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Marketing Capability and Firm Performance:
The Mediating Effects of Market Sensing Capability and Customer Relationship Management
Capability in the Relationship between Channel Management Capability and Firm Innovation
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ABSTRACT

This study investigates the impact of marketing capability on firm innovation and performance.
Specifically, this study examines the effects of three sub-capabilities of marketing capability: channel
management, market sensing, and customer relationship management on two types of firm innovation
and firm performance. Marketing capability is an important antecedent variable that influences a firm’s
competitive advantage and performance. Firms can adapt to changing market environments and perform
innovative activities that deliver new value to customers based on their marketing capabilities. We
empirically test the roles of the three sub-capabilities of marketing in influencing the two types of firm
innovation, and how this affects firm performance using empirical data. The results show that channel
management, which collects and manages market and customer information at the point of contact with
the final customer, has significant direct effects on market sensing and customer relationship management.
Furthermore, a firm’s channel management capability positively affects explorative and exploitative
innovation and performance through market sensing and customer relationship management capabilities.
The theoretical implications of this study are as follows: first, this study distinguishes marketing
capability into channel management, market sensing, and customer relationship management, and
investigate their roles and relationships. Second, this study verify the mediating effects of market sensing
and customer relationship management capabilities in the relationship between channel management and
the two types of firm innovation. Finally, this study examines the relationship between marketing

capability and firm innovation and performance from a firm-level perspective.

Keywords: Marketing Capability, Channel Management Capability, Market Sensing Capability,
Customer Relationship Management Capability, Innovation, Firm Performance
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Tt = Aot (AR,
Wt 2021 Kalaignanam et al. 2021). ]9} 2
SHoll A Al7g718]e] digt QI EE 7199 CEO

AR e 71l A Yzl Bl Al At
shal, Mgstar, Fulsiel nAelA 7S e, i,
Adsl= ZloltH(Day 2011: Morgan, Slotegraaf,
and Feng 2022; Vorhies and Morgan 2005). &
B2 A o] 8ol w= AR A= 719 BA -
o} Ay GAde] Fo3t vedS & 5 ok A" AT
e rHE A AlF e ZEA2 Ad3ke] W
= A RE A3 (Morgan, Kaleka, and Katsikeas
2004: O'Cass and Ngo 2011: Mu 2015)¢} ="
A} 719487k BAE @ AFEC] Uth(Fahy
et al. 2000: Murray, Gao, and Kotabe 2011:

=)

Morgan, Katsikeas, and Vorhies 2012).

T2y 719 FelA v Rt 71943 Atelel
A G934 il &84 il guelx] aaE A
HE dye ==t vHI" g3 2384 g4, v
B A= 484 File] #Ald F53sh= o= Day
(2011, p.187)7F vHAR el whal "okl visl A
gk wf 270¢] Apdo] EARIT). shube] Apd2 A9
o] Yol xf-e]71A], ool iIA o], ThE 8}
o] 2pl2 7180 AHlS D-8-(exploit) sheA] ¢ Al =
& 7Fe85 B3 (explore)sh=Aloltt. gfa xd 7]
wEolct, =, 7119l w45 Aol Aze 7

$4S 9RsH BB A9 B4 BEo] Bag

e, o= 7P—0}7ﬂ she aglo] 719e] Adolgke A
= B =R FAsItH(Benner and Tushman
2003: Yang et al. 2020: Nie et al. 2022). uw}&}t
A, eAE ATellA J7F, 53] R kel 7194
ol &= = W 7Y
alo] J&E Aujie 21 onrt ol

Fe) Halal geA, 244

ol ool thah RelAE Tt nlalE ojae)
224€ Bxem A, 58 7199 Aol B4
A

o= o"OOWvE 71% W} 6k = 01] uwt

vAY SRS Ay i)
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AR 9 B A7ES vHE 9] ds S| FESHA] kA nAE Skej R 1o dAE A
e, A, Ao Hojsta Jok(Day 2011). & HEgkom Al 71| skeld @ 719l A MR
Aol s A3l Aol Folol| webA fg, A, 1L ASste Aol 24, feAd deldzd=t + 7}
Aol RS vie® Sl Te freald delE, A 719841 3F BAA AR G2t A3 e
AP A, aAHA AeldgFor Hosty gt Agko] w7 9&2 st U= ASA HolHE HF
T, freAdld g freTxe] sy A1d g siathe dolvt. I e r, ©E4, &84 il
AR FellA 71 WA asof & AFo|rt. A=t Tk 7190] fread Bl AP =, 1
&5 o]|F 7Y 2 WiskE A2 JH2 feAE dY A B F AR H3Ee] upe} TR o
ol & = vk, vl Fuff vlgo] STl whet g nAE kel 65 JSsliok sheAlel] sl Hols
exel]l gl Fseld AXT|HEE 22l o= FHolld A4 xS 7.

T2 slsta slem, A2, HEAE olo] g4

ANd (omni channel) 7H] S46= slo] B =3} $+7

At A&l wel 719e 17 Fed g i ok Il. O|=2& HH&

AAetaL Wstal vUrtok k7] wiiZe|tH(Brynjolfesson,

Hu, and Rahman 2013; AAg} 2021). thao2, 1. O|E dsf

AP FoAE wlss o flvk AR A

2 APl tigk gt I oA Al digh FEE X AR e 7190] A Yzl Bl AHde Adst
AL 5, 2 Y, Eeetke I 23 Day o, Fgsta, Fulsie] Al 7E e, i, A
1994, 2011). vRHe2, uA#A Aejdgde 1 2ok Fhgoleta & 4= Sit(Day 1994; Morgan et
oAl 7IxE AEsh] $18 aAlddolgia & 4= Qo). al. 2022; Vorhies and Morgan 2005). 3F3¥3}o]
719 714 14 BAE A 2 BEls] S8l Lot wepdas i AdS delska oF S
A srEshe Al B AH| S Al FRtemM] S~ A F JEF: A 7es Ttk AHgske T
AL A Favt IvkDay 2011). Holgh= HollA v A5k F a4 FEETH(Su,

wrebA], ol gt niAIE] kel A 71#] skl Eke] & Tsang, and Peng 2009; Tang, Fu, and Xie 2017;
o] 9 FoAF | B == vHIY skl el Teece, Pisano, and Shuen 1997). Slotegraaf and
7198413 Aol o Faks F=A] ERIsk] flsiA Dickson(2004) ) w2% A]7de] g4ls o Sata vk
AT S st &, AR ] shelod Rl 2 T e IR FHE 7199 A ¢S =
Fread delg, ARG, A8A Ael Tk e, AR e A Yzl s AAlskaL s
] AE ASstal vHAE dio] 7o) €934, & g e FFo|BE AR S 7INte g shar 9l
§4 Silo = e B nAle G AR t}. Jaworski and Kohli(1993)& AR 3 (market
2 g}, orientation)& A17%47 B4 2] (market information

B AT o] 28 AAKE A, 7= viAl" A processing) A dA e} nlgfe] 17 Y=ol #3F
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AP Ee] A, B G4 oldl tigk WA REg] capability), SEY AZAAF(partner linking

2 gefstar it 719l A&} s AHshe vk capability) 2 E27|= 3, HF2oz 7199 A3}
gk AISo] AR Ade] 7319k 21717} ol 9l = FPTE Tl Ak B =woAe ol
SAIE & F e AEE getsta vhgE o Qe v oS 2 F e guPt fFeAd BElgdeleta
B A5 7196l o] T3S xS &= 5 sinh Hehsie] ol thsl A Ee] gt
Day(1994, 2011)+= APdA1%4] (market-driven) = feAld Fel9%H(channel management capability)
2ol tigk AFrellA nHA" kel disf F oS Wela < FHF DA B3, B R THE A
ofFALe| = Sl(outside-in) VAR JHFo2A] F5% 2 9le §EAYS AYstn X8k 719 SEow
AAGF, AR AR, aAAZGEFE B 7FS o] th(Vorhies and Morgan 2005: Weitz and
B9S2 T F Ue= dEska ok Zap 1995). frald #eld=de 3F9A7 HF 1
Ml A 2] AlFES G824, THF R A
2. reig za|dEt el fred=E AHsta dejole 3 (Weitz and
Jap 1995)°H faAAet F=HA WA 5= el
Frelde 719l AT Ak Esta weke 5 e ot AEE ondtt el £ FEAAE
Aol go)dth(Lewis, Whysall, and Foster < fFEAAETS FH4 WAE S8l vHAR 2
2014; Verhoef, Kannan, and Inman 2015; Zhang FUHAIZ 7 ok webA] =& ] e e B
et al. 2021). Z2Y A3} o] u AT} oJALAESt 3 Y= TEAAEL HE A P oE AE

ARg w5 e APH fEALE Vel 5

9 Au)42 AT S 9 Eh Mu(2015)% SHEL
AAARS JARE BN = 2197 Aden

UE JEF= 719483 F=ol F83 K" I=F F st
ol 7199] A9 234 384 = = 7 A A5 WA g + A= sdolgta ot 117
= gdFoz 7 Day 1994; Frazier 1999; 7] 52 S8l SEY Z9ES AT FE, o 1
Morgan, Vorhies, and Mason 2009; Srivastava, ek ot 2k B AEA Tes AT S
Fahey, and Christensen 2001; Teece 2006). £3] QP AS 25T F e TEHE FEY AZF o]
Gu, Hung, and Tse(2008)& f=Ad AL E©°] a1 FoJslar(Dyer, Kale, and Singh 2004; Hoang
2 B30l B A|FA w2 A-Sele TEe and Rothaermel 2010), o]Ao] AlAIF 7IE Adz}ol
AR 7ol il 7Folgta eIt feAd e FEFE T Yo BTk
g8o] Hlste gl 71 Eel freAd deld® ZI9ES A W AlEe B2 7T, 7HA S04
= &l Ae] HsE ARekal 1S 9 R ApHAdo] Zolmell wet f5rge] AR, &, e
A& AT F UEAE B =RadMe AduEy gt S0l X F3HA ZAAskaL 9l (Griffith, Chandra,
nHAE e sl & free ¥eld F e g% and Fealey 2005), f&x'd #e]jd& 3= &a
< f5Ad 239 (channel-bonding capability) AWM A& Hola, viFS FHHor & 5 glon,
(Day 1994), 5449 d49F(channel-linking A F2 e 2ol giet ne] HdelS FurE § e

OFAIE) i2knt 7|UAJak QEXHF Rta|oiakat 7|QoiAlato| ZEAIOA A|XFZEX|QIakL T7HIA| t2|0i2fo| D7 B2 FAlOZ 23



B2 A3 s 2A T & Utk (Zhang, Wu, and
Chen 2018).

uhbA, frEAE el 528 st vehbe Adstell A
714 0] ﬂ%iﬁé% oAGA A3 o2 AR A7

Day(1994) = ARG &3S Al digt g5 24
olg}ar #om, Lindblom et al.(2008)& Zmjakeic]
A ASA AFE B8 ARG RS Tkl oA 2

A Audda 344, HF2A vAUSS B8l 95
ste A RS deste sEolgta A elPrtHMaltz
and Kohli 1996: Menon and Varadarajan 1992;
Moorman, Zaltman, and Deshpande 1992).
Day(1994)= APdaA197e] #8227 AL
(inquiry), % g5 (information acquisition), X
- Hinformation distribution), a4 (interpretation),
Z-8-(information utilization), A¥}2] H7Kevaluation
of outcomes)® /3t o|#e EF+ Day(2002)
o] APAI G AtellA = o]0t} ATtollA Al
A7) SRS A (sensing), AP AMEH
(sense-making), WHe-(reflection) &2 AA|g|OH,
ZaA2~Q Ao e 27] ZAKinquiry), BE 25
(information acquistion), X g:Hinformation
distribution), &JAFA% A= a4 (interpretation),
2H&-(information utilization), ¥k&ellx= AF}e] 7}
= Koot

A Aol e FA S0l AEE d53tka ol

(evaluation of outcomes)”} o513
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A FAo] Fakel= 724 (sensing), ©1& a8t &
d HIXE 53 JAraR o] o] FolR= AFA] At
2% (sense-making), Az T3t AES} gj=rlo] o]
Fo)R &= vke(reflection) TS AXE A]2ElE A
719X E o] ol AR olgkaL & & =
oo}, AR i) A o] IPgolA 7190] 5
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S 9JtH(Katkalo, Pitelis, and Teece 2010). &3t
719 FHA “Vﬂ'ﬂ A= 3l 7199 7leH A
o gM wA43] Wstete AT Vs
o] Wiglol] A-g-& 4 9Ith(Eisenhardt and Martin
2000: Helfat 1997: Lavie 2006; Teece 2006). &
Bl nAE e Wstele @7 tl-8eke Aol nR
ZskEd] WA 2skA A-3-9] Fpoleta Bl
= AHOReilly and Tushman 2008).
Algo] A|&A 0w Wtk Aol 55 Tlots
2 gk o]of B Wslsfol st 217]9k 7135 B
A7 Wstsljof vt whebA 71sie] Wishyt ek
LAz FEA kel o] Fast, £7]¢
71315 A ehs APFAIg e dede 2Akle A
583 oqn|7t itk ARl Bt AFA ATe
B2B# CRM A7elA F& o] FAHTh Foley and
Fahy(2004) & A2 &2 AR @ 2ke] 8],
APE7IRE 2Pk} o 7ol 7R Oﬂ
a3t SaRlad el dAlel el A
Zi’—q—_[LZ:(orgamzation systems), P
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AR A o]
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Fd(learning
organization)2] 47H4] 2Rl o g FAE O] lom A
AREde] g allelgta AT a2y A5 N
32 A7) Wzl 2242 g ej ot Hwr) AAE o

(organization communication), F5A]%)

il

A Y= ARG T mE AR A
ko 7)0e] wiekd =Holma AR S A|#;
AgAJe] FEHeE B Aol ggd Aot}

Bharadwaj and Dong(2014)+ B2B AzfolA 1
A AP Q7] tial] A= ek Aol
Mg 7180 AFEc] ARG S @l FAVIE S
AR, 25 FEdAre] A
AlPgAstE A8k Wele] -85t
7] $lal AAAR] A AlS vhes Zgolgta gejg e
o, AR g #Fo] 27314 S #F(market knowledge
capability) #+ 95284 Z8}(outside-in culture)
2 A" 3t B2B A8l A O'Cass and Ngo
(2012)& AR S APFAI g o= Jstat, Al
AR g0l AFHLG T AR Aol dEFe FA
Hm, Z} oA7ke oA aA7ER] @Al gk A ot
3 P} o]59] AFelM e ATACIUAT APEREE
= ARG R gtk oA Aok Aold
o Ut} oFA ARG 719 71982l
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APoM s Ao 2 Holsta ).
A A F(customer-linking capability) & 117 <
99} 95 yllsta u A-3 FAE W 5

3= 588 W3ltH(Day 1994: Hooley et al. 2005;
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Rapp, Trainor, and Agnihotri 2010). Day(1994)
IAADAFS FEP7] fls] el AlZte] Al
At el gekel B ast, ZAAT =il j1E7] uﬂ
ol 7199 7P 83 97 5 shetar ot

Mu(2015)% o] ¢} gAKgH ulAE] deke] sjdoz 3
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MAod o Z(customer engaging capability) = AA|
shal 9lom uAHed e S B 7] &84 g4l
ez galo] AlAE /i d e g A9l Jeks He

FaL vk FHE, 74-8(2019) 2] AelM = 17

Hooley et al.(2005)= A5ATE Bl A7E=1E3
o] mAAAAR | JF2 Fa, aAIAAFE AT
S FAE G FoIA Il Ao} s S
7IZITAL gt Rapp et al.(2010)2 CRM 71=4
2k R o] mAHAA A ol TS F, A
ko] DATAGT Z 71983 SHA ddFe F
S HoJFth Morgan et al.(2009)-2 317

=
H viA" g aATA Fe]S F(customer
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relationship management capability) &2 % 2|3}

3 7199 7EIE A Aska, uA T BAE 4
oo A, fAsH olas FEE e sl
31 A eJskar ltH(Boulding et al. 2005: Day and
Van den Bulte 2002: Reinartz Krafft, and Hoyer
2004).
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4l (explorative innovation)

A7,

Aol A
2L Z2A| 2 AE, ofelt]o]
dH 7|99 THolgka dlem, March(1991) & 7|

Hult, Hurley, and Knight(2004)
2R

AR

(Srivastava, Shervani, and Fahey 1998: Takata

= dgEen,
2016), o® v7AY
Pillai 2016).
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Krasnikov and Jaychandran(2008)-& HEREA &
ol "HIE 97, R&D %, edjglold ko]
Aoz 71943l nA= dakel sl A Egirt. ]
B2 A Al 7 A 5 v el 71983l
g Be 98 FE 298 BT 5 I,

71%e) S 2 v gake FIgigTe] 9ge e
F8 8o, vAR o
71949] AdFfel =
Tl AHE 4 2t} Morgan, Feng, and Whitler
(2018) = wlehA S &l vHAlE & 719943 3t
A ta] A Egitt, A v Aokel 7]
FETE vrelE o slen, vHIR dytes vHE
ApEst, AIAE A3, WS-, AR, Al
ApESH-9], BA A3, A AlFAstel] tigk vk
AAE AT, AAFE =, A A, ATA 4t
APA9] Ad3, AP SE, S EES & 5 e
(FH<= 1999: Eisend, Evanschitzky, and Calantone
2016: Fang and Zou 2009: Lisboa, Skarmeas,
and Lages 2011; Morgan et al. 2004: Mu 2015:
O'Cass and Ngo 2011: Reinartz et al. 2004;
Selnes and Sallis 2003), 7198 =2= A, 4=
47, 2, ROL, ROA, 7197445912 =E7Md,
z2 85 A, 71978488 5ol Utk(DeSarbo et al.
2005; Erramilli, Agarwal, and Dev 2002: Fahy
et al. 2000: Khavul et al. 2010: Lee and Zhou
2012; Morgan et al. 2012; Murray et al. 2011;
Nath, Nachiappan, and Ramanathan 2010: Ozkaya
et al. 2015; Song et al. 2005; Zou, Fang, and
Zhao 2003). Vorhies and Morgan(2005)& vAE
Aol 7H, AN, Fede], vHRAFTUA IR
Al AR, nARAE, ARG R 7
o] Qlom, ol B3l WAV AFEIA, o]dl| T4

[e) = =1 O == O O T
frefmlet Y3k Fu desgs vl o

o[o

olsk ol ulY e F153 2ke] FHA

We Be PHdA AFHoR HelFm glon

# ATl Al 7B Bhe) i Sl giA 9

A8 g Bale] 9L FA, 1elm ool @
]

AT G FeA) 1o AE TR

200

-

7} skeA AEe) A

STt

2. JIMdMA

AR R vAE A3, 71983l A dEF=
T Day (1994, 2011)= AP8A1EA 71]dell thgt <A
TolA e AT, ARG T, AL F

2 B VI AN 2R & ok Ak A
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H3.1a, H3.1b
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H3.2a, H3.2b

9 BeA, 484

R

Ty wiA 2l
2ol Gaks Fu S-S HAFE d7E B4 ¥t vt
AR A& WA B o] A RA ] Hgoleta &
th 719 A Sl 719 A A3l e dEE T
Aoz A AL on7t e Aotk Mu(2015)
= vFE S5 AgelA 719e] vAE ko] wiAE A
TR 2AFE A del] Y Fa low B4, &
82 gale] w535 oot ey Mu(2015)
o] AT AAE ML Grloes Bz gaa gl
= AuEgton] wiAE ko] AFNL ARl F=
PGS AT EYTHE HollA 1 Aqtehs AU A}
ol o] EAlgt},

oldzl, FFH(2022) = MM B o= ggr] A=
HollA ARG A= (AR =)ol 7197
A A& 7Fee A9 o] Ha s ATH
02 WoIFlrt Aol ARG A&7k A
Aol mAE JEs AT s BAstal, g7 Al

27149] AP (AR 7)ol A

o
18
of
©,
N,

Q,
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H4.1a, H4.1b

Els %

= — s B B ™)

<

71Y ‘dat

Foleh. 2 v AR Y B ABAAG TR

wE gakos efsieirks HolM Aol Qe
2 ATE fEAde) and, 584 B v

el 3 A MR B S5 deledPel o

2 % 7 99 AgEALE, o el

il

ol = &= HSotaAt gk

feald ¥Rl9®H(channel management capability)
& HF anRelA B, 8840 R JXE ded
T UE FEAds AYsta fAl8ks 7199 e
2 Ze]J¥H(Vorhies and Morgan 2005, p.82). 1}
A 7199 freAld AR ko] Holdas AT 4
ket oA A B o] RS FHska 480
+ 22 O% 2l 2 Ae|th(Zhang et al. 2018).
T3t 71gel 7R feAld Bl o] Hold s A

o Uzst MBS we) B45 e @ FENS
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= -
49 e Z Zlolth. SEA Telofao] Holuw
A3 71y APl 2580 a5t 2o wAE 34
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A9 9ge % R0l wepy thedt e Mol =

7 11 REAN Belejare ARl B(+)
o] GL )2 Aot

e
7Hd 1.20 feAld Helg @ AR el

=

B(+)e] G r|E Flolnt,

oz vHE g3k 7199 234, &84 gl
3} o JHAAE B8l AHE AET A=A AF
stazl gt &9l gile g4 7 e AVless
=9date] At S HYE 5 e I, &84 9§
e 712 wAelA B Je AlED} Aqu| a2 Aaet 5
PEE T8 = 4= 9l Falog AHoldErk(March
1991; OReilly and Tushman 2008). v}l A&k

2 AP7IRE 2R ARlE ZRte 2 Rl e 7Y
dake] 714 F23t BRloltk(Srivastava et al. 1998:
Takata 2016). gk A8 AF-ESclA Holjd »AE
Ade 7 719 dstE 2], whgsle] AE
Adgsted dqlat 71983 22 24 T ok
B Day 2011; Menguc and Auh 2006; Sharma
et al. 2016). "B 95 AN, AFApas), v
8791, AEEIVS, AFE3, APEske-9, dAl AdTket
Ze e At G T Ee HolFaL 3l

(Eisend et al. 2016: Fang and Zou 2009: Lisboa
et al. 2011: Morgan et al. 2004: Mu 2015: OCass
and Ngo 2011 Reinartz et al. 2004: Selnes and
Sallis 2003). 28] vHIR HF2 v, 543,
9, ROIL ROA, 719747919 257}
5 49, 71978 E ) 22 71Tl 9
Folth(DeSarbo et al. 2005; Erramilli et al. 2002;
Fahy et al. 2000; Khavul et al. 2010: Lee and

oL
N
(N

o

N
T
e Lo

)

-

Zhou 2012: Morgan et al. 2012; Murray et al.
2011: Nath et al. 2010: Ozkaya et al. 2015:
Song et al. 2005: Zou et al. 2003). »"AE Azr}
71983 Aol Belol #7] A= AArA Akle]
Al 719 EAle BalA 7hssim, Al 7] o9l vl

2
g o] /19 579 BEA g, 284 Ao F
£ Qo] oW Az AL FaF oln)} sl

5Ad TeldZde A5 FdLEe] e £
Ado] E=& AFA nA T} A AFsh wEA A
S35l S| BE(Gu et al. 2008) €3 Az} &
|4 gilo] dgjagloz 288 4= 9l Zio]r)r. sl

AR ke Aol el ZHSIL Srete egol

n2 R3S T260] a8 At 732 P35
=7] wj2o] 7|8l ZAA IS = Ao|t}. wlA|

Hog A FefATE Z1gelAl 7] e 1A
Aetar, A FAE Sk A&, FA1E 9
£ S8o]lH (Boulding et al. 2005: Reinartz et al.
2004) gAlel dag a4, 7l=, AE, M|zl gk
FEE AgellE o dong gLl B a3l folgtn
e ot olell AR A%t @A 4, &84 g

Ale] BANA vt 22 7Fdo] =EET

o

—

7Hd 2.1a: A Teldake gelA gl H(+)

=
7 2.1b: freAd B2 284 il A (+

74 2,201 ARG RS B

2

Al g (+)9

7 2.2b: APFRAI GRS 284 galdl A (+)9

OBHIE %2Rt 7IQA T SEAY B2lofkat ZIQS ARl TAOIA AIRZIR|fRETt DA Ba|oqagel ofry matE Aoz 29



714 2,300 2ATR PelERe 94 Bl B(+)
o g v ol

713 2.3b: AR BelofeRe B84 Bl B(+)
o g w1 Zolr}

Day(2011)= A=k
ek Aol A ofAle] = Ql(outside-in) PHAIH
oBA, Fre AT AR E, A 94
= &l 7192 B9 5

2 9y
gk, & AT v o 7t

il

Z (market—driven) 713
AT
o
-

oft

J

2~ 0]0 ©°
T o|m

Aol dsiF = F=
k3L 94tk Vorhies and Morgan(2005), Zhang et
al.(2018)2] A} 2ol HF Ln|akeke] HRlolA Al
A a4 FEE AR s oAk Este 9
freald dejodelng PH o] AxelA FEA
g dej o]l ARG A Al
= 9= AuEy gt

e delgRke 2 ARkl FHolA A 3
A RS 2 ek i kaEske @]t Vorhies
and Morgan 2005). AR g A1) el )
© FAEC] RS g53ta o5 A FA | giteke
A (sensing), ©l& aiAsta Bl HuxE &3+ ¢
APA7 o] o] FAX| & A (sense-making), 23
o gk HES} vl=mo] o] fojx]= WhE-(reflection)
o] 2L AXA H2Z(Day 2002), F5Ad &2l

o &3l & 1XP9} HAoA 1 JHE nlde=

|

N

il
ol

%/K

sy A 1k
-

u

74 3.1a: ARAGEE fEAE Belot 9
2 ale] Ao Wil 98-S @ Rolek.
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74 3.1b: ARRIClEe fEA BRI} 2
4 o] Aol vl 43S & olet.

Afoletal & 4 o™ (McEwen 2005: Park et al.
2010; Yim, Tse, and Chan 2008), ¥s}sl= A%
S olslietal A-g5h7] fAg Tag A she o
olth(Day 1994, 2011; Vorhies, Orr, and Bush
2011). webd 7192 #F |kl Aol 53
FEAd Heleddde] JRE viglog 1S oldsla
FIARI MAE 75T F d& Bolvt. 22 BE, f
A AT 7 7] 7198 Ale] dAlA S
Al HGEFe wivl dEs & Folth. wEhA o
2e 7Hdo] =Ednh

744 3.2a0 TATA TG fEAD Bl
3} 2 Sale] Al ) Slee @
Aolth

714 3.2b: TATA TG fEAD Bl
3 287 gale] el ol UL @
Aolch

AR AFe 7199 Al Fonld s Fa
U B T8 AelA] A E 4 2Uth Morgan et
al.(2018)2 HEREY = &l vHIE == 71973+
3 FA el Ao Ax] AepHge AR A

e} 719 E Urele g slem, TIjidvtes &




2 S F1 g o (Morgan et al. 2012: Ozkaya
et al. 2015), 7IHYA= 71483 daF2 Fa 3
+2 ¢ 4 AdtH(Menguc and Auh 2006: Sharma
et al. 2016). AF47|Hko| 2ol wEThA niAE ool
7199 25l 71984l Y= Fa, 7198 7]
A= A= Zolth. wepA] vE

o] JekS = u] B &-g7 dalo] njyf ks

==

& Zolch. ofo] thest e Mol mEErt

Zol 71473

7Hd 4. 1ar S99 Yol AR g Ee 71982
o #A wif qg= &
7K 4.1b: B84 gae ARG gT 71949

of WAl B} J&L & el

ftlo
o

7Hd 4.2ar FEA GAe 2w Bl 719

7 4.2b: Z84 il aAwA deg=t 719

ol
&
2
i
i
ki)
a

_1

23 1:1 o Zﬂ.]..cﬁ

o Ak 2 3@ oWl vHIR B - B (719,

2,

2
)
=2
<
>
il

0
e
N
rﬁ
il
il
)
oX,
H
4
o
L)

Aot 2022 69 8AHE 13U/ 2Eelo R 2ggH
AR AR FHF 28457 A, o] FelA] B4

A SHASS A9 2728 S e A58

HF Bajol] AgE FRL 272903l on FEo| ol

3 o] 1567
(57.4%), 17d°] 116 (42.6%)°1 1, AHH2E
20-29417} 2778(9.9%), 30-39417} 1439 (52.6%),
4049417} 859 (31.3%), 50-59417} 179(6.3%)<]
By s Jehdth AgdEaE Ao 15 (5.5%), ¥
ol 259 (9.2%), #7g/=1go] 12478(45.6%), e
olal7} 1087 (39.7%) -2 YERT}.

FEo] 79 AY o]F 5 VIR (i I} At
0-1032 457H(16.5%), 11-2083< 4570(16.5%)
21-30& 6170(22.4%), 31-40:d-2 3570(13.0%),
A1 o3& 8671(31.6%) 71deltt.

719 RS vehlll= 299 5 (G 29k 2ok £
4 HZ 1-10082 11870(43.4%), 101-20078<
2871(10.3%), 201-3007- 1671(5.9%), 301-50073
2 2270(8.1%), 501-100082 2671(9.6%), 10007
o2& 6271(22.8%) 2 713ie]tt.

= 71919 sHo® o3 Vorhies and Morgan
(2005)3} Weitz and Zap(1995)¢] ATtol|A] %3}

2 F2el] 249} AR e TIge] AFEE
]

OBAIE 2Rt 7IQA R SEAY B2kt TIYSAIRIS] TACIA AIRZIRI Rk THA| B2|ozgol oy wate FAoz 31
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(E D 7Y &%

A =571 HIS

7 |PESTIZHA) 7|1 =0CH) HIS(%)
0-10 45 16.5
11-20 45 16.5
21-30 61 22.4
31-40 35 13.0
> 41 86 31.6
Bl 272 100.0

(Z2) 23 s+ HIE
e (") 7|1 =0H) HIE (73D (%)
1-100 118 43.4 (43.4)
101-200 28 10.3 (63.7)
201-300 16 5.9 (59.6)
301-500 22 8.1 (67.6)
501-1000 26 9.6 (77.2)
» 1000 62 22.8 (100.0)
AR, Qs 2T A D ENEE NG9S B3 89 AAE 74 Wom Z4a]

BRE 7} PAG S, A4, Sk 4nE A%
AT T F=uss el s

al.(2009) 2 Ngo et al.(2019)¢] A7elA 53t
2 23359 2999, 2R Belele 1)

stetsta w24 WAE wEal 7

"

ol THoZ Holst e Rapp et al.(2010)9]
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E=]iste]
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rloz Aolsisint.
< He and Wong(2004),
Jansen, Van Den Bosch, and Volberda(2006),
Ngo et al.(2019)2] Aol 242t 38 4352 3
=3i3it). 71de] Aake 3d ol ARk} Bl gk ApAt
7194e] 32 =512 Li and Atuahene-Gima
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o (1: A8 224 9, 7

4. JleSA &

op- 2.

, Etgd &5

West, Finch, and Curran(1995)-& #t22e] 7]
T2 =] Ayt 3 o, H=e] Ak 8 olskE Al
AlakaL Sled] A4z AYigh 1 mvke] ghe B
o BF s Wi e Ae=m Yehern wgs
Zb 3R A A (F 4)9F 2ol e #ATE
= Ao JEiTH dnkd oz WMeE 1k AT
7} 0.8 odolH tag4idide] f1ddel vt & <+ 9l
o, tdeEide] e fle Ao gRlEAT

T AellAE W 3 =] AR HSe 918

Cronbach’s Alpha AlSFE o]&3le] W2 d#do] e

il



(E 3) F=2 #H=o 7|z

e B7 TR I Hs
TExdaz|dzh 5.00 1.212 -0.501 0.559
FEAdnz|™z 4.62 1.212 -0.296 0.149
o & xpinia|olat FEAEnz|923 4.70 1.202 -0.430 0.409
FEAdnz|dzM 4.67 1.236 -0.458 0.190
FEAEnz|™Ehs 4.51 1.274 -0.410 0.127
TExDaz|dzi6 4.96 1.250 -0.670 0.447
AlEZR| 20 5.00 1.482 -0.823 0.232
AR =22 5.11 1.296 -0.838 0.604
AR A=k AIMZR| 423 4.93 1.399 -0.723 0.024
AR A2 4.96 1.471 -0.679 0.113
AN 25 4.55 1.362 -0.417 -0.178
nZhaake|dEk 5.15 1.312 -0.73b6 0.698
Lzl riElBeE1) 5.05 1.282 -0.6562 0.168
Tzl it DZHab ke |23 4.87 1.276 -0.598 0.306
DZinake |2k 5.04 1.330 -0.697 0.597
DZHn Rk |2 4.88 1.363 -0.608 0.270
EHEA ST 5.04 1.403 -0.703 0.230
EFSE Sl EISE 5412 4.90 1.539 -0.531 -0.293
EISA 5413 4.47 1.584 -0.197 -0.58b
=R AN 4.80 1.454 -0.622 0.095
22 i 22N sA2 4.63 1.489 -0.404 -0.200
22N sA3 4.68 1.420 -0.556 0.081
22N sM4 4.42 1.508 -0.043 -0.573
7|4Mmh 4.19 1.661 -0.051 -0.461
7|4zt 7|2 4.15 1.473 -0.082 -0.327
7194433 4.06 1.659 -0.092 -0.303
(E 4) wis 7 Al
SEA AR Ry e z=x
Bojofa ot olofe sl siAl I
e
Blojotat !
A'f,i:;j? | 563" 1
gﬁ”ﬁ:@ 594* 669" 1
Els{x
':'6_;\_? 449" 605" .562* 1
e X=b|
Ea_dﬁ/\_l_‘ 428" 461" b517* 665" 1
714zt 437" 493" 461" .bb4* .b68* 1
p<.05
OIS 2Dt ZIQAIE QEMY BRI JIHAITIS BAGIN ABZRIAIT THUA Balofee) oy mag Aoz 33



A 2Rlsisint, gk B FEE flal AMOS21< At 2 2o ANkAQl Ajle Jssithe AL A3
g3l BRIA 215X (Confirmatory Factor Analysis) H(Steiger 1990). (E 5)=A1F= A= 2 214 Q
< Y5t & ¥92] Cronbach's Alpha Al5= A& tigh Azjo|t}, 14 gRliAe] Az A
0.8 o]Fom A eE gHaival & 5 lon, Al HApoA] ST o2 ARE feldE .05 7%
S ERIg FEES o= Tl A AS5E ¢ oA BT frofgh Ao g VRt & AT 2Ee JidE
g 14 aRliAMs sttt 1 23 RMSEA= ot HAEEETE e Ale® RIS

.058, TLI= .947, CFI= 953 Yelgth. RMSEA JFetd et e EE Adsh] 98 Fa W

= .08 oJakd W, TLI, CFIE .90 ogeolH =elo] A FE9 AVE 9 7A/NEAE =S A
Tttt = = ek w2 Aol 29 ol = (3R Aol Al AVE ke vlasislth

(# b) 22l AT 2 =fely el2M 21t

e sxze Cronbach's |1 se | cR
1. FEURHEOIHR}, ofRixpel F2 2ols Yo Uc 1 808
2. =1o| REARHZOIAR}, AojAXNES ZoT KXk Uct 1.042 | 842 | .064 |16.229*
fﬁ 3. FEUAH O}, A0hARD 9 et mff oj 7RZA| XL Aot 1.001 | .816 .064 | 15.527*
nia) | 4. FEARZOHR, ojeixhel Aol £7pIxlS &Esin qict 933 1.072 | .850 | .065 | 16.442*
o2k | 5. FEAUXNEZONAXL, Aoleixh o] Mu|AS =2 $FEo= X|2lsin ot 1.109 | .852 .067 | 16.513*
6. OEE_T ARZFSOt REARNZOIR}, AOHURD 2AIE EDIMoz Yn 1078 | 845 | o068 | 16.310*
1. DZ(customer) 2| L=e} @] Chsl s&sict 1 .760
. 2. AE =0 thsh sfelstn ofsiEict 1.161 | .811 | .084 |13.892*
obx |3 T2l 7I¢e BIgo| MR Usite AR RS} ARiS dmiect 890 1.204 | 885 | .079 |15.311*
odgb | 4. fele wislshs AZEZo| nizisict 1.016 | .805 | .074 |13.771*
o oS B s mames S, olsiehr M E 999 | 693 | .086 |11.610°
1. 22| 7|2 19| =gt 277}t FAIX| & olsHistir Ut 1 .851
A | 2. 22| J|ge T} phils & FEstn ok 977 | .851 | .054 | 18.060*
i:gll 3. fale 1Zo| Li=ol| Ylgaksln AP |HEs CiSe & 4 Ut 934 1.021 | .894 | .062 |19.686*
ozt | 4. R2le 7o MeS FAoz Tafsic 977 | .820 | .088 | 16.949*
5. fale Dzho| pEolM Dol EFE 4 Ut 1.074 | 88 | .066 |19.148*
1. HIE HeIE =osiict 1 .809
Bl :
sl | 2 M2E NS THEsizict 866 1.167 | .861 | .074 |15.877
3. 7lgdoll eHts| MZe FIE Jlent AUS BlSsisict 1.143 | 818 | .077 |14.924*
1. 71E AIFoIM 2ol ZHIE S7IAIZICH 1 .851
s | 2. 7|F D2 93t AH|AS F71RCH 1.04 | 865 | .068 |17.926*
A | 3. ®zs |20| 7*A§ﬂc+ /863 976 | .851 | .056 |17.478*
4. Agste| Roido| Z7K3ct 784 | 644 | .067 | 11.650"
1. <2 7I°.:1% —’F—R ZZRlof| Hls Aefol2lo| FojLict 1 .786
A [2 el sleie 72 Z@l sl oiEgEEo| ol 862 | 1.032 | 860 | .071 | 14.444°
T [ 3 22l Jleie T2 AmKol| s Jlgeds S5t #EsS0| Hojr 1.044 | 821 | .075 |13.914*
*p{.05
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=

.973
729

A2 = At

-

755, p<.05)

& (B=
C.R.
9.216

10.433
.033
.346

4.811
6.233
6.337
4.263

3

O

.072
.072
.098
.104
.077
.086
.090
.072

7 (+) €]

°

ow vehsttt e 7R 1.2

.661
. 755
.003
.036
.368
.537
.b68
.308

Al
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ol
==

D=

ar

(

opA|

X[|
72t
7[2t

4

72

H1.1

H1.2
H2.1a
H2.1b
H2.2a
H2.2b
H2.3a
H2.3b

*p<.05




(% 8) np7i =t

95% 2l=l717H
= Zot Z= Estimate S.E. g yre
H3.1a X|x| FEAE 2|2k — AIRZX|d2E — BEA S .355 .096 .185 591
H3.1b XX TEAME T2t - AR - 28X S .376 .095 .203 591
H3.2a X FEAE TRt - T2 E|dE - EEA Sl .233 .088 .097 461
H3.2b X FEAE T2zt - T2 a|dg - 288 Al .278 .098 120 486
H4.1a XX AR — BA s — T4 .159 .058 .069 .307
H4.1b XX AR — 2388 sl - T|dant 120 .053 .041 .255
H4.2a NI 24| Ble|odglk — EREA SA — 7| dMn) .104 .052 028 .237
H4.2b Xx| 2P| Bh2|d2t — 288 Al — J|dMnt .089 .049 032 231
M 2 WPl el 9UA Ba, B84 e AN delolut 9eA W4, 284 Sl oy @
A= G At B4 23 fread Rl A w7l s 7 e AeE ERlEAnt
AR gqlell frofskA] gl e = AR UE 7Wd 3.2& fraald dej R ©EA 4, 284

v 7H 2. 1ae ARAEA] E%THE = .003, p).05).
a2 AP A B oA HeldRe 9dA g
Aol FefsiAl g (+)e] Gk B = .368, p(.05, B=
568, p(.05)% = 3o = et 7 2.2a, 2.3a
© AA= At

fFEAld #Aedd
P 7= Aoz Yt 7K 2.1be AAHA
th(G = .036, p» .05). Lefvt AR 2 1
A #egEe 484
(8= .537, p(.05, B= .308, p<.05)
2 VRt 7Hd 2.2b, 2.3be AA =T

7Hd 3.1 fraald Rt '§EA A, 28
Al Atolell A AlPgA| g 7ol w7l ekl disfA
gt} o wivl 23 AR fa FEXET
= AR er, w7l &3, Estimate, S.E., FE

2E8] 95% Al=|73t ke AT AR o el

28 HAOE felalA] e

o

o

_
N
30

r.l

]
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i}
ZH
33

ol felahAl B (+)9 o

[e)

E%ﬁi

22

%!

of\

L

z

Jut

7l B3h= 95% At JA Al w185~
591, &84 Al wf 203~.5919] Fekakat shakak

= Holal 9lo] 0& EgeHA| &2 A= Yehd p(.

T freldt Aoz HITET. APFEAgFS e
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2l Afolo ] A HA| Aejd ] w7l S| tiaiA
Asect. aABA Helgge] vl &3 95% 418
TiholM g8 gald u) 097~.461, 84 F4ld

Holx glo] 0%

.120~.4869] @t skekts
o= et p( .05 FFelA felst

7]

T e A

2be AAEE Aoz et
7V 4. 15 ARG 7197332 AtelollM "
a1, &84 gale] izl el tel AL &
2 &4le] w7l Z3k= 95% A= TRtelA .069~.307,
284 Fale] w7l E3b= 95% AlE]TRtelA 041~
.2558] gkt sRgkE Holal Slo] 0& XS

e Aom Ueht p( 05 el 247 feld Ao
= A2AAT 994 84, 284 e A9
o} 714 diste] Aol gloid] i i) EE 7}
A Ao 8RlHo] 71 41a, 4.1be AXHITh

M 4.2% AT BG83 AoleA]
S B, 284 el ) Gl el PEe
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