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Abstract

Purpose - The Service Level Agreement which has been used in the IT information communication industry to maintain the
level of service supplied by a vendor has been adopted in the service industry surrounding the airliners and airports.
Considering that service quality is dependent on attitude of employees who are responsible to provide service, it is very
important to understand what kinds of effects SLA(service level agreement) has on the attitude when SLA is applied to the
service industry. SLA is an agreement between management authority and service providing contractor to make sure that
certain level of service quality should be provided. For employees whose responsibilities are providing the service, SLA has
both positive effects and negative effects. Negative side is that employees have to follow many irrigating complicated rules.
On the other hand, the attribute of rules is that once one is become accustomed to them one may feel comfortable doing
repeated same kinds of works, which is positive side for the workers.

Research design, data, and methodology — We analyzed whether the SLA has moderating effects while service providers’
job environment of outsourcing companies affects job satisfaction. Especially in the service industry, job satisfaction has
great effects on productivity and efficiency.

Results - The study results show the following. First, SLA has moderating effects while task performance environment affects
treatment satisfaction. Second, SLA has moderating effects while task motivation environment affects treatment satisfaction.
Third, SLA has moderating effects while physical work environment satisfaction affects treatment satisfaction. Fourth, on the
other hand, the difficulties caused by SLA have moderating effects while the relationship among employees affects job
dissatisfaction, which is negative side of SLA. From these results, we can tell that SLA has more positive moderating effects
on treatment satisfaction on the whole. which results can be used to justify applying SLA to the service industry.
Conclusions - In this study we analyzed the effects of SLA which have become more important in service industry
nowadays on service providing employees. For managing side, the positive effects of SLA have to be emphasized while the
negative effects should be avoided or minimized.
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<Table 1> Characteristics of Sample

. No. Of Rate
Variable Content Applicant (%)
female 266 58.8
sex

male 186 41.2
. not married 408 90.3

marriage -
married 44 9.7
less than 1 year 170 37.6
1 year~2 year 78 17.3
2 year~3 year 36 8.0
length of 3 year~5 year 70 15.5
service 5 tear~7 year 36 8.0
7 year~10 year 30 6.6
10 year~15 year 20 4.4
more than 15 year 12 2.7
21~25 152 33.6
26~30 184 40.7
31~35 64 14.2

age

36~40 34 7.5
41~50 16 35
more than 51 2 4
high school 30 6.6
educational college 230 50.9
background university 182 40.3
graduate school 10 22
staff 360 79.6
. ass. manager 62 13.7

position -
supervisor 24 53
manager 6 1.3
less than 40 hrs 82 181
weekly 40 hrs 218 482

working hour

more than 40 hrs 152 33.6
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21~25M| O[5}t 1528(33.6%) 52| =22 LIEtLHLE SHH2
HEEO| 230F(50.9%)2 7y =2 LIEfReH, 1 oge
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<Table 2> Results of Factor Analysis
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b
[0}

Reliability
Factor Questionnaire (Cronbach’s
a)
task performance condition | enough prior job training, systematic job training, active problem solving, 0.901
(6 questionnaire) instantaneous assistance, information sharing, mutual assistance ’
task motivation condition appropriate task amount, appropriate compensation, enough rest time, 0.859
(7questionnaire) autonomous rest, socializable task hour, job security, fair promotion ’
Job task chargcteng,hcs task specialty, fixed form task, new task 0.671
environm (3 guestlonnawe)
ent attnbute. of taSk low-level task, autonomous task, autonomous decision 0.602
(3 questionnaire)
physical condition T . . .
(2 questionnaire) appropriate job location, pleasant job location 0.722
nature o f tagk task accurateness, instantaneous task response 0.629
(2 questionnaire)
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<Table 3> Results of Analyses of Moderating Effects of SLA

Factor/Independent variable Dependant variable Moderating variable Moderating effect
. . SLA not satisfied X
treatment satisfaction -
1 task performance condition SLA safisfied o
i colleague satisfaction SLA not satisfied X
9 SLA satisfied X
. . SLA not satisfied X
treatment satisfaction -
2 task motivation condition SLA satisfied 0
colleague satisfaction SLA not satisfied 0
9 SLA satisfied O
. . SLA not satisfied X
treatment satisfaction -
3 task characteristics SLA satisfied X
colleague satisfaction SLA not safisfied 0
9 SLA satisfied O
. . SLA not satisfied X
treatment satisfaction -
4 attribute of task SLA safisfied X
colleague satisfaction SLA not satisfied X
9 SLA satisfied X
) . SLA not satisfied X
treatment satisfaction -
5 hysical condition SLA safisfied 0
oY colleague satisfaction SLA not satisfied 0
9 SLA satisfied O
. . SLA not satisfied X
treatment satisfaction -
6 nature of task SLA satisfied X
colleague satisfaction SLA not safisfied o
9 SLA satisfied X
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