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Mo M F7ksta glov, ol et A
S A7 suiske MUz BAR BE A%
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740%9F DﬂOE AA dF=FAY 31~41% F
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AFt AN A= SFol e LA RS
A1 F38l4th
ZAMEALE Aol 137 (78.3%), B4

o] 38W(21.7%)°l Rt AF = 20th7} 137
w(78.3%), 30t)7} 209 (11.4%), S0th7} 109
(.7%), 40th7} 78(4%) 9] wolH, B
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FE 2387 9

K Goleman, 1995). AAY
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29 nEAtERA ol BoE 74
Sol Utk AR 20 BYel WALAE
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AF A ALES AxE BZuAe] tlst g
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B AE SPSS 23.0 ZTRIHWS AR
AFE B4, AR, IAEA & AAls)

s A
A ARE WS B, EFUAL A
S % 19 AAEET ® Q
e adls BT A4Sk Q-7
AAGE, Muls HEe 25 d9adlelth
A}, AR-AT B3 MG Hr=1337,
p<O0D), AHIZ BlE(=.178, p<.05% 3t
FEEs UERTh B3 AA S AHIE H]
o FolF s UERiTH=293, p<.0D).
B ANATGe=271, p<0l), AHA HE
(r=262, p<.01)9} 9|5+ F¥s YERATH

#4

re M

Q-2 g o das v
Bl YA Hg AHIE BEof fog
ABS 7R = Aoz veytth o]y d Ay
of wet ZHRl-AN B ARt 2 F A
Hl2 HEr 29 Aolghs M 118 go}

] S8 37 BAS AAEETE 4 2
o Aulz Ezel oig g) 3

AAGFB=25, p<057} TAHSZ st
o w2k 7R 110 AR ESAE S, AR
A% g AR w2 AEEs SHAHY
Mul= BEE Hole oz Yehgth
el AQ-AF Feat MEls B
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olol "t ,
1 2 3 4 5 6 7 8 9 10 11 12 13

1 -

2 169° -

3 120 845" -

4 141 6457 136 -

52717 3377 2247 3047 -

6 1517 3007 .155° 3347 8057 -

7 180" 2317 1597 201 7347 5077 -

8 2367 243" 228" 126 7317 418" 299" -

9 2517 2407 117 2777 750 5077 4567 3897 -

10 262" 178" 100 1877 293" 2147 1987 2177 262" -

11 360" 253 1507 256 3367 243 179" 3157 269 8717 -

12 154" 100 037 132 2307 188" 176" 131 2127 919 6777 -

13 138 .08 .066 066 .171° .103 .154° 086 .189° 814" 5207 713" -

M 2719 349 323 381 365 382 387 311 381 326 321 320 346

SD 907 55 76 67 4 55 52 62 46 77 79 90 104

* p<'05, & p<'01
L g, 2: 7§-AF
FAYLHE, 9. F2F o], 10: v~ BT, 11

9:
2,5, 10 A9a9y

2 Hze] BACN A WApaEdE
Agstart A-AT FE SHWes,
Muls Bes FEHQder A7 dAsla,
o]Z wjsfshs wWelow AMITS FIYS
o AR E4T 2oE & 20 AAJE
Atk 4 EYuldA wpuder AZ
He ZRAM AA-AF Hito] FA G

[e)
p<.001), ujZiHAe] HLWHlo
BREAME FAGgo] AMHIZ HEd HA=
Jsko] EAAO R §95YtkB=.50, p<.0l).

5: MR 6 AMEAE, 7 Bl AMAL, 8
4, 122 SHA, 13 9134

Yy MHlA HEE 42387 Y3 AR
Aol A FH1-AE B GRS FAl0l
E?;s}oq Aol as FAYS ), 7|

O AL H3lo] MulA ElTo] wxE 3|7
AFB=13, p>05E FAZFLR F5A|
ath w3k AR wizfEHe =717
EARoR Fo3AE AZ3slr] Ysl SPSS
PROCESS Macro Model 4(Hayes, 2013)5 A}8-3}
&] Bootstrap 73250003 AA|EATh B
A7, ARz o] ek AMke] IHE
I AlF 012455 95% A1E]F-7H0.0412, 0.2369)
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F 2. JHQ-AF SRt Me| BT ZF AN ZMS

2ol op7ER =4

YR Hel  F&Hd
'—1%\_1_ UH7H\__1_ %4‘1‘ 73; B 18 ¢ F RZ

(A) B) ©

1 A—C 25 18 2.385" 5.69 .03

7H?i—_%‘£’r ajela AH) 2 2 A—B 25 34 4702 22.10 11

Sy B = A—C 13 09 1.167

3 8.83 .09
B—C 50 26 3.409

Fp<0s, T p<01, T p<.001
of val 0g EgeA gomz felgd Ao olF wsks wMdeE AL TS
2 gtk webd gAgEo) AR B WARES BAF 298 ® 30 AN
3t QUi e ke BAE S Rolgt Gk $4 SRAAAN dppEces A
£ M 127t AXE A F, AR R HE B del gAY vNE 3
b me AYAFE GHGPo] ¥3 o] Fol FAHOT FSuB=01, p<.001), v}
© =2 £ MY HERZ oo fRle] F&EHRIOR oJoAE HERAME

Aol FS54E A2 BRI B8 Aol BAGEe] Aul2 HE vl JFo] F
ghe 7 2-18 golEy] fd A EAE AFSE fFYstAthB=.46, p<.01). HP“‘*Oﬂ A
AAEIEY. B4 23 Myl HEd gigk  HlA HEE S35 s AR A
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The Effect of Person-Job Fit and Age on
Service Attitude toward Bad Customers:
Focusing on Mediating Effect of Emotional Competency

YeWon Son HeaKyung Ro

Sookmyung Women’s University

This study investigated the effect of personal-job fit and age on service attitude toward bad customers
and mediating effect of emotional competency. Data were gathered from 175 coffee shop employees by

questionnaires. First, correlation analysis revealed significantly positive relationship between person-job fit

and emotional competency. Also, there was significantly positive relationship between emotional

competency and service attitude toward bad customers. Second, there was significantly positive relationship
between age and emotional competency. It was found that emotional competency mediated the
relationship between person-job fit and service attitude toward bad customers. Emotional competency also
mediated the relationship between age and service attitude toward bad customers. Based on these results,

implication and limitations of this study and future research direction were discussed.

Key words : person-job fit, age, service attitude toward bad customers, emotional competency, coffee shop employee
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