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ABSTRACT

Purpose: Since the servant leadership of project managers is seemingly related to the project performance
by influencing project team members’ positive attitude and behavior, this study attempts to provide empirical
evidence for a link between servant leadership and project performance. In addition, the present study inves-—
tigates the mediating effects of customer satisfaction on the servant leadership—project performance relations.
Methods: The data of servant leadership and project performance were collected from 185 project team mem-—
bers of a company providing IT service, and customer satisfaction data were collected from 100 project clients
served by the company. Before testing the hypotheses, we calculated aggregation statistics(e.g., rywe, ICC(1),
and ICC(2)) to ensure appropriate aggregation of servant leadership scores. The statistics confirmed the use
of 67 team level servant leadership scores with project performance and customer satisfaction.

Results: The results show that servant leadership is significantly related to three project performance meas—
ures(perceptions of performance contribution and sales contribution, and actual project profits) in the current
team-level sample. Results also indicate that the clients’ perception of customer satisfaction shows a mediating
effect in the process of servant leadership affecting sales contribution of project performance.
Conclusion: The present study empirically confirms that servant leadership plays a major role in enhancing
project performance on team level analysis. The results suggest that servant leadership increases customer
satisfaction since the project managers serve and care for their team members which translate into effective
customer service. Theoretical and practical implications are reviewed, and limitations of the study and sugges-—
tions for future research are addressed.
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AL, At A9 FA vlgo] Aashs a3z vehy A= 719)e] Al et 7197l 28 A Y 9 A

A e T,

wpebA] TARES PMe] AHE Ui T2 E A3t 71 -
AT A Z1ER AR, ANE A A8 4 aana Bele) dig 4 $aoR dt AuEy
& AAEANA Fold=Hl(Greenleaf, 1977), olfet F&FS W AYPELS uATe o &

2 %
4 ol /e o] B 0 PMel ANE ACile GART ohieh A 41408 )
£ 21743}

o

= - =

WE Jt P2 F= EAZA, 495 879 $ANE ASHOR oy]n 5] WAL ENsT Baw A
A& AlFeeh(Ehrhart, 2004). ol gk o] =g djs) delo] Rygshe A ] 1] 845 TFA7

s g0z wwﬂ 9, ol AHlz B P 99 e ddsks 5 oug e Bae s
]

(Heskett et al., 1997). lﬂ ! = AYEA HEe Hxet WS AFsHFarling et al., 1999).
shiei %E@r 1oks 7 "5 ZRAES B35 dAstus aAqA BAkete o 259 dyAE Hot
FEHOFE AN S ek a2 2Rle] Z|Higld o] aEE Au|aT) ARSI kil el ZRAE
Fefol] gt vk o] SSHAl HaL, AR o IR AE g Qe 7jofet= AAE M E QU o] 3]
AAT Aol =84 FE2E B oR wpfadt] dig 7HES AAsiit

7P 3, ] Q@ ARES PO AME eluids IR AE Y} 7o) #AE () H o= WA e,
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3.1 47 BRI} AR 54

AT FE2 wHolA di719 ] IFAF FHE SFE T AGAEA ITAHZ, Z2A2~ QE Mo, Bl <l
AYol® AFGE TA O AU AE AlFshs SAMY] AH|2 5 TRAE § FA A3 o] 59 AH|AE Aleis
WAL FALE o R shar ok ZAVE 9% AEAE GoogleAte] it ZRIMS Sg3to] 2, vl 1
2L AT AT A2 S ZRAE o AL AL o R SRt EAkE e Ak
Atell ial wE] ]l A Y (e-mail) S AHESEe] AL ZAME AAISELa, Al digh S Azt R 3]
FHAG AEA = H2 2d Setel AEHFE $E 59 o Y] IT Au] 9 AJ~=E Aoy 5 AR
227} o] Foi7l 677 ZRAE ©& M7gato] wjFE ek A T‘i‘}-"}b 2017 2€ 695H 3€ 5471 1€ A
Al ow, 6771 e ] M2~ g5 ZRAES el Z2AE © 449 260 o] E2EEH AHAE T

E

e AN A8 1359 dre R ANSIEE, 1 SN SRl S BAAE SHAE ATE 2] 22a
2 9% 657) Aol HH meAEd A9 18593 LA 19 1008e] ATl HEH o 1A
AgHYT Auls FF Z2AERE 2~7902 PAHYE, T2AE ¥ n4e 1~5302 YUt

=2

3.2 W5l 5%

3.2.1 AHE o4

AMHE oS A3 A3 oS gnlstd, Z2AETL Ad) e oA AeA s A gzt
ZRAE gela ue] S fAtet= HAolgtal & vk & ATtlA = SH3WEF PMO AHE FH 4
S A3 938+ Barbuto & Wheeler(2006)7}F 7HHel o]e}4 AW (altruistic calling), A4 X]H-(emotional
healing), &% (wisdom), 252 w3 (persuasive mapping), %2 A%o] = (organizational stewardship)$] 57}
A a9 a9l o R FAE 237 ke AREeGith ZRAE | 4US e R a50] A4 PMY gH Al
el AE2AFE AAleGith £33 de U TRAE § PME ARG §8H59] #HalAte] gt 5ol
b 3l gk SH2 AE 51 Hew SAHM, ‘He 237 P E 14, ‘284 gV E 24, ‘HEoy

2 3%, TS 4%, 293 WS a0E 550 A,

\1

¥ AT EAE AGE BEENS B 7o 39200 AT 43 ALE 288 484 F424E
AR AT TRAE | PANS o TRAE dng Ba 240 A4 hE Srhel 7)ol
AEE Bt AR F 2GS Agse] 24e0th oA Bae nANe] 3F% ZRAEE Fao] G} vz zy
o Z1eistgley olan, 2 B ANE AT TR E DAL 59 AEE Agstel YA 1eln Au
AR A3 ZRAE Qgjelole Ause] SHT. ZraE Jejolole ZeAEs} e o] shob
W FoolA ol Qe Bole) @ Qw BeulE AYD e ARk el
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3.2.3 1A=

Oliver(1980)% 1740] ZIefel #:39] AFolut AU =8 BFAZYE ABUREA RS Bustel 17 0

ld

55 SH455t) ¢4, Jap & Ganesan(2000)E IATWELS AlE 5 AR 25 AFsls Ak A AAZ
el FAE Aol e W Fefoletal Fefsiqlrh. dnbdor uANRE AY HPow dofXl AFER,
a7 :

o 710 = 71 A AdEeke] HlalE Tk QIAA 813 o] AlsFolu AR| A FERtele] e A-g

E3lo] 27l AMulze gk A a919] oES wetly 4 A AtHBurns & Neisner, 2006; Krampf,

Ueltschy, & d’Amico, 2003). & Ao = LAl HUS tdo s T2 AE 3} 3 Ut Qlash X7

AEY Ao tht vk A E QA Aola A a4 B

T 5o TAHOH wpAut £k TR AEY s

At Al FE FEIAbe ZRAEYN A AL B RS Hlad v o wkESAagy oo, 7F B3 tE
A

WSs IR DAL 54 HEE AHgdte] 545

o

2 A7 65719 ZEAE PMe] ARE Huis 24 | 2~7Ho R 7% F 1859 HAERNEH AEA
& 3 SASGIT o] g Belo] &3k fof MR AET} 2A 0] Fd et wjE Fiol 7]ojgk el g
Ao M= St SHA 5 PAdo] 1639(89.6%), o140l 197(10.4%) 0.2 HAJ <) H]-go] A ow
=Tk 9182 40t 6878(37.4%), 50t 58(31.9%), 30t 509 (27.5%), 20t) 6% (3.3%) 2.2 #pA|3}3it). o4
& AR £Y ool 169%(92.9%), 18]l A= B AT 54 A 7le/AkA 0] 1737(95.1%) 22 Ai-§
gale] thE-ES XAt A ATl 967(52.7%), thelFol 51%8(28%), AHdHo] 287 (15.4%), 18]
3 B o] Ao] TH(3.8%) 0.2 FAE YL wiAute g LRAE L 20 o)Akl 81 (44.5%), 101 myko] 53t
(34.6%), 18]aL 10 o]/ 20 w|Rbo] 38%8(20.9%)& #HA&k3ltt.

s, Jeo] SHe ZRAE pPMe| AF-EAISHY 54 AW EW, 658 (100%) BT HAECR Ao,
A2 2ge] 469(70.8%), F-7g50] 189 (27.2%), 183l Bl 18(1.5%) w22 Yehgth 132 500

7} 38M(58.5%), 40t7} 2678(40.0%), 30tl7} 18(1.5%) o], 3L Hiugt &4 ool 59%(90.8%) =

PMe] o= APl ae skl £910] 6(9.2%) 0.2 e

AR DA o) SRRt ] A 7 TRAE MR 1~55 0% FAHIT A SHe a4 19
o] AL 50th7t 49%8(49.5%), 40Th7} 257(25.2%), 121 aL 30tH7F 21%8(21.2%), 20TH7} 23 (2%) o], 8¢
2 AEUE ool 881(88.9%), LEe] 11'8(11.1%) o2 Lehstth. 4%= 7]/ 414 0] 647(64.6%), 25
& 3h2pFo] 559(55.6%), 4ol 297(29.3%) s=oln, mpA|uko. g SR AHE L 20d o] o] 581 (58.6%) 0.2
SHAS] S AT
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4.2 B4, AFE, 71eEA B AuEA £4
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Table 1. Factor analysis and reliability results for servant leadership and project performance

Variables Factor 1 Factor 2 Cronbach’a
servant-L.06 872
servant—-L23 .848
servant-L04 .835
servant-L16 .830
servant-L02 .830
servant-L.22 .822
servant-L15 .820
servant-L.21 .819
servant-L05 .818
servant-L18 818
servant-LO1 .816
servant—-L17 813 987
servant-1.03 811
servant-1.08 .810
servant-L0O7 797
servant-L14 780
servant-L19 752
servant-L.20 739
servant-L11 .690
servant-L12 .681
servant-L13 .663
servant-L09 .660
servant-L10 .659
project performance02 .841 784
project performance0l 794 )
Eigen value 13.996 5.874
% Variance explained 55.984 23.496
% Cumulative variance explained 55.984 79.481
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4.2.2 7154 9 AT B4

B ATl E 65719 TRAE BelR waE Jedolole TR AE HnE S4ssth teba] e 24
& 98] 7} R AEY Aajo] wl sl ZRAE PMe AWE 24 24E § oA o] Foizr, xRy
o) 7 gelo] QA5 PMe) AIE eale Sqeha AR e Aeel WA S Ak 240 Felstlr), Bt
@2 A Aol G AAGlel AZe AUE Bl A5 § FEo2 BPehee 448 Ao Bd Bt
ANEe A Aol B A94L 5] 93 8 ) 29 U E(within-group agreement), B3t vtk

(James, Demaree, & Wolf, 1984)3} Ht 7+ Ai(intraclass correlations; ICC(1))3} B A1Z %(the reliability
of the means; ICC(2); Bliese, 2000)#k= AlAbatlch A w27 1921 971 ©& Al¢jstal "ol 2/ o]/l
567 ZE2AER FAUo] SEg PMe AHE U4 A7 T =] At A3, St ry w1995, ICC(1)&
425, 2831 ICC(2)= 6942 YEh dubd o g 585 = 4] A4 715 dh(ry a2 .70, ICC(1)< .20, 18|
ICC2)+= .60y ZFste] 7RIS AE © Fwo8 Foshet A7t §le Ao & Yesth

zk o] g 9 REAF 28jal W 3k Gt AlE Table 200 AAJsISITE oAl £4 A3s 4
Huw, FoE AHE guiS ZRAE IRl ZG4H 7101 =(=.559, p<.01), WiE 719 %=(=.647, p<.01), L
3l FYPol)(1=.307, p<.05)2e] FA A AF(+)e] FHAAE HolFa Qlth AME 2t4]S ARk 3
AT H(+) ARBAG=571, KO0DE AT E uAWEE FIA 7} 710 %(=.388, p<.01), WE 7]
(=583, <01, 283 GFol(=.327, p<.0DF F(+)9] AATFAE YeRf Q)

Table 2. Descriptive statistics and correlations

Average S.D. 1 2 3 4 5 6 7
1.Servant Lead. 4.357 .565
2.Customer Svec. 4.482 .690 571w
3.Perf. Contrb. 3.731 1.278 .5BGux | 388
4.Sales Contrb. 4.309 .808 64T | 583w | 743w
5.Project Prof. -64,992,191 | 1.9 mil. 307 | 327+ | A81xx | 450%x
6.PM Position 2.261 ATT7 -.065 | .049 157 .084 141
7.PM Edu. Level 2.707 744 016 | .046 151 154 | 270+ | 175

Mote. N65; “p<.01, "p<.05; Perf. Contrb.=Performance Contribution, Sales Contrb.=Sales Contribution, Project
Prof.=Project Profit; Project Profit is shown in Korean Won. PM Position has 3 ranks. PM Education Level has
four (high school, community college, college, and graduate school).

423 711 8%

B Aol 4% 7M1 PMe) AME g 22 4
dobe Baseie SEEAE 54 248 299 SJlms 43 SJolE aea 4 m2AEs] Feolol
Askste] AH8EISlE FHAAFE Slal 9A4 HARAS DA T AIE Table 300 A AT, PMe A7
o FANSR sl 3 AR FYIL0loded D, PME] ABE AIHE 5 Al A Model 22

lm

111
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Fleted 4983 7o, wiE 7]k, el ol e dAAS ARt 443 Table 39 Model
20 AAE AT PMY MHE o] AAAI} 7|9 %=(B=.564, =5.209, p<.01), "& 7]o%=(B8=.630,
=6.151, p<.01), Z28]al ZRZAE JgJo]o( B=.318, =2.602, p<.05)3} A (+)e] BAS HojFo] 7} 12 A]A|
= Ak

7Hd 2= ‘PMe] AHE g4 a7e] 1x|g mREel A(+)9] 9k nA Zlo|tf oltt. 7MdATS 98t
o] YA SRS Sl 21 ARE Table 40 AAESITH PMe| 253} 8t
AR 4313 2(Model 1), PM2] AW E ZHAS F WA @A(Model 2)Z T8} Xk
HHgkth 4] A3, Table 4] Model 29 AAE AAH PMe] AHE tj4jo] AAW=( £=.575, ;<.01)% 4
(H9] #AE HofFo] 7Hd 2% AA| =]t
7]./\4 30 }ﬂ]:HE aﬁ/\u,], ._LEX-]]E /HJ,], 7} ‘Llrﬂ]/k%oﬂ/q 5&9/] tuH Jq_J,]./dO 74_1_01,# 740] E} y‘;: :yL01]
= Baron & Kenny(1986)7} A|ekgt w7 &322 HA5ehe= é ztel whel $1AA 3] EA S AT mA 59
TR AHE 2ty mypaae] ankSate] Atolel #-olm| gk A1/ ( 5=.575, p<.01)°] g1 UtH(Table 4
%), B AHE guiia SH5HUFY 22 AE -G 719 (8=.564, p<.01), wlE 7] =(5=.630,
01), ZLgjaL iixﬂlE 39l (ﬁ 318, p<.05)-Alololl = o] m| 3t A o] FlE Ith(Table 3 33%). WA
7

A

P

_19‘1

JH‘

to =, w7l RS0 T AHE e A Al FAEAE vk AME Zuidet F
HAS s HILKM ZIRAE A ?Jr°ﬂ gk gadol Apel7t el A& AFEokTh wjE 7] ke gig o
B B=.630004 = AMUE FaEHAT, AARNHE v]E Vo Lo} fofn| g AN HolFol v ETs} 9
Aoz vhehdrh, et A9t 7o wo) et GFE e p=56400 4 f=.5162 AU, TRAE o]
A B=.31801A B=.2030 % HAaBQAR, WAl RANES G 7)ol e} TRAE Jgjo] o))
of BAel frowatA] FA el mifEsE B4 ERtH(Table 3 %), webs 71 3ol|A aAwtSe

b= PO ARE 2leila) TRAE Gt F viE 7]of e Abolo] dA ol tiai Ak A o' A4 H T

rogi;nzeﬂ”y\n,:ri

L7

Table 3. Hierarchical regression analyses for main and mediating effects

Performance Sales Project

Variables Contribution Contribution Profits
Mod 1 | Mod 2 | Mod 3 | Mod 1 | Mod 2 | Mod 3 | Mod 1 | Mod 2 | Mod 3
Control PM Position 137 171 .165 .055 .094 .069 .100 .120 105
Variables PM Edu. Level 128 116 115 .158 144 141 .249 242 .240
Ind. Variable | Servant Lead. 564k | 516w 6305k | 444 .318x .203
Med. Variable | Customer Svc. .083 L322 .199
Vid 042 | .358#x | 363« | .031 | .425%x | 495=x | .082 81 | .209%
AR 316 | 005 394k | 0705 .099x .028

Mote. N65; “p<.01, “p<.05; All numbers in each cell are B values.
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Table 4. Hierarchical regression analyses for servant leadership and customer service

Customer Service

Variables Mode 1 Model 2

B t Jéi t

PM Position 041 .303 077 .683
Control Variables

PM Education Level .023 .166 .010 .093
Independent Variable Servant Leadership D75 5.121

Vid .003 332

AR .32

Mote. M65; “p<.01, “p<.05
5.2 &

| Alg3h= Au2 F2 sl aAAL A Qo] ghgeles AXE YeRth A wo 2 PMe| AHE g5 o] 117
AF A o] A7 sk FaA ZRAE gof Au|so it vl ks v Al o] gk uARkSe] A Z2AE
QAR ololAE FAH TAYS FAEA R HoFith

oj¢} e AFANE 7|REo R I AFolA] EE3F o] 24, AN AP T} Ak WA o] 22 AARE S
2 AA, 2 AFelA = 7 1o] AAFoZAN AME guiqo] He oA E Al ol A o nh7 A = 24
of Atz 384 JFEES A F S-S BTk -9 oA A7 iR el AFA A7) o
Fo|2)7] witel AHE Ui A9 1] A7 et d5e] 344 A B ATE S A5
o$ktHe.g., Wayne, Shore, & Liden, 1997). 28y} 7fA4=59] ®4o] 24 & © 79 Ay 229 g4

o mX= AAH QS sotet=d] dA7F o] JarEolA e AHE g4 added tigh 49 el
A7) =] o] K Shriesheim, Neider, & Scandura, 1998). & ATolA+= © FA4Ye] A48 F3dE AHE H4y

B
o] ZZAE ¥ Aylo| n|x|= LAZ FJFHS A=cto 2 AHE Ao aypio] el & do] Aotk 4
ToRE S99 7 ue HoFdlnh

=4, ARE Zuae] BavpdS A9 A diFE e
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