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Abstract

The purpose of this study tried to reveal how human capitals of deluxe hotels located in Seoul
affects corporate trust and organizational citizenship behaviors. In addition, it tries to find out the
mediating effect that the trust among coworkers have contributed to human capital and
organizational citizenship behaviors. The result of this study shows that Human capital have a
great effect on the trust among employees and organizational citizenship behaviors. And it has
been outed that the trust between the company and employees is a mediating effect between
human capital and organizational citizenship behaviors. The results of this research shows that
for competitive advantage under the competitive environment of the hotel industry, in addition
to human resource management and organizational management, the management system which
emphasizes the importance of human capital and the trust among company members should be

built.

B keyword : | Human Capitals | Trusts | Organizational Citizenship Behaviors |

LM 2 Al f8HQ FEt gla o] AdtEel
Folabs Ak 28] 9] BAT} 71)e] B4, Al
SH7IA S AHE VIO el AT 2 A gk 2419 46 ute Dol thEA] ekt

Atz - 20104 058 07¢

TS 0 #100223-002
T XAt : st&t, e-mail : hoteline@empal.com

Rt - 201048 022 23

El 0>
>



15]

A
!

el

=

afjoll uk

| A3

)

=
=

1—;(].

1 3]

ggoz 7dz2eA 7149l

10 No. 5

X
F UwE 4

s}
=

x| '10 Vol.
971419 34

o
'é‘—lET

3

]
=]

Al

=
R

=

1__

CEE R

=

A 1o o

7]l ekAA

T

ke
pal

ol

=
=

of
XY
Hin
Al
)
Ho

oA A

=

B

7z

Jr
o

sAslon

go =
=S 3

r

s

)

N

I

S
e

A7 Al = a[17][18],

B}

ojgA &

[e]

=2

2

PR

FAck
o] A
A |

L
L

<)

3

9

=

Q4 74gle] =7t Hofop

58Tkl

7110l A An|

A ek 71

<

0|

S s A5 A

A
L

[¢

=

]_

P50 o
w2

Z|

o7
="
a2

—

FATHI2-14]. A EA) Tl

35

=
_’_7(

ol A

]

o3,

o

oy
s

o

!

i1

o

s ko] wAll o

1

= 7 elt2l].

2} QAR A8, 2H Ay

HeH5.

kel
pid

o]
314

3

[e]
=

1.

1
=]

Aw R 719¢]

£% Fawolof

Ly
=

1o
el
gl
_L

"

Iy

)
al 7}

W

= ATl o

Wb &

AAAHE11] Fol

A
L

AR o] A A7} 7
o] 5

ol2% tz

=

& AlAHEHE-9].

9|

719 W =

o
pu.

FAtH14-16].

Py
-

=5

Ol% Zzsa deH11-131

ols} o] 7] oloi

]

7194 el 7loete s dvhs A

Aol H10], 2|52

o



Jo] Q1A Aol t12][13].

oW o N
CONRCN-]
w’ ML b NN 2 doow oMo 1r
=T - s N T o+ i W oW ) E R
= @ﬁ&mgi ﬂ%%gﬂ%ﬂmmﬁm = % o no
== @@M@MM]@&%&W%%y%,@ w2 BT T kT
ﬂﬁ,@ﬂﬂo ALﬂﬁ,IE;oMﬁBOLENﬁ&%z_l,%mwﬁ%ﬂ% MK Mﬂm,ﬁﬁiﬂoﬂ
<X o o aroa = e X T oo X - - 1 = %OULJLeuI
%15@&Q@uj§xﬂAquﬂa%%F1wn T e = Cl T
EW,%]ﬂgﬁB ﬂnmuos_umo] noﬂ,obj/eg T - SN 0
ok & d%q@mﬂasﬂﬂo?o N =R < = 5w IR R
%WWH%QM%M%iﬂ?%%ofﬁ%ﬂ@w_g W & S
ﬂ%ﬁo@.ﬂikﬂﬁ,ﬁqﬁﬁﬁumﬁﬂﬁ%%%% ooy B T BET
ﬁwq_%eaw%%%zz%ﬂﬂﬂi‘_%mo%mﬁﬂ%%ﬂ o %ﬂmﬂwwﬂ%
. " i Mo T o ﬂ@%ﬂgoé M AR < - A & 0 o AF
Rimoﬂxﬁwmﬁ@%%ﬂ%?ﬂ%a;riﬂr%mwﬁ ﬁ%% LR T E Y
wo,o_ o M %ﬂsglﬂfr]rﬂzﬁxﬂﬂfésﬂu q o= w N
@@%ﬂﬁ%ﬂu%Eﬁwﬂ%%ﬂ%drl%wuﬂ?mog = N T ﬂoﬂﬁﬂﬂmﬂ?%
m_hxummﬁ%mﬂﬂdﬂ@ﬁﬂiﬁﬁaﬁourmﬂﬁ% o e M F T T o
‘ﬂﬁﬂﬂmﬂ%m%ﬁim%ﬂm%%zgmm T g0 No R LEa 4 NME
%Waﬁ&rﬂLﬁérzoiﬂﬂ%ﬂﬂﬂﬁo%fraw]@%%ﬂ Eoﬁmﬂ%u.%m
ﬂynmaf%,mlmamm@ﬂgzﬂogm O = T TN E T
d@x@lﬂw_ m__oﬂwawi%aﬁdr@ﬂNﬂgoﬂﬂé%ﬂoﬂ m_ﬂoaommi@mﬁ
@_f%o@ﬂgcmngogimm@%@mn%@mﬂ%%@ 2Pz
BoZ % ok ﬂﬂd.b%ﬂ%@zﬂq%ﬂﬁﬂn S~ EET T W
oAﬂﬂin_}.mmﬂﬂi} N XEBETE D
o = ~ o i
T ®o <ol &izo%,@m
= oo T oo TR oF ool o
0 g I T ST PRI S
LT PEEEIELLERTE irdtgn TETY
X 9 X XN B N - \/x]l
AY fperaiEELRS PIIEEERRIGRELLELLS
TR R IR 1 mﬂa%%g@XJW?@mquw@%@
X e ﬂ%@aﬁ7ﬂ%@@ﬁ ,ﬂﬂmhﬁ._ﬂ.maﬂ, = T 4@.@71&%%
& o Mﬂﬂwme%%%&ﬂn% %ﬂ%@ﬂwy%@%.mWAm@ijmi%ﬂm
—_ )| o —_ == ko) — —_—r
o E@.ﬂrﬂﬁﬂ%&%ﬂ aﬂﬂhﬁaﬂnﬁﬁmwymmmm@ R A R
o mﬁﬂ%ﬂﬂ@uﬂ‘_uoutlmﬂw_m HoiLmeL,m‘_iﬂo_E_smw%mqmﬁﬁﬁmqﬁﬁd
— i, o ja — A —_ i —_ ;_
mﬂau ﬁTxoﬁ%owouEmrL i %ﬂmmnxﬁﬁnnzr%wmwmw mﬂgmﬂwiﬂaﬁnfﬂo
e B Z T G ) Cow B MRl o 283 carma T o M
o o N E%%%%%ﬂ ﬁﬂ%l%%d%%g,Reé7%,mw1zromﬂ
=~ ¥ ﬁﬁu.%uoﬂ%}@@zo % %mh%%o[waoﬁm ,%ﬂ%%ﬂzfﬁge
Td cEmaresdhl 0l @%ﬁﬂﬂ%%%%mwmqgaémﬂww
o o A XY N R - 3 S Mo e I =
@ijm%ﬂzb_o%m%mw_ﬁw emlvm;mw@Jo%ﬂmﬂ%ﬂ1ﬂﬂmumff
OxmﬂOﬁT‘OIU—INLH 7‘Nﬁ _E NE L_I.MFOL‘@O‘W‘_H&IUHO‘HJK_IMLHO}RO&
%Qﬁ%%%%ﬁ@@mﬂm%eg& ﬁumﬂ_ﬁwaM%%lﬂo%urzoﬂﬂﬂWuﬂnﬂ
ThEL ;w@%ﬂm@oﬂ%;]ﬂ%mwmwkﬂmwwm@%@%%%m@
ﬂﬂo,VLmﬂmg@oWﬁomEiilMﬁMﬁ_Mﬂmﬁmﬂ%\mVlﬂoo m_xigoo‘_mﬁmﬂ,momlu%
o o H.f <R —_— oL = n —_— et < Q Bo t ot — = —
"o ﬁlio)l]ﬂﬂ»,mMqu}:AAmAw.ﬁ.oEﬁ] Doi‘_i‘_ﬂeo#%xmgoﬂoxﬁ
Axiﬁrﬂ%AﬁDBm%d s TP L2 NEE ] ol
z.#oz.oq R ,ol__iuTﬂrmio]hAX ._]_IH‘E%EH._LUH
G o o %o NN R o X o I u.m o EH <2 No = o
;s%ﬂﬂi]u%%,ﬂuqﬁgo
L;AGO IS
OSSR

ujo[36] A7 A

Al

s



5
& o) ti{37-39][41].

B FAAH 2= AR Fo] FlQlo] &3t 4]
W SRES Ao woFal sk P9 &
5E 98l FAE el dES B8l 226 Fds)
He oEgtnkE SFATH3639]. ¥H, Podsakoff,
Mackenzie, Moorman and Fetter[39], Konovsky and
Pughl42], McAllister[19], &5F38][43], WA - 533
[44] 52 259 dA7dA AR 52 2474
ol A7t FHE 5 39 =AY F] B

Folgth sk o)A

)
=
=
2
2

. SHFEEAL A

1. ZAEA & 7Hdel HF

E971403 o] 343} FAe)
AILEE WA Aol A
AHl2 AL AZRES 3
% 3] e 24749

WA A foln mr)
o

T

r\l
Lo
ful
o2
2
B
=
[>

Z

=
1=
o
fru
_O|£
ea
il
H

of
ol
s
N
jind
ox
—Yll
N
olX
=
)

o,
oft
N
-z
L)
9
&
A Horle

o ™
ol
==
o
-
ot

BN

o= 2

do o O

N 1o

AR

ot E rlg

rx =

Ao o

kol S

oD >

o E& o TON 4

14

ol

_OL rﬁ -HN‘ r>~

U2
o = E R o
2 [L,‘{fr ) _Qu i Lo
» 2 MO - i)
- R

ok BT
o ic) o = & H:J\SE
g Mo 3
e R J} = t

>
off rd B U

e

o

EE AgATol A 24 ) A E v
(ARt 2AARI Y E el dAlel] vy

fr
L
o
ol
£
e
Y

MNEAE vl Aol dal AFaaa s, ol @
A7EH o [18 13} 28 ATRHS Ak

AR o3 AFhA AnE T
2010 1€ 5UHE 19 5U7A] AEEEA|Y] A7)
31239 B g E%eE ALY 2408S o)

g
=

oz RS NS o)t o] AR

Q- AR A 9ke] #AlY] thal] Bontis[10], Bontis
and Girardi[23], A& - -84 - A3 [2A4]5e 94

o] o $Eow AT 24 e P49 1ol A1

3k Chen, Zhu and Xie[27], Guthrie[28] <1

)
>
iz
o,

FA ANR1e] A4} 7S5 RS Eola Hel 4t
B A% TAY 0 B, N2 ol FFS v)A
EESREE R ELESE PR Rt

DHE 1] 2&71]) IHARE2 AR o] 2441



9] A

& 719E EA

P

KN
=

o
—_—

"

o
of
N
&
o}
e

of

Tor

Hl 3lef F7]4-o] &

st

o] AR 43

4

b g
EERRE:

Ik

al

Ani

)

foll U 7|9 E= 8}

@y

Q1A &} o] T3l Stewart[12], Bontis[13], Edvinsson
and Malone[14], Lewicki, McAllister and Bies[18], %

(2710281

Fukuyamal32],

S2[81],

Podsakoff, Mackenzie, Moorman, and Fetter[41],

Mishral30],

o 4

g

3

Konovsky and Pughl42], #%+3][43], 2HA1% - &

+ Bontis and

3|
L

;3

HSATE

S

At

g3t G2 v

<

o A

=4
o

Chen, Zhu and Xie[27], Guthrie[28]

[7}4 4]

2.1 QIExR=

Lk

o1 H & Edvinsson and Malone[14]¢] 7

A

=2 Bontis?} &

5

SEES

% 0]
1w

& 4

Aol o

&
S

)

e

3

3919] Ab8l

3]

w8 Abgatel 24ekik

J

EE

F91.00 Likert 5

S

T4

Mo

2.2 A=

o RITkaL shATH43].

ol

10°

=2

3l

J o

X

=

3]
&

el

NEE

ATH46].

Nyhan and Marlowe[47]3}

ol A A3 670 &

etet.

9|

2ol FHae 474

4

1912w Likert 5

9]

o7 74

5

HI3JS] Aol ot ol AT



A

10 No. 5
Aol ejsf =

[e]

i

xl I10 VOI

o] Y= 2}

3

T
pi

SE

<k Ag 44

o

12|9]

A
—

3.1 QExi=a}

(=]
K%
=
[S)
8 -
2 .
S o
S : 9
E) ® =
% 2
¥ o 8 ®
I [<e} o o
NEIRI YR =] S -
u 3/8|32(2/58/5/2 8 . 2
T} | o -| @© | © o < =
B NI 51218 - = 3
=RA A S183|8 © S @
~ | © ~ o S
Mg Y L © | o
Zar| 2 ol 2| 2R S18l5 | N
Nl B3 mr | 20| B0 | of o | o | 3 | ™ % Ho
s %7322 |25 : {EEE—
= hL = | < - | B
MWJOI.M.AO_A;O 5| Ko Hm._oaﬂ © EM%%W2446
ar | & || B w ol | 4D | 2| = |’ 2512 R RS)
Re| 2 ® o= 5l | K | o7 MmMEJE: = <|T o) X ._M._ ) ol 2| S
ATWMWEWELMW%JQ%O_E a R 7 Sl
o | | e o o N S |l
ﬂ%@msﬂwzgagﬁmﬁﬂg Al P L]
| © ~|= = - | <0 - o =| K - )
0 EEEEE e | Tl z2 5|y T
o | % = |0 B kaﬁﬁ%m%m__%% o_u:mool_mv%zkmo o4
uAnE_uEuﬁem._ Eouoonllﬁ.a_zo R?@oI_WI Jx.o;mAe "
= | Rl KO = Ko | =X ol | = o — %0 | < w0 | ol = cl= Ho
=) =_.L_f__.ﬂ B .__A_. o Mo| ar | K5 orfn 2] m__“_ S| [Chal 1o | tHo uo 4o | o
Rl < RO =m0 Ko _n_lL _..__m ﬂ G w0 | &0 =]
I52) KM = ,._AAo 0 Rr EU A
ﬂlﬁu JF Rl SOOEMEA%V
g H M o|&|F|°
W o S m,_ — <
ojJ K T <N
Hr B n ol @e wm IH
o) Moo= N o | o]
= < = |~ Y —lola
> 7 B v M = PSRRI
4L S i U e CB|s| T T o
JI o — o O_ WE ol 22 < _nm o | — — S r OT
B! B _— = — BN3I281818 X H
Nmrt T e glglaly iﬂg HTE
o) ~r 100 N T oo | I o+ — jia} 3l J.L —_
o W omH - e | ny | O | OE K > ) o o
T = oo B Wop| | o | %0 o
g 2 E & | Yol 3B . RIS
) = o < Azayxm_mo@ X —
e o =T £ — | or = | 7| o W= I o
do ~ ol | w0 r Ko K0 3 o
o= N — Mo =o Rl JoFIF ™ w T <
3 —~ 0 5 23 — T Tl ol fei
[p— ,D! A <0 < il wjr = o | © &l oF o d z
_ = B 11{[ X nlEE S o~ B E
X ms st o] H = < S ~ X s
T T oy — x 518128 ~Slol oS N o
o =B T EEE R S5 2| 2| g| | 2|2 P
Wo B o Nr xr K T Uﬂ o wjr %W/o | © = Q== 50 oy ™ M-
ey i B TN Rl R|l8ig|als|gl8 =0 o H % o X
T M Klo =z Py Y — 213|8|2|x uo%ao@ﬂﬂ
o NM = O# A_u%u M_____ H.Al iy ﬂ_ol — _._ﬁ.___m o | Z0| X0 __mo w| 20| 5 o I_|_.H ~ O ‘_lvn_wL m
TR X 5 TR J?@ﬁﬂq_gm_w i o Ao T
~ - oS o = &ld|= o || B K — 0
= Ty 5| 88]S fu | K| | o ok NE "
— o — N SlS|=| - oH | 5r o 3 ofp
< H - S ew| |ElF T 2 zr 2
: T —— = VR
20 TS - H JIL F 5 T} Ml
ol mr .AL B- ﬁJ % o M_L
o ) m % Mru
1! =
@) o

I3

==
(E €] (IQV[O 877)5',]— uH 7HEE

E

Ry

910), 2%
) SEMFQ A



So| ZAA M2|Q| THIHETt -s4s|He SMe2-

393

714 2] 1datLo] AlF o) n A= JFAAE &
Ael] ek Ao, AT [ 5]eF Zo] AA 3]
ol Ay 3]

67.7%9 AHES 7 e AR BAF.
Durbin-watson 74%F°] 1.8682.2 UElton 9]
ST p<OIZ 93 Ao 2 et

HIEFgHS A 2)/El = 7F 449(t=11.839/p<.01), 9 %/A
F7F 690(t=18208/p<.01) 2 QVH AL Aol H(+)
o] & vAE o R eyt uebA [7Hd 1]

A A = A

= HEEAT | B t sig VIF
M |4491E-17 .000 | 1.000
XIAlE= 449 .449 | 11.839 | .000** | 1.000
%%’/sz .690 .690 | 18.208 | .000** | 1.000

BEMp 0 ME| R® =677, F=235.848, Sig=.000

*p(.05, **p(.01

3.2 QIEXt=E L ZEA|DIST Ol 2

7 18 QA zHLe] 2 AN Fo] m A= G
AZ E457) $13 Aoz AFd5 2
A ARG AHES ou]stE R*gke] 16022
Ao 76.0%2) AHES 7ML Qe Aoz %*45]
It} Durbin-watson 73] 1.745% YEFLS
o)FEL p<OIZ Froet Aoz Yepyth

HEFGES A A/E =7 538(t=16.465/p<.01), HI%/5
717} 686(t=20978/p<.01) 2 A AR ZAA| W3 F
o (1)) FFE vA= Aoz Yehyl ukehA [7}
A 21 AR H AL

=3

f=2)

&£ 7

N

N

o
ML

oo
lo
:E

= HIEEA T B t sig VIF
Ciia 9.916E-17 .000 | 1.000
XA B .538 .538 | 16.465 | .000** | 1.000
=Bl .686 .686 |20.978| .000** | 1.000

S, R* =.760, F=355.585, Sig=.000

*p¢.05, **p(.01

3.3 Al2let ZEABISO| 2
b 3le 27k AR aEd] iR 9
g BY3p) 9% Ao, 4FAN [E 715 2ol

371 AR E s sk RP%#to] 1HE +4

(R
28 X

A 5] o]
795%9 AWEE 7ML e ALR A HUT
Durbin-watson SA#o] 1641%Z YEltor §o4

& p<OlZ frold Aom et
Hﬂﬂ%ﬁ: 892(t=29.605/p<.01) = e} 2 F = 24
AR B0 GEe mAE ow etk
He (714 3le AA =,

T2 | HEEAT B t sig VIF

A4 |6.964E-17 .000 1.000

Alz| 892 892 | 29.605 | .000** | 1.000
S4M4 0 ZEN|DIYE, R* =795, F=876.482, Sig=.000

*p.05, **p.01

3.4 o|x-|x|-E‘l|. A|§| XAl

[7He dle RS 24NN B E] AAA Al
ge] Wi B35 £A87] 918 el [7HE 41E A
o7l Sfstel 39
Baron and Kenny(1986)2] '
SHHETFE Rl &
AN SHEeEe F59
of stal, 3eAlelA wi/feE Fosta SHWTE
Sol5kA] romA 2tk AlGHT} 3nhAlY] AlGT}
o5 ShdniAzE lvkar &b, 3gAlell A Sy
T oA o FEuiAzE vk & 4 9

3 71 418 ASsk] skl 3 mi)s
Aol 1, 2e= A 7R 13} 7 28 Ak
oA Al = et

i

o
=)
Me

gl AN 4= Hiy
e A9 754 1A & NAARLL Al o]
& A(+)9] Jake m) ]L 208 UEht v/ g7
A9ek 2N LA



10 No. 5

x| '10 Vol.

H

A

w7 E ol o

L
L

Al

o 1]

FAN A 4l2]

pu
il

ANAE AR 224 A5 5

2 et

o|

p
L

]

el

7t

;OL

ufj 7}

7} 2

& A} QA o] AH|~E

8} Aol g A2l7} ol

olet4] &%, A7)

o

[e)
il

Jo] B

71 el M9 Q1

12]o] wj7) & ol et dart &

g2l

T

s Y

Aio] FAY =

2714

Z]
S

-

=2
.000

9.068

7.723

Rl=]

.549%*| 12.348
.857
.855
152.472**

1%4et
.000

&

A
2

L

ISl BAIM L2 of7H

.760
.758
355.585**

[

o
.000

=]
Az

wlo 2 A2

o

677
674
s

235.848"
T8

.690** | 18.208 |.686™* | 20.978 | .307**

©
el

e, [7Hd 4]

o~
I

1

T
=
XIME= | .449%* | 11.839|.538™ | 16.465 |.292**

o

2|
F

*p.05, **p.01

J

A=

O

& 5

A A]

=
=

of %31 A2 ofelt]o]

o)

=i
=

e Askel Apag

L
L

A7) A7 e

An s

off thafirm= A

3%

p

ARl W]

S AT} o] H(n)el

]

] Al=el )]

Ho

A, A7

A

gy

o =4, JHARE0] ARG El 1)

e}, A, 2127}



QIMXtEnt ZEANDIASO| BAIM AM2|o St -surige sMo2- 395
Al AFste] AFEHJL AFY T A2TY Practices and Service Quality,” Human
S Ao R 3 Ao veA B A AR} Resource  Management,  Vol.35,  Nod4,
2, 2AFEAQA AR YT T 2G4 TA pp.439-512, 1996.
o thall TEl7|de e R A A} AR E T} [8] G. R. Gilbert, "Human Resource Management
ZAANNYFo PA AZ7F viAERE VYeEhyS Practices to Improve Service Quality; A case
Wl Aojgta & 4 A example of human resource management
Zog B A7} zh= AL AT gide e intervention in government,” Human Resource
EdA AAlet E5g5 PR okdt A3 2AAIT Management, Vol.30, No.2, pp.183-199, 1991.
Eol| kS m = ofele] 292 wiAlG W E [9] S. H. Tsaur and Y. C. Lin, "Promoting Service
Aok 3 A FAF AV FHH O Z o] Fo Quality in Tourist Hotels; Their role of HRM
2 SAIZY QS 4= Tk wEbA] Aol W A7) practices and service behavior,” Tourism
A 5ol B} e ARl 17} o] Foi= A 7]t Management, Vol.25, pp.471-481, 2004.
st} [10] N. Bontis, "Intellectual Capital: An exploratory
study that develops measures and models,”
Management Decision, Vol.36, No.2, pp.63-76, 1998,
% 7 25 [11] L. Edvinsson and P. Sullivan, "Developing a
Model for Managing Intellectual Capital,”
(1] AR, Afv]2 Ikl tigAl, pp22-26, European Management Journal, Vol.14, August,
2008. pD.356-364, 1996,
(2] J. Barney, "Firm Resources and Sustained [12] T. A Stewart, Intellectual Capital: The New
Competitive  Advantage,”  Journal  of Wealth of Organizations, Doubley/Currency,

Management, Vol.17, pp.99-120, 1991.

[3] B. Schneider and D. E. Bowen, "Employee and
Customer Perceptions of Service in Banks :
Replication and extension,” Journal of Applied
Psychology, Vol.70, No.3, pp.423-433, 1935.

[4] J. Bamey and P. M. Wright, "On Becoming a

Strategic Partner : The role of human resource in

gaining competitive advantage,” Human Resource

Management, Vol.37, No.1, pp.99-120, 1998.

0|5, oA, AJHlele] el ke, o

A, 2005,

[6] B. Schneider and D. E. Bowen, "The Service
Organization; Human resource management is

Vol.21,

[l

Organizational ~ Dynamics,
pp.39-52, 1993.

[71 E. W. Morrison, "Organizational Citizenship
Behavior as a Critical Link between HRM

crucial,”

New York, p.264, 1997.

[13] N. Bontis, "Intellectual Capital and Business
Performance in Malaysian Industries,” Journal of
Intellectual Capital, Vol.1, No.1, pp.85-100, 2000.

[14] L. Edvinsson and M. Malone, Intellectual
Capital: Realizing your company’s true value
by finding its hidden brainpower, New York,
Harper business, p.11, 1997.

[15] R Kaplan and D. P. Norton, The Bdlanced
Scorecard:  Translating  strategy into  action,
Harvard Business School Press, Boston, MA, 19%.

[16] N. Bontis and J. Fitz-enz, "Intellectual Capital
ROIL: A causal map of human capital antecedents
and consequents,” Journal of Intellectual Capital,
Vol.3, No.3, pp.223-247, 2002.

[17] J. M. Matthai, "Employee Perceptions of Trust,

Satisfaction and Commitment as Predictor of



396 3st==EI=SEHs|=2X| '10 Vol. 10 No. 5

Hu

Turnover Intention in a Mental Health Setting,”
Doctoral Dissertation, College of Vanderbilt
University, p.35, 1989.

[18] R. J. Lewicki, D. J. McAllister, and R. J. Bies,
"Trust and Distrust; New relationship and
realities,” Academy of Management Review,
Vol.23, No.3, p.438, 1998.

[19] D. J. McAllister, "Affect and Cognition-Based
Trust as Foundations for Interpersonal
Cooperation in Organizations,” Academy of
Management Journal, Vol.38, pp.24-59, 199%.

[20] &, “sd Fxloxfo] AJHEZT]{]o] FA}
o] Blizof n]Ae FFF, ti il HhALeke]
=1, 2004

21] 235, HAS “xa7ede] Haggel 2 237
ol dist Wizl Eztel #Ask A7, A4
25, 53, pp.217-236, 2002.

[22] 9%, “x2gge] dFacl H x5l o
sh 7] g ate] #et A7, ZAdoigha uhALEg]
=1, 2003.

[23] N. Bontis and J. Girardi, "Teaching Knowledge
Management and Intellectual Capital Lessons:
An empirical examination of the TANGO
simulation,” International Journal of Technology
Management, Vol.20, No.5-8, pp.545-55, 2000.

[(24] A, 2&A, B3, “AHAREe] 7199 A
ol W= FFel] wgk AFA AT, A AHE D
A Vol4, No.l, pp.33-52, 2003.

[25] 35 BHEss T el7) 9l o] A F zpEo] A4
ol " 2= G3F Tourism Research, Vol.21,
pp.1-20, 2005.

[26] 0]&4, A5 “T 7] A F A o] AP
Tof| M A= FFF, #F - B A A, Vol17, Nod,
pp.161-181, 2005.

[27] J. Chen, Z. Zhu, and H. Y. Xie, "Measuring
Intellectual Capital: A new model and empirical
study,” Journal of Intellectual Capital, Vol.5,
No.1, pp.195-212, 2004.

[28] J. Guthrie, R. Petty, F. Ferrier, and R. Wells,
"There is no Accounting for Intellectual Capital in
Australia: A review of annual reporting practices
and the internal measurement if intangibles,”
OECD International Symposium, 1999.

[30] A. K. Mishra, "Organizational Response to
Crisis: The centrality of trust,” in R. M. Kramer
and T. R. Tyler(Eds.), Trust in Organization:
Frontiers of theory and research, Sage
Publications, pp.261-287, 19%.

31 5399, * #2199 914 2 AAHE} 22

iéﬁ# %%Zilofl oA Llzle] zdz T

bal whabeh9 =1, 2004,

[32] F. Fukuyama, Trust: The social virtues and
the creation of prosperity, New York: Free
Press, 1995.

[33] W. E. D. Creed and R. E. Miles, "Trust in
Organizations: A conceptual framework linking

K3
=
)

1o

organizational forms, managerial philosophies
and the opportunity costs of controls,” in R. M.
Kramer and T. R. Tyler(Eds.), Trust in
Organization: Frontiers of theory and research,
Sage Publications, pp.16-38, 199%.

[34] J. D. Cook and T. D. Wall, "New Work Attitude
Measures of Trust, Organizational Commitment
and Personal Need Non-Fulfillment,” Journal of
Occupational Psychology, Vol.53, pp.39-52, 1980.

[30] AAA, “sgo] uygy 2gzx7 Fggate]
Aol #ol oA 2A AlTgEe] i ets
T o=, 77| thekal HrALSEY] =, 2005,

[36] S. B. Mackenzie, P. M. Podsakoff, and R. Fetter,
"Organizational ~ Citizenship  Behavior — and
Objective  Productivity as Determinants of
Managerial ~ Evaluations of  Salespersons’
Performance,” Organizational Behavior and
Human Decision Process, Vol.50, pp.123-150, 1991.

[371 D. W. Organ, Organizational Citizenship
Behavior:  The good soldier syndrome,



QIRRiET ZAARIBSO| AN Alzlo] ET -swive sucz- 397

Lexington, MA: Lexington Book, 1988.

[38] C. A. Smith, D. W. Organ, and J. P. Near,
"Organizational Citizenship Behavior: Its nature

Applied
Psychology, Vol.3, No.2, pp.655-663, 1983.

[39] A. Brief and S. J. Motowidlo, "Prosocial
Organizational ~ Behavior,”

and antecedents,”  Journal of

Academy  of
Management Review, Vol.10, pp.710-725, 1986.

[40] o9 =, M=, A& “HWHH - AQH g4

T M-
HE TR AQsAT, ARNH, A2,
pp.449-474, 2003.

[41] P. M. Podsakoff, S. B. Mackenzie, R.
Moorman, and R. Fetter, "Transformational
Leader Behavior and Their Effect on Followers’

Leader, Satisfaction, and
Organizational Citizenship Behavior,”
Leadership Quarterly, Vol.1, pp.107-122, 1990.

[42] M. A. Konovsky and S. D. Pugh, "Citizenship
Behavior and Social Exchange” Academy of
Management Journal, Vol.37, No.3, pp.6056-669, 194.

[43] &ubs], “An]x T o] A AR P9 o] A3

ﬂ%ﬂ Ao} *131* F40 B3 A7,

o] ZX]}\]U]EE.‘;_oﬂ ];2]% Oﬂﬁok

Trust in

A, A23, pp.649-680, 2006.

[45] F. Luthans and C. M. Youssef, "Emerging
Positive Organizational Behavior,” Journal of
Management, Vol.33, pp.321-349, 2007.

[46] L. G. Zucker, "Production of Trust: Institutional

1840-1920,"
Research in Organizational Behavior, Vol.8,
pp.53-111, 1986.

[471 R. C. Nyhan and I A, Marlowe,

"Organizational  Effectiveness

source of economic structure,

Enhancement
under Total Quality Management,” Productivity
and Quality Management Frontiers, Vol4,

PD294-303, 1993,

[48] 3}%% /\1—‘3 “TEl7|Y Q1AL T A A
s 22219 AN A N ] v h A,
Felz88)=5A, 97, A2, pp.8c-876.

[49] o5, “ZazA 9] e iel eldy fRY%

A5 vHE 9, BFATAL, A

p.129-142, 2008.

XN Xt A Y

o
2,

:
L
)
oM,
)
=
1o
£l
=
h)
o,

) D (o
Secae
LRl OrLoon
W W@ o2
e ' e _I_°|(_‘, e
! ﬁ £
DO o Do i
sigd
Loy ik -‘%
oo
e Fj e =
ol\ A o

=
)
=]
}Oil
1
oM.
o2
)
=)
[

o,
=
i

VAN
u)
jutad
Hr
O
o
V
)
o
1o
rH
T
e
for
s}
r o
o
2
rio
r )
AU
folr
i)




<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /All
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveEPSInfo true
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputCondition ()
  /PDFXRegistryName (http://www.color.org)
  /PDFXTrapped /Unknown

  /Description <<
    /FRA <>
    /ENU (Use these settings to create PDF documents with higher image resolution for improved printing quality. The PDF documents can be opened with Acrobat and Reader 5.0 and later.)
    /JPN <FEFF3053306e8a2d5b9a306f30019ad889e350cf5ea6753b50cf3092542b308000200050004400460020658766f830924f5c62103059308b3068304d306b4f7f75283057307e30593002537052376642306e753b8cea3092670059279650306b4fdd306430533068304c3067304d307e305930023053306e8a2d5b9a30674f5c62103057305f00200050004400460020658766f8306f0020004100630072006f0062006100740020304a30883073002000520065006100640065007200200035002e003000204ee5964d30678868793a3067304d307e30593002>
    /DEU <>
    /PTB <>
    /DAN <>
    /NLD <>
    /ESP <>
    /SUO <>
    /ITA <>
    /NOR <>
    /SVE <>
    /KOR <FEFFd5a5c0c1b41c0020c778c1c40020d488c9c8c7440020c5bbae300020c704d5740020ace0d574c0c1b3c4c7580020c774bbf8c9c0b97c0020c0acc6a9d558c5ec00200050004400460020bb38c11cb97c0020b9ccb4e4b824ba740020c7740020c124c815c7440020c0acc6a9d558c2edc2dcc624002e0020c7740020c124c815c7440020c0acc6a9d558c5ec0020b9ccb4e000200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /CHS <FEFF4f7f75288fd94e9b8bbe7f6e521b5efa76840020005000440046002065876863ff0c5c065305542b66f49ad8768456fe50cf52068fa87387ff0c4ee563d09ad8625353708d2891cf30028be5002000500044004600206587686353ef4ee54f7f752800200020004100630072006f00620061007400204e0e002000520065006100640065007200200035002e00300020548c66f49ad87248672c62535f003002>
    /CHT <FEFF4f7f752890194e9b8a2d5b9a5efa7acb76840020005000440046002065874ef65305542b8f039ad876845f7150cf89e367905ea6ff0c4fbf65bc63d066075217537054c18cea3002005000440046002065874ef653ef4ee54f7f75280020004100630072006f0062006100740020548c002000520065006100640065007200200035002e0030002053ca66f465b07248672c4f86958b555f3002>
  >>
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


