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Abstract

This study analyzed the effect of core competence of supervisor on the satisfaction, loyalty,

business performance of franchisees and business performance of franchisor. And the purpose of this

study is to solve the most problematic issues in franchise business such as poor sales of franchisee,

inadequate measures for activating sluggish stores,

closing rate increase of franchisee, dispute

between a franchisee and franchisor. The results of this study will be used as data for the success

of Franchisor's business operation and for the change and development of the franchise industry. In

this study, 168 CEOs and employees in the franchise industry were surveyed. Through previous

research and expert interviews, we designed the core competency factors of franchise supervisors

into seven areas: check, consulting, coordination, promotion, counseling, communication, and control.

In order to verify the hypothesis of the research, the relationship between variables was verified by

simple regression analysis and multiple regression analysis. Key result of the study are as follows.

First, the core competency of the supervisor has a positive relationship with the franchisee’s

satisfaction. Second, the core competence of the supervisor has a positive relationship with the

franchisee’s loyalty. Third,

franchisee’'s satisfaction has a positive effect on loyalty. Fourth,

franchisee’s satisfaction positively affects the business performance of franchisee and franchisor.

Fifth, franchisee’s loyalty positively affects the business performance of franchisee and franchisor.
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Table 1. Reorganization of previous research in domestic

Sortation Core Competence
Kim, Eun—Jung,
Y, - L —chul Ki )
oon, Sepng ung ee, Jung-chul Kim, KFA(Korea Franchise
Researcher Kim, Min-yong Jang Jae—nam, 2012 Jae—kon, park, Association), 2004 Yoon, In—cul, 2011
(2015) Jae—wan, 2005 ’
Lee, Dong-chul,2012
— Recruitment
method and
recruitment
— Product
- QSC management
. management
ability .
. — Store and facility — Perfect manual
Check — Appropriate number
. management management
of people, guidance .
. ) — Office
of job sharing management
— Guidance of &
training and human
resource development
— Franchisee
- Management
diagnosis ability
- Sal id f . )
. Sales guidance for — Ability to increase
improved sales .
. sales or profits
— Analyzing the store
environment and - Management
. knowledge — Ability and attitude
presenting K .
. — Logic to collect and . — Systematic store
alternatives " . . - Mid- to long—term
L — Ability as a leader analyze information management to
— Investigation of - . management strategy X
. - . . — Store manager — Ability and attitude ) increase sales
Consulting competition situation — Sales profit and

and preparing
measures

— Franchisee problem
solving ability

— Income statement
Guidance

— Financial planning
guidance

— Tax related work
guidance

experience

— Ability to effectively
lead

— Ability to persuade
— Ability to see from
the customer's
perspective

to clearly prioritize

— Ability to
thoroughly implement
goal management

loss management of
franchisee

— Operational support
— Environmental
analysis

Coordination

— Decision making
ability

- Agency

— Ability and attitude
to training successor

— Local marketing

— Local marketing

lan plan
Promotion P — Creative
- Menu sales S .
romotion plan — Thinking ability
e e — Curiosity
. . — Counseling
ounsellin - Integrit .
C g anty guidance
— Communication — Reception of
. - skills — Active development supplementary items
ommunicati — Communication . . .
C C — Strong endurance of leadership and — Education — Reporting to the

on

skills guidance

— Self-management
ability

attitude of effort

franchisor from time
to time

Control

— Observer
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Table 2. Reorganization of previous research abroad

Sortation Core Competence
Researcher Murslr:/;rg, h/?l:ﬁleit,r()2!007 Edgar,2012 Brzezicki, 2008
— Complaints and suggestions received
by franchisee
— Customer Price Management
— Table rotation rate
— Customer satisfaction index — Margin management
— Standard operating procedures — Inventory and reduction
Check — Standardized work throughout the — Labor cost control — Manager evaluatio
operation of franchisee — Quality standards and system — Confirmation of safety facility
(Cleanliness, service, receptionist) compliance
— Human resource management — Training compliance
— Explanation and negotiation according
to change of franchisee situation such as
change and renewal of contract
— Facility development management
— Franchisee Sales Management
— Monthly sales turnover trend
— Individual store operation, store . — Budget-related financial
. — Investment profit / loss 8
operation management X evaluation
— Product ABC Analysis Eo.nr(ljecnont — Franchisee operation plan
Consulting — Multi-store strategy plan _ Jl_ueagerreslip — Confirmation of store operation

— Proportional revenue from personnel —
Area proportional revenues

— Average profitability

— Individual store financial management
— Computer technology management

— Portfolio and talent matching
— process improvement

problem, problem solving —
Correction of problem
— Collecting customer information

Coordination

— Social network optimization

— Establish sales promotion plan for each
merchant

— Organized marketing and sales
promotion plan

— Development of own advertising
program and promotional materials
- Implement marketing concept

Promotion — Marketing and sales promotion and promotion
management — Development of customer
preference recognition
— Competitor evaluation, marketing
advertising campaign
— Emotional Intelligence
(self-awareness and strong
mental power, perception of
others and authenticity ,
relationship management and — Employee issues, relationship
Counselling — Interpersonal and social responsibility conflict resolution) management

— Achievement of positive results
— Capacity for challenge/criticism
— Appearance, body language

— Characteristics

— Charging team

— Employee motivation

Communication

— Store support visits
— Effective leadership

— On—duty and replacement
optimization

— Resolve customer complaints
— Pareto priorities

— Reliability and adaptability
(understand business area, adapt
to most situations / challenges)
— Energy (physical strength,
performance, passion)

- Authentic communication (verbal
and nonverbal)

— Working time management
technique

— Introduction of new product
service

— Staff training development

— In—store training program

— Store employee compensation
system

— Minimizing turnover

— Provide appropriate feedback
— Approval of establishment of
low—cost facility

— Recommendation for
improvement of high cost facilities

Control

— Control management

— Immersion, control balance

— Employee disciplinary action
— Effective supervision technology
— Compliance with laws
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Table 3. Expert Interview about supervisor core competence

Sortation Core Competence Factor
Researcher Expert Interview
— Store and facility management — Compliance with manual — Implementation of policies and
— Compliance with purchase and operating rules strategies of franchisor
Check S S .
management check — Facilities and safety — Utilization of visiting log and
— Management of goods and services management ability checklist

— Set profit goals
— Analyze sales income-related
data

— Management skills and knowledge
— Providing customized services to

— Daily revenue management
— Location strategy, store
development

franchisee . .
. . — Customer value promotion plan — Franchisee management
— Establish mid and long term sales ) ) ) )
lan — Competitor evaluation diagnosis
Consulting P . — Understanding management — Operate according to franchisee
— Merchandising and product ) .
development strategy and marketing strategy characteristics
P ) P — Diagnosis of management and — Analysis of location environment
— Information system utilization .
. . solve the problem of franchisee and consumer trends
— Opening and operating of merchants . .
) ) — Present countermeasures to the — Guidance and supervision of
— Selection of merchant location . . .
competition know—how to achieve achievement
- . ) - — Coordination of understanding of
Coordination — Ability to coordinate opinions Coord {i understanding
the franchisee
) . ) . . . . . | romotion an romotion
Promotion — Maintain marketing activity partnership | — Discuss sales promotion policy istiev?tiSS and p
. — Solve the problem of franchisee — Close relationship with - . .
ounsellin ) . — Establishin trust relationshi
Counselling — Conflict Prevention and Treatment merchants stablishing a trust rela ship

— Maintain trust-based franchise
relationship

— Management philosophy of franchisor
— Active self-development

— Ability to understand and persuade

— Active acceptance of
franchisee's improvements

— Advice on how to employ and
manage the employees

— Visit franchisee regularly

Communication

— Information provision and
network construction

— Communication skills

— How to recruit

customers
— Franchisee supervisor role — Head office policy and — Manual compliance, franchisee
Control — Franchisee command, instruction, management policy check management
command, authority — Uniform design — Supervision, fair arbitration role
Core competency factor
of supervisor
| Check |
) . Franchisee business
l Consulting ‘ H1 Satisfaction H4 perlformancie
[ Coordination ‘ HS
| Promotion | H3
k.
l Counseling | H2 H6
~. I Franchisor business
[ Communication ‘ Loyelty H7 performance
l Control |
Fig. 1. Research Model
Ill. Research Method 2. ReSearch Hypotheses Generating
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3. Sample selection and data collection
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Table 4. Sample audience and content

Models content

Ceo runs a franchise business in Gwangju

Parent grou
group and Jeonnam

Method of

. L A self-administered questionnaire
investigation

Research period 2018Year 7Month 1Day — 7Month 30Day

Total Distribution gquestionnaire 200

185 copies of the retrieval questionnaire

Sample size - - -
Ineffective questionnaires 17

168 final valid questionnaires

4. Organize the guestionnaire
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IV. Research Result

1. Domographic Characteristics
AR S A AezAke 20184W 7Y 195H 7€ 31

Table 5. Demographic characteristics

<Table 5>} 2t}

2. Domographic Characteristics
ATe] FAEE QS et 2#Ad 152 Cronbach's a

Gom AFIAL. BAFFPROR By BHE FyR

A4S Agstgon, a4 9eag 5ol Husla
Ao

2 afgtel 10149 91 ghae Adsiin. #Ae
Ank SRS Faiulol 4 SNgFe] MY a9 1, 2

Models Frequency Ratio(%) Models Frequency Ratio(%)
Man 152 91.6 Dining out 143 86.1
business
Gender .
Woman 14 38.0 L|n§ of Sales business 16 9.6
business
The twentieth 2 1.2 Service industry 6 3.6
The Thirtieth 23 13.9 Etc 1 0.6
Age The forties 111 66.9 1~2 year 79 57.7
The fifties 30 18.1 3~5 year 15 10.9
The Sixty 0 0 5~8 year 9 6.6
Less than a high 7 4.2 8~10 year 21 15.3
school diploma
- - Management
University 3 18 period
academic reappointment 10~15 year 22 16.1
ackoround | Grscuaton | 5| g 1520 yeur o | s
Graduate student 7 4.2
Graduate school 6 3.6 up to 20 year 81 22.6
Table 6. Feasibility Study & Reliability Analysis Results for Core competency factor of supervisor
Factor Eigen Cumlulaltive ‘
Models Measurement Scales total distributed | Cronbach’a
value value -
description
Franchisee operation and management ability 572
Product and service Management ability .735
Check Facilities and Safety Management ability 741 3.516 16.741 957
Manual, operating rules inspection and management ability 571
. Financial planning instruction ability .548
Consulting Sales guidance ability 532 2.021 92.686 .925
Decision making ability .658
Coordination Ability to train successors .450 2.302 83.062 919
Social network relation ability .551
Establish sales promotion plan ability 618
Promotion Marketing activity and maintain partnership ability 734 3.248 32.206 .936
Ability to analyze store environment and present alternative 616
Franchisee grievance and problem solving ability .691
Counseling Ability to build trust relationship .693 2.617 72.098 .909
Ability to manage employee relationship issues 541
Ability to maintain close relationships with Franchisee .485
L Resolve customer complaints ability 743
Communication Staff training development ability 571 2.754 59.638 942
Continuous franchisee management ability .548
Franchisee supervisor role performance ability .602
Control Unified design concept maintenance ability .580 3.006 46.522 .895
Fair arbitration ability 748
KMO=.959, Bartlett's Spheroidness Test value=4519.785, Significance probability=.000
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Table 7. Results of feasibility analysis on Satisfaction, Loyalty, Franchisee business performance and Franchisor business

performance
Cumulative
Models Measurement Scales Factor Eigen ) tgtal Cronbach‘a
value value distributed
description
Franchisee satisfaction with franchisor is high. 757
Satisfaction The franchisee is satisfied with the contents of the contract of 834 2.254 54.487 917
the franchisor. ’
The expansion of franchisees is taking place through the 588
Loyalty recommendation of existing franchisees. ’ 1.890 08.643 871
The franchisee is very cooperative about the policy of the franchisor. .688
Franchisee Franchisee sales has increased. .624
business Franchisee sales has increased. .748 2.084 77.643 .949
performance Franchisee competitiveness has improved. 787
Compared to the peer group, the number of franchisee 782
is increasing. :
Franchisor Compared to the peer group, consumer brand preference is high. 691
business 2.650 29.446 .939
performance Compared to the peer group, franchisee satisfaction is high. .698
Compared to peer group, employees at the head office are 656
highly satisfied with their work. :
KMO=.907, Bartlett's Spheroidness Test value=1764.930, Significance probability=.000
Table 8. Causal Relationships Between Core competency factor of supervisor and Satisfaction
Unstandardized Std.C Collinearity
Model coefficient ) t Sig. Statistics
B Standard error Tolerance VIF
(Constant) .373 .201 1.856 .065
Check H1-1 .264 117 264 2.258 .025 .159 6.288
Consulting H1-2 -127 116 -.123 -1.099 273 173 5.772
Coordination H1-3 -.020 .139 -.019 —.148 .883 127 7.856
Promotion H1-4 .010 .108 .089 1929 178 5.611
Counseling H1-5 146 .108 1.357 177 .200 4.989
Communication H1-6 .256 132 246% 2.940 .004 .135 7.388
Control H1-7 .338 110 331 %% 3.084 .002 .189 5.296
Dependent variables : Satisfaction R2=.657 F=43.284 p=.000

1 p<0.05, **: p<0.01, ***: p<0.001

A R ASH AR, 7P 49T 3, 5 A &
F PR oA Y, VA A 4y F, 7Y
B A9 1, 3 WA 23R wiEe Y, AlE 2 A
Hl 2 5592 2l grol FHEA eob Al9fshaL 113
il%l‘éc*ﬁ%ﬂ *}%Q‘}iﬂ}

oY, B2, e, ﬂ%wﬂ]ova, A= 5 779 89l
CUEE, S, A A, Ry
i

Y3k 27 9 golo FEEYT 2 W 1A 2

<Table 6>, <Table 7>3 %t}

3. Testing and analysis of research hypotheses
TFrHutolA s4 ko] Wl WAE JATA EAS

Ak 7 AA 37 o] A Regro] 0.657% A Y]

o] 65.7%°] A S 7 AL 9lom, FHsigko] 43.2840.%

0009 s S AANFew, Durbin-Watsongt-e

1.827, 3AHAZE B 0101 215 A8t SRS 7F
FaANE TASE AR FlFHAh

FrHuto] A A FFo] REEE] nX|= ks Thofd 4
I<Table 8>, H1-1, A=(B=.264, t=2.258), H1-6, AFY7
o] A(B=.246, t=2.940), H1-7, ZEZ(B=.331, t=3.084)7} &
TR e A+)e] dEs vAE AR YEh [7MHI-1],

[VAHI-6], PMEHI-7]2 25 A9=Edch 2y H1-2,
7A4Y H1-3, IYujo]d, H1-4, Z28H, H1-5, 7+95Y

& frofsA &2 AoRE veht [7Hd H-2],
[7+d H-4], [7Hd H-5]+ 712
TFrHutol A sAARke] FAE W& JAIA S
Qe 7P A FARF ] Al Regto] 0.5962 45
o] 59.6%°] AHHS 7L glon, Frlstgko] 358230
.0009] fo&8-E4kS AAge™, Durbin-Watsongh2 1.728,

]./\4 H3

FAFEA7 25 0. 101”«] ]% AAEte] Sy 1 v
T ol =

AR Aoz 1=
Trouto] A & 4] ko] %— Lol mX= JEks gokek At
<Table 9>, H2-1, A=(B=.140, t=2.130), H2-3, AFUAlo|A
(B=.100, t=2.718), H2-6, AT Ao (B=.254, t=2.888),
H2-7, ZEZ(B=.313, t=2.751)7} &5F F23+ A(+)<] Ja
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Table 9. Causal Relationships Between Core competency factor of supervisor and Loyalty

Unstandardized Std.C Collinearity
Model coefficient t Sig. Statistics
B Standard error Tolerance VIF
(Constant) .109 236 464 643
Check H2-1 .155 137 .140* 2.130 .040 .159 6.288
Consulting H2-2 162 .136 142 1.192 .235 173 5.772
Coordination H2-3 117 .163 .100* 2.718 .014 127 7.856
Promotion H2-4 .028 127 .025 217 .829 178 5.611
Counseling H2-5 .063 .126 .055 .499 .619 .200 4.989
Communication H2-6 .292 .155 254 2.888 .021 .135 7.388
Control H2-7 .354 129 .313** 2.751 .007 .189 5.296
Dependent variables : Loyalty R2=.596 F=35.823 p=.000
*1 p<0.05, *=*: p<0.01, *=*=*: p<0.001
Table 10. A Causal Relationship between Satisfaction and the Increase in Loyalty
Unstandardized
Model coefficient S t Sig.
B Standard error B
(Constant) 553 .206 2.682 .008
Satisfaction H3 .849 .055 L769% x 15.417 .000
Dependent variables : Loyalty R2=.592 F=237.691 p=.000
* p<0.05, **: p<0.01, *=*=*: p<0.001
Table 11. A Causal Relationship between Satisfaction and the Franchisee business performance
Unstandardized
Model coefficient S t Sig.
B Standard error B
(Constant) .460 210 2.195 .030
Satisfaction H4 .864 .056 L769%x 15.423 .000
Dependent variables : Franchisee business performance R2=.592 F=237.879 p=.000
*1 p<0.05, **: p<0.01, *=*=*: p<0.001
Table 12. A Causal Relationship between Satisfaction and Franchisor business performance
Unstandardized
Model coefficient Siielie t Sig.
B Standard error B
(Constant) 739 162 4.557 .000
Satisfaction H5 .787 .043 817 xxx 18.161 .000
Dependent variables : Franchisor business performance R?=.668 F=329.810 p=.000

1 p<0.05, **: p<0.01, ***: p<0.001

u)x= Ao Yeht [7FdH2-11, [714H2-3], [7FEH2-6],
[7HaH2-7] 5% A8 iy 8y H2-2, 74, H2-4,
ZRRA, H2-5, TReERS ok &2 2 o® Yehd 71
H-2], [7Fd H-4], [V H-51% 7|23l

Ut SR PR Q1A A e] 7 A 3

73 o] Regho] 0.5922 H41¥|0] 59.2%2] Ao o,

= 071

gk A(+)e] dgS A= Aoz vepgth wEhA [
H6]2 A8 ¥ 9lct.<Tablel13>
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S PAE Ao® yelgth wEA (74 H312 AE =S
t}.<Table 10>
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o] Qlom, FYise] 237.8790.% 0009] oI HES Lkl o f9% A()e 9T vAE Ao ekt uebd
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O el FFL WAL Aow trhdth webd M ST AR A s s 249 7
H41E A S9Ack<Table 11> ge WA SRR Regho] 0.625% $450) 62.5%9] 41
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Table 13. A Causal Relationship between Loyalty and Franchisee business performance

Unstandardized
Model coefficient S t Sig.
B Standard error B
(Constant) 621 77 3.515 .001
Loyalty H6 .820 .047 .806*** 17.440 .000
Dependent variables : Franchisee business performance R2=.650 F=304.146 p=.000

1 p<0.05, **: p<0.01, ***: p<0.001

Table 14. The Causal Relationships between Loyalty and Franchisor business performance

Unstandardized
o] coefficient Siiele i Sig.
B Standard error B
(Constant) 1.095 157 6.987 .000
Loyalty H7 .690 .042 791 xxk 16.530 .000
Dependent variables : Franchisor business performance R2=.625 F=273.256 p=.000

*: p<0.05, **: p<0.01, ***: p<0.
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