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!"#$%&''()*+,-&!./0&12&'34"*+5&65789:4"*+;&
<=>&)&10?@&/A0&0BC&DE%&;#F*&GH&65&!!I&"&J*,-&KL/A
0&@*2&M&;N%&O5F*;&PQ$&R;N$%&S#,-&''T"UV%&G9W&XY
Z&S[&/A\. 65789:4"*+%&]&̂ _H-&XYZ&%`S0&12&a;()#&
2&b&''()8cd,-&)e35&'f@&(9W&g@\. @&*+H-&!h9i5&9:
4jD%&)Nh"2&OO5%&D0k&XY@&*+#lm&no0&O5%&pTJ&+,qr
I&:s%&-ptk&+u>\0&48&gFH&-pt&sZ&qr<-2.&1/-&vwJ&*
+&$%H-&G9S[&00xy&Y&95&G&S#@\. @"#&9:4jD%&+,z{Z&
00W&*+#lm&|}S0&9:4jD%&)N3&h"H&~�&=�H&KW&uJ2&O5%&
��#&DE3&��H+&��>\0&40&@�W&1Z&|}S2&�Z&@&��%&��1d
,&&2\.

@m&�x&\�J&�I&3�Z&�lS�\.

45, 9:4jD%&�a&*+#l;&-pt&sH&/6&.qZ&7�2&)
85, 9:4jDo%&*+#lk&9:4jD&O5%&)Nh"%&cVH-&-pt&sH&

/6&.qZ&7�2)&�942d�
:5, 9:4jD%&*+#lm&;<S0&9:4jD%&)Nh"��Z&$O,&-pt&

sZ&qrY&�&12)m&=0�&S�\.

��uJ&9:4jD%&*+#lk&-pts%&cVH-&)Nh"��@&s&qrH&�
I&.qZ&�2&9i�Z&=&�&1A\.

�&��m&�x&>%,2&9:4jDH[&!!-pt&TF5d,-%&XYJ&pTZ&*
<S2&��%&��;&�&�@�&?%,2&R;%&G9W&''T"UV%& &�35&-p

* !"#$%&'%&()HRD*+,-.)/012)(kkowin@naver.com)

** !"#$%&'%&()HRD*+,-.)(3((456) (E-mail: staryoun@svu.ac.kr)

789: 2017:)5;)239, 329: 2017:)6;)19, <=>29: 2017:)6;)139
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ts%&¡@{Z&¢@2.&G9W&8A;&�&�@\.

!"# $ 9:4jD, *+#l, -pt&s, )Nh"��

!"#$%

!"#$2&2016?&12%&8bd,&WRDE%&655�2&6,995,652£d,, TU&5�&
51,696,216£H-&B)S2&p'@&13.53%H&@¤0&1\(�VC, 2016). ]D&=N���
%&��(2016)H&%SE, WRDE2&2000?H&@7&65¥&@r%&65&5�%&p'@&TU&
5�%&7%m&(/--&0BC&DEH&¦§S�d�, 2018?H2&F&p'@&14.3%m&(/
¨&�d,&Gr/0&1/-&)&0BDE,&H/&o&�d,&T©/0&1\. #P;&WR%&
655�%&p'@&TU&5�%&20%m&(/--&A&0BDE;&�&�d,&Gr/2&g2&
2026?@\(�VC, 2016). 

@�W&65&F*&xuZ&�W&DE3, ''3&KI$d,&R;k&DE;&�%Sª&65
!!*+,-&2008?&7%�&‘65789:4"*+’,-&'3DE4"*+;&¡</0&
1\. 65789:4"&<=&@«&¬J5N�&�2&+§A8Kp&1.5&K/&52n£@&
/A0&789:8c�+&1n&9398Oi,&:3d,&L[&{7S�\.(65789:4"'
w&2017:*+@)) F�®&*+2&:s%&-ptH&chZ&LAZ&!&65!!�7H-&
+H35&-ptm&*'S2&9:4jDH&KW&chZ&�#S�\. 

@*2&TF5d,-%&9:4jDH&KW&'3&"k&+,z{, +,MN, DE3&5O
Z&a0&SªY&<1@\. N$@&<=>&@«%&9:4jD&�f@&P0&12&+,MNH&
KW&O535&h"k&*+H&KW&¯N@&G9W&Nd,&*+#l;&no/Q\0&°&
�&1\. *+,l2&*+�{ o@&;)2&^±35R+, ;�S², ³$&¬%&uJ,&
no@�&O5&´R%&8±@&>\.(@£*, 2001) ~$-&+'��;oI&F&+'H&µD
S2&D¶J&+,MN%&*CH-&*+#l&NH&KW&$%Z&(S�\. (Walsh T,1998: 

U·V&X, 2005) 

9:4jD%&+'I&D,&�7H-&9:4jD2&)e35&-ptm&*'S2&JNH
-&-pt&@��k&-�¸@&\:W&¯N%&�¯Z&�W&̄ N6�H&µDS0&1d�&9
:4jD%&̄ NI&9:8cH&We>&�d,-&-pt%&s, <¨7%&X!, ¹�), 7<
º&6�, 6�<º%&»SY{, ¼9>&-pt, K5cV%&tZ[t, %/\½, {./, f
U3&�>&¬&\:W&́ R,&̄ N6�@&#¾#0&1\.(U¿., 2014; U] , 2012; @´
¡, 2011)
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@�W&D,MNH-&9:4jD%&)Nh"rR2&-pt&sJ&̂ I&cV{Z&P0&1
\E&''N$%& &�3H+&.qZ&��&9:4jD%&O5%&ÀÁH+&�I&.qZ&7
�[&>\. @"#&9:4jD%&D,MNH-&h"+&��d,&x}&�&�&1d�&O5@&
Xx¦&MNH&KSª&)N35&_, h"3&¼1Z&�"/&D0k&=�ÂH&{Jm&#¾3
2&�Z&)Nh"��d,&̀ Y&�&1\(¼N², 2015). h"3&��I&O5%&{qZ&;<
S2.&1/-&*+�{ &R+#&=RH&/0W&.qZ&��&/a[&@xS0&12)&=
8�Sª&)N&h"ÃH&cW&\:W&��&��oZ&�l&«&4;)&95(45&�8@b¯!

85&.©!:5&1c�%!c5&( ½)d,&�{>&h"3&��Z&*<S�\(Luthans, 

2002).

�&��H-2&9:4jD;&�a&D,�7%&*+#lH-&@��H[&:s%&-pt
m&�8�x&)Nh"��I&Ä3, 53, DE3&��d,&Å7>&'3��d,&±.�&�&
1\0&42\. F"\E&9:4jD%&*+#lk&-pt&sJ%&cVH-&)Nh"��
@&/a[&$OXYZ&S2)H&KW&��;&(9S\. 

@�W&(9{Z&ÆÇd,&'3&!!%&TF;*+&�TJ&65!!F*%&-pt%&s
3&qr@&(9S\2&J*m&xuS0�&S2&^M%&�3d,&

45, 9:4jD%&*+#l;&-pt&*H&/0W&.qZ&7�2&)m&�940&
85, 9:4jD%&*+#lk&)Nh"��%&cVH-&-pt&sH&/0W&.qZ&

7�2)&
:5, 9:4jD%&*+#lm&=P40&)Nh"��Z&$O,&-pt&sZ&qr<2&

�&12)m&�940�&W\.

&&"#'%(#)*

!"#$%&'(
65789:4"I&�$k&�I&65{s·&+&n{sMZ&;)0&1d�&È�@&�¹

S[&»dSª&e�-2&^rÀÁZ&.�S)&ÉS0&78º&\�&D¶%&4jm&(9,&
W\0&5N/2&|Z&789:KD�,&|ÊSª&fUÁ�&Ë2&;D) &¬%&789:
Jªm&*'S0&Kr�%&hfrR#&�:MNH&~$&<¨9:8c&+&a;8c&¬%&
-ptm&*'fd�&Kr�H&KW&�Ä-ptk&Â,&�:;#&) -ptm&*'S2&
�@\. @2&65Kr�%&6«&Ì¼Z&Í¦<-0&ÀÁ®NZ&+ÎSª&F&;#%&�%
Z&3/4d,g&R¿%&Ï%&qr<-0�&S2&�3d,&<=/A\. F&G&9:4jD
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%&XYI&65789:4"*+H&1/&;7&GÐ3&XYZ&%`S2&|y$0&Y&�&1
d�&789:8cI&65()hH&-ptm&*'S2&8cd,-&9:4jD;&ie//&
1d�&9:4jD2&789:4"*+&<=H&~$&65¥&@r&65&Ë2&65¥7n&65{
sMZ&;¦, e�-2&^rÀÁZ&�=S8&/0!&789:&Jª�J�H[&659:<
¨@#&a;<¨H-&fUÁ�&) -ptk&O5&Á�) &-pt, ÑF�i&-pt, ;D
Á�) &-pt, N-) &-pt&¬&TF35&9:4j-ptm&+H&*'Sª&789:
Jª�J�%&fU8bZ&Í¦<-0&65%&Ï%&sZ&qr<-8&�x&:{/2&TF&
5½@\. 65789:4"h&*2*(N%)1Ò&5jH-2&“789:9 ”@Ó&"789:
8cH&ie//&65&¬%&fUÁ�&Ë2&;DÁ�&) &¬%&',m&�=S2&�m&`W
\#$0&N%S0&1d�&789:9 H2&ºjD, ºj*,D, 9:4jD, �J�ÀD&
¬@&1\.

)"#*+,-
#l(climate)2&+'&ÀÁ%&)e35&�sZ&��S8&�W&̂ ±3&Ojd,&Taguiri(1987)

2&ÀR!MN!DE*+!FC&¬%&)e3&z{%&zNW&́ R;&#lm&@5\0&S�
\. *+#l2&1960?K&���oH&%x&OjC&/A0&̂ ±3d,&*+%&h"3&MN�
{@&�{ %&=�@#&R+H&.qZ&b\2&c1@\(k¥-, 1982). *+#l2&O5%&
5)m&¼*S2&h"Ã|yH&8Am&L0&D¶H[&M8\�&O{@&ÔaS#@&*+H+&
\�&*+J&�Õ/2&z{@&12.&*+#l&Ë2&*+|�8$0&W\.(Halpin, 1963)

ËW&*+%&DE3&$%@#&*+%&6c3&e{!n&PQ$&*+H&Kx&³.2&O5
%&)M+&*+=�H&.qZ&7l\2&40;&1\. @1H-&*+#l2&�{ %&R+
#&=�Z&@xS2&G9W&+�&G%&S#,-&p�3&®N>&rmH-&.qZ&f0&1d
�&ÎÖ&*+H2&6c35&D¡,&4Ö&�c35&nxm&3�SÖ&�{ o@&Â,&×�
S0&'ØS2&h"3&rR%&5)35&Oj@\(7No, 2011). F"0&Bowers(1975)2&
*+#lm&*+=�H&.qZ&�2&�d,&*+&�{ o&D@H&'�3d,&)M>&DE
3&hr@#&h"3&hrZ&±.S2&;<3&�rd,&40S0&1\.

*+#l%&S�p5d,&U×q(2003), Ur@(2005), 7sf(2005)¬%&��H-&*<
W&5º)q&*+#l, ��)q&*+#l, /�3&*+#l, Ù%3&*+#l&¬d,&S�
p5d,&5ºcV&*+#l,&-pt&@��, @��&;#, 8c3%&rDk&cVH-&l
8, 9N, ch, 5N&,:&, @x, >*&¬Z&#¾3�&Ë&��oJ&rj&º%&l�Í¦Z&
Ø+S2&�J&cÚ@&1\. ��)q3&*+#l2&;_�², �8W&V<J&-¹W&¡=, 

F"0&@%&JN&1�&+&{J%&Å5, *+'f&+&N.O_Z&�W&0,!&Ñh%&<+, 
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O54\2&*+%&��k& YZ&¼*S2&�J&cÚ@&1\. /�3&*+#l2&-pt&
@��&+&F&;#, 8c%&rDo%&=�[&=N, ¡3&G<, Ûw, /��%, '5º{, 

^Ñ3&%DuNZ&¼*S2&�J&cÚZ&;¦\. Ù%3&*+#l2&TF3&Á�H&cW&
Ü%#&ch@&�#W&�Z&̀ W\. 9:4jD2&+,H&Ý¡S)&Þd�&KÝ&̂ Z&x�
!È#&-pt%&'�%&��&%O@&¸0&-,&KßSÈ#&��%&>Z&oÐÈ#&��&
%O@&.tSª&)#�[&@83@0&ÃÀoJ&;?@&Àu\. 

@H&�&��2&*+#lm&Ä"3&MN@#&4Ì3&MN4\&h"3&MNH&��S�&
�{ o%&h"3&9im&±.S0&10&àN&;bW&*+#lH&Kx&��S0&W\.

."#/01#2
-ptÓ&06%&d(J&n#Z&�x-&-pt&*'�&�f&Ë2&\�&-pt&� Z&

@�S2&JN, 6½, =�%&�=Z&̀ S�(@r@, 2002). -pt&s@Ó&-pt%&z{, 

-pt&*'�k&�9�%&�c{&+&rK{, -pt&*'&<1%&3�rm, -pt&Kr�
%&\:{&¬d,&<^3d,&OjZ&N%S8+&/v0&6c3d,&àNY&�+&̧ /&H
DÑh&ËW&\:S\(@?a, 2011). zá&9:-pt2&µÊ;&\:S0&�I&9io@&
·�//&1/&^±C>&N%2&12&/0wd,&-pt&s&c"%&G9{@&KL/0&1
\. !!&-pt&sI&9:4jD%&+,&TF{J&D,&MN3&ªÌ&¬J&�I&\:W&
95oH&%x&uN>\. ~$-&-pt&sZ&¢@8&�x-2&-pt&sH&.qZ&7�2&
95oZ&;<S2&�@&$!&G9S\(AI., 2011; @&´, 2011; @r¿, 2011). ËW&
-pt&sI&-ptm&*'S2&µD�%&-pt&*'JNH&1/-�&&)M>\0&4�&
9:-pt@��%&i�H&�ISª&9:<¨8c&*+Z&Ghd,&8�xª&12&MN
J&Â,&9:�J5N�&+&�J�;#J&9:4jDk%&rjâ�H&#¾y&)M>&;�
$&Y&�&1\. @Xz&-pt&*'�%&\:W&+,z{J&̄ N*ã@&-pt*'MNJ&
Xä&N+H&~$&-pt%&3�J&�bqrZ&)/B&�&12& å@&>\. 

9:4jD%&',z{J&R+m&-pt&s&uN95d,%&�{B I&Ã�oæ\&\
:S[&N%S0&²�&.X&X<&\:S[&#¾#0&1\. �&��H-&-pt&sZ&9:4
jD;&�J�k&�J�&;#%&h"35&8Ki�m&Ý#<-8&�x&*'S2&-pt%&
TU,&N%S0&¨NS0�&W\.

3"#456789
)Nh"��I&Ä3��, 53��, DE3&��&¬%&Å7>&��%&Ojd,&0Ø{, 

àN;b{, O�;b{, �=H&KW&.q&¬%&z{Z&;)0&1\(Luthans T, 2004). 
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Luthans T(2004)2&�{ %&R+#&=�H&.qZ&�2&O5&z{Z&;<S0&@xS8&
�x&)NJ&cÚ>&\:W&��oZ&|}&W&«&)Nh"��I&�8@b ,̄ .©, E(½, 

1c{&¬%&\B 3&�{95d,&@|/¦&r�!h95d,&N%S�\(Bandura, 1997; 

Snyder, 2000; Luthans T, 2002).

)Nh"��%&S�9i5&�8@b¯, .©, 1c{, E(½&¬%&_=��oZ&0}x&
4E&�8@b¯@&¢I&D¶I&+,H&KW&Å0W&fjZ&Í¦<2&�&1d�(��&, 

2013) .©I&\:W&��&|yH-&)N35&{Jm&#¾30&1d�(f�C&T, 2011) 

E(½I&�/¦&MNH&~$&pCS2&b½d,&+,{J#&+,n#&¬H&)N3@&.q
Z&�2&�d,&#¾ç\. A8%&��H-&_=p�,g&�{ &=�J&R+, *+Ø@{
J%&.qcVm&�ÍS2&¡Í��H-&<âSª, 2000?K&G±&@«H2&$Op�,g&
F&.q½Z&;<S2&��o@&Á�á&¦=/A\(:(}!]}*, 2012). _=��H-&
9:4jDm&Krd,&)Nh"k&5/Z&¼N²(2015), DE()T%', %&J'�=
J&¯N0~H&cW&��,&h��(2015), ()<¨&µD�%&+,R+k%&cV&t�D
(2013), DE()*+H&cW&��, UR�(2014) ¬@&1d�&)Nh"��%&-ptµD
 %&��2&]D&o/&Á�á&w+@2&�Z&=&�&1A\.

)Nh"��%&_=��uJ&9:4jD%&@'35&+,c"&9i,&+,�7H-&³
.2&9:4jD%&̄ N*ãH&KW&@x, 5O, �>& 5;<&¬@&(9S�&9:4jD
%&��>&̄ N=�&G&�N3&.qZ&]iC&<-0&)Nh"��%&S�9ioZ&¼CÂ
d,g&',�=@&Á�Y&�d,&èw/�&P��&9:4jD&tt,;&+,�7H-&³
.2&)Nh"��I&-pt&s%&qrH&�I&.q½Z&=DW\0&èw//&¦\. �8
@b¯Z&zNJ'Z&{�S8&�W&b½Z&P0&1\2&fj@$0&�Z&ÆÇd,&O5%&
��m&{'3d,&��&B&�&12&�f¯d,&N%S�0. .©Z&O5%&)N35&h"&
rR,(Luthans T, 2007)�¡H&é2&���ßJ&��m&qx&53SE-&3ãS[&��&
N,m&a¨NY&�&12&ÑhZ&Î�S2&�@$&N%S�d�&E(½Z&/6&F*#&X
NH&+E�Z&g&F�H-&E/#& �&rR,&/!PkÈ#&F&@r%&rR,&�Tx&
#;2&�@�&1c{Z&�d,&�I&^@&�@&̂ /�&�@$2&8K¯d,&N%S�\.

@H&�&��2&)Nh"��Z&�8@b ,̄ .©, E(½, 1c{&¬d,&�{>&O5%&
{�&+&�T)q%&)N35&h"3&z{d,&N%W(:8µ, 2015)%&_=��k&�I&
$%d,&¨NS�\.
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+"#,-./

!"#:;<=>#?@
9:4jD%&*+#lH&~�&-pt&s%&cVH-&)Nh"��%&$O@J,-&7

�2&.qZ&=P48&�x&*+#lm&Ûßp�,&¨NS0&-pt&sZ&µep�,&̈ N
S�d�&ËW&*+#lk&-pt&s%&cVH-&1/-&)Nh"��@&$OXY,-&/
0W&.qZ&7�2)m&|}S2&�@&�&��%&�3@\. @�W&��%&�3Z&"{S
8&�x&<F�&1>J&�I&��Î´J&;¨Z&¨NS�\

!"#$%&$'()*

�&��%&����2&"{S8&�x&â{W&<F�&1>%&��Î´H&~�&��;¨Z&
¨NS�\.

%&'( 조직풍토는 서비스 질에 유의미한 영향을 미칠 )*+'

H1-1. 5º)q&*+#l2&-pt&sH&Ø%7W&N(+)%&.qZ&7F&�@\.

H1-2. ��)q&*+#l2&-pt&sH&Ø%7W&N(+)%&.qZ&7F&�@\.

H1-3. /�3&*+#l2&-pt&sH&Ø%7W&N(-)%&.qZ&7F&�@\.

H1-4. Ù%3&*+#l2&-pt&sH&Ø%7W&�(-)%&.qZ&7F&�@\.

%,'( 조직풍토는 긍정심리자본에 유의미한 영향을 미칠 )*+'

H2-1. 5º)q&*+#l2&)Nh"��H&Ø%7W&N(+)%&.qZ&7F&�@\.

H2-2. ��)q&*+#l2&)Nh"��H&Ø%7W&N(+)%&.qZ&7F&�@\.

H2-3. /�3&*+#l2&)Nh"��H&Ø%7W&�(-)%&.qZ&7F&�@\.

H2-4. Ù%3&*+#l2&)Nh"��H&Ø%7W&�(-)%&.qZ&7F&�@\.

%-'( 긍정심리자본은 서비스 질에 유의미한 영향을 미칠 )*+'
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%.'( 긍정심리자본은 조직풍토와 서비스 질에 미치는 영향을 매개할 )*+'

H4-1. )Nh"��I&5º)q&*+#lk&-pt&sH&cVm&$OY&�@\.

H4-2. )Nh"��I&��)q&*+#lk&-pt&sH&cVm&$OY&�@\.

H4-3. )Nh"��I&/�3&*+#lk&-pt&sH&cVm&$OY&�@\.

H4-4. )Nh"��I&Ù%3&*+#lk&-pt&sH&cVm&$OY&�@\.

)"#A5B;#C#DEFG
!"#$%&'

*+H2&F&*+&zØ%&|�8k&0ØW&cj@&1d�&*+�{ I&5OS)&ÉS0&
FH&bS2&=�Z&�S[&>\.(]N�, 2012) *+#l2&*+%&DE3&$%@#&*+
%&6c3&e{!&n&PQ$&*+H&Kx&³.2&O5%&)M+&*+=�H&.qZ&7l\
2&1H-&F&G9{@&ÍK&/0&1\(t.3, 2012). F�+,&*+%&N$&c=&ãBk&
�I&6c3&z{J&µD o%&=�H&.qZ&7�2&'Ø>&)MZ&�fo@&D,S0&
12&MNH&Kx&h"3d,&/a[&)MS0&x}S2;m&%7W\0&Y&�&1\(]N
�, 2012). *+#l;&G</2&@Ø2&F�@&*+&�{ %&*+&Á�H&1/-&;�c, 

R+, { %&�8Ø�, n#, »n#&¬H&,\Ó&.qZ&7�8&gF@\(Î)M&T, 2011). 

�&��H-+&_=��k&�I&N%,&*+#lm&;<S8&�Sª&Halpin & Croft(1962)

;&O�W&OCDQ(Organizational Climate Descriptive Questionnaire)m&*+#l%&àNZ&
�x&U×q(2003), Ur@(2005), 7sf(2005)¬%&��H-&*<W&5º)q&*+#l, 

��)q&*+#l, /�3&*+#l, Ù%3&*+#l&¬d,&S�p5d,&àNS�\.

("#)*+#,
-pt&s@Ó&-pt%&z{, -pt&*'�k&�9�%&�c{&+&rK{, -pt&*'&

<1%&3�rm, -pt&Kr�%&\:{&¬d,&<^3d,&OjZ&N%S8+&/v0&
6c3d,&àNY&�+&¸/&HDÑh&ËW&\:S\(@?a, 2011). 65789:4"*
+%&-pt&sI&\B 3d,&àN//y&S0, ]3%&-pt&T"UVm&00xy&S
�&@��o%&\:W&i�m&Ý#xyS2&-pt@\. (]I., 2010) 

Parasuraman, Zeithaml +&Berry(@S&PZB, 1985)2&Gronroos%&��m&8A,&Sª&-
pt&s%&uN9iH&KSª&�U3d,&��W&-pt&�s%&OjC&+&àNZ&�W&
+�,-&SERVQUAL ê+2&-pt&�sZ&àNS8&_Ö&rmH-&-pt&�sH&KW&
06%&)MZ&àNS2&�@\(Parasuraman, 1988). )M>&�sI&¡*3&�s@&Pë&
¢I&�b%&Ðr3&Ojd,&-pt&@�&«%&)M�bH-&@�&T%&8K�bZ&'*
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S2&ÑOZ&�W\0(Gronroos, 1988)S�\. PZB2&_=��oZ&Ghd,&fì{, ±I
{, Åf{, '¯{, Ø´{%&5;),&-í>&�{B I&-pt&s&��H&8�35&��
ê+,&�@&D�/0&1d�&¡Í3d,&Í£/0&1\. fì{I&NÅS0&�ZnS[&
íeW&-ptm&�=S2&b½&¬Z&`S�&KI{I&feW&-ptm&*'S0&06Z&
+�&%+&¬Z&̀ W\. Åf{I&µ' %&)O, Gã, ��J&fì{Z&0�Y&µ' %&
�s&¬Z&`S�, '¯{I&8c@&@��H[&*'S2&OÕ35&chJ&0&N+&¬Z&
`S�, Ø´{I&Ä"3&<¨, 7p, µ' %&TÎ&¬Z&`W\. 

~$-&�&��H-&-pt&s@Ó&9:4jD;&�J5N�k&;#%&h"35&8Ki
�m&Ý#<-8&�x&*'S2&-pt%&TU,&N%Sª&D�S0&SERVQUAL ê+m&
D�S�\.

-"#./0123
Luthans T(2006)2&�8@b¯, .©, 1c{, E(½&¬Z&àNS8&�W&\:W&+�

m&̈ VS0&¾`{Z&5Nf2\. )Nh"��%&̈ FFÒZ&O�Y&g, Parker(1998)%&
@b¯&àN+�, Synder T(1996)%&.©&àN+�, ScheierT(1985)%&1c{&àN+�, 

WagnildT(1993)%&E(½&àN+�&¬Z&ÆÇd,&W&_=��H-&)Nh"��%&5O
H&KW&�bI&K8'&D,�%&vwH-&s{J&+J@&¢Z�4&)Nh"��@&¢P)
2&�d,&#¾ç\(Ê��&T, 2013).S)n&Ø�V(2004)I&ª{%&53, DE3, h"3&
��H&KW&¡Í3&��m&�x&ª{I&53��I&s{4\&�[&#¾ç)n, DE3&
��J&h"3&��I&¢[&#¾ç\0&S�\. 8'%&��oÚ@&.qZ&�0&10(A¦
�, 2011), �8@b¯@&¢Ps�4&06)q{I&¢P)2&�d,&|}/0&1d�(��
&,2013), �8@b¯J&�'{I&+,�=&.XH&.qZ&7�2&G9W&p5o,&S£/
0&1\(/:@, 2012) 9:4jDo%&+,2&\:W&',k&�'{@&9�//&XYJ&
/W&¬H&�8@b ,̄ 1c{@&G9W&8*�Z&=&�&1\.(N&Î&T, 2009) �J5N�, 

;#, 8c, ��&¬%&cVH-&¡.¯J&)N3@)&ÉW&rmH-+&^H&KW&O5%&
��k&E(½I&G9S\. �&��H-2&)Nh"��m&G9W&$O,&4[&//&p5
d,&_GS�\. 

4"#56789:#;<#=5
5��VÃ3&z{&95I&�&��H-%&(9{H&%Sª&10FÒd,&¨NS�\.
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!" 변수 # $%&' ()

!"
!"

#$
#$

%&'%(#$#$
I

2.5.8.12.15.18

Halpin &(Croft(1963); 

)'*(2005)

(+'%(#$#$( 1.6.11.14.17

)*,(#$#$( 4.7.9.

+,,(#$#$( 3.10.13.16

--
!"( ../(0 II 1-13

PZB /(1988) 

SERVQUAL 01(
2!
!" 134562 III 1-24

Luthans, Youssef &

Avolio(2007)

%"374,!" 10 8"6

!+$%&$,-.$(/

."#:;HI
�&��%&�3J&��;¨%&¡Í|}&uJm&+�S8&�Sª&2016?&07%30^�&&

08%20^&î)&-�, KTH-&20^&�®&9:8cH&ie//&�a&D,S0&12&9:4
jDm&Krd,&�}H-&¨F)m&�&�ÈS�\. 200�m&�Sª&»{¡S[&IH
W&13�m&*TW&187�%&��;&|}Krd,&S�\.

3"#8J#DE#FG
�v>&��%&�VX"2&.@&&IJJ&.@&&L"K&JNZ&È�, SPSS v. 21.0 �V&

.-)&�,F�Z&Á�Sª&|}S�\. 45, ��%&̂ ±3&z{Z&=P48&�Sª&�+
|}Z&¡<S�\. 85, àN+�%&¾`{&�ÍZ&�x&��3&95|}Z&¡<S�d�, 

fì+&�ÍZ&�x&Cronbach's !V�m&ï�S�\. :5, M&p�ºH&rccVm&=P4
8&�Sª&rccV|}Z&D�S�\. c5, ;¨�ÍZ&�Sª&_´EW|}Z&¡<S�
d�, )Nh"��%&$O@Jm&�ÍS8&�Sª&3wV&$OEW|}Z&¡<S�\.

0"#,-12

!"#K9L#MNO#PQ
��%&̂ ±3&z{Z&=P48&�Sª&�+|}Z&¡<W&uJ2&<�&2>k&�\. |}

uJ&{ÕI&s{&26£(14.3%), ª{&156£(85.7%)d,&#¾ç0, �BI&30K&@S&19£
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(10.4%), 40K&26£(14.3%), 50K&83£(45.6%), 60K&@r&54£(29.7%)d,&#¾ç\. u
erR2&8e&147£(80.8%), 7e&19£(10.4%), @e/ÕÈ/DÕ&16£(8.8%) rd,&#¾
ç0, Ã½I&A�@S&25£(13.7%), G�&42£(23.1%), 0�&76£(41.8%), K�@r&39£
(21.4%)d,&#¾ç0, D,8c&´R2&659:<¨&169£(92.9%), �yº4j#&&10

£(5.5%), a;8c(ÑF9:) 3£(1.6%) rd,&#¾ç\.

�'�82&N*3&@Ø&77£(42.3%), �P¡�&56£(30.8%), ;NH-%&º·N"&14

£(7.7%) rd,&#¾ç\. 0�´R2&NS+&110£(60.4%), Ví*&65£(35.7%), <J*&
7£(3.8%) rd,&#¾ç0, ð&N½I&1?&7n&28£(15.4%), 1-3?&7n&54£(29.7%), 

3-5?&7n&48£(26.4%), 5-10?&7n&39£(21.4%), 10?&@r&13£(7.1%)d,&#¾ç\.

^^&D,<ºI&8<º&@S&117£(64.3%), 9<º&@r&65£(35.7%)d,&#¾ç0, �a&
Jª�bI&130n &7n&89£(48.9%), 130-150n &7n&63£(34.6%), 150n &@r&30

£(16.5%)d,&#¾ç\.

!"
*+
,-.

/01
,2.

!"
*+
,-.

/01
,2.

95 '9 26 14.3

67:;
<8,(=> 77 42.3

?9 156 85.7 6@9A 56 30.8

8:
30#(=B 19 10.4 C3D.$(&;<< 14 7.7

40# 26 14.3 ;= 35 19.2

50# 83 45.6

E>?F
GH8 7 3.8

60#(=I 54 29.7 7@8 65 35.7

JAIF
;A 147 80.8 3B$ 110 60.4

KA 19 10.4

4L
CD=B 25 13.7

=A/5M/%5 16 8.8 ND 42 23.1

E(<L

1F(KO 28 15.4 ED 76 41.8

1-3F(KO 54 29.7 #D=I 39 21.4

3-5F(KO 48 26.4 PP
&QG&

8G&(=B 117 64.3

5-10F(KO 39 21.4 9G&(=I 65 35.7

10F(=I 13 7.1

&Q;R
?F

S%TUGV 169 92.9

AW(
H?"X

130OY(KO 89 48.9 WC;R(GHTU) 3 1.6

130-150OY(KO 63 34.6

ZI&J[K\ 10 5.5
150OY(=I 30 16.5

]^ 182 100.0 ]^ 182 100.0

!+$0&$+12$345$6/
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)"#A5B;L#RSQ#C#TUB#VW
p�%&¾`{Z&�ÍS8&�x&�&��H-2&�{Oj&¾`+m&�ÍS8&�W&��3&

95|}(Exploratory Factor Analysis)Z&D�S�\. zá, 95%&�m&]iCSª&N4
%&L¡Z&]iCS8&�x&�{||}(principal components analysis)ÑOZ&@�S�0, 

ETÑOI&+MET5&ñ"$t(varimax)ÑOZ&D�S�\. 95%&�&uNI&0Øò
(eigen value)@&1 @r5&95nI&_GS�d�, M&p�k&95º%&rccVm&#¾3�
2&95&3a�(factor loading)2&F&ò@&0.4 @r5&N!m&Ø%W&�d,&èwS�\. 

95|}&uJ, �&��H-2&àN+�%&¾`{Z&¢@8&�Sª&953aä@&0.4 @S
5&Ò�Z&*ÈS�\. 95|}I&|}Ñh%&z{r&M&Ò�o&º%&rccV;&¢Py
S2.&KMO à+k&Bartlett%&�´{&�NI&M&Ò�o&º%&rc=½Z&Å5Âd,-&
D�&Ò�o@&95|}H&3�W;m&#¾3�2&Ñh@\. Kaise-Mayer-Olkin(KMO)2&
p�Mo&º%&rccV;&\�&p�H&%x&�&¨£//)2&N4m&#¾32&�@+,&
@&à+%&ò@&âdE&95|}Z&�W&p�&_N@&�)&Þ�Z&#¾�\. 4�&KMOò
@&.90@r@E&P�&�I&�@0&.50@S@E&p�,-&fPo^&�&¸2&�d,&�\. 

ËW&�&��H-&\&FÒ&ê+,&àN>&FÒ@&�s35&FÒo,&�{/A2)&fì+
m&�ÍS8&�x&FÒº%&33&^�+m&42&Cronbach's !V�m&ï�S�\. ^±3d
,&fì+%&ê+5&Cronbach's !òI&Nx¦&8b@&¸)n&.60 @r@E&fì+;&1\
0&4�&.50 @r@E&|}S2.&"&F*;&¸2&�d,&�\.

!"#$%&'>#?@#AB<#C#DEF#GH
*+#lH&KW&¾`{&+&fì+&�Í&uJ2&<�&3>J&�\. ó¹&Bartlett%&w�=�&

1�&uJ&"²=1462.407(p=0.000)@+,&p�o&D@H&95Z&@NnW&rccV;&Ý|
S0, KMO%&��3�+&1�uJ&KMO ò@&0.843d,&#¾çd�, '�{&¬Z&1�W&
uJH-+&àN&��%&95|}&;NZ&n#<-+,&\�J&�@&95|}Z&¡<S�
\. F&uJ&ð&4O%&95@&+�/A0&M&95Z&�{S2&FÒo%&GhOjZ&ÆÇd
,&95&£Z&�ªS�\. 95&1(19.585%)I&‘��)q&*+#l’,&££S�0, 95&
2(18.113%)2&‘5º)q&*+#l’,&££S�d�, 95&3(14.148%)I&‘Ù%3&*+#l’

,, 95&4(11.208%)2&‘/�3&*+#l’,&££S�\. @&4O%&95&3a&ò@&±.40 

@rd,&#¾#&Ð�>&95I&¾`{@&Å4>&�d,&|}/Ad�, fì+&ËW&.60 

@rd,&#¾#&fìYnW&�b5&�d,&°&�&1\.
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!"

3"

%456
789:

;<56
789:

=>?
789:

권위적 

789:

6. _`($a$(7Q"LGb'(cMN(dO!. .859 .195 .013 -.124

14. _$($ae(P$(Jf((PgG(Q%h!. .836 .110 -.086 -.104

1. _$($ae("9YR$(7Q"L'(Q%(ijh!. .811 .119 .083 -.057

17. _$($ae(Y5YS'(k#h!. .724 .200 .018 .078

11. _$($ae(PD(T.(lUh(7V'(mn`(o$
((h!.

.679 .361 .040 -.159

12. _$($ae(pI(q;WWh(c*;=!. .072 .783 -.276 -.188

18. _$($ae()X(7Q((rY(Z`!. .236 .723 -.185 .065

2. _$($ae("9Y(&$(I[[(D()s!. .341 .699 -.089 -.205

15. _`(H8C(t'(\(:]^($_h!. .394 .678 -.048 -.070

5. _$($ae(:]`5(.u(%avD(Rh(=I;((
_w!.

.138 .612 .322 -.199

8. _$($ae("9YR$(Eb'(=ch!. .086 .603 -.243 -.068

16. _$($ae(:]$(d'(Rexf!. .070 -.140 .749 .156

13. _$($ae(:]$y=(gzB!. -.012 -.032 .740 .167

10. _$(:]`('_l{(=;,=!. -.071 -.061 .740 .175

3. _$($ae(hi=(#9jx(t!. .073 -.235 .629 .197

7. _$($aI%`(7Vk(P'(|}#u(!<Gl!. -.214 -.227 .214 .776

4. _$($aI%`(6*$($1#u(j;((mn~(
=((>1h!.

.044 .019 .264 .764

9. _$($aI%`(NTh(P'(A6.(J3o*!. -.160 -.268 .284 .697

E>p 3.525 3.260 2.547 1.985

cqVM(%) 19.585 18.113 14.148 11.028

�,VM(%) 19.585 37.697 51.846 62.874

*r1 .874 .824 .756 .760

!+$7&$89:;<$=>$?@/$A$BCD$EF

!"#$%&'()*+ ,-./01//23+ /13/결과 45$6(78&(%9+ :;<$6=)*+ >$%&%%%?

("#)*+#,>#?@#AB<#C#DEF#GH
-pt&sH&KW&¾`{&+&fì+&�Í&uJ2&\�&<�&4>k&�\. ó¹&Bartlett%&

w�=�&1�&uJ&"²=1731.360(p=0.000)@+,&p�o&D@H&95Z&@NnW&rcc
V;&Ý|S0, KMO%&��3�+&1�uJ&KMO ò@&0.944,&#¾çd�, '�{&¬Z&
1�W&uJH-+&àN&��%&95|}&;NZ&n#<-+,&\�J&�@&95|}Z&¡
<S�\. F&uJ&ð&1O%&95@&+�/A0, 95&1(61.302%)I&‘-pt&s’,&££S�
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!"
3"

서비스 @

7. _`(@Q5(mstn1(x�*R$(�O(%p'(u�(v5B�(h!. .859

5. _`(x5*=(wTu(�(\('^(�=(../((8�h!. .843

6. _`(x8_(6�,�u(x�*RD{(1�'(g5E(t!. .829

12. _`(x�*R$(=yf(�$((zn{�u(E�h!. .828

4. n5($ae(x�*("�D(Rh(7Q(;|'(3QB{(;|BE(>'h!. .824

10. _`(x�*R$(0HD(#}�("(t`(bch(7Q('y'(C'E(t!. .817

9. _`(x�*RD{(pI(�$(m�E(�~B!. .783

3. n5($ae(x�*$(��%p=(t'(\(��'(cJB;*c(SLh!. .781

8. "�(../((8�(�(\(../((�`(x�*e(45,�u(�3=(jG`(
�(+!.

.777

13. _`(x�*R=(Q�'(YB`'(3QB{(�E(t!. .777

2. n5($ae(8�B;u(@-h(../`(P�=(8�h!. .705

11. _`(x�*R$(!%,%(H8D1(R4'(C'E(t!. .664

1. n5($a$($YRe(�3BE(��h(�a'(BE(t!. .658

E>p 7.696

cqVM(%) 61.302

�,VM(%) 61.302

*r1 .945

!"#$%&@((*+ ,-./01//23+ /13/+ 45$69)6&)7%+ :;<$9'*+ >$%&%%%?

!+$G&$HIJ$K<$=>$?@/$A$BCD$EF

\. @&1O%&95&3a&ò@&±.40 @rd,&#¾#&Ð�>&95I&¾`{@&Å4>&�d,&
|}/Ad�, fì+&ËW&.60 @rd,&#¾#&fìYnW&�b5&�d,&°&�&1\.

-"#./0123>#?@#AB<#C#DEF#GH
)Nh"��H&KW&¾`{&+&fì+&�Í&uJ2&\�&<�&5>k&�\. ó¹&Bartlett%&

w�=�&1�&uJ&"²=3437.082(p=0.000)@+,&p�o&D@H&95Z&@NnW&rcc
V;&Ý|S0, KMO%&��3�+&1�uJ&KMO ò@&0.952,&#¾çd�, '�{&¬Z&
1�W&uJH-+&àN&��%&95|}&;NZ&n#<-+,&\�J&�@&95|}Z&
¡<S�\. F&uJ&5O%&FÒ@&*È, ð&1O%&95@&+�/A0, 95&1(56.131%)I&
‘)Nh"��’,&££S�\. @&1O%&95&3a&ò@&±.40 @rd,&#¾#&Ð�>&95
I&¾`{@&Å4>&�d,&|}/Ad�, fì+&ËW&.60 @rd,&#¾#&fìYnW&
�b5&�d,&°&�&1\.
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!"
3"

ABCDEF

22. _`(x��(I�D(#h(<<=(t;(\HD($aD.$()X(G&R'(�(
��c(�("(t!.

.867

6. _`(_$(7QcID.(x��=(v�'(\(cJ�(6*=(t!. .836

8. _`(x��(P'(O�'(\(�(cJ�("(t!. .832

4. _`(x�E()X(P=(��1(�(��(_�("(t!. .805

7. _`($aD.(x��D(��Ntn1(!Uh(G��u(�(R5h!. .792

13. _`($aD.(�RD(���'(\(=((��B;(*h(!Uh(G�'(a�c(
�("(t!.

.785

15. _`($a$(]�""'(*h($$D(�e(1�=(�(6*=(t!. .783

17. ',(_`($aD.(9�,�u(7Q(("LBE(t!E(a�h!. .776

5. _`(7Q(+((�9�("(t`(!Uh(G�=(t!E(a�h!. .765

20. _`()X(P=(t��(�e(P1(t!`(�}�u(P'(#h!. .761

1. _`(_$(7QcID.((+((V3�(6*=(t!. .760

10. _`(_$(7Q(+((�9B;(*c.(�3,�u(PBE(t!. .752

9. _`(7Q("L(G(A6()�u1(�@.(7Q((v5�("(t!. .745

23. ',(_`(7Vh((+D(!C.E(t!. .742

19. ',(_`(_$($QD.(:GD(?�(P'("L�("(t!. .737

14. _`($aavD.$(/��/((�(��B`(�=!. .728

24. _`(oC(�e(P=(oC(YB`(Gy�u(��&!E(a�h!. .723

12. _`(pI(o($Q$(�e(�'(J�E(h!. .717

21. _`(_$(:]D{(oC(C�(3J((6*(t{(8��("(t!. .717

11. _`(a;,%(H8((c�B?(cJ�'(�`(PD(6*=(t!. .690

18. _`(H8((_$B;(*c(o%(��%Rf(O_`(PD(6*=(t!. .687

16. _`(oC(BE(t`(P$(] '(¡R,=!. .658

3. _`(_$((+C(�9j5n(a�h!. .639

2. _`(�Q9h(I�D.(zI$(Jf((;#B`(�=!. .630

E>p 13.471

cqVM(%) 56.131

�,VM(%) 56.131

*r1 .965

!"#$%&@=8*+ ,-./01//23+ /13/+ 45$)()9&%'8+ :;<$897*+ >$%&%%%?

!+$L&$MNOPQ1<$=>$?@/$A$BCD$EF

."#XYZ[#C#I\\[#VW
�9&p�%&8ô�V&+&M&p�º&rccVm&|}W&uJ2&<�&6>J&�\. ó¹&
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!" GHIJ

789:
서비스 

@
AB

CDEF인간지향 

789:
%456
789:

KL?
조직풍토 

=>?
789:

%&'%(#$#$ 3.54±.757 1

(+'%(#$#$( 3.50±.855 .514
***

1

)*,(#$#$( 2.77±.974 -.388
***

-.251
**

1

+,,(#$#$( 2.32±.820 -.271
***

-.031 .502
***

1

../(0 4.00±.698 .505
***

.358
***

-.444
***

-.440
***

1

134562 3.68±.674 .491
***

.360
***

-.436
***

-.348
***

.728
***

1

!!>A&%6*+ !!!>A&%%6

!+$R&$STUV$A$WXXV$EF

�9&p�%&8ô�V|}&uJ&*+#l2&S�95Õ&‘5º)q&*+#l'(M=3.54), ‘�
�)q&*+#l’(M=3.50), ‘/�3&*+#l'(M=2.77), ‘Ù%3&*+#l’(M=2.32) rd
,&#¾ç0, -pt&sI&5�&4.001d,, )Nh"��I&5�&3.681d,&#¾ç\.

M&p�º&rccVm&|}W&uJ&*+#l%&S�95Õ&5º)q&*+#l, ��)q&
*+#l2&-pt&s, )Nh"��J&�V3d,&Ø%7W&N(+)%&rccV;&12&�
d,&#¾ç0(p<.001), /�3&*+#l, Ù%3&*+#l2&-pt&s, )Nh"��J&
�V3d,&Ø%7W&�(-)%&rccV;&12&�d,&#¾ç\(p<.001). ËW&-pt&sI&
)Nh"��J&�V3d,&Ø%7W&N(+)%&rccV;&12&�d,&#¾ç\(p<.001).

3"#?@L#VW
!"#IJ!K#GH

%&'( 조직풍토는 서비스 질에 유의미한 영향을 미칠 )*+'

H1-1. 5º)q&*+#l2&-pt&sH&N(+)%&.qZ&7F&�@\.

H1-2. ��)q&*+#l2&-pt&sH&N(+)%&.qZ&7F&�@\.

H1-3. /�3&*+#l2&-pt&sH&�(-)%&.qZ&7F&�@\.

H1-4. Ù%3&*+#l2&-pt&sH&�(-)%&.qZ&7F&�@\.

*+#l;&-pt&sH&7�2&.qZ&�ÍS8&�Sª&\GEW|}Z&¡<W&uJ2&
<�&7>J&�\. |}uJ&EWÎ´%&̈ £½I&39.3%@0, EWOI&�V3d,&Ø%7W&
�d,&|}/A\(F=28.701, p<.001). Ûßp�Õ,2&5º)q&*+#l, ��)q&*+
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!"
비표준화 MN 표준화 MN

O P Q
R2

,STUVW R2.X 4YZ[ \]

(I") 3.458 .309 ¢ 11.193 .000

28.701
***

.393

(.380)

%&'%(#$#$ .263 .067 .285 3.916
***

.000

(+'%(#$#$( .134 .057 .164 2.365
*

.019

)*,(#$#$( -.108 .051 -.151 -2.099
*

.037

+,,(#$#$( -.239 .059 -.281 -4.068
***

.000

--!": ../(0
!>A&%=*+ !!!>A&%%6

!+$Y&$89:;Z$HIJ$K<$[\]$^_

#l;&-pt&sH&�V3d,&Ø%7W&N(+)%&.qZ&7�2&�d,&#¾ç0(p<.05), 

/�3&*+#l, Ù%3&*+#l2&-pt&sH&�V3d,&Ø%7W&�(-)%&.qZ&7
�2&�d,&#¾ç\(p<.05). �, 5º)q&*+#l;&¢P)E&-pt&sI&.285%&r/
@&12&�d,, ��)q&*+#l;&¢P)E&-pt&sI&.164%&r/@&12&�d,&
#¾çd�, Ù%3&*+#l;&¢P)E&-pt&sI&.281 �P)2&�d,, /�3&*+
#l;&¢P)E&-pt&sI&.151 �P)2&�d,&#¾ç\. ~$-&9:4jD%&-pt&
sH&1/-2&*+#l%&S�95Õ&5º)q&*+#l, ��)q&*+#l%&Í;&+&
/�3&*+#l, Ù%3&*+#l%&¯i;&G9W&95�Z&=&�&1\.

("#IJ(K#GH
%,'( 조직풍토는 긍정심리자본에 유의미한 영향을 미칠 )*+'

H2-1. 5º)q&*+#l2&)Nh"��H&N(+)%&.qZ&7F&�@\.

H2-2. ��)q&*+#l2&)Nh"��H&N(+)%&.qZ&7F&�@\.

H2-3. /�3&*+#l2&)Nh"��H&�(-)%&.qZ&7F&�@\.

H2-4. Ù%3&*+#l2&)Nh"��H&�(-)%&.qZ&7F&�@\.

*+#l;&)Nh"��H&7�2&.qZ&�ÍS8&�Sª&\GEW|}Z&¡<W&u
J2&<�&8>J&�\. |}uJ&EWÎ´%&̈ £½I&34.3%@0, EWOI&�V3d,&Ø%
7W&�d,&|}/A\(F=23.056, p<.001). Ûßp�Õ,2&5º)q&*+#l, ��)q&
*+#l;&)Nh"��H&�V3d,&Ø%7W&N(+)%&.qZ&7�2&�d,&#¾ç0
(p<.05), /�3&*+#l, Ù%3&*+#l2&)Nh"��H&�V3d,&Ø%7W&�(-)%&
.qZ&7�2&�d,&#¾ç\(p<.05). �, 5º)q&*+#l;&¢P)E&)Nh"��I&
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!"
비표준화 MN 표준화 MN

O P Q
R2

,STUVW R2.X 4YZ[ \]

(I") 3.038 .311 ¢ 9.777 .000

23.056
***

.343

(.328)

%&'%(#$#$ .257 .068 .288 3.800
***

.000

(+'%(#$#$( .123 .057 .155 2.147
*

.033

)*,(#$#$( -.140 .052 -.203 -2.717
**

.007

+,,(#$#$( -.134 .059 -.163 -2.262
*

.025

--!": 134562
!>A&%=*+ !!>A&%6*+ !!!>A&%%6

!+$`&$89:;Z$MNOPQ1<$[\]$^_

!"
비표준화 MN 표준화 MN

O P Q
R2

,STUVW R2.X 4YZ[ \]

(I") 1.235 .198 ¢ 6.249 .000

203.008
***

.530

(.527)134562 .754 .053 .728 14.248
***

.000

--!": ../(0
!!!>A&%%6

!+$a&$MNOPQ1b$HIJ$K<$[\]$^_

.288%&r/@&12&�d,, ��)q&*+#l;&¢P)E&)Nh"��I&.155%&r/@&
12&�d,&#¾çd�, /�3&*+#l;&¢P)E&)Nh"��I&.203 �P)2&�d
,, Ù%3&*+#l;&¢P)E&)Nh"��I&.163 �P)2&�d,&#¾ç\. ~$-&
9:4jD%&)Nh"��H&1/-2&*+#l%&S�95Õ&5º)q&*+#l, ��
)q&*+#l%&Í;&+&/�3&*+#l, Ù%3&*+#l%&¯i;&G9W&95�Z&
=&�&1\.

-"#IJ-K#GH
%-'( 긍정심리자본은 서비스 질에 유의미한 영향을 미칠 )*+'

)Nh"��@&-pt&sH&7�2&.qZ&�ÍS8&�Sª&wrEW|}Z&¡<W&u
J2&<�&9>k&�\. |}uJ&EWÎ´%&̈ £½I&53.0%@0, EWOI&�V3d,&Ø%
7W&�d,&|}/A\(F=203.008, p<.001). Ûßp�,-&)Nh"��I&-pt&sH&
�V3d,&Ø%7W&N(+)%&.qZ&7�2&�d,&#¾çd�(p<.001), )Nh"��@&
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요양보호사의 조직풍토와 서비스질의 관계에서 긍정심리자본의 매개효과 연구 !" #$%!&'(

!"
인간지향 #$%& 목표지향 #$%& 권위적 #$%& 냉담적 #$%&

' ( ) ' ( ) ' ( ) ' ( )

step1 .491 7.564
***

.000 .360 5.170
***

.000 -.436

-6.496
**

*
.000 -.348

-4.979
**

*
.000

step2 .505 7.844
***

.000 .358 5.139
***

.000 -.444

-6.651
**

*
.000 -.440

-6.566
**

*
.000

step3(!") .194 3.403
***

.000 .110 2.029
*

.044 -.157 -2.811
**

.005 -.212

-4.052
**

*
.000

step3(#$) .633 11.100
***

.000 .688

12.680
**

*
.000 .660

11.842
**

*
.000 .654

12.509
**

*
.000

F-value(p) 113.258
***

105.319
***

109.347
***

118.407
***

R² .559 .541 .550 .570

%&'( ()#$ ()#$ ()#$ ()#$
B?+3/1>6은 매개변수에 대한 CDEFG*+3/1>8는 종속변수에 대한 CDEFG*+3/1>)은 종속변수에 H

한 독립변수 및 매개변수의 회귀분석 IJKL*+ M5값과 N값은 3/1>)의 회귀식 결과를 나타낸 OP&
!>A&%=*+ !!>A&%6*+ !!!>A&%%6

!+$%c&$89:;d$HIJ$K2$XV<H$MNOPQ12$efgh

¢P)E&-pt&sI&.728%&r/@&12&�d,&#¾ç\. ~$-&9:4jD%&-pt&
sH&1/-2&)Nh"��%&Í;;&G9W&95�Z&=&�&1\.

4"#IJ4K#GH
%.'( 긍정심리자본은 조직풍토와 서비스 질에 미치는 영향을 매개할 )*+'

H4-1. )Nh"��I&5º)q&*+#lk&-pt&sH&cVm&$OY&�@\.

H4-2. )Nh"��I&��)q&*+#lk&-pt&sH&cVm&$OY&�@\.

H4-3. )Nh"��I&/�3&*+#lk&-pt&sH&cVm&$OY&�@\.

H4-4. )Nh"��I&Ù%3&*+#lk&-pt&sH&cVm&$OY&�@\.

*+#lk&-pt&s%&cVH-&)Nh"��%&$OXYZ&|}W&uJ2&<�&10>J&
�\. |}uJ&*+#l%&S�95Õ&5º)q&*+#l, ��)q&*+#l2&1wVH
-&$Op�5&)Nh"��H&�V3d,&Ø%7W&N(+)%&.qZ&7�2&�d,&#¾ç
0, S�95Õ&/�3&*+#l, Ù%3&*+#l2&1wVH-&$Op�5&)Nh"��
H&�V3d,&Ø%7W&�(-)%&.qZ&7�2&�d,&#¾#&$O*ÌZ&Ý#S�\(p< 

.001). ËW&1wV&$O*ÌZ&Ý#W&p�H&Kx&2wV&$O*Ì&|}&uJ&5º)q&*
+#l, ��)q&*+#l, /�3&*+#l, Ù%3&*+#l2&-pt&sH&�V3d,&
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Ø%7W&.qZ&7�2&�d,&#¾#&$O*ÌZ&Ý#S�\(p<.001).

2wV&$O*ÌZ&Ý#W&p�H&Kx&3wV&$O*Ì&|}&uJ&Ûßp�5&5º)q&
*+#l, ��)q&*+#l, /�3&*+#l, Ù%3&*+#l%&EWV�;&Ø%7S
0, $Op�5&)Nh"��+&Ø%7S[&#¾#&)Nh"��I&*+#l%&S�95
Õ&5º)q&*+#l, ��)q&*+#l, /�3&*+#l, Ù%3&*+#lk&-pt&
s&º%&cVH-&�|$O&*ÌZ&Ý#S0&12&�d,&#¾ç\.

3"#1%

�&��2&9:4jD%&*+#lm&;<S0&µep�5&-pt&s%&cVH-&$Op
�5&)Nh"��@&9:4jDk&�J5N�&º%&-pt&sH&/0W&.qZ&7�2)
m&|}Sª&9:4jD%&TF{Z&¢@0&+,z{H&é2&*+#lm&/0W)m&;<
S0&*+H&,�@&(9W)m&=P&GÑS0&�J5N�H[2&:s%&-ptm&*'Y&
�&12&G9W&Ñ®d,&*<S0�&S�\. �&��2&<¨8cZ&Krd,&S�8H&
9:4jD%&*+I&K�|&8eG7?&ª{@�&�'&�82&N*3&@Ø;&;7&�2d
�&F&\�@&�P¡�d,&|}W&uJ2&#¾ç\. K�|&Jª&*�d�&8<ºD,m&
S2&*+d,-&@�W&�|Z&Nd,&

45, 5º)q&*+#lk&��)q&*+#l;&¢P)E&-pt&sI&r/S�0&Ù%
3&*+#lk&/�3&*+#l;&¢P)E&-pt&sI&�P)2&�d,&#¾ç\. ~$
-&9:4jD%&-pt&sH&1/-2&*+#l%&S�95Õ&5º)q&*+#l, ��)
q&*+#l%&Í;&+&/�3&*+#l, Ù%3&*+#l%&¯i;&G9W&95�Z&=&
�&1\. N*35&@Ø,&+'Z&_GS�)n&!!%&�7H-2&5ºcV&*+#l;&
ÆÇZ&�Z&Y&�&1A0&9:4jD&+'H&��m&L0&4\&�fZ&�TS02&�P¡
�&��)q&*+#l;&�9W&9i�Z&=&�&1A\.

85, 5º)q&*+#lk&��)q&*+#l;&¢P)E&)Nh"��I&r/S0&/
�3&*+#lk&Ù%3&*+#l;&¢P)E&)Nh"��I&�P)2&�d,&#¾ç\. 

~$-&9:4jD%&/�3&*+#l, Ù%3&*+#l2&)Nh"��%&_Ö&̂ Z&Sª
+&��¨NZ&¢[&S0&+TH&O82&�@�&�f%&$�Z&�NS)&Þ0&/0w@&
1/+&�f%&h"m&cKS[&)N3d,&a�{S2&�|Z&¯i<-2&*+#l,-&
.qZ&7�0&1\2&�Z&=&�&1\.

:5, )Nh"��@&¢P)E&-pt&sI&r/@&12&�d,&#¾ç\. ~$-&9:
4jD%&-pt&sH&1/-2&)Nh"��%&Í;;&G9W&95�Z&=&�&1\. 7�
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H&KW&.©Z&P0&�¡H-&�8�ªm&Sª&))&S0&12&+,H&'§S0&+,H&
Ý¡Y&�&1d�&F*#&¡.H-+&)N3&h",&=�S8&gFH&-pt&s@&qrY&
�&1\.

c5, *+#lk&-pt&s%&cVH-&)Nh"��%&$OXYZ&|}W&uJ&*+#
l%&5º)q&*+#l, ��)q&*+#l2&)Nh"��H&�V3d,&Ø%7W&N(+)

%&.qZ&7�2&�d,&#¾ç0, /�3&*+#l, Ù%3&*+#l2&)Nh"��H&
�V3d,&Ø%7W&�(-)%&.qZ&7�2&�d,&#¾#&$O*ÌZ&Ý#S�\.

uJ3d,&9:4jD%&*+#lJ&-pt&sH-2&)Nh"��@&¢P)E&-pt&
sI&r/S2&�d,&#¾ç\. zá&_=��H-&)Nh"��@&+,%&\:{I&+,
N"Z&Í;&(hP�T, 2010)<-2&�d,&#¾ç\. ~$-&9:4jD%&)Nh";&
O5%&pTJ&@b¯H&.qZ&�0&vwJ&*+H+&.qZ&�/&:s%&-pt&s,&
1&¢[&qrY&�&1\2&�Z&4ª�0&1\. ËW&*+#l;&)Nh"3��Z&O�@&
Y&�&1d�&O5�b%&{JH-&783@0&0Ø{Z&;)�&-3/2&9i@0&a&Ý
T{&¬Z&;)0&+H35&.qZ&7l\2&1H-&+,�7H-&G9W&��@$0&<D
1Z&*'S0&1\.(U�-.2012) @Xz&9:4jD%&)Nh"��I&-pt&sH&�I&
�c{Z&;)0&1\. zá&!!&�7H-&/�3@0&Ù%35&*+#l4\2&+'H&
KW&��%OJ&5ºGh35&E@&�\2&1Z&<DS0&1\.

A0B&DE,&;2&<1H-&65789:4"%&<=&J+8$0&4E&9:4jD%&
53� c"&;�2&)Nh"��@&G9W&$OXYZ&Y&�@\. F�+,&a;65(
)<¨%&9:4jD&c"ÑhH&KW&pC,-&)Nh"%&��I&(�@\. @�W&��
I&9:4jD%&O5!n&PQ$&789:&�J5N�%&-pt&s@&Ï%&sH&)N35&
.qZ&7�0, �:�%&�:�%Z&%71[&�ª4d,g&65789:4"*+%&@
Jm&¢@2&.&1/-&�&��%&%%;&1\.

��uJH&~�&<D1d,2&9:4jD%&-pt&s&qrZ&�W&*+#lm&O_S
2&Ñhd,&9:4jD%&TF35&�85O&pC,-&Æ$42&<M@&G9W&��H&
1d�&#P;&TF;,-%&NU{@&|£Sªy&W\. F�#&�a&!"#$%&9:4j
D%&+,z{Z&00Y&g&+,XY@&ÎjW&MN@�&TF;35&)OJ&8ô, ',�
õ7, K5cV;&'35&;�4\2&O535&+,MNd,&�!�&12&¡N@\. ËW&
!!I&65J%&¯N�ÊH-+&9:4jD%&O5%&h"rR;&-pt&sH&�I&.q
Z&7l\0&°&g&)Nh"��2&$!&G9W&�|Z&B)W\.

�&��2&9:4jD%&*+#lk&-pts%&cVH-&)Nh"��&$O@Jm&;
<Âd,g&µD�%&�8c"k&�8&+,m&qrSª&:s%&-pt&sZ&*'S2&8A
��;&>\2&1H-&%%;&1)n, ��&¡=H&1/&*W1J&@H&KW&*%I&\�J&
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�\.

45, �&��H-2&-�, KTH&D,S2&µD�onZ&Krd,&��m&�vSª&�
�m&¡=S�\. @2&IH�%&)X3&z{@&±.//&��m&6cCS8H2&,";&
1Z&�&1\. ~$-&«e��H-2&\:W&)X%&IH�%&¨F3�Z&ÆÇd,&��
;&@/�&;y&Y&�@\.

85, \:W&SÎk&µÊ%&9:8c&<¨H-%&µD�oZ&Krd,&W&��m&Sª&
3�Kr²�m&�á2&�@&(9Y&�d,&45\.

:5, uJ3d,&*+#lk&-pt&sH&)N3&.qZ&�2&)Nh"��H&KW&9
:4jD%&�8{7Z&�W&�,F�Z&O�S0&��m&6cCS8H2&F&@Jm&�N
S2&��;&Ve&//y&Y&�@\.
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Ten years old, the long-term care system operated by the nation's public health care 

system, the aged care system, has emerged as a major task, and the elderly have emerged 

as a major role in the public transportation system as a matter of fact, not as a matter 

of individual affairs, but as a national policy.

The welfare center, which serves as a senior member of the long-term care policy for 

the Elderly, is a prerequisite for continuous innovation as a semi-communication welfare 

institution. A key factor in the welfare of the institution is that it is important to consider 

the importance of improving service quality and improving the quality of the service and 

improving the quality of individuals.

The analysis of the behavior of the medical institution analyzed the characteristics of 

the medical institution considering the characteristics of the medical institution, and the 

outcome of the behavior of the medical institution according to the positive psychology 

of the care worker.

For this purpose, the following were reviewed :

First, how does the current organization's current organizational climate affect the quality 

of service?

Second, we looked at the quality of the service in relation to the quality of care in the 

care of the nursing care practitioners and the positive psychology of nursing practitioners.

Third, I wanted to know if I could improve the quality of the nursing services by 

identifying the organization of the nursing home and improving the quality of the service.
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The study found that in the case of a nursing home, a positive impact on the quality 

of positive psychology is a significant factor in the quality of the welfare of the care worker. 

This study will serve as an educational material for the purpose of presenting the role and 

vision of nursing services to care worker, and it will serve as an important basis for 

enhancing the effectiveness of the service of the nation's key public transport system.

/0123456 $ care worker, Organizational climate, Positive psychological capital, 

Service quality


