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of Wi F/3sITtal & 4 JleEw SHIFAISC] AAEHY Tl et HAALEH 2} Ao digh £F
e dolmo2H EEAQ SABTE fs) SAol 242 3% A7 280t ok
SEAAZ tBAQ] Au]a ghfom MuE|A ARjle] B9 AL} 4nlo] FAY] EA4E THAIAL Q)
of Aulao] At ) A o S olshe AT AulA Y IoM F=Ekgo] ofF
AA "ot ol 2Eo] v HY AoIA o] HAoIA SRS LAY N FHURE SHA &
o Mgt AEHAE ﬁ A F @1, 2014). 29 oyt 7142 o] Ash U] A2 FAIH A

il FAIeF & gRler of7|v, et A EIFHO wek A A = Y
gHA] oA E’@ﬁ}i 875kl 9lew(Abraham, 1999), IZHS] E4o=wt AAHE Aol

Ae] g H9sie Byl w—u a@g 070 slol Aples ABAEe] g L e
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sUTAIRY OlHOIZH DIXl= YYAT : DHSTHS, APAEYA, MAZSUS FHOE

Of

2 09 J% 5O BUESYFOD AT Aul2 FAKE] AGYH7E 18 Sl olZ3ek A3l
AW B ARSI AD AT L, 2013)

7120] 37 BHYEO] T ATEL iR BUET 120 2L adA BHnAL AAHoR
Bels] Slat AFSolglot, ARt FAsH Wske Aol HYBEL g 14 890 9478 5
o AElAED Fge 22k et A7vh PEEolgie. olejd AN uAe] BHow Qg
o YAurS, & AR AEdA, olowo] Bt ATk 5| SBIYOH, 2o ATEE oAU &
YR AZo] ZAAT] vIAE JFPPY], 2011), HTAE A} M i’ﬂ SEEES EDE R
ATACIEH. 2014, 24 1§ LSAEN - 3L, 016, AL%0] ?JOﬂ o]
A, 2015 5ol IOl 94 AFEL wmtﬂ F2 JPAA

i‘"
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o bl
9] oGl HAS GHE 43N ek ol 4 A4S 5 59 492 A% A4
oM FAY ZEFL 20 AAS Fo) o|M=S Rty sleistuA Fet
ol FAAMT A7) BRAL vigoR FAYA] 2RAT Uk TAFAUS hPOE T2

Efaet HAEFH0l ol vAe FIFoll diste] A} g

. 0|2

1. S8 Mgl & U EY
QU Fxo dL 1889d AHH gEsdERE Y=ol 57 reEy} A FF Yo /st
Zlo] Fzolt}. o]F FTFTHAAL &A1 S AR, 20179 AEZAGOE Q8] S #
B2 F AR ASo® Qle] YEl I FHOoE l5) AT EStET E Aok
th 201649 T 7|EoE AgoA & AP 34870, ZAAFE oF 49 7000702 4 Hhof
116% &% aEE}(L SEYREL], 2017). ol AoIM @ AA BT, ol WFA9 Th, AY-AF
& 3IA Wil el 271 Rt #E5SE
=3 @iiﬂurﬂ Aed 1 6‘01]/‘15 Aﬂfw f7|AFECE AFAS FAAA d 3° FAELS B =

il

ofy
r [¢]
H,
i Oﬂ

(¢)

S gl Aol

=9 Ado] tiek 291 QULAIE] B8} L FH7E 1S cheste 1 ol Tde] §9 W 1] &
F7} 19k cherely] whzelc). Bk ohet SRS Aol 2 i Aldolehs 594 AEo| ofje
9 Ausehe 590 ABS M40 23 9lor TAYES o|zEe] AYHL =] 1A0A
s S50 4Eo|nE 59 AUSAe] SR U8 R U4 Bk olo] wet Tdo) ek
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SRAEAE 9] S35 A% TRt FHIE AYaL 9lor, Ae] 8= Aol Aol et
A gkl ot Fg] MHIAE AAR ke 29 MHlae A S 22 FIAE AJESet g
o oA st FeE lou, F3AQ &4 AH|Aet FFARL AH|IA ASA &, AFAHA A
Il Hofste AT JLAgo ofste] FEET. ol B9 A MulA AE2 MBlAE AT
B7] Qo] uAe] S+ Vet UA| Fe] vl Aye] wpt S, EHSoR YEY, 1 o] 7|
oF A w| vjza AR Aow AZHHAGY, 1996).

o FARASY AHA SOl EES e A4S AR Ee A CR BN EASPIE
St} FZole @t £90] ohvE 11, 4, B4 5 trdRt AHde] £3o] TSIl JleH, SNSE

&3h —rxmo] U8 dgotdA g 7199 olufAloe &4 2o S T2 A AH|A9

F940] £& YFOR oleidt 1A Byl 4L 43 3D FAUY A WEEe} o|2ojwo] g

= ET ‘21‘:}. HeA-olA2l(2012) 2E2FA IS tdes AT ARlA AEFHA 89l gARE
o), AL, MNP el 24 BAE LS LAY ARA AEHA aRlo] @il

o

B(H9] G TATHs AL & & 9tk 0)$H0100E TANLS o T AT 7%
bR 9k oz dste] ARl ekl WIS, AAa Ash, B 1ge] F(+)I
QoS FE A0 el o[y SYFAUS e BHYEL WHREIe} HlAAl] A

#31, olo] whet chopt Fehel FFAQl ANE Zeshs AOR vehdth. ol] £ dmolds 4
Pagsol SAFAUC ARAE LY APEFY] FFES vIA olo] o]Felre] ofudt FFS F

2,

Je Ho
b =5
fru % e

0 e mo e
E

17 EYYE 1 EREolA 715k FEold FEY 28 UElE 22 E Singh(1988)& 1L
FUACIAE Wisty, 11 3ol Higt EvES AL
= Q1 EH"olgkal stk Day(1980)= EHEZ 0 nt
BAZ T redress seeking), &% (complaining), 7HUE 3 5(personal boycott)37HA] HFE AAI5IA
th. Singh(1988)2] Aol MrtE Ho ofitd 5L A b= AL B Hkgo 948 T AT
Zoltt. IvkE E8sH] &= FE9 842 QAR Aol & 4 Utk
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SUBARY OIHI0) DRl YHAT | DYBHYS, YA, NAZFUS FHOE

2 £33 &(customer complaining behavior)oll et Fol= A7AT 254 AR AR

e AE Ee AHlao] gis] BUSS 2A 18- SE B AE dode RHes

719914 FgHQ] gedlE she AolF HYE 4 AtKSingh and Widing, 1991). Mills&

Bonoma(1979)2 I1AEPYPES ALY Folh= Bol5 AREsto] ABIA i 255k Bsolzt

1 AFSICE Hoffman & Bateson(1997)2 % 2Zo]z] ¢k wolali XA &HAS 872 7}
7!

g T B3t o759, AHlA SRt 718 AAEoA £ dEE dide &89, Al
O>

2 o
!

N

e Fof olole 7] 9 AelE A=W B2 Wi BFY, Aus TR AT BEeHe A
Aoy, aFARe] Bt $AT ANLE B B AHAS Ushe FASHYT LS 714Gl
o

V&g A,

910] HFe WEol RAHHQ FaFe mAck stk ol A&HQ FAARE gk BT o]o] uf
B AoE Ueidth WS &
8RQ014E TDBAAY DASI} o] Helo] nlXE Fgo] the Aol W o Hlwe] BAGIA 1
A Auavt olAoe] G nXE A0R Uehth HRIS2014E IAREYEo] ARAEd
29} o] Aolzo] e TlAE o 3242
AN sagrt olds 17 BRYEL A& AT AEdAS FASIL olo] Hhat o] BEE
o} ojZelo] QJgre mAA] Hrh A&l sH&ge] 719} olo] g AHlA @70 E712 8| B
AR5 ojAojEo] FeFE VA 25 et A7t e Aol

gl
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3. ZRAEYA

ARAEH A= ARE FY5k= QoA wrle A9 7384 S Uil AR 49E9
A 87k ARFEo] AH41Y] AT BEA] 92 e TAcks HF-g-o]tHCooper &
Marshall, 1976; Lazarus, 1991; Kumar & Kumar, 2014). 3 F4E(2007)= “7HRle] ¥sk= viE
o231} = oA I AZlo] BHASHA] gt Lyle FHIA AR o)y, AEH AL gt 7Qlo] 3+
of ti-gstaixt FH|sk= 3o E A7

E3t, 7ijlo] ARE 35k IAoA UEhve A3 94 E/4doltHRoeters, 2014). Prearlin
& Schooler(1978)= A5 AEH A0 tisf] JFE $Pol= Tty oA Yehte= 14, 35 59
302 A=Y o= AYHoR IYHE FAohH AT ISt AAsHA thAsHA] Eok= A

o] Exoleta Aolsteirt.
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Z2E0 Ao WEY TEFAY ARAEH AL Q12 A Fo| tigh IHEs}, JAke] AYEo, 14

gt o] FRESH oY, FojE AFolefo] sysfjofst= AFERS] Y] TR UEhoH,

o2 gurEQl AR AT g2A AAZIC R IAE tiFo R 1Y AR|AE AlFS|ok gt

ALE9] A7 itk SA1H A AAA AEHA It i SasHEEE - ol

P - 2R, 2010). £ AR APAFoIAE THR Yo gt AFAEH AT AHE T2 =R = 7

o]Z 9orzg °]°1X1E}(Aarons & Sawitzky, 2006; Carpenter & Webb, 2012; #7142,
- 2384, 2016)= AL o] Qi

ofr
> fol
YA (1)

do o M Jm x
Ant
it
o rlo
N
X
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[V}
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o>,
Mo
o

4. NYESH
Aol ot APL AeieiiEe] 2 AgHon, AYekt wast Kolold Be 8 s

)
.—E
B
3

o] AA&ZE9 ML ‘Ao ZLATH 7<]-7]—’-<—%7]'(self—esteem based organization) ©|2h=
2oj2 FYH7] A2} 519 H(Korman, 1976), Pierce, Gardner, Cummingss< A71&£5749 /d<
24 FLE0] 4R 7= A7 Aol gtk EF54E Aulshe Zol=ka skt Miller(1999)= #¢d
E5400 Hsf AolEF, RS, AFERET 5 Aol T Bt AAHFES s8R He &
27 goeln A Mder H

o] ATE AwnE YYEFel B R OIS Yeln b AL HIF & ek Hush A
ANA(1993)2 APEFTHS AorETaT FARE Tolg 11 HE AYolgh= Hlol AR Gojzta
11 MgE AEsiilen, 1“1}:}—’—?7}0 Afol2E4o] §F FEo = siAE7|E Skl Helth 5% - Ay
4(2002)2 AFEol @A &2 A=l Aol W3t 77t ol=’t ZHAEIE S ARl A9 Al
H, A71EFHo0 %EHJ‘:}% = 59 AFESA(job-esteem)lZk e A} SHAH.

A5l tiet APAT=E 155 - AP (2001)2 BT SIS IR A= d4 &
L S AAlo] Yk {0l dfsto] FRAo J1A BAE T 2 ozt Tejat 1A rlo] elalel
AR)A Aoy 27| EF4o] gEtrithe @/dol Foste] ARESA(ob-esteem)ol= 7dS At
Skoich 8H20060)2 XA A FFAe] £304 Ak JEE sl 12l0] sHEAY] A
230 ARAEgAC] GHL ALY FHAAG. FADQ007)E LGN STl JYEE

Zat AmaEds] o3 JFLS ALAE AT SDL AZKRo] & Y FOoT Auls

ol

F

)

aih

BAGE Folx, 71402 A4 WAY Bago] Be WH QAU thet 1est Baskt oleid
el 59 FAUES] BB YR olgojme] FFE v1d RO L NIEFU W
A7 o9 Basieh

88 AH|RIZHST | M50 M3S | 20194 122



sUTAIRY OlHOIZH DIXl= YYAT : DHSTHS, APAEYA, MAZSUS FHOE

5. ZRAEA

o] ]9k (turnover intention)i= APTAQ] o]Z|9] HAAZA 7jQlo] A F2|9] US 27|skL &
A4S Ty e 2208 wuds AA AHE k= /EoE AoHthMobley, 1982). e+t
(2002)0l14 THFAFEL] A FatET} o] A oo gt ALofA] o]F 2 Al AARY 1850 oA A
AlFols FTAolE 1289 FE(termination)E fUIRt:. HRYG, E8A, A, 75820142 olF]
=& A 7o) thshA WESHA| ok AEA HgoR 229 od, olF 9 Axr UE AFor A
et e ddow HHth

59 $AUY olde & b WO AT 5 Atk SNt 18T YoM o] Fo] F& i
dHlom Fum, SHU YA B TYHo YR 24T YPMIE A 013
o TR QA=) AEL At rlg, WF ABe] £, At AU J1& &5 712 F YA A3, o]4

A9 22 v 59 —‘?Xéﬁ ARE 2T Aot} ¥ o]A & st TAFEY ARl E 259 57t
ot A A5, AN, ARE 30 UE 57 € A= 9 59 384 2AE 7R 5 vk 22
°H2005)& AF AEHAZL o]Foof n|= FaFol| B3t AtollA AT F AEHAY} A AEE
2 o|Xmet F(+9 IAE VERETHLL 19T JF F AEH AL o|Hoxe| 7HE & JIRE 1L
AATHIL ST} W5 520002 97 ASE, olXE 9 5° G ATt IAlof T3t AolA
5 QFEL o]FES T AHIAE e, A= ‘L*o*%ol ES5E o]
3t o]Zojwet 2 P9| orof gt At X oA | ol TS o]F9] IXH A
FEA 7P AP Aol e d&H4o]7] wiZolrh o] 3Hl9] JAATel AFAH FFE VA=
SAlol B2 RojHl-8S st DeMicco & Giridhavan, 1987). ©]2[3t o]f= thdstAl A= A=t
T2 o|F o= QIFt AU AFAE, T AYAM AFAEO R Qg wKH|8o] FUIR F Gl
oFFTFE 7HAT & 4= 7] wiizolth (], 2014).

ol

FTF=
9} ojZore] | /\}01011/\1 AAESAY WadsE ARl st AAEH PSSO Hsf AAE
(2014)9] AolA FAo] EF A0l QoM AEFHAT WAL QUL o|2Rt AEFH AV} o]FL g S
AZ1E HEZ Sto] SARIS] TSR} AHAE ASHA7IE Ao® UERdT ol2fet EHolA AAEE Y
5ol ooz A or FFE FVIHTE S AMAHQ Aol AEFHAE ol ol &
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UM 2Ed ATt AYEEUT olFojEe] Pk Fi Aow wopHrt
oleidt Weol & ATe] AT BPL (2 DI Lol AN A JEE} B TAFAUY

4
ARAEFAL o|HolEo] WS FR FRolu, T AHAS Sl Yol TF FHAeloleks Fgio]
] A

IHEYHE HRAEYHA olX2lE

H2 H4

7He 1. AAEEYES AFLEH R 7ot dFS vE Aol

7Ha 2. ARAEFAE AASTH T 9= v Aol

7He 3. AFAEHAE ookl Feofet YFE v Aol
7He 4. ARJEFHL olFEo] FoF FFE " Aol

7He 5. AAETHES AFLEH LS} ojForAeloA g TS & Aol

=4 dA2 20184 19~39 5, Ad, ARAG 345 ol T FAK 31192 WYL= 33l
o, o]F BAAG gyioR waEe 388E A3t 27385 £ A7 HF EAxEE F8eh 4
Exo] A7|HTA08 Susty, oF 208A4E A9t
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HlE Hlg HlE Hlg
= =
v ) (%) s @) (%)
e LR} 59 21.6 HErgst =9 57 20.9
°= OiX} 214 78.4 mE=Y hatn =9 168 61.5
_ k=3 111 40.7 st = 48 17.6
z=
1E 162 59.3 19 ojgt 11 4.0
20CH 65 238 14~6H0[2t 101 37.0
2o 6~100|t 82 30.0
30LH 167 61.2 o7
L}+0| 4 11~150]3t 38 13.9
40tH 33 12.1
16~20440] 2t 31 1.4
50cHol 8 2.9 20140]4} 10 3.7
3. &3+

+4H F2 A2 IASFRE, AFLE L, AJESTH, olFkolH Likert 58 Az 745

IAEY P52 olFA - FEAQ004HT HREH2014)9 APATLE FHOE £ EHAFI,
SAAEONA 1Zo] EHolu Y- -FHF 59 5EF, Aol A A A4S FAISHL,
Z4YE PPt TY ITFoE F 157 £FF £ Aol EEsieith 1382 A IR g,
282 TOEA P, 332 Heolth, 432 ¥nh, 532 WS I¥th'E FH4Jste] Likert 53
Az St 1 AEY P52 4AF e 7680t

AJETHE 15T 5(2015)0] AAG APEFH A=E BEolo] 4 FE= st AdEF
T A= 4719 she18clo g FAE A glow, 5191a Q1 Ado] thgt A4 (pride), 2 o
34 33 7HA QAA(work value), ZHol ™t FAl(contempt), FHol gt HA oL
(reputation) 2= oA It} F 1971 FEo= FAEA o, SHTHS 54 Likert =&
TFEAA et AdEFHol et AlF e 7450]H

AFAEYAS A7t Bt 71 e 9 Ao A=l whet A4, AAA vkgog yEhve il
9] 71521 IASEHE Fostitt. A9 Rt HA3} olE F¥skes Y9 AFdS FEsH] 9
3l Parker & Decotiis(1983)2] AF5 EHE A9 F&of g 5191821 YA AEFH AL 4HE]F
A2EFAR WPRglon, SHEYS AT £4 - BYote] F 10832 =&t A2 93 5384

14 A8 294 gt ~53 Wl 28] Likert 53 AES ALt ARAEd A0
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NEEL g740]c}
o]y ezt Ys(2013)] oolw % AL YO 2T WEL VIO AT Ryl g
S 44 9 Besle] ST AR FBE & sEYo FASH0H, 5 Likert HER T4

o]A qlt}. o]z|olxo| st /;lilE— 8560% H2 AFE ERfich

4. XEEA

2 d79) 714 43S Aol 18 A2 Hole TP A SPSSWIN 20.0& Tg3le] SAH B4
2 ANsigon, EEO| Qe S Golny] 9ot MERA, ZyETe By 43 L A4S B
Hal] oo FAH SRMT N R4S AN BT 2 WS 70) JBUAS slerel] At
ABEAT 7 TR GEEAL] TR M AEE 91 BEREAS AXse,

=
V. 524481
1. 7t483
7112 1 AEYYFo] FFEAEH AN G5t IR v Aoz Aot ol tist IFS HS
% A3} RG] 01842 TABBFE] ARAsa L] 18.4%] AFEL AT Yor, FEAT 2ol

25.324(pC.000)% UEh} BAZOR SOJ3 Zo8 BAHG Uetd IARHYES FAEd i
KO3t QJere M Ao sRlu gt

9] A7ATH: TATHYEo| ARAE A o] HolEo] RS AL AL WHOH TARTYE
o AslHge) 2ol dad FoRIR AN EET L0199 ATEHRE AASH Ao
bt

(F 2) IHZBHYSO0| ASAEAY DR Y

0%

Multi-colinearity
T2 Beta t-value p-value
tolerance VIF
AEAEY A 284 4.823 .000*** 1.000 1.000

R*=.192 Adjusted R*=.184 F=25.324 P value=.000***
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A7ttt olell figt Y= HF
AAshe FeAT #tol 24.847= YEhd

s ﬂtL\EEMt— w—é%—m RO gL W ROz
=
=

S Bolol

Multi-colinearity
T Beta t-value p-value
tolerance VIF
AESY 375 6.243 .000*** 1.000 1.000

R*=.186 Adjusted R*=.176 F=24.847 P value=.000***

7HA3E ARAEH AL o] Q%o v4i ﬁo& ) Aog AAsIGrt. AFEAEH AL 0]Z 9L
S —Er*ﬁ} 23 £ R 410l 0.289% AFAEFH AT o] 2kof 28.9%°] d¥ds 7ML 9loH,
51.267(p<.000)Z YEtt iﬂlﬂi Fogt Aoz BAEQIL) olE Ediz B3 A3t
AREAEH AT} o]F 9ol RoIgt JFS WAL gloH olE FASIL Aol AL B oA E
9E 5 Qo woE
99 ATATe SE7IGNA YJakaBol AAESaH Zl AEG A0 ofudt PR v|A=A|
g R74(2007)2] A5 AA6I. ol B TE2 AHAY0] w2 A O AJH|A AL
olx, A7|HoE 4 WHT WAo] w2 W AXA Y gt 17t " asit

Iﬂl

A

ox M

e

A2
=

(B 4) HRAEY AT O|FQ0f DX F&

o

Multi-colinearity
T2 Beta t-value p-value
tolerance VIF
UESISlLS .548 9.642 .000*** 1.000 1.000

R*=.324 Adjusted R*=.289 F=51.267 P value=.000%**

230 olgolEe] SOl e v1A Zow Ayslitt. JUEFUT oMol B
4745 R gl 03582 AQES0] ol golio] 35.8%2) APHL XL Yo, FE

AZ L4 A¥
A% 7o) 42.841(p(.000)E UEh} EAHOR SOt AoR BAE. Uetd] HaEFae] o4
o oJst QJeEE WA Ao ekt

7Hd39] BAS B0l 2R ol gt AFAEH AV AdE BHEA] &2 B 04 Q&= ootk
(Aarons & Sawitzky, 2006; Carpenter & Webb, 2012; #7|& - A2, 2015 ALd - 53,
2016)= -5 AABkAL Sl
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Multi-colinearity
T= Beta t-value p-value
tolerance VIF
O|&9= .342 6.432 .000*** 1.000 1.000

R*=.343 Adjusted R*=.358 F=42.841 P value=.000***

2 AFoAE AFAEH AL oo nX= FA et AA&S5A] mALTE A5t Sl
Baron & Kenny(1986)7F At w7t S Wi}t Sobel TestE AAlSHAT wi7iay} A3-2 SlH
FEEoloF & 212 AA, SFHTE vl FoJRt S vIAok st B SH¥S= SEHS
of f-oJ3t FrS vk Ttk A, E9 Wt Tt 5G| I v o wirie= Rt
Al TRt FFE vlAof st =HHpTE S50 G vE wEot pgto] Fasiopdt gtk S5 Hj
NAF7E SAE ARolA SHHS7E S5 omet fo7t T PIRA] 2 o LA e] a9t
QJttil & 4 QItHBaron & Kenny, 19806).

E AFolA A7 7HE 591 R FE2FH2 AFREAEH AL o] o Ato]of A wifHE-S & o]} of
gt

S 2 (3 59 Zrh

B SE z B
HFEAEYA —~ HUESY 372 .062 2.924 .004
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Abstract

A Study on the Effect of Turnover Intention of Hotel Employees:

Focusing on Customer Complaint Behavior, Job Stress, and Job Respect

Myung-Jin, Kim

The purpose of this study is to demonstrate the relationship between the degree of
turnover and the level of customer dissatisfaction, job stress, and job respect among hotel
employees. The data used for the analysis of the research model was based on 273 three-star
hotel employees in Gwangju, South Jeolla and North Jeolla provinces. The results of these
analyses are designed to improve future work satisfaction of hotel employees by identifying
what influences the removal of stress factors and turnover for hotel management, and the

summary and implications of the research results are as follows.

First, it has been shown that hotel employees' dissatisfaction with customers, job stress,
and professional respect affect the degree of turnover. Second, the verification of the
relationship between job stress and turnover indicated that job stress had a significant effect
on the degree of turnover, and it was possible to confirm that the higher the stress
experienced during job performance, the higher the employee's degree of turnover. Third,
the verification of the relationship between job respect and turnover showed that job respect
has a significant effect on the degree of turnover. Fourth, the verification analysis of the role
of job-respect between job-stress and the degree of turnover showed the effect of

job-respecting job-stress and turnover-direction-mediation.
Here are some suggestions for this study.

First, the hotel employees can improve their ability to respond to customer's
non-compliance by learning in advance through continuous manual production and training
for client's behavior. Second, it is necessary to implement a work satisfaction program that
can lower job stress and increase job-respect. Third, it is necessary to improve job-respect

and create a positive organizational crisis for service employees by preventing excessive
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disciplinary action and personnel disadvantage for the work done caused by the

unfair behavior.

Key words: Customer Informity Behavior,

Transitional Intent
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