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ABSTRACT

Targeting at the employees of international tourist hotels in Taiwan, this research
aimed to explore the relationships between employees’ perceptions on charismatic
leadership, organizational citizenship behavior, service quality and organizational culture.
The questionnaire was developed by literature review and in-depth interviews with hotel
employees.. The research samples were full time employees and managers who have
worked more than three months in the international tourist hotels in Taiwan. Sample
matching method was applied so that direct managers were invited to evaluate service
quality of their subordinate employees. Five hundred questionnaires were sent to
employees and 100 questionnaires to the manager-level. A total of 403 valid
questionnaires were received from employees, yielding a 80.6% response rate, while 81
valid questionnaires from manager-level were received, yielding a 81% response rate.
Research results indicated that: (1) charismatic leadership had a significant positive
effect on organizational citizenship behavior and service quality; (2) organizational
citizenship behavior had a significant positive effect on service quality; (3)
organizational citizenship behavior mediated the effect between charismatic leadership
and service quality; and (4) organizational culture moderated the effect between
charismatic leadership and organizational citizenship behavior.
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H
b



SEE - R - BEE BIEROWEES 4 BIREE . BT ISR RSN EE 409
2 AT IS LT g

B RFEREE - HHP RS R RE RS —IO0H - B 7 1D HE AR (50
SHEFEM - WILETERIRE 78T o DL 403 iz 22 015 1Y S TERE 77 85 28 i KAk
17E (maximum likelihood estimation ) - DLE IR #E L 7 LB 455958 » KMO
{8 £5.830 » BURNZ eV & E»N R4 (BREEE - 2003) ;5 Bartlett’s Bk 5
fH 1794.533 ZEFHZE /KA (p<.001) > TR GEE UMEBERZESTMEEZE 2 H
(BREEEL > 2003) - HHSREEIVEIZE P 5H > I AEENREZERNZ AR
=B RINER.65 - BURAHER E A &R (Fornell & Larcher, 1981) -

—~ BOHEFEE - HEARTR - B ERESUEZHEE O

A FT 8 R AR AHBE 0 i > S EIS I SR B I ) 2 A BE R B R DL T S g
SIAM Z HBTEE o AWTIEHR ST B IH Z B A& R BN R 2 Fons -

HFR 2 W[ R > R T) BY S BLAH G N R AT Ryl B2 TEAHRE (r=0.43 > p< 0.001) -
TN EE RS AEER > QB TERBMSAVESEART R - HEB A RT A
AR % S 2 SR BEE TEAHRA (r=0.17 » p< 0.001) ; FRIKEE B TRIM S HVHSE A
BRAT Rl > Al & TR i E & il g ik 0 A S 2 B R 5 o B B B TEAHRA (r=10.18 »
p<0.001) - FIRHREE B R ik ) RIS E T - Al B TR S0 E B G iy 4HE
B8k D RS EAT Ry A& IEAH R (r=0.68 > p< 0.001) - Al BYSH &% b Bk 7 7Y
FEFEEEAHRE (r=0.67 > p< 0.001) - S5 AYAH G S AL B ek g A < 5 Bl B = TE AR
B8 (r=0.61> p<0.001) - H @l AU AH &% S LBk A AR BA Ve i v &H&SUAE
LS N RAIT R 2B IEAHE (r=0.49 > p< 0.001) - ALEr BIAH & SEBLEHER A R
1T R 2B EAHRH (r=0.49 > p< 0.001) - SZFFAIAH SR SULEMHS A RIT K EHRA
EIEAHRR (r=0.42><0.001) - H gl BIAH & BB AHER A RIT BB MRS 4
SO RS o E 2R BE IEAHRE (r=0.13 > p< 0.001) - A7 BY 4H 45 (b BL AR 5
BEHRBFZIEMER (r=0.17 > p<0.001) - SZHFAIAHEE (B B 5 on'E 2 3R IEAHBEE
REEFHZE (r=0.08 > p>0.05) -
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R 2 WIFEE A M EAHR A ER

BEIH P BEAEE 1 2 3 4 5 6
19k EISE S 4.651 0.99  (0.957)
LHEBART R 4.872 0.58  0.43*** (0.874)
3R SE 4.847 0.71  0.18*** 0.17*** (0.948)
4 4183k 4.549 0.81  0.68*** 0.49*** (0.13**  (0.939)

Bl & 4H 4% S (b 4.471 0.87  0.67*** 0.49*** 0.17*** 0.93*** (0.910)

SRR AH 45 Ak 4.627 0.87  0.61*** 0.42*** 0.08 0.92*** 0.74*** (0.887)

1. n=403 ; two-tailed test -
2. **p<0.01; ***p<0.001 -
RN REE -

= BMOEFEERESART AR RE AEB A RT AY RS mE Z B SR
i

% 3 \JAl > FREER 0 M1 AV ) B SR BLAH 48 N R AT R iy B B R BUE B E
JK#E (B=0.254 > p<0.001) - BEURHREE T & /Y ) B SHERMILH BN RAT Rl E B IE
MHEE > NI ERER 1 BEEE SRR EEEER M2 a0 RIT R B AR
B SR A U B K (B=0.232 > p<0.001) - BE RAH & BTy B PR %5 o B ol
EHIIEARE - NbfEk 2 BEEE AR - AEEFHE M3 Ak ) 2 HE SR
T i Y B B (R B B /K (B=0.121 > p<0.001) - B Rk ) B 95 28 B R 75 i B i
BEEHIIEANRE - NIL G 3 IS H BRI -

=~ HBART BN AREREmE TR ZEE

A 3 Z Rl P AT Al - ML ) TS A S H G N RAT Ry Z iR R 8~ M2 2
GBS RAIT BB IR ' E 2 R R M3 R ) RIS R B I AR in B 2 R R
ERE > BURBNIEE - HEART AR RE =& ZH 2R WA AR o R
DEIFE AN RAT RB— R A S IR B B Z Bl (4> 23R 3% 4 iR M2
ek 7 U SE B R (R B (B=0.121 > p<0.01) EEREZE/KHE - HINAESARIT 2%
A R 50 M3 i ) RS Y R (R B (B=0.076 » p>0.05) “REEHE » HERET)

(R®) F3.9% L7128 5.5% - [fi4H &k R1T R 2 85 (58 (p=0.175 > p<0.05) #EH



SR - BT - HITH BISERARIES AR BIRE L 97 ISR R LI
ERE L e = s

xR 3 EAISHAE AN AT SRS o E 2 B o AT

n=403
FE I g HEANRTR R % E
M1 M2 M3

Pkl H

BIRIRSLEFELE 0.093%** -1.000* -0.073

39 -0.015 -0.036 -0.027

BERE 0.003 -0.018 -0.017
EERR

ik 7RI GH 0.254*** 0.121%**

HEARTH 0.232***
R’ 0.222 0.046 0.039
AR’ 0.222 -0.176 -0.007
F & 28.391*** 4.791%** 4.021%*

5 0 % p<0.05 ; ** p<0.01 ; *** p<0.001 -

F 4 SN RIT R E T R AR a0 'E R ST

n=403
BT IS
M1 M2 M3

22 il B8 T

BRI GHETEE -0.083* -0.073 -0.089*

T4 -0.051 -0.027 -0.024

LNERE -0.021 -0.017 -0.017
ETERR

ik T SH 0.121** 0.076
B3R

HEBARIT R 0.175*

I
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ey
R’ 0.011 0.039 0.055
AR’ 0.011 0.028 0.016
F{E 1.492 4.021** 4.615%**

=¥ 1 *p<0.05; ** p<0.01 ; *** p<0.001 -

ERKAE > BRI 4 BEERERNR > B AEEHEE TR M ERAE
BHEHESARITREF ST 28R -

Mo~ HBSUEY TRNEEHEEEABARTE ) TERRZBSE

HFe 5 AYE ER R M2 81 M3 B 400 > £ DA T 6k ) B 4E B x 4 4% oAb ) SRR TE %
fpfEg R E (R®) #55 0.306 - fRfEs BB EE (ARY) /& 0.022> H Mk JAI4HE
Ex ML ) 2B ABEREE K (=0.079 > p<0.001) - FE/RAHSESCIEE Tk
TR BN RIT R 2B GEEEENTESCE - HE 2 74 B T8N
Bk BEAH 4% OB EERS » Eoql T DRSS RIT R ZIERAE MY
1y B TRISAREE A4S LEr B Z 0 IR g s fog b ik D RISE M B SR N BT
By ZRE > EEEER R 2 RERIB ST - B TR A AE 8 S BB B A A
Bz EAETEMIL T RIS BN RT R, 2 TERE AR 5

B EE BRSO -

A~ AT RESCUEY T BOMFREESARTR ) TERREZEE

H# 6 Ay R M2 81 M3 5501 - FEANA TR AU SH B Al B AR 4 S0 AE ) o
% B RE (R &K 0.329 - IEE R B (AR®) & 0.036 - A Mk
DEIFE A R H & SE ) 2 ABUZRE /K (B=0.088 » p<0.001) - F/RAl
BRGSO AL TR BB BB AN RIT R ) ZE G R AEENTENR - HE 3
AT B TRISERYNREE A1 B A o b R Bl > &Rt T A E B AR
1Th ) ZIEETER - B - B TRISAYHKEE 81 B 40 SO bR Z I > TRE LY
sfb TR B HE BB N RT R, ZRR - HIEREIGRE 2R RE W > BT
2RI B A S L A W N B B = 5 BRRE TR R O B SR BLAH SN
RATHR 0 Z TR > 8RStk 5-1 BIGEEEHAYR -
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7
4.
# 53 HE e
£
2 4
=
7 1.61
2 1.31
0.36
0 : . .
1 2 4 5 6
I BEE
2 HHEE SRS Tk RIEEBAAS ANRIT R 2 THERER
F 5 WHSCEY TRy AISEE AR N RIT B 2 P E I EE T
n=403
BIHATE HBARTR
M1 M2 M3
BB 1 PRI
BIRFEHEE 0.073* 0.091** 0.069*
I8k &) -0.066 -0.009 -0.017
HEREE -0.010 0.002 0.014
SEE 2 FERNREE
Wk Rl HE 0.115** 0.170
ek 0.246%*** 0.111
B3 TERREE
itk R SH B X 4H 4 Sk 0.079***
R’ 0.041 0.284 0.306
2
AR 0.041 0.243 0.022
2
FHEEZHY R 0.033 0.275 0.296
F g 5.615** 31.566%** 20.131%**
5 ¢ *p<0.05; ** p<0.01 ; *** p<0.001
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7
5.26
| By -
£
B4 L
§ 1.61 1.89
=%
0 . . . . .
1 2 3 4 6
R
B 3 AlEAHE B Tk R EE B AN RIT R 2 TR
F 6 BRI R ST R RIAH A SO B TR D RIEE T BB AN RIT B 2 TSR Sy
r
n=403
BT HEBARTR
M1 M2 M3 M4 M5
SEE 1 RIS
Bt SEEE 0.073* 0.092** 0.068* 0.092** 0.075*
I8k &) -0.066 -0.013 -0.020 -0.009 -0.016
HEREE -0.010 0.001 0.013 0.001 0.010
SEE 2 TERE
itk R SH 0.114** 0.202* 0.173%** 0.037
Al R 4H 45 1k 0.238*** 0.147
T RPRIAH S SR 0.150%** 0.093
B3 TERR
Sk ) B x Al i R 4H 48 S Ak 0.088***
ik T BIx S R R A 8% S 0.055*
R 0.041 0.293 0.329 0.253 0.265
AR’ 0.041 0.252 0.036 0.212 0.012
FE 5.615%*  32.922%**  32.348***  26.915*** 23 845***
¥ 1 *p<0.05 ; ** p<0.01 ; *** p<0.001
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2.76

| W R
=
2
= 0.93
= 0.65

0 L 1 1 1 i |

AL LE
B 4 SCRPESESCUES TN REE BN RIT R ) ZTEBR

AN~ XFRESSUEY THROBEFEEAESGARTR ) TERRZESE

H1# 6 By ER 0 M4 B2 M5 FTA - FEAIA T K BUSH B S AU AR A S0 (L ) 3R
MIEY% - fRRESEEE (R®) #2755 0.265  fFfESE B (AR?) 15 0.012 H Mk
FERIFE ST R A S E ) Z B R AR BUERZ KEE (B=0.055 > p<0.05) » BURZH
RSB "D EEHEGNRIT R ) ZBGEEHESCR - dilE 4 75
B THIBE YR EE 2 7 AU A SO (B R BRI > ot " D BRI E BB A RIT R
ZIERRCR - MR > B AR HY BR 8 SO R A S B Z I TR g L foRE T
NEFHEBHG N RIT R ) 28R - BEEEM RS ZREREER - B TR
BIGE S AL HE B HE N =% > BN "D RS BEBARTR
ZHERR > BRI RGER 5-2 R R E R HY SR -

{h - SR

— ~ G
(EEFERER T H

1.5k ) B SH B ELAH 8 N RAT R Z ELRESR
HEGREE > BIRBDURE R THN BRI LB BHENEE THE AR
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R EIRABERIEARE - RIS B TRZ B BRI I AR EN > A8 TiE
R HHBARIT R - AR S &M (2009) AT PSR - R EHR
FEEHES EZEMEy - IS EE 2 EEME AR E ST B T H AR
7o EIREE B LA EE G T ARG E R 5% G IR - bk 0 A SR (3 T S R Y
fEH > sA% A TRIRESGARITR -

2.8 RAT B IR o B 2 ERERUR

HEEREE > BIRBDUIRE B TRYHS A RIT HBERS mE 2 HABEEHIE
[ AH R - JREIE B R DR EE B TR B % fY 8 AT Rl - AIE B THIR#hn'E
G - AWIREE T (2007) KB P8GR - IR R RAEEHEER L
ZEHRy B RIRBHESARTR > fIaA &R R TEYHENFES - 25
HE [ 25 B B PR AGIR LG Rk /D FEER S Y I ] > B TR BRI AR B K 4 4
AYEIERES - B TRl e AR M IA TIFREE - WEE 5 AR EEENRSE - §
FEAUELEH - Bt BETAEEEREEA T  SEBEE P EHE
A FPRBUERVIERL BT R > SO RIT/RENMBA ~ LK ART S
5T % 40 B AE 18 1) R Ih Y R HE T -

3. EEHET R IR E 2 ERERUR

HEGEREE > BIRBDUREE T ERV B DI HEE B TR ERBEEEEDN
IEEAEREE - JREDE B TR 2] 8 IR R 7 B gy - Al B TR B o E gy - A
t72Ed House and Baetz (1990) AYWTFE HIE1G S FF - M DRI o] DU B T#AE 22
FIEEFAGREE  EEEREER AN EE ARG SE o b5
EEHER LZBWmE - LENE TR E BRI EEE SR EY T i
NAEEEH B R IR D HEE T TIENT B RS ES] - £5H
B DURHAEEEERNSRE  ERLREEENEETH > B2 IR
B —EHE T -

(EVE TRy
LAASARIT /Y T AEE R RS mE |, ZF R

HE RS > BEEDURE B THHESART MY T A HE Bl R % mE
ZEAZE TR - IREIE B TR FH i D A HE G A8 8 T RIS
RATRHIF g i RS E R - 8 TR ES DO TR T
IR FAERIE - 1 E FEZI0A A ik ) By H R B AR T IR B an'E - B T RVE 2k
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NEEEFR BRI > HNORZEHE - HECEE TIFELARE R - M HEH
ERALETLIFES (Wong & Pang, 2003) - Ahiaj -85 K4 (2005) f5H1 - RiElRAR
Bin'E > AREEET KSR Dt R ERHEART G TR - HEEHSELAR
TTRIVE TG TR > i 8 TEERELBART A > WA G E2HE LAY
SCRF o IR R EEHEER L2 EWE AR IHEEN T EEER THEE
H CH SRR e fy B R B B ey B AR - 30 HA (S O R R AGR AR5 - 12
THESSEZAEEE - FEILEE & T EZ RS - AT HEAVEEMEAR A
THEENREE - A TRFEEAEN > A E SIS ARTE > SEE
FE B A A EE - ERER M E R A M BEELTREIA S HAE
HYEEM: > EMEZ ] TENEER > THERME S ELAVHEARTR -

(=) THERCER

LSO E R ) R R B S N RAT Ry Z TR

AWFEEE D REUR - BIEEDEIREEAS b &S T AA R A A
RATR , ZHEELSTESR > JRATRKEE B T SR HE A E SR EL T »
AR ik ) B SR A SN RIT BV IE AR - b2 B Ry EEEE
MR EEEE G2 88 TAHE MR B FEER] - &) AE S H Y HE A
BNEEERY SR - HSSERER B THESARIT RAVEHR -

FERIFT AL 4H @SB EE 7y - BIFRBDOE Ik 68 AR B4 B S0 b G ¥ Tk ) B SR Bl
SORT R ZEEETESCR - JRRTIREE 8 TR0 2 0 8y 8l R & S0 RY
TEIUT > & s i 7 AU SH B A A N R AT R Y IE (R B8R - AT 58 B 52wk ( 2001)
K BREE ~ #8507 ELERCE (2010) HYBZE o 1S S0 -

SRR GRS EE oy o BIPRIBOCIREE SO R AH S B & 3 Tk B < A B A
NRITR ) ZHEELS TR - JRATREE 8 K158 28 B B 237 B H SRR i
DUT o B R ) RSB BN AT BV IE[RRCR - AT EL G KB (2005)
FR B 5% 2 B 4H 48 S AL o Y SR AU SO b Bk ) B SR A S B v R IEAR B 0 DAROR TS
(2009) HyBZE S L RAESSUEH B THBARTREFEEZEREHUZ
AN iR S E

DLEW e A BT 2B Ry © AT 7248 R a8 B A S e 1T AllH AL 4H 45
R Sk 0 B E AT Ry BRAH 8% 0 RAT B TR S8 N SR B 8 S > R B 2E
T RAEVHESEREN A HEENRE - BN EA R BB R ZEH
FrEwE > B E B G AR E > ) B g T B A R
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GRS R Ay S E 2 DU BB EIT Ry MM EEER RECLHE
FEHAREY ~ BURRNERY - NIRRT AV E R N EEHEEREE S
SRRV ZER] > SN B S CSE AR B AR IR R 25 - B TR E S EREH
A ER S A fe S 8EDE > B DL B & SO B A A B TaHER N RIT R AV E
oo ZRAESSUE TR E RS — % > BN HEAEZEEERIFEMR
AR A LA SRR > SRR A B E B ER > WHAET
B R o s e R ) B S B R (A IR R R 2 Y A B TR OR R s Z SO
¥ WHERAMMAEREDERZNE > ME LR TEXREENE - HEOAERE
AR EEFTETER B AR -

= IR EHEEER
() DRI E B AR N KT /A IE A TR

AW FeEE R I - BREE B TIRCZ 5 £8 MR R FE R > AIE TERRE L
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B H ELEL R e T BRI R T B H B T R

()i 77 B SH A A A s o A IR E) B TR D
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HETTH - BEEFEFG T EHEEEREL  SHREE A TRRESART
REF RS mE HEEDNFETRLAFINIGRHEEE  BETHBR -

(Z)HE N RAT Ry Xtk 77 R S IR 55 i ' 7 56 Y TR /B8R

AR FEaE R B AN RIT /R NEER RS E A ST IR - £
FET T B TR anE 2 8RS 1B K Y H AR Z — » DRI IEE ] ] A ik ) B S 2B 5 Al 2 T e 3R 2H
SARTR o ErRERTT B TRV E - I TR A B P R AR FE o B S5 e

(M &HS B E e BIEE L B THVHE A RIT e E A F R

b 7ess R A SUE (AU B SRR ) BRI A 8 THYHS A RIT
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