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Abstract

This study performs an empirical study on how “Jeong (Ii5)", a feeling of affection or attachment in Korean,
influences civil servants’ aggressive or friendly behavior toward customers. We divided the “Jeong” into three
sub-dimensions: human tenderness, care of others and warm-heartedness. Based on the survey data, we
analyzed the relational structure among the three measures and their impacts on the friendly/aggressive
behavior toward customers. The results are as follows. First, human tenderness has a weak correlation
with care of others and warm-heartedness. Second, the three sub-dimensions of “Jeong” have a different
role in the friendly/aggressive behavior toward customers. For instance, human tenderness has a positive
impact on friendly behavior and negative on aggressive one, while care of others has a contrasting impact
on them. Warm-heartedness has no impact. Third, care of others has the largest impact on both behaviors

among the three sub-dimensions.

Key words: Jeong(li), street-level bureaucrat, service behavior toward customer
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tenderness |My personality is one which can’t directly deny other’s request 1939 .054 .083 819
Caring | usually understand other’s positions," 070 915 104 830
others |I sincerely and earnestly listen to what others say," -.010 .899 195 ’
Having |l tend to be easily moved to tears 142 .020 919 739
much Jeong|When I hear the sad story or see the movie, I am usually moved —.003 .380 814 ’
Table 2. Reliability of controlled variables
Variable Item reliability
I believe that I make an effective contribution to the work that I attend item
Job Efficacy I feel stimulated when I reach my work goals, 751
I made the great achievement at the present works, which gave me too much satisfaction
Job satisfaction ! anr.l ve'ry content with my job .865
My job is very pleasant,
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Emotional Labor |l express intense emotions
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Stress Sometimes when I think about my job I get a tight feeling in my chest 695
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. . Employees participated too many training which stressed the higher quality of service
Service Training . . .. .692
We very often received the service training
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6. Friendly Behavior 2157 —.0607 412" -.193™" 1
7. Job Efficacy 2367 —0617 4207 -.143" 1
8. Job Satisfaction 166" 0,037 3397 -.107° 506771
9. Role Ambiguity 1367 226 - 074 275 1
10, Emotional Labor 0907 088" 0.011 259" 217 145 118 1
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Table 4. Regression analysis
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Aggressive Behavior Friendly Behavior
B SE Beta B SE Beta
Constant 2.332 .301 1,017 227
Gender(Female) -.161" .050 -.088 054 038 037
Age -.006 .006 —.055 .006 .005 .070
Employer Year .007 .006 .070 .002 .005 .022
Management Level —.038 .056 —.021 —.049 .043 —.034
Household Income .024 054 012 —.039 041 —.025
Education Level —.067 044 -.036 -.025 033 -.017
Efficacy -.099 042 -.071 246" 032 221
Job Satisfaction 020 .031 018 1757 024 .205
Role Ambiguity 204 032 165 -.011 024 -.011
Emotional Labor 284" .027 218 012 020 014
Stress 129" .029 121 029 022 034
Service Training 023 032 019 075" 024 077
Jeong 1 s ok
(Human Tenderness) 125 025 195 —.037 .019 —.047
Jeong 2 sk .
(Caring Others) —.342 .040 —.245 243 .030 218
Jeong 3
(Having Much Jeong) 013 031 o011 .001 023 .001
F—Value 28520 42,296
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Adjusted R? 224 .302
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