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Abstract The purpose of this study was to verify influences of growth needs of staff at the welfare center
for people with disabilities on customer orientation and mediation effect of participative
decision-making on this relationship. For this purpose, we conducted a survey of 900 staff at welfare
centers for people with disabilities nationwide, and 847 data were finally analysed. In order to verify
mediation effect of participative decision-making, the hierarchical regression model proposed by Baron
and Kenny was conducted. The main results were as follows. First, growth needs influenced positively
on customer orientation. Second, participative decision-making mediated this relationship. Based on
findings, this study suggested alternatives in terms of individual and organizational aspects to improve
customer orientation of them.

Key Words : Staff at welfare centers for people with disabilities, Growth needs, Customer orientation,
Participative decision-making, Hierarchical regression analysis

This work was supported by the Ministry of Education of the Republic of Korea and the National Research Foundation of
Korea (NRF-2018S1A5A2A03036200).

"Corresponding Author : Da-Jin Son(aslkpoqw@naver.com)
Received June 30, 2022 Revised August 2, 2022
Accepted September 20, 2022 Published September 28, 2022



110 Ai88ieiT HM20# H9S

1. M2

F| olRle] Aot ARy A 55 AFRs)
AtB| o] BZ4E]7] AZFslHA], A @A = o]
Ao & He, A4 5F ARt ol 8AF
g0l F=17] AlZFetSiTHL]. olof whet Aol EA] 3
< o84 4 AHIAE fJsf Aol 11 71| o
AolA 159 &5 wofs] Y B2 =93 Ve
olx glom, o] FAHofx o]-gAte thefet E+of| o
S5t7] 3l AR EASAALY] ARG ol TS T
A= F7Fskal loH2l

IABAFEE 1A &85 FFoA o= FAE
] Z1AR[3], 1A &= ARIEA| 22 Y] =9 7}
A 9 A A9 A} AxEcty = o 4= QITH4,5].
o|Z Q5| FHF o] WS Y= Uyt Jd
Te OEA o] &AL & 35S F¢ Y A
o] & ZofRlEA T HtdE 2L & Ut o]
it DARFFY FL AofdEA o] AlFst=
AB|AS] A} o]-§2to] 419] A FFCE olojd Ths
/g0l qlol, olofl JF= A 4 Qe Q1224 2
At FAAQI HAYZ Hiet AE7} Fasit

o] AFofA= Fofdl 5 HFoE AHAE AT
St AolRJIEA T SARAY ARG FF= 1l
A& A3Q221S Henning-Thurau®t Thuraul6]7t
AARE AHIA FARLS] AR g BdE SA
o2 gRlstarz} gk, o] Hdo] mEH AU AZARRL
O] IARFHL "TARFAQ] P5g st 2
3% 71s &F, TARFAR] Pl digt 7
‘WAAFAHR] P50l et HIAFA WA 5 3714 Bt
ARher A=, AH-2AH gRlo]| 7+ 5}t
ol FFS v E=A TARGEo] FAHETL =
Z4%tH6,7]. Brown SBIOIAE LA FFY 52
7q19] EAE ozt A2 Wgto] ks W AL
2 AFHD Yot o3t =o5& TAZ, o] ATl
A DARFY FF 108N JgE1e} i
Ao FEStaAL St

A AdETE T DAXFEY] APagler
FEIT QIH2,8]. 59|, e AR EAAETE T2
Al AoNRIEA TS o] A = Ao F7|et 27
£ oope} Aol fFol wet thefstr] w9l SAF
Az o] &Ae] &1 HgelA nfotstal ofof gt
AU AE AlF67] Yo 283 7led A4E £55t

oo rlr

o>

1, o]& gt sh= 84E ZE "t k. o
of wet, o] Ao FFETE DANFA| FF
< HAE QQlog 7HF5)

02 Fold AL HFIt FHsH FAt
A AR oAl oE2N EAE st 9
o =d 2AA7IHOR, 719 B Q15
FFE WA= AR =91 QIrH10-13]. &3] F
ARRO] 7o) IAA|FHQl PFOoE o]ojx]7] L5
A IAXFAEY FPeol dist 5718 st oo
gt FekS Hojd "at Qlrks He aEHE6,7],
Fold AHEARL AETet TAXNFY Aolg
MNole dTE syt 58 = 9

2590 MPATFE AnEy, AR AoA AL
BAEok FAREY DA PGl AP H R ¥
X 80l ERIsHOW2,5,14-18], FoiRlEA]
T IS R 4Eet Hold gArEA 9
ATS BAl] 13 AFE A Ao}, o]
utet o] Ao AofJIEAT FARY LAX|FF
39l 7idel gt olsliE FIL ol& FIAIE Wk
atEshy] el AoRdEA T SAALY] 7H1A B4
&0l 23F EAHRAE QAHEAR)E B 1L
g A= G F2E ASHo= HSot
2 gy, o]F Bl AoiAEAT TARY BET,
oA oAEA, IAAFY 7] TAE FRlot, o]
£ Ash] g3t AoflEA#e] Age gl
AN shed-AdF 997t Qo

o] 9 EHE GAot] At FAHY A+
Al ot 2k

AR, ZofJAEAF AR LT DA
ol Folmst JIFE AT

A, FolAEAT FAR ol QAEHL 4
8ot AXGFAYY] TAE W=7

!

RO

rr

i

2. 0|2H HiE

TP At 4 Ex 9% JE2 4T 4 9
£H2.3,7.14,15,18]. WhetA] FoRIR AT FA4e] 1
BATFS AR FAo] obd FAR 8T 49 A



HOIISAE SAKIS] MES7F AR DIxK &

Foix o fzEe| mphants Moz 111

HIA A 3E A3 848 AH|A9] A3t o] &4} T
T 5o ¥FE tjAe 8oz ofd £
[2,5,18].

Henning-Thurau®} Thuraul6]¥] ‘AH]A FARR}
o] IR g Rdo] WEW TAXRFYS 1A
A3FAQl Y=L Lost=g Q3 7|& &8, ‘T
A Ookx—q"ﬂ 53%"" "410} 71, AR A P
5 37H4] o}HZ]— Qo] AF52-83}
2iE ‘/M’ q O] oA = SARAZE 7HA AL Sl
71&0] AAAFARI FEo= °]°1X]7] flsfiAl= ol
£ A% 571E fdokar 'k Folsfjof ghrar 4
gtHe, 71 &, IAARF 9 %“cl'a oAM= SAR
NANA 2@} 2221 Apdo A A&t Jl]le] B R
st, o] A F8 Wl FARY] AEAet
o2& iAol Agote] NAXF/FY FFLE o]

e
PO §5T 4 Utk

é_l

_uﬁc?l“r
l_,

22 4EEH

BAETE 95] AT 71e2Q] SHAY 4
otaA}; sk 8L ofyd}, o] & A &3] 8o R
H 27 Yol A otg AdstA} ok £ TS
= NdL22[2,19,20], TA o] EofA = RoHdFt 4
3 5o JHEE Qo7 AFEHIN QrH20-22]

webh LT AARFHQ] PeZ FPot=t
TR3 7E 4f oo TS A= AT
(learning orientation) ™ ARG oJujz2 dj4d £
92 7o}, &, Au|A AR T AR SFA Q] Y=}
H=E olEofWr] M= 7I& o5& FHAAL
stH[6,7], ol BAETE Bl SFE F U= ¢
= Stk

2.3 TOIX oAEH

oA JAEAL ABEA 7B 71, AR
5 HRARE ofd} AHAEA AR 718 F
2 YAFEA %}017} S8HE 24 oY dgog,
‘2R ] o] AFH JElel 24 W AEA
T Zojsto] 08%**’4,% W3joka, A1) o AE Bt
FJote A & S QIh23-25]. &, 2349 g7t
SAEA] gt FFEE FE LS WHFL
Ao RN, SARIA ATt A4 S8 4
A= By 7131 ATkl 259 A Aot F

712 Hojgl: AT Suolgt T 4 9k
[10,23,261. EO]' 7,<J-05|X4 _,]A}ﬁx%o g3t} o

PR =
- 213}[23,27,28], O]Fﬂ‘& “—‘1%}0"7\1 = ‘IH Fo& A

232 44872 o IR ARAT A4 B8
¥ % 9t 71318 Agsta, oleat A2Ho] 14X
FHel YEO.2 oloAEE 510t AL Fofshe
20102 7159 4 it

24 FQ 219 2
WA 487et Folx SarETte] BAE Al
B Sashkin[29]2 LA Ao tigt #olE 435t
37] QAL oAERT BaEE ARAY B
59 242 ARG 3 WHEER0S F
AEYe BAAe] BE 5 Sk AT o
gl Foleh At St 8L FEH e &
I FgSGOH, ol B3 T WS 7t ol 2H A
o] 9132 e 4 ik AAZ Zona SB1AA 4
H877F 24 1 Sakad Holol 39H JFL v
A= Aoz gelEg
teoR ARaTet IANFY 1t HAS AR
H, A5 AP GEET, AR, e
AXE SOl AAAFYA A oR JFE v
Ae Ao2 Yehtal AtH2,8,32-34]. o5 &3 4
BE7F LG & vIE TS ST
/\ olq.
nhxuro 2 Fold oAART TAXGH ke F
AAQ BAS BAF AL vFF AHo g F%
of, YuteielE, 2ANT B 49 5o i A7
B3] 1Ao7 315 4 9t} o]= ALY
Folg oitage T2E YuRHES 9FOE 5
718 Bojsh gelojn, gojelRA@e] Hai= 17
o 87 $=3 waEy] GRolct ol oA
AYPATSS Ao EE, Fofd AT} Ael =2
219] g3 &= 8]lof iRt A7H35-40], YurHHE
ot 2489, 1A PG 5ol tiet A741-43], 17
AL WaE7|eh ARG 1 @A gt AtH44] &
o] itk ol A% A= SARIA A2 F
71819} oo tigt Ak FAFO=HN ILAR|FH
A FeE AL 5718 AFANE S EE AR

o]

il
o;

{Oll

J{o
oo ol

mﬂ_&r

rO



3.1 g7y
o] A9 F9 AFEYL Fig. 13 Zth

participative

/ decision-making \

customer
orientation

growth needs

Fig. 1. Research model
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Table 1. General characteristics

classification n % M(SD)
gender Female 535 63.2 B
(n=846) Male 31 36.8
The 20s 278 333
age The 30s 357 428 34.39
(n=835) The 40s 142 17.0 (8.16)
Over the 50s 58 6.9
more than 1 less than 483 771
career 10 612
(year) more than 10 less than 133 21.0 (5'03)
(n=633) 20 )
more than 20 12 19
marriage Yes 407 483
Py No 4% | 517
. High school 5 0.6
edlugvagl'on College 7 85 .
(n=844) University 623 738
Graduate School 144 17.1
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Table 2. Descriptive Statistics of key variables
Variable M SD

Skewness | Kurtosis

growth needs 3.01 41 344 522

participative

decision-making 368 60 -428 838

customer orientation 383 44 090 547

L7 25 E IANPAE EoA e A=
Ak 2= it}

3 BAoAe RE AFHSE TYsto] AAH
I AEAS AFYst A}, f=222% 294 2o gt
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FEFeL AAAFA o] BAE wffshs ACE g
A=At Sobel testd] A3 e 51742 UERY, %
oA oAAA 9] Wi EITL fofgt Ao R FRIE Y

whba] AoQIER T FARY L= FoiF
JAEE S wii=Z sto] ARG FAHA FFS
Aty & 4 9ok

Table 4. Hierarchical Regression Analysis among
key variables

Table 3. Correlations among key variables

a b @
a. growth needs 1
b. parnmpanvg o 1
decision-making
¢. customer orientation .283* .325% 1

*»(.01
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Step variables B | 8 t |AdR| F Z

growth needs —
1 participative 327 | 221 |6569*%*| 048 |43.45**
decision-making

2 growth needs —

customer orientation 307 | 283 |\ 857 079 | 75.50™

5.174**

growth needs,
3 participative 241 222 | 6.82%*

decision-making— | .203 | .276 | 8.49**
customer orientation

160 | 756.93**

*p(.001
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