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Abstract

Purpose — Recently actively growing franchise systems distribution channel system in which franchise headquarter compared
with franchise occupies an important place in distribution channel. Due to this, franchise and franchise headquarter are
interdependent on task and in this situation the goal they go after, motivation and objective are probably inconsistent. If so,
possibility to participate goal setting process or operating activity of opposite side is becoming bigger and in the end conflict
may generate. The purpose of this study is to examine the role of the supervisor's attitude and expertise as moderating
factors in the relationship between goal-incongruity/coercive power/role-incongruity and the conflict perceived by franchisee.
Research design, data and methodology — This study was intended to verify how the supervisor's attitude and expertise as
moderating factors in the relationship between goal-incongruity/coercive power/role-incongruity and the conflict perceived by
franchisee. In order to achieve the purpose of this study, some study models and hypotheses have been established through
theoretical examinations. Then, using these scales, the researcher completed the questionnaire survey. To test our
hypotheses, the survey was conducted from March 9, 2016 for 20 days by random sampling, The study was implemented
through a descriptive survey method using a self-administered questionnaire. A survey of 124 restaurant franchisee across
Seoul and Gyeonggi Province was performed. A total of 124 completed responses were analyzed. In this study, | used
SPSS 22.0 to analyze data and did frequency analysis to see demographic, and general features of the respondents; also did
exploratory factor analysis to examine the validity of the items of measurement. Factor analysis was first calculated at a
minimum, the number of factors, principal component analysis used when variables are committed to maximising the
information with (principle component analysis) and the rotation of factors were angry about the great variable factors than 1.0
by applying Varimax rotation. In addition, | used the value of Cronbach's (Alpha) to examine the reliance of questionnaire
items , final analysis the reliability factor can be found both high reliability hayeoteumeuro exceeds over 0.6 and did Multiple
regression analysis to test hypothesis and also did hierarchical regression analysis to examine moderating effect.

Results — To analyze the proposed model, according to the analysis result, it was found that the influence of
goal-incongruity, coercive power, and role-incongruity on the perceived conflict of franchisee is moderated by the supervisor's
attitude and expertise. That is, the more the supervisor's attitude and expertise were positive, the more the conflicts of the
goal-incongruity, coercive power, and role-incongruity were decreased. It also confirmed previous research’s finding that
goal-incongruity, coercive power, and role-incongruity positively influence on the conflict.

*:

*

*

First Author, Dept of Business Administration, Kyunghee
University, Korea. Tel:+82-02-961-2144.

E-mail: yangxiaopeng@hanmail.net.

Corresponding Author, Professor, Dept of Business Administration,
Kyunghee university, Korea. Tel:+82-02-961-2144.

E-mail: cwpark@khu.ac.kr.



92 Xiao-Peng Yang, Chan-Wook Park / Journal of Distribution Science 14-7 (2016) 91-100

Conclusions — According to the results of this research which reduces the conflict of franchise from the in consistent goal;
coercive power, and inconsistent role of superiors, it provides very important implications for franchise headquarter which has
franchise system and also give them some suggestion about how to recruit superiors and what kind of training may be fit for the

superiors.
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<Table 1> Prior studies of the role of supervisor

source content
Jang & = The role of supervisor can be classified
g into 5C+1P, namely, consulting,
Arai(2009), s S
. communication, coordination control,
Sominkyo(2010) : .
counseling and promotion
= The role as communication media which
conveys key policy of franchise
headquarter and suggestions and problems
of franchises to franchise headquarters
= The role of managing and monitoring
Kim(2012) whether operation system from franchise

headquarters is precisely conveyed to
franchise owner and guiding, monitoring,
educating whether franchises’ task is
carried out correctly through regularly
visiting franchises
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= One role is managing and monitoring
whether franchise system from franchise
headquarters is precisely conveyed to
franchise owner, Another role is guiding,
educating, consulting and negotiating in
order to make results of franchise’s
management come true as expectation

Jang(2012)

= The role of managing and guiding in
order to convey the information between
franchise headquarter and franchise and
make business activities of franchises
easily done

Lee(2005)

= Communication function for
communicating between franchise
headquarter and franchise, Consulting
function for managing performance of
franchise and solving problems, Counseling
function for productive relationship with
franchise owners, Control function for
application of franchise system and
preventing dispute etc

Lee, Jang &
shin(2014)

® (1) Human resources management of
affiliated shop owner, (2) Personnel,
finance, property, customer management of
affiliated shop owner, (3) Business
diagnosis of shop and problem solving, (4)
Communication management between
franchise headquarter and franchise, (5)
Keeping and monitoring the condition of
franchise headquarters’ policy and company
strategy, (6) Shop’s command, instruction ,
command privilege, (7) Consultant who
conveys necessary knowledge, technology
related to shop, (8) Store controller who
takes on the role of supervisor, (9)
Counselor who reduces complaints and
solves problems of managers, (10)
Marketing leader who leads marketing
activities of whole departments

Lee, Kim &
Park(2005)

® Franchises’ Sales Loss management,
stores and facilities management,
commodity management, office
management etc

Park, Leem &
Kim(2014)

. = The role of leading cooperation for good
Jambulingam L -
(1999) communication between franchise
headquarters and franchises

Goss-Turner m The role performance of managing more
(1999) than one store, branch, agency

. = The role of assisting communication
Mohr&Nevin .
(1990) between franchise headquarters and

franchises
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<Table 2> Demographic Variables

category frequency (%)
direct
Institute management 7 46.0
Agency 67 54.0
10 6 4.8
10-15 15 121
Floor space 16-20 28 22.6
21-25 14 11.3
26 61 49.2
1 year 45 36.3
1-2 year 34 27.4
Eomnyeok 3-4 year 27 21.8
5-6 year 7 5.6
7 year 11 8.9
1-2 27 21.8
Number of 3-4 37 29.8
staff 5-6 32 25.8
7 28 22.6
30 16 12.9
40 55 44 .4
age 50 46 37.1
60 7 5.6
sex man 99 79.8
woman 25 20.2
other franchise
operations 13 105
othe(:v\t)nuesrl:ess 18 145
Sales 16 12.9
and services
Before education 20 16.1
startlpg the common tasks 19 15.3
business
job secretary 12 9.7
technician
business 10 8.1
management
professional 6 4.8
inoccupation 1 0.8
guitar 9 7.3
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<Table 3> Reliability and Validity Coefficient of Variables
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Factor | (Cronbach's | Eigen %
Factor Item ) .
Loading Q) Value |variance
oal- goal1 0.902
| goar 0636 | 2403 | 34.326
incongruity goal2 0.753
. coercivel | 0.854
003;?2;6 0680 | 1.581 | 22.587
P coercive2 | 0.813
role1 0.863
__ fole- role2 | 0.899 | 0873 | 1479 | 21.134
incongruity
role3 0.835
conflict1 | 0.877
conflict conflict2 | 0.926 0.871 2.390 | 47.798
conflict3 | 0.868
attitude1 | 0.760
attitude2 | 0.820
attitude attitude3 | 0.879 0.910 4199 | 38.176
attitude4 | 0.719
attitude5 | 0.626
expertise1 | 0.662
expertise2 | 0.798
) expertise3 | 0.677
expertise - 0.912 3.830 | 34.818
expertise4 | 0.796
expertise5 | 0.667
expertise8 | 0.650

42. 7M4HS
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o
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=]
ot
4
1>
rlo
rd
=
A
rx

rlo ofy 2t mQ

= . =
23.6%2 HYHZS LIEHCDH, ZE YA [Fo=E
p<0.012 R|olot A2 LIERHCE ZF, MAATL ML 20|
SHEYK|, 29N o9, L= LX7t 230 Rolst IS
OXle A2 LIEtRCH, m2tM JH4 11, 7+ 12, 74
1-32 25 KEH|RUC} (<Table 4> EX).

SHESYK|, 2L o, dZELX7L 280 0X= Py
Ol FFmHHIO|XMS| MAZ{EHE S ARHEHO| ZEEHES
SheX[o] OB E AmET| 2 AN 2H2MS HAISHY
L ABAEO| A™E ol 2FHEM S AFBT A AL

B ZEHSIE O D e HEE 2O O ZESHA
St o= Q7| IZ0[ct ZHEMOM 42EE B =

ZEHo| ZO2 BHE|E= WOl AL A
Hoz ROGHK|Q et FEIHe IEHSL 4zEEY
HE FIIE FYUSIAS I R27t B7I6H=XQ] OJREE THX|
0 mersk o= QICH (Michael & Combs, 2008). =X Zit=
<Table 5>~<Table 10>2} ZTCh EE HOIM Z2¥ 10|M=
SRS XYM 0to] FEQCH, BY 20(ME S8
B Ol ZEH0L B SR ZEMS0| o2 A4t

o

Sl 4BEE BaTh SR

n

<Table 4> Regression analysis on the goal-incongruity,
coercivepower, role-incongruity

Non-standardized | standardized
coefficients coefficients
model t p
B standard B
error
(constant) 3.745 .302 12.399| .000
goal-incongruity | .353 .082 374 4.321 | .000
coercive power | .297 .094 .287 3.158 | .002
role-incongruity | .245 .093 237 2.624 | .010
R2=.236 Adjusted R2=.217 F=12.380 P=.000

<Table 5>= SHEEYXQt 245 7t A 0A +I{HIO|X
O MHEEN =7t RERNE =X OFE AT st
A2 20 20D Ut 2AZ4Nt, SEEYX(QL 1+
HO|X| Q| MHEHE =2 d=AE& = SAXNCE |Fovt A
O=F LIEtHol (BEEZ 3| A+=-0.142, p<0.05), 2tA T}
A 212 MEEQICH S|HAST S A2 FHHO|X Q)
HHRHEET £S48 JIYHO| L= SEELKXZE Qs
ZS50| ZastChe 242 ololict
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<Table 5> Moderating Effect of Attitude towards commerce
between Goal Incongruity and Conflict

Variables model 1 model 2
goal-incongruity 0.232*** 0.248***
supervisor's ok -
attitude 0.664 0.639
goal-incongruityxatti -0.142%
tude
AR2 0.019
AF 5.692
p value 0.019

(**p<_05, ***p<_01)

<Table 6>2 ZH mtelet 2§ Ztel 2A0|M B0
Mol dAHEI=7 ZERE A=Kl RS AT ¢
oF 3EM ZUE 2o UCh AL, ZeH aielet
ez H2XE8R= SAXCE [olot ALZ LIE}
Hod (EEsSt 3|HA4=-0.195, p<.01), 2N 7tH 2-2&

role-incongruityxatti -0.208***
tude
AR2 0.040
AF 10.971
p value 0.001

(**p<.01)

<Table 8>2 SEEUX|Qt Z5 7to| ZAHO|A F+IHHIO|X
o] ARMEMO| =HF/INE ZEX|9 OEE HS
S|HES AN 20310 ot B2MZN, SEEUX|t #+T
HIO|Xo| PEHEMol MsxggiutE EANOZ ROt A
O UEIHol (BEES 3 A4=-0.135, p<0.05), 2tA 7t
M 312 ME=|CE AT ()2 W2 FHHEOIXQ|
HEMEMO| E242 JIYHO| Lyl ZEEUXZE QI
4S0| HApiCh= A2 o|O|giCt,

<Table 8> Moderating Effect of Business expertise between
Goal-incongruity and Conflict

KHEHE[RACE, 2| HA 7L S(-) 2 A2 Fo{HIO| K| MHEHE = Variables model 1 model 2
7t 225 71YEO| L= YN mfl2 st Z4s0| & goal-incongruity 0.232*** 0.242%*
AL oo -
L9AThE AS 2f0[3E. supervisor's 0.616"* 0.586***
expertise ’ ’
<Table 6> Moderating Effect of Attitude tgwards commerce goal-incongruityxex 0435
between Coercive power and Conflict pertise .
Variables model 1 model 2 AR2 0.017
coercive power 0.135** 0.161** AF 4.375
supervisor's 0.687*** 0.638** p value 0.039
attitude
coerciv_e -0.195*** (**p<.05, ***p<.01)
powerxattitude
AR2 0.036 <Table 9>= Z¢H LiQet ZS 7o BAOA FrEHHO]
AF 10.093 Mol YRHEEY0| =ERME A=Xe RS B3| <
- value 0.002 S S|FEN ZWE 2OiFD Lt SMZEW, ZUH Do)
YRHBY NTHRHIE SANOR QOIS HOR LiEf

(**p<_05, ***p<_01)

<Table 7>2 Y= X|et ZE 7to| EAOfN FI{HIO|X
o MAHIE =7} =HEBIE #EX|9 EE ATS| 2t
IHEM Z2OE 20FD QUL 2MZAN, AEEUX|e A
BlEf =0l MzAE8RnE SAMCE [olst UASR LEIHS
H (B3t 3| HA+=-0.208, p<.01), [2tA Tt 2-32 KHEY
EIACE 3HAS7E S A2 FHHIOINS| AHE{EHE=Tt
E2E JMYHO| Lyle HEEYUXZ Qs Z50| AT
Ct= A2 olO|stCt,

U to

<Table 7> Moderating Effect of Attitude towards commerce
between Role-incongruity and Conflict

Variables model 1 model 2
role-incongruity 0.086 0.111

supervisor's ok ek
attitude 0.731 0.679

o (BES 2|HAF=-0.192, p<0.01), I2kM 7+ 32 XY

RHEIACE 2 HAS S A2 w+HHIOIXel YETZHO|

E24E JJUMHO| Lale ZYH m§E Qs 250| At

Che 22 2/0[gtot.

<Table 9> Moderating Effect of Business expertise between
Coercive power and Conflict

Variables model 1 model 2
coercive power 0.127* 0.142*
SUpervIsors 0.641%** 0.606***
expertise
coercive 0.192**
powerxexpertise
AR2 0.036
AF 8.726
p value 0.004

(*p<.1, *p<.05, **p<.01)



98 Xiao-Peng Yang, Chan-Wook Park / Journal of Distribution Science 14-7 (2016) 91-100

<Table 10>2 SELX|Qt S 7He| AOIM mHH}O|
Mol HRHEY0] =B2nE A=Xe FE AF| ¢
o oFEA ANE EoiF1 QAnh 2MZuL dEE Xt
YRTRYe 42AE8RIM= SANSE [l A2z LIEf
SO (EED 2|HAF=-0.199, p<0.01), M2t 744 3-32
KEHE| ALt 2| HAT S(-)2 A2 FEEOINe HEHE-F0
=255 7MYHO| Wil SEEYXZ Qo Z250| gast
L= A2 2loetot.

<Table 10> Moderating Effect of Business expertise between

Role-incongruity and Conflict

Variables model 1 model 2
role-incongruity 0.040 0.054
supervisor's 0,679 0,637+
expertise ' ’
role-incongruityxex -0.199**
pertise ’
AR2 0.037
AF 8.949
p value 0.003
(***p<.01)
5 =2

= oio| FIIE RoeHE CheR Lot XA, JlYL et
[ Zio] SEEUX|, YRRl BerH 1fel, JjYEwot
J1H 7H0| HTBAX} JYHFI} KUSHe 2SS Y
L& olnh 5, JjEeet TN 27 UK e

= —

2, JlMEsol N Tl WADL SifE4E, iUzl
JlEzto] ofzo| UXSHR| Y24+ JtuEEe} Il
ZE2 Z7RIE A0 LEpton), A ¥4 Jled SE 2
Uxlo| FERO| G 2 HOE Ut S, SESUX,

ZYH oo, g L7 280 JEs 0IFo AN T
HIO|X2| dHeEl= S YRHEY0| =2 MOl A3
THolE A= LIERRCL &, SEEYX], 294 9, 9
=LK S22 Qs JYHO| =yl= ZS0| +HH0IX] &
HeEls S YRHEY0| RYsE Fdts A= LIE}
AT,
TEHEOIMZE SESUX|, LY otel, A=A

ool 71lHe| 252 20E & Ubhs Zifs ZAO0|=
AM2BS 23ote 71Y=R0A oie Sast AAMEs MS
of =Lt 7MYEF= 7HYE 2SS =0/7| #3 SR
XS ofaotn, YUY npele] WAS AHHSHH, Fo
X7t ZYSIA| HEF S| ff £HS CHHOF ShA|TH
2O MEtM= Labd QUs |AF Mol i X|EHHQl

of STfE PIs £SO0| YO HSS AL 2 UCt. 0]

> oX M e

2et B0 FHHOIME 7HYHES 2SS EUE2EM 7t
WHO| JMY=R0| Oist SY=E =0E + U= BEHY
Ags sdY + ALk = FFO| Bl FEHEIOINIL YA
SHA| 7tdEe| AYOM YR E -t =S HRIoH, =
oF CHYet Yol Hads Sl /HYEHA 22X =82
T & US O 7HYHO| =ils 25S d2AE + USS
E2ojFn ULt Of2et Ziuts 7HYEF7t ofiet AES 7
AMEE FFIHHIOIXM 2 KHEOHOF St FEok OS0f CHS oot
7ol useHS HABIOOF SH=X[0f Chs 2t AAES

RBBCL 5, JIYREE A0l KBl Yus e
22 M2 NBOM B4 FoHo|n =HXQl ofo|r|oS
DRSOl W 4 Q= JHWE Rl MO AR, 3t ZAY)
SeojME 30| HolLD HYAS JABIE MBS #

x| 219| ZBI0|ME

LHO|M 2 x{Edt= 20| BHEASICE nIEH2
AY7I=0ILt MZX|AY SO chet

HEE St W], £ 7HYHO| 7K U=

IAStd, 9| AlS metstof oo thet oiZ Yots Al
g+ ARF US7| 23 M2R2 AEE FESHR| @2 g
S 7K 718E EFE ol &= U=S U= 74| ¢

_{

]

¢ mgEo0| Wastry,
2 ool By O g GRwse CiSm Zoh AR,
TAKO|X MY F oY ATES HHNOR KRS ST

IZUX0| = ZEAOI= AZOM XX[S= HIS2 IX(T
tY2Ret JHYE 25 Mt AE2ez 23EE AR T
RO =7t BTt et ez AF0ME CHdeh ZEHAo|=
Y5S gz a7y Eart ok =M, = AFoME «
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