the organization within a short period of
time. They are based on turnover intention scales used in
Ganesan and Weitz (1996) [54]. Sample items are “I have
decided to quit this restaurant” and “I am looking at some other
jobs now.”

Customer oriented behavior: Four items were selected
from the so-called SOCO scale (selling orientation—customer
orientation) developed by Saxe and Weitz (1982) [56] to
measure the degree to which a front-line employee of restaurant
engages in behaviors aimed at increasing long-term customer
satisfaction. Sample items are “I try to satisfy customers by
selling food which they need” and “I answer customers’
questions as correctly as I can”.

3.2 Data collection

First-line employees of 10 full-service restaurants in China
were surveyed during summer vacation (August of 2009). Data
was collected by using a convenience sampling method. The
questionnaires were distributed to employees during the break
time between lunch and dinner. A total of 345 usable
questionnaires were collected among 400 questionnaires
distributed, which represented a response rate of 86.3%.

3.3 Data analysis methods

Frequency distribution of the variables was conducted in order
to identify the respondents’ profile, and compute means and
standard deviations for each variable measured in the study.

Table 1. Descriptive Analysis of Respondents

Structural equation modeling (SEM) was utilized to empirically
test the relationships between the constructs in this study. The
SEM is developed to evaluate how well a proposed conceptual
model that contains observed multiple indicators and
hypothetical constructs explains or fits the collected data. The
SEM procedure was an appropriate solution for the
measurement of the proposed causal relationships among the
unobserved constructs in this study that were set up on the basis
of prior research and theory [57]. To test and estimate the
hypothesized model, a two-step approach with an initial
measurement model and a subsequent structural model was
employed. Using AMOS 7.0, a confirmatory factor analysis
(CFA) was employed to validate the five-factor measurement
model. The reliability of the measurement items was verified
using the Cronbach’s alpha. Following the verification of
convergent and discriminant validity of the measurement model,
the structural model was run to test the hypothesized
relationships. The structural portion of the SEM allows for the
testing of multiple equations with multiple dependent variables,
provides parameter values (i.e., path coefficients) for each of
the research hypotheses and determines their respective
significance.

4. RESULTS

4.1 Descriptive analysis of the sample

Descriptive statistics of the respondents were presented in
Table 1. Most of the respondents were female (82.7%), with
male employees only representing 17.3%. More than four-fifth
of respondents were under 25 years old (80.4%). In general, the
education level of the respondents was low, with approximately
three quarters of the respondents just received high school or
lower education. Respondents who worked less than a year at a
current restaurant accounted for approximately 40.5%, 47.9%
respondents have worked for the same restaurant for one to
three years, and only 11.6% of them have worked for the same
restaurant more than 3 years. As to whether the employees had
been received formal hospitality related training before they
were hired by restaurant, approximately 60.2% of respondents
didn’t have the experience related to hospitality management.

Variables Number Percent
Gender

Male 59 17.3

Female 283 82.7
Age

25 275 80.4

>25 67 19.6
Education level

Lower than or equal to high school 245 72.3

Two-year college 82 24.2
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Equal to or higher than university
Years working at the same restaurant

Less than one year

1-3 years

More than 3 years
Hospitality major

Yes

No

12

137
162
39

137
207

35

40.5
47.9
11.6

39.8
60.2

4.2 Overall measurement model
First, all of the 23 measurement variables were subjected to
conduct an exploratory factor analysis with the extraction
method of eigen-value greater than 1 and varimax rotation to
identify underlying dimensions of research constructs. The
result indicated that all indicators were loaded significantly on
the intended latent variables except two items of distributive
justice and one item of organizational affective commitment
which either had highly cross loaded on two factors or had
factor loadings lower than 0.5. After these 3 items deleted,
overall measurement quality of the remaining 20 items was
assessed using confirmative factor analysis. The robust
Maximum Likelihood was selected for an estimation algorithm.
The result indicated that the hypothesized 5-factor
measurement model showed a reasonable fit (XZ(IGO) =
400.014, p < 0.01, GFI = 0.895, AGFI = 0.862, NFI

0.872, NNFI = 0919, CFI = 0.918, RMSEA = 0.066). In
order to further test the validity of measures used in the study,
the hypothesized 5-factor model was compared with other two
alternative measurement models (i.e., a single factor model
with all 20 indicators loaded on one underlying factor and a 4-
factor model which combined distributive justice and
procedural justice into one organizational justice factor)
according to models’ goodness of fit indices. The results are
shown in Table 2, from which we can see that the single factor
model showed clearly unsatisfactory goodness of fit indices.
Although the 4-factor model showed significant improvement
in terms of fit indices relative to the single factor model, the 5-
factor model has the best goodness of fit indices among the
three models.

Table 2. Comparison of Fit Indices among Three Comparative Measurement Models

Measurement model GFI NFI NNFI CFI RMSEA x*(df) Changed y*(df)
Modell (single factor)  0.717 0.657 0.695 0.693 0.124 1072.255(170) —
Model2 (4-factor) 0.860 0.827 0.873 0.872 0.082 540.067(164) 532.188(6)**
Model3 (5-factor) 0.895 0.872 0.919 0.918 0.066 400.014(160) 140.053(4)"

Note: ~ p <0.01.

Once the fit of the 5-factor measurement model was verified,
the construct reliability and validity were estimated. First of all,
the Cronbach alphas ranged from 0.708 to 0.872, higher than
the critical of 0.7. Second, following the
recommendations by Anderson and Gerbing (1988) [58] and
Hair et al. (2006) [57], the construct reliability (CR) and
averaged variances extracted (AVE) are calculated for each
factor. These results are shown in Table 3. Taking into account
that values above 0.6 and 0.5 respectively are considered
sufficiently appropriate [59], all of the CRs and AVEs of latent
constructs are above the critical value except for the AVE of
“turnover intention” scale. The scale reliability is verified.
Therefore, the items proposed for measurement of the latent
variables are providing consistent measures. Third, a scale has
construct validity when it has convergent, discriminant, and
nomological validity [60], [61]. Convergent validity exists
when the different items of the same latent variable are strongly
correlated. Scale convergent validity can be verified by
checking the t tests of the factor loadings in such a way that if
all of the factor loadings of the manifest variables that are
measuring the same construct are statistically significant, they
serve as evidence to support the convergent validity of these
indicators [58]. In this study, all of the factor loadings are
significant for p<0.001. Additionally, all of the loadings are
above 0.5, which means convergent validity of all the scales

value

used in the study [61]. Furthermore, evidence of discriminant
validity exists when the proportion of variance extracted in
cach construct exceeds the square of the F coefficients
representing its correlation with other factors [62]. From Table
4 we can see that, except for one value of correlation, all others
are lower than the root square of AVE. Thus, according to this
assessment, the measures appear to have acceptable levels of
validity.

4.3 Structural model results

Table 4 also shows that all correlations between predictors and
criteria variables are significant and at the desired directions.
Hypotheses 1 through 4 are preliminarily verified and
prerequisites of testing mediating effect are also satisfied.

To further illustrate the hypothesized relationship between
organizational justice, employees’ affective commitment to the
restaurant, intention to leave, and customer oriented behaviors,
structural equation modeling (SEM) was used. The variables
described in Table 3 were entered in proposed model. The
robust Maximum Likelihood (ML) was selected for an
estimation algorithm. The ML solution maximizes the
probability that the observed covariances are drawn from a
population that has its variance-covariances generated from the
process implied by the model, assuming a multivariate normal
distribution. According to Golob (2003, p.8) [63], “corrections
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have also been developed to adjust ML estimators to account
for non-normality”. The goodness of fit indices of the proposed
research model are quite good (x2(159)= 327.485, y*df = 2.060,
GFI=0.914, AGFI = 0.886, NFI = 0.895, NNFI = 0.943, CFI =
0.943, PNFI = 0.749, RMSEA = 0.056), which suggest that the
hypothesized model fits the data well.

The detailed results are shown in Fig. 3. The first set of
hypotheses concerned with the effects of organizational justice
on organizational commitment. As assumed, distributive justice
and procedural justice have significant positive influence on
organizational commitment (§; = 0.222, t =2.481; 3, =0.343, t
= 3.876). H1 was supported. While the effects of distributive
justice on employees’ intention to leave and customer oriented
behavior are not statistically significant (B3 =-0.079, t =-0.943;
Bs = 0.049, t = 0.642), the effects of procedural justice on
employees’ intention to leave and customer oriented behavior
are statistically significant (B5 =-0.213, t = -2.522; B = 0.599, t
= 6.509) and at the desired directions. So, H2 was not and H3
was supported. The last set of hypotheses concerned the
relationship between work attitudes and work behaviors.
Consistent with the prediction, organizational commitment has
significant negative influence on employees’ turnover intention
(B7 = -0.630, t = -6.969) and significant positive influence on
employees’ customer oriented behavior (g = 0.250, t = 3.835).
H4 was supported.

In order to test the mediating role of organizational

mediated model did.

At last, we conducted a Sobel’s (1982) [64] test to examine
the power of indirect effects of distributive justice on
employees’ intention to leave and customer oriented behavior
through their affective commitment to organization. From
Table 6 we can see that organizational justice has significant
negative indirect effect on employees’ turnover intention (Bp; =
-0.137 and Z = -2.322 for distributive justice; Bpy = -0.220 and
Z = -3.385 for procedural justice) and significant positive
indirect effect on employees’ customer oriented behavior (Bp;
=0.056 and Z = 2.000 for distributive justice; Bp; = 0.090 and
Z =2.647 for procedural justice).

Combining the results of model comparison and Sobel’s
(1982) [64] test, it is clear that distributive justice has not
significant direct effect but does have significant indirect effect
on employees’ turnover intention and customer oriented
behavior, while procedural justice has both significant direct
and indirect effects on employees’ turnover intention and
customer oriented behavior. We can conclude that the
relationships between distributive justice and employees’
turnover intention and customer oriented behavior are fully
mediated by employees’ affective commitment to their
restaurants and the relationships between procedural justice and
employees’ turnover intention and customer oriented behavior
are only partially mediated by employees’ affective
commitment to their restaurants. So, HS5 was partially

time

commitment, we compared the proposed partially mediated supported.
model with competitive fully mediated model. The results are
shown in Table 5, through which we can see that the partially
mediated model fitted the data much better than the fully
Table 3. Confirmatory Factor Analysis of the Construct Measurement
Construct and Item Description Mean  S.D. Std. fa}ctor C-R. Cronbach a
loading (t value)
Distributive justice (CR = 0.829, AVE = 0.619) 0.787
My work schedule is fair 4.053  0.854 0.710 —
I think that my level of pay is fair 4.020  0.881 0.785 11.746
Overall, the rewards I receive here are quite fair 3.991 0.868 0.725 11.267
Procedural justice (CR = 0.895, AVE = 0.633) 0.872
My own hard work will lead to recognition as a good 3.991 0.891 0.656 —
performer
My supervisor is familiar enough with my job to fairly ~ 3.700  0.893 0.823 12.805
evaluate me
I trust my supervisor's evaluation of my work 3.834 0.882 0.770 12.173
performance
There is a fair opportunity to be promoted 3962  0.867 0.782 12.325
The standards used to evaluate my performance at this 3.951 0.934 0.762 12.077
restaurant have been fair and objective
Organizational affective commitment (CR = 0.872, AVE = 0.630) 0.794
I really care about the fate of this restaurant 3.719 0.731 0.733 —
I am proud to be a part of this restaurant 3.787  0.722 0.663 10.952
I enjoy discussing this restaurant with people outside it ~ 3.654  0.845 0.747 12.137
I am glad that I chose to work for this restaurant 3.767  0.750 0.668 11.031
Turnover intention (CR =0.738, AVE = 0.417) 0.708
I have decided to quit this restaurant 2.543 0977 0.596 —
I am looking at some other jobs now 2278  0.740 0.736 9.433
I intend to leave this restaurant within a short period of ~ 2.532  0.986 0.591 8.286
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If T do not get promoted soon, I will look for a job 2.646  0.947 0.533 7.684

elsewhere

Customer oriented behavior (CR = 0.845, AVE = 0.577) 0.827
I try to sell high price food to customers (reverse 3.644  0.946 0.740 —

coded)

I try to satisfy customers by selling food which they 3.642 0.942 0.761 13.012

need

I answer customers’ questions as correctly as I can 3.786  0.906 0.696 11.968

I recommend the food suited to the customers’ problem  3.628  0.925 0.740 12.861

Note: (1) All t values are statistically significant at the level of 0.001.
(2) x*=400.014, df = 160, x*/df = 2.500, GFI = 0.895, AGFI = 0.862, NFI = 0.872, NNFI = 0.919, CFI = 0.918, RMSEA =
0.066, RMR = 0.040.
(3) CR refers to composite reliability; AVE refers to average variance extracted.

Table 4. Correlations among Latent Variables Used in This Paper

Mean  S.D. (1) ?2) 3) 4) 5)
(1)Distributive Justice 4017  0.736 0.786 0.640 0.440 -0.498 0.542
(2)Procedural Justice 3.886  0.728 0.535 0.795 0.485 -0.575 0.722
(3)Org. Aftective Commitment 3.730  0.602 0.347 0.416 0.794 -0.732 0.511
(4)Turnover Intention 2502  0.676 -0.371 -0.458 -0.523 0.646 -0.562
(5)Customer Orientation Behavior 3.675  0.752 0.429 0.612 0.416 -0.414 0.760

Note: (1) Values on the diagonal are root squares of averaged variance extracted (AVE).
(2) Values above the diagonal are correlation coefficients between latent variables.
(3) Values under the diagonal are correlation coefficients between factors.
(4) All Correlations are significant at the 0.01 level (2-tailed).

. Turnover
___________ 0.079% - - Intention

Distributive

Justice 0.222*

-0.630*%* SMC=0.644

0.049™ Organizational

Affective
Commitment

0.639**

20.213%
0.250**  gMC=0.617

Procedural 0.343%* N

Justice

0.599%* S~al Customer
Oriented
Behavior

Note: (1) ns indicates not significant at the level of 0.05. *p <0.05, **p <0.01.
(2) SMC refers to squared multiple correlations.
(3) x*=327.485, df = 159, y*/df = 2.060, GFI = 0.914, AGFI = 0.886, NFI = 0.895, NNFI = 0.943, CFI = 0.943,
PNFI = 0.749, RMSEA = 0.056, RMR = 0.038.

Fig. 3 Standardized Path Coefficients and R* of Proposed Research Model

Table 5. Comparison of Proposed Model with a Series of Nested Models
GFI NFI  NNFI  CFI  RMSEA y2(df) Changed y*(df)

Proposed model—
Partially mediated model
Competitive model—
Fully mediated model

0914 0895 0943 0943  0.056  327.485(159) 99.17(4)™

0.884 0.864 0.911 0.910 0.069 426.655(163) —

Table 6. Indirect Effects of Organizational Justice on Employees’ Turnover Intention and Customer Oriented Behavior through
Organizational Commitment

Distributive justice Procedural justice Affective commitment
Affective commitment(Direct effect) 0.196(0.079)" 0.315(0.081)" —
Turnover intention ~ Direct effect -0.077(0.082)™ -0.216(0.086)" -0.698(0.100)"
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Indirect effect -0.137(0.059)" -0.220(0.065) " —
Customer oriented  Direct effect 0.049(0.076)™ 0.629(0.097)"" 0.286(0.075)"
behavior Indirect effect 0.056(0.028)" 0.090(0.034)"" —

Note: (1) Values out of the parentheses are unstandardized path coefficients; Values in the parentheses are standardized errors

of corresponding path coefficients.

(2) ns indicates not significant at the level of 0.05. *p <0.05, **p <0.01.

5. CONCLUSIONS AND DISCUSSIONS

5.1 Conclusions

The study examined the relationship between two types of
organizational justice—distributive justice and procedural
justice and employees’ behavioral intentions—turnover
intention and customer oriented behavior in the context of
Chinese full-service restaurants. Consistent with previous
research, the results of study indicated that organizational
justice has significant impact on employees’ work related
attitudes and behaviors, but different dimension of justice has
different impact on different aspect of attitude. Furthermore,
these effects were at least partially mediated by employees’
affective commitment to their organizations. More specifically,
distributive justice has negative influence on employees’
turnover intention and positive influence on employees’
customer oriented behavior and these influences are fully
mediated by employees’ affective commitment to their
organizations. On the other side, procedural justice has negative
influence on employees’ turnover intention and positive
influence on customer oriented behavior and these influences
are only partially mediated by employees’ affective
commitment to their organizations.

5.2 Managerial implications

Central role played by employees in services sector should be
taken into account seriously. The service quality depends on
employee performance. Therefore organizational justice
perceptions of employees is very crucial in that sense where
increased organizational commitment together with effective
training will lead to increased service quality which finally
results in increased customer satisfaction and loyalty. On the
other hand, if employees do not perceive organizational justice
they will not demonstrate affective commitment to their
organizations and in turn they will not care about customer
needs. Lack of perceived fairness may also lead to increased
turnover of employees. Thus, high turnover may result in
decrease in service quality.

Results of the study were consistent with extant literature.
Distributive justice was a predictor for organizational
commitment, turnover intention and customer orientation of
employees. However, procedural justice was an even stronger
predictor for these outcome variables. This means that
employees’ decision to leave the restaurant that they have been
working for is related to not only the perception of fairness
about the allocation of rewards made in the restaurant, but how
the decision-making procedures are achieved. As the most
important factor of production and service, employees play a
significant role in the effectiveness of organizations. Creating a
sense of belonging to the organization with loyal employees
and fostering loyalty among employees can be a competitive

advantage in today’s business world. Therefore, managers in
hospitality industry should come to understand that
transparency in the fairness of firm’s procedures and rewards
will allow them to develop more loyal and committed
employees. Restaurant managers have to become aware of the
extent their decisions and their methods of making the
decisions influence the performance of their staff, and how this
in turn impacts customer satisfaction. Managers in hospitality
industry should realize that if companies want to satisfy their
customers, they should satisfy their employees first. Committed
employees will have less intent to leaving their company
voluntarily and will engage in customer-oriented behavior
automatically.

5.3 Limitations and future research implications

The present findings have several implications for future
research, some of which are related to the limitations of this
study. In this study, relatively small sample size and non-
probabilistic and convenience sampling method will constrain
the generalizability of our results to other context. Second, the
current study is cross-sectional, we cannot insist on a strong
causal connection between perception of justice and the
dependent variables. Future research using longitudinal
approaches is required to ensure causality. Third, our study has
only emphasized the effect of distributive and procedural
justice on dependent variables but overlooked the importance
of interactional justice. More integrated study should be
conducted in this field. Furthermore, future research in this
field should investigate the relationship between organizational
justice and various outcome variables in different cultural and
organizational settings.

REFERENCES

[1] R. Folger, “Distributive and Procedural Justice: Combined
Impact of ‘Voice’ and Improvement on Experienced
Inequity,” Journal of Personality and Social Psychology,
vol. 35, 1977, pp. 108-119.

[2] J. B. Tracey and T. R. Hinkin, “Contextual Factors and
Cost Profiles Associated with Employee Turnover,”
Cornell Hospitality Quarterly, vol. 49, no. 1, 2008, pp. 12-
217.

[3] R. W. Griffeth, P. W. Hom, and S. Gaertner, “A Meta-
Analysis of Antecedents and Correlates of Employee
Turnover,” Journal of Management, vol. 26, no. 3, 2000,
pp. 463-488.

[4] M. D. Hartline, J. G Maxham, and D. O. Mckee,
“Corridors of Influence in the Determination of Customer-
Oriented Strategy to Customer Contact Service
Employees,” Journal of Marketing, vol. 64, April, 2000,
pp-35-50.

International Journal of Contents, Vol.6, No.2, Jun 2010



50

(5]

[12]

[13]

[14]

[13]

[16]

[17]

[19]

Jin-Wook Seo: The Effect of Organizational Justice on Employees’ Turnover Intention and Customer-Oriented Behavior in
Chinese Full-Service Restaurants: The Mediating Role of Organizational Affective Commitment

M. K. Brady and J. Jr. Cronin, “Customer Orientation:
Effects on Customer Service Perceptions and Outcome
Behaviors,” Journal of Service Research, vol. 3, February,
2001, pp. 241-251.

S. W. Kelly, “Developing Customer Orientation among
Service Employees,” Journal of Academy of Marketing
Science, vol. 20, no. 1, 1992, pp. 27-36.

J. P. Meyer, Organizational Commitment. In C. L. Cooper
and I. T. Robertson (Eds.), International Review of
Industrial and Organizational Psychology: New York:
John Wiley, 1997, pp. 175-228.

J. P. Meyer and N. J. Allen, Commitment in the
Workplace: Theory, Research, and Application. Thousand
Oaks, CA: Sage, 1997.

J. E. Mathieu and D. M. Zajac, “A Review and Meta-
Analysis of the Antecedents, Correlates, and
Consequences  of  Organizational =~ Commitment,”
Psychological Bulletin, vol. 108, 1990, pp. 171-194.

W. French, The personnel management process: Human
Resources Administration. Boston: Houghton Mifflin,
1964. pp. 145-172.

J. A. Colquitt, “On the Dimensionality of Organizational
Justice: A Construct Validation of a Measure, ” Journal of
Applied Psychology, vol. 86, 2001, pp. 386-400.

J. Adams, Inequity in social exchange, In L. Berkowitz
(Ed.), Advances in Experimental Social Psychology New
York: Academic Press, vol. 2, 1965, pp. 267-299.

G. C. Homans, Social Behavior: Its Elementary Forms.
Oxford, England: Harcourt Brace, 1961.

J. Thibaut and L. Walker,
Psychological Analysis. Hillsdale, NJ: Lawrence Erlbaum,
1975.

R. J. Bies and J. S. Moag, Interactional Justice:
Communications Criteria of Fairness. In R. Lewicki, M.
Bazerman, and B. Sheppards (Eds.), Research on
Negotiation in Organizations Greenwich, CT: JAI Press, ,
vol. 1, 1986, pp. 43-55.

J.  Greenberg, “Stealing in the Name of Justice:
Informational and Interpersonal Moderators of Theft
Reactions to Underpayment Inequity,” Organizational
Behavior and Human Decision Processes, vol. 54, 1993,
pp. 81-103.

R. T. Mowday, Equity theory predictions of behavior in
organizations. In R. Steers and L. Porter (Eds.),
Motivation and Work Behavior, 3™ ed., New York:
McGraw-Hill, 1983, pp. 91-113.

G. R. Oldham, G. Nottenburg, M. K. Kassner, G. Ferris, D.
Fedor, and M. Masters, “The Selection and Consequences
of Job Comparisons,” Organizational Behavior and
Human Performance, vol. 29, 1982, pp. 84-111.

G. R. Oldham, C. T. Kulik, M. L. Ambrose, L. P. Stepina,
and J. F. Brand, “Relations between Job Fact Comparisons
and Employee Reactions,” Organizational Behavior and
Human Decision Processes, vol. 38, 1986. pp. 28-47.

J. Greenberg, “Equity and Workplace Status: A Field
Experiment,” Journal of Applied Psychology, vol. 73,
1988, pp. 606-613.

J. Brockner, J. Greenberg, and A. Brockner, “Layoffs,
Equity Theory, and Work Performance: Further Evidence

Procedural Justice: A

[29]

[32]

[33]

[35]

of the Impact of Survivor Guilt,” Academy of Management
Journal, vol. 29, 1986, pp. 373-384.

G. S. Leventhal, What should be done with equity theory?
In K. J. Gergen, M. S. Greenberg, and R. H. Willis (Eds.),
Social Exchange: Advances in Theory and Research,
New York: Plenum, 1980. pp. 27-55.

J. Greenberg, “Determinants of Perceived Fairness of
Performance Evaluation,” Journal of Applied Psychology,
vol. 71, 1986, pp. 340-342.

M. A. Konovsky and R. Cropanzano, “Perceived Fairness
of Employee Drug Testing as a Predictor of Employee
Attitudes and Job Performance,” Journal of Applied
Psychology, vol. 76, 1991, pp. 698-707.

S. W. Gilliland, “Effects of Procedural and Distributive
Justice on Reactions to a Selection System,” Journal of
Applied Psychology, vol. 79, 1994, pp. 691-701.

L. K. Trevino, “The Social Effects of Punishment in
Organizations: A Justice Perspective,” Academy of
Management Review, vol. 17, 1992, pp. 647-676.

R. J. Bies and D. L. Shapiro, “Voice and Justification: The
Influence on Procedural Fairness Judgments,” Academy of
Management Journal, vol. 31, 1988, pp. 676-685.

J. Brockner, S. Grover, T. Reed, and R. L. DeWitt,
“Layoffs, Job Insecurity and Survivors’ Work Effort:
Evidence of an Inverted-U Relationship,” Academy of
Management Journal, vol. 35, 1992, pp. 413-425.

M. D. Fulford, “That’s not Fair! The Test of a Model of
Organizational Justice, Job Satisfaction, and
Organizational Commitment among Hotel Employees,”
Journal of Human Resources in Hospitality and Tourism,
vol. 4, no. 1, 2005, pp. 73-84.

H. Nadiri and C. Tanova, “An Investigation of the Role of
Justice in Turnover Intentions, Job Satisfaction, and
Organizational Citizenship Behavior in Hospitality
Industry,”  International  Journal  of  Hospitality
Management, vol. 29, 2009, pp. 33-41.

J. P. Meyer, D. J. Stanley, L. Herscovitch, and L.
Topolnytsky, “Affective, Continuance, and Normative
Commitment to the Organization: A Meta-analysis of
Antecedents, Correlates, and Consequences,” Journal of
Vocational Behavior, vol. 61, 2002, pp. 20-52.

M. Riketta, “Attitudinal Organizational Commitment and
Job Performance: A Meta-Analysis,” Journal of
Organizational Behavior, vol. 23, 2002, pp. 257-266.

J. P. Meyer and N. J. Allen, “A Three-Component
Conceptualization of Organizational Commitment,”
Human Resource Management Review, vol. 1, 1991, pp.
61-89.

J. P. Meyer and N. J. Allen, “Testing the ‘Side-Bet
Theory’ of Organizational Commitment: Some
Methodological Considerations,” Journal of Applied
Psychology, vol. 69, 1984. pp. 372-378.

N. J. Allen and J. P. Meyer, “The Measurement and
Antecedents of Affective, Continuance, and Normative
Commitment to the Organization,” Journal of
Occupational Psychology, vol. 63, 1990, pp. 1-18.

J. P. Meyer, N. J. Allen, and C. A. Smith, “Commitment to
Organizations and Occupations: Extension and Test of a
Three-Component Conceptualization,” Journal of Applied

International Journal of Contents, Vol.6, No.2, Jun 2010



[38]

[41]

[42]

[43]

[44]

[43]

[52]

Jin-Wook Seo: The Effect of Organizational Justice on Employees’ Turnover Intention and Customer-Oriented 51
Behavior in Chinese Full-Service Restaurants: The Mediating Role of Organizational Affective Commitment

Psychology, vol. 78, no. 4, 1993, pp. 538-551.

R. T. Mowday, L. W. Porter, and R. M. Steers, Employee-
Organization Linkages: The Psychology of Commitment,
Absenteeism, and Turnover. New York: Academic Press,
1982.

R. Carbery, T. N. Garavan, F. O’Brien, and J. McDonnell,
“Predicting Hotel Managers’ Turnover Cognitions,”
Journal of Managerial Psychology, vol. 18, no. 7, 2003, pp.
649-679.

T. R. Hinkin and J. B. Tracey, “The cost of turnover,”
Cornell Hotel and Restaurant Administrative Quarterly,
vol. 41, no. 3, 2000, pp. 14-21.

A. Pizam and S. W. Thornburg, “Absenteeism and
Voluntary Turnover in Central Florida Hotels: A Pilot
Study,” International Journal of Hospitality Management,
vol. 19, 2000, pp. 211-217.

C. Tanova and B. Holtom, “Using Job Embeddedness
Factors to Explain Voluntary Turnover in Four European
Countries,” The International Journal of Human Resource
Management, vol. 19, no. 9, 2008, pp. 1553-1568.

S. Cho, M. M. Johanson, and P. Guchait, “Employees
Intent to Leave: A Comparison of Determinants of Intent
to Leave Versus Intent to Stay,” International Journal of
Hospitality Management, vol. 28 , no. 3, 2009, pp. 374-
381.

C. Rodriguez, F. A. Carrillat, and Fl. Jaramillo, “A Meta-
Analysis of the Relationship between Market Orientation
and Business Performance: Evidence from Five
Continents,” International Journal of Research in
Marketing, vol. 21, no. 2, 2004, pp. 179-200.

W. G. Kim and Y. Cha, “Antecedents and Consequences
of Relationship Quality in Hotel Industry,” Hospitality
Management, vol. 21, 2002, pp. 321-338.

J. Hogan, R. Hogan, and C. M. Busch, “How to Measure
Service Orientation,” Journal of Applied Psychology, vol.
69, no. 1, 1984, pp. 167-173.

J. R. Dienhart, M. B. Gregoire, and R. G. Downey,
“Service Orientation of Restaurant Employees,”
Hospitality Education and Research Journal, vol. 14, no.
2, 1990, pp. 421-429.

A. W. Gouldner, “The Norm of Reciprocity,” American
Sociological Review, vol. 25, 1960, pp. 165-178.

P. M. Blau, Exchange and Power in Social Life. New
York: Wiley, 1964.

J. J. Lavelle, J. Brockner, M. A. Konovsky, K. H. Price,
A. B. Henley, A. Taneja, and V. Vinekar, “Commitment,
Procedural Fairness, and Organizational Citizenship
Behavior: A Multifocal  Analysis,” Journal of
Organizational Behavior, vol. 30, 2009, pp. 337-357.

R. W. Brislin, “Back-translation for Cross-cultural
Research,” Journal of Cross-Cultural Psychology, vol. 1,
1980, pp. 185-216.

B. P. Niehoff and R. H. Moorman, “Justice as a Mediator
of the Relationship between Methods of Monitoring and
Organizational ~Citizenship Behavior,” Academy of
Management Journal, vol. 36, 1993, pp. 527-556.

E. G Lambert, N. L. Hogan, and M. L. Griffin, “The
Impact of Distributive and Procedural Justice on
Correctional Staff Job Stress, Job Satisfaction, and

[56]

[57]

[58]

[59]

[60]

[61]

[62]

Organizational Commitment,” Journal of Criminal Justice,
vol. 35, no. 6, 2007, pp. 644-656.

M. L. Griffin and J. R. Hepburn, “Side-Bets and
Reciprocity as  Determinants of  Organizational
Commitment among Correctional Officers,” Journal of
Criminal Justice, vol. 33, 2005, pp. 611-625.

S. Ganesan and B. A. Weitz, “The Impact of Staffing
Policies on Retail Buyer Job Attitudes and Behaviors,”
Journal of Retailing, vol. 72, no. 1, 1996, pp. 31-56.

E. F. Jackofsky, “Turnover and job performance: An
integrated process model,” Academy of Management
Review, vol. 9, 1984, pp. 74-83.

R. Saxe and B. A. Weitz, “The SOCO Scale: A Measure
of the Customer Orientation of Salespeople,” Journal of
Marketing Research, vol. 19, August, 1982, pp. 343-351.
T. F. Hair, W. C. Black, B. J. Babin, R. E. Anderson, and
R. L. Tatham, Multimriah' Data Analysis, 6" ed., Upper
Saddle River, NJ: Pearson Prentice Hall, 2006.

J. C. Anderson and D. W. Gerbing, “Structural Equation
Modeling in Practice: A Review and Recommended Two-
Step Approach,” Psychological Bulletin, vol. 103, no.3,
1988, pp. 411-423.

A. Diamantopoulos and J. A. Siguaw, Introducing
LISREL: A Guide for the Uninitiated. England: SAGE
Publications, 2006.

J. P. Peter, “Construct Validity: A Review of Basic Issues
and Marketing Practices,” Journal of Marketing Research,
vol. 18, May, 1981, pp. 133-145.

E. M. Steenkamp and H. Van Trijp, “The Use of LISREL
in Validating Marketing Constructs,” International
Journal of Research in Marketing, vol. 8, 1991, pp. 283-
299.

C. Fornell and D. F. Larcker, “Evaluating Structural
Equation Models with Unobservable Variables and
Measurement Error,” Journal of Marketing Research, vol.
18, 1981, pp. 39-50.

T. Golob, “Structural Equation Modeling for Travel
Behavior Research,” Transportation Research Part B:
Methodological, vol. 37, 2003, pp. 1-25.

M. E. Sobel, Asymptotic Confidence Intervals for Indirect
Effects in Structural Equations Models. In: S. Leinhart
(Eds.), Sociological Methodology, San Francisco: Jossey-
Bass, 1982. pp. 290-312.

International Journal of Contents, Vol.6, No.2, Jun 2010



52 Jin-Wook Seo: The Effect of Organizational Justice on Employees’ Turnover Intention and Customer-Oriented Behavior in
Chinese Full-Service Restaurants: The Mediating Role of Organizational Affective Commitment

Professor, Jin-Wook Seo

He received MBA in the field of Finance
from Aurora University, USA, in 1988
and also obtained Doctoral Degree in
International  Business focused on
Finance from United States International
Universiy (AIU), USA, in 1998. He has
been working in Paichai University as a
professor since 2000 lecturing on International Business,
Finance, Service Management, and Human Resource
Management.

Ph. D. Candidate, Liu, Li

He received a master’s degree in
economics from Anhui University, China
in 2005. He is a candidate for the Ph. D.
in Paichai University, Korea in 2010, His
main research interests include hotel
business, hotel service management, and
human resource management.

Ph. D. Candidate, Moon-Sun Kim

She received a master’s degree in hotel
management from Paicahi University,
Korea in 2007. She is studying
hospitality service management. as a
candidate for Ph. D. in Paichai
University, Korea. Her main research
areas include customer relationship
management, service quality, and customer satisfaction in the
field of hospitality industry.

International Journal of Contents, Vol.6, No.2, Jun 2010




<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /None
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Error
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /CMYK
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments true
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /Description <<
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000410064006f006200650020005000440046002065876863900275284e8e9ad88d2891cf76845370524d53705237300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef69069752865bc9ad854c18cea76845370524d5370523786557406300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /DAN <>
    /DEU <>
    /ESP <>
    /FRA <>
    /ITA <>
    /JPN <FEFF9ad854c18cea306a30d730ea30d730ec30b951fa529b7528002000410064006f0062006500200050004400460020658766f8306e4f5c6210306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103055308c305f0020005000440046002030d530a130a430eb306f3001004100630072006f0062006100740020304a30883073002000410064006f00620065002000520065006100640065007200200035002e003000204ee5964d3067958b304f30533068304c3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020ace0d488c9c80020c2dcd5d80020c778c1c4c5d00020ac00c7a50020c801d569d55c002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken die zijn geoptimaliseerd voor prepress-afdrukken van hoge kwaliteit. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /PTB <>
    /SUO <>
    /SVE <>
    /ENU (Use these settings to create Adobe PDF documents best suited for high-quality prepress printing.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /ConvertToCMYK
      /DestinationProfileName ()
      /DestinationProfileSelector /DocumentCMYK
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure false
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles false
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /DocumentCMYK
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /UseDocumentProfile
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


