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 (Sheldon, 1971)  (Loyalty) 

 (Involvement) 

 (Buchanan, 1974) 
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 1.  (Vigor) 

 (Exhaustion) 

 2.  (Dedication) 

 (Cynicism) 
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 3.  (Absorption) 

 (Wilmar B. Schaufeli and Arnold B. Bakker., 2003)

2.
  2.1  (Self-efficacy) 

 (Albert Bandura, 1997) 
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  (1)  (Self-efficacy perception) 

 (Level)  (Strength) 

 (Generality)

  (2)  (Outcome Expectancy) 

 3 

(Physical)  (Social)  (Self-evaluation)

  Richard I. Evans (1989) 
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  (1)  (Mastery Experiences)  Albert Bandura 

  (2)  (Modeling) 

  (3)  (Verbal Persuasion) 
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  (4)  (Emotional Arousal) 

(Schaufeli and Bakker, 2003) 

  2.2  (Customer Orientation) 

 (Donovan 

and Hocutt, 2001) 

 (Marie Williams and Juan I. Sanchez, 1998)

 SOCO Scale: Sales 

Orientation – Customer Orientation (Robert Saxe and Barton A. Weitz, 1982) 

D.Todd Donavan (2001)  SOCO scale  4 

  (1)  (Pamper) 

  (2)  (Read) 

  (3)  (Deliver) 

  (4)  (Personal Relationship) 
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  D.Todd Donavan (2001) 

  2.3  (Service Climate) 

 (Schneider and others, 1998:151) 

 (J.W. Johnson, 1996)

  Richard S.Lytle (1998) 

 (Service Orientation) 

  (1)  (Servant Leadership) 

  (2)  (Service Vision) 

  (3)  (Customer Treatment) 

  (4)  (Employee Empowerment) 

  (5)  (Service Training) 

  (6)  (Service Rewards) 
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  (7)  (Service Failure Prevention) 

  (8)  (Service Failure Recovery) 

  (9)  (Service Technology) 

  10)   (Service Standards Communication) 

 10  4 

  (1)  (Service Leadership) 

  (2)  (Service Encounter) 

  (3)  (Human Resource Management) 

  (4)  (Service System) 
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 (Vision) 

 (Mission) 

 (Objective) 
1.

2.

3.

4.

5.



11

 1 

: , 2552 

535  1 . . 2552 

 89 

 87 

 22 

 30 

 307 

-  148  

-   156 

-       3 

: , 2552 



12

 (2546)  “
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 1  276 

 (2549) 
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 389 

Bagja Basikin (2550)  “
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Yogyakarta  152 

 7  (Alpha=0.91) 

 (Alpha=0.76)   
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 (Alpha=0.83) 

 (Alpha=0.79)    

 5.04 

 4.99  5.44 

 4.71 

    (2551) 

 23  153 

 3 

 0.05 

 (2552) 

 121 


