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Abstract

The Relationship between Customer-Employee Exchange and Organizational

Commitment: the moderating effects of Big 5 character-types

Baek, You-Sung*

The purpose of this study is to inquire into the relationship between customer-employee
exchange and organizational commitment. To achieve the purpose of this study, preliminary studies
on customer-employee exchange, Big 5 character-types and organizational commitment after an
overview of these variables were examined to design research models and set up research issues.
To verify the research issues, a survey was carried out on employees at beauty shops located in
Seoul, Gyeonggi, Busan and Ulsan areas. Questionnaires of collected 374 copies were used for a
statistical analysis.

The results of empirical analysis disclosed in this study are summarized as follows. First,
customer-employee exchange had a positive effect on organizational commitment. Second,
conscientiousness and openness of Big 5 character-types had a moderating effect on the relationship
between customer—employee exchange and organizational commitment. But extraversion, neuroticism
and agreeableness of Big 5 character-types had no moderating effect.

The implications available through findings stated above are as follows. First, this study
confirmed that good customer-employee exchange improves members’ emotional commitment to
organization. Second, in practical perspective, it may be effective to select employees with high

openness and conscientiousness of character traits.

Key Words: Big 5 character-types, customer-employee exchange, organizational commitment

# Professor, Dong Yang University, ysback@dyu.ac.kr



