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ENARTE, TRREBHREL VY ABHR Y IRRLEZERETRFARK IR
B HRTIOERIN, EXRFRY EAEXRARAEME RET - MARTOE
ERERSRERAZNBORE A NWARNERBEERTT A HE, RE,£4
R AL FLF W SLAEHE R 7 %, AR SPSS 11.5 fu LISREL 8. 54 453t 8% # 3t B A & # 4T
TRE,

BEANTHERZRA(DRINEIRCEIREX THENFAABHL AL
BEA;QQ)RICEZRNANERRLDZEAFEMEIRHRXEZ; ) RIRBHAA
¥HARTEEAPHANBEREFSETANEH; (DB )N EFHEELREHRA LS
BEIN,EXREREFERRAYH, EXRBEBEINNERRY REBELFEAR
BABEEFRIREENENMEHER, UEEARHBYER L0 E AR, H T LH
Ap b RE RS FES E A

XBR:ATLEZN FH XFh BREEER
Abstract

Service quality is the core of the business of service companies. Empowerment is the effective
method of improving service quality, and the success of empowerment depends on the psychologi-
cal empowerment. Based on literature review, the author proposes a causal model of the relation-
ship between psychological empowerment and perceived service quality, surveys the service em-
ployees of two four-star hotels of Guangzhou city, and tests the model in a empirical study by u-
sing the statistic software of SPSS 11.5 and LISREL 8. 54.

The results of this study indicate that: (1) Psychological empowerment has three compo-
nents, they are meaningfulness, competence and influence; (2) There are relationships exist in
the three components of psychological empowerment; (3) Influence has a direct impact on per-

ceived service quality; (4) Training and reward are all the important antecedents of psychological
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empowerment ,and have impact on perceived service quality. The study can give the valuable sug-
gestions to both the theorists and managers of hotels about how to build the sound training, and
extrinsic reward system in a hotel and how to reinforce psychological empowerment for the goal of

improving hotel’ s service quality.

Key words : psychological empowerment ; training ; reward ; perceived service quality
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1.1 ARB W

FEARBITF , B H N R T OB, 9 T R L0 B2 IR 45 FRE AW,
A Bediele Ay SRR B M P 3 -5 R R R B O A . EEFBELS
RELUEBFFT , o T I OB BN 57 e 39 5 AR 45 A B 000 B 2 AU IR G PR 5 TR R 5 I AR o
LRRHIBRAEE N . AR RKNAAEERINT

1 B 5 T BERALE & o

2. TR TOEZNR B SEN RS R,

3. BITEBEIEM AR REEEED, S ML XH SR TS WA T.oM
FA o

4. G IS B A G R 0B 2 A E R AR T OB AR R AR,

1.2 FRE X

1.2.1 semmex

I 20 HANE T, — A, MEEA R GEABRSARSRIFHBES
P ERSE R AN B (Edward E. Lawler,1990) . BAXM A ERIAEME 1 : 401 824X
EPLEARBRAEA G, S R B A ) LR B )R B B4 Ik A 7, ML AS AT L I % T
JRIBAR A B AT LUREE B © BB R Be B P R S5 A eI DL A B R AL b 8 F R T
BB AR B SRR RS AU % . BT LA I B T A3 AU, 5 K R T4 &
ME 7, S TR B3 %o i ol ) 3 R S e

B AU B AR AR 7 Ml B R TN SE B , B3 A — S5 AR 45tk s, S 2435 4 A
R RS RA DR E R SRS RA T EEBEE. dTRSEA
RAF b R R, H, RS VR TR EAE T AT EEANRA G, HEES
RIBRFALM BT WAL . REEFRIER (A, Randolph) 1 i : FEMR S HE b b, A R
BFRIMATUER TRREACH TAEEAEL, A TLEER N TARE BN THE
RGP, EIRER B R S7 S B A I (Randolph,1995) . JRS-1E 40k AR 45 A\ R B 82 R
U Bl AT RO A BEAIAT Sy EL R W 3o U 0 R 45 TR R, TR b, 32 A4 5 T AN AT LA IR 47
MW RENTE, NBF RS RN MRS, TEERS ZEHAZE, ENAHENHE
RPERA MBS o £F F4F (R, Carter) X HUR ) T S8 AL35 09 B 3 2 AT 5 A B
BRGNS MR LRI, BTG AR 3T 3 R A IR B IR T B TR K B R e
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F(Carter,1997) ,,

W R E S RT3 S H 2. HENEBAR -HEAKT
HEFRSRE CIERRRENAERS . EEAREEEPLESSUEBIEE, AT
SRR S AR B B CRFTERREMITERS TEFEMRA, ERKBIES, E5E
BRI R T OMEZNSHEERS REZEHXR, FNUANFHREREHEHAELRR,
BRI SRV L R 5 A IR B M A T B . EEREE T A
WHES, A EEEA R REAMEREI EMITESEE AA KRS, €8
JE ST R SE B IR RA R H0R B T O B2 AUR, RETETE RS R,

1.2.2 3K

RR SR Al 2 PR SR X A T B 2 b SR P R BRA B 18 S B2 WAL i) R 38 R4
PR R BIR b, —B2ENTIERRNERERA, MEMER SR ESN
FL M ERBUE B B, S WAV B S R TH.OAMITH (Me-
lissa Koerner,1993 ; Gretchan M. Spreitzer,1995a) . B, M5 T.0-BRE M BE RBFITEZAUN R
TOBEZPCRRMIETA . EEBEMMN KL EEEH B (Cretchan M. Spreitzer) FIIZIERFE
R A TOBEZAEH RSN R T AR Z RS A #/E F (Spreitzer, 1995b)

BEAEXBRFT PRI, FEFEENERR TOEZNNRERHFT THI, 2%%E
HEHE N TEARKYINE F R RFEENREFEN AR SIS SRR AN
B T B ( Sprteizer,1995a) , 223 1 %3 #1738 B ( Amelia C. Smith and V. Suchitra Mou-
ly) 48 H AR R X R TOBEZRERAER, WERHES Rl RIFR N
FRWE LA RGE SR A R RN S55% 5 THSZAURSE, I Bt A THE
LA B B B H 454 (Smith and Mouly, 1998 ) , 2¢# K ZEF1 B8 2% (David L. Corsun and
Cathy A. Enz) MBS R HANEBRI R R (MRS Z RIA A By RtV 3738 ) F By
TEE%EZ X R IR B L0 ( Corsun and Enz, 1999) . 42 WA T .0
BT RE A G R A T TR, 2 WE B R BN R : R TOBESA
EHEBRN R TR EIT NHE B R (Spreitzer, 1995a) , ¥ # T ERE A (Maria L.
Kraimer, Scott Eseibert and Robert C. Liden) M43 28 : B T.OFZHE W A TXHB &
JRT7 6] 0t 7, LA 5 X 4l #) S84 ( Kraimer, Eseibert and Liden,1999) , 1R BBk
BHINR, AT OBZARRS ERZ B FAEEERHBNXR, (HX 7 EYTIERFRA
R X FARH BRI E N A TOBZI SRS BB SR NE (A, Para-
suraman, Leonard L. Berry and Valarie A. Zeithaml,1991 ;Gretchan M. Spreitzer,1995a) ,

EEFHBEB AR LR, MRS R E X R TOEZANES EWHA TOES
P EE MR T OEZANGE R AR,

1.3 B E

EARGIE T, EEE MARERERTEX KRS R THTTHERE, £5
A BE A AR DT, 5 R TOBERA S RS R Z AR R, AR A SRS
R A X P 5 TS RN B L OB AR A M,
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AR, EHEBEAR RN R T OB TS, 330 RS R SRR A
SCRRETTRIF

2.1 ERERSRIOESNED

2.1.1 #minzmic

BREERFIE SO GRET , DU RANS WEEF R, XFEEF R E 20 it |
L0 FRURBLRATHELHAENS D EEEN EXE, BNELEFSE5RY
HHERMA T TS 5P (Gretchan M. Spreitzer, Mark A. Kizilos and Stephen W. Nason,
1997) . ZE5XNEHERRAEBARE R THABREN, UEES YRR R THTHE
WEBMTAESE: AT TS SEERS 5ARHBRNE— SRR, CRASEARE
55 LA 5B AR R, LR IR R RS, RE B R T T
YELZRB AN 53 AR T4E B ey e 8A%, 4R 48 B T 2 Ml Al 42 B8 K FX 538k ( David E. Bowen
and Edward E. Lawler,1992) .

REPERIVE BT R E Y, &ﬁ%/\ik%%ﬂ/\ﬁ SRTRRISERAW
W, WARBTRMESET S AEEA R ITE T R ARG AS S S 2
S, SEAFHAMAL A7 IR B T MR 1k R T A, L S A R BESE I
AU SEHESA A BB I , #E T S5 B4R B L 8038010 B B LA R R A 38 3 i H
R EH, M ATTR FIE X A B AU B M R W R T AT, Wolih 5 TR 52 Al B4R .

BREHEESNHIRE N B & LA EE AR, 2 E WH RIRM 7 22008
ﬁ@'ﬁ*ﬂﬁﬂﬂﬂ?ﬁ@]ﬁfﬂik%ﬂgﬁﬁ%@(Dav1d E. Bowen and Edward E. Lawler) 7£ 5
TIESS5ESHERM E BRI TEES. BB EEARRTATRI RSN
Sh, BT NG R LHATEE 0 R TREASASERE L, URREAR Oy
K53 TR , LA K 42 785 41 414938 ( Bowen and Lawler,1992) , X—E L BREH B,
RERFTZFI B —NE XL, FEE¥ERE /RS H S (Kenneth L. Murrell and Mimi
Meredith) 3 i : AR AV B FEA R 5 5 T2 18] i) —Fob 4 B 000, B2 XA A7 B — b @1 2%
HESHAC, R Xt BRAE #5345 ( Murrell and Meredith,1999) , %35 % % 8 5B (T. Eccles) #4149
PRSI R TR XA, il 7 THREET R A R IR , AR S By Fn
BFAAIHE TAE R A HiE ] OB BE IR, 3785 T /%8 ( Eccles ,1993),

AV E B i BERT S B AU 0 3, B R R B A U — —Fp BT AU B %
Bk, (Xt R iR E‘Jﬁﬁﬁ%ﬂ%ﬁﬁ%ﬂ%%ﬁﬂﬁﬁ HABRBERIART
I 2 AUBRSEFLL A5 (Jay A. Conger and Rabidnra A. Kanungo,1988) , M A{LEIEEHAR

BT R TN ZANEWNE L, BAHE R T AR AU MRS BB PRI IR BE % A



F—R AT OERNSEERS TR RN LIEFR

A5 49 WL ( Conrad Lashley,1998) o {5 5t TR AL S, H 2 K EAE
HHE AT IA LB A BT R TS BB HX AU, REE LN H/E,

2.1.2 RAILRKREIRAIL

1988 4F, N K HFL X FESH (Jay A. Conger and Rabidnra A. Kanungo) 8 H , $24%
SRR T T OIS, BT LAXSIE 7 T B FREBBR ( Conger and Kanungo,1988) , K
ZHEEX B SR E LR Z  FEX L E HSOR D, PO A LR AEEE I L
B oA Ay g ey 8 i 53 TR S , T B AR RS B X R T OBREM N, XE
FHIEBRAUER AN AR OISR, IR RS A X RAEBE BT RS, MK
X2 i BT 7 A B ST, B — N WTERU A . B, S BB AN B T OB M
PR,

2.1.2.1 AXxFRBRGLITEE®

ALRFRPRN A BAUA AR 6 SRR BT, BAGE R k@ o U2 T
YESRFRIE R R T B RBBEBRNLE”, BRMBREA T ACHASW TIERAINE
o —~MAK B RUEEBEE, 3 8 CE TERRBRIINEE I 3BAE 5.0 (A. Bandu-
ra,1982) , M REURAVE B S MA T TS N, R T UREREN T
1 =, AT T B B RE AL 18 F %58 (Marylin E. Gist and Terence N. Mitchell,1992)
HRBBERH M A TRMAEE CRE T R A RE S SN P sES TG E S
ARENIEE TS, MTAMUNEREAC W TS BB HIARE. DURRBEH
FEHEAUET LIRS R 53 T TTAEAT Dy, T EL AT LA 3R B T THER O

LRFRARIE N, BOCIBRELE S MYrEL:

B—PrE - EBARPRRT=E TR 4 M ENER,

O AREE : MAREHHTL FEEN EREXL REBEE D BT HRWEY
HRGENE,

Q@ FHARMEHET R MREEHOEETRE,

@ A5EH HIFHGE  InFrBH BT B TH = WRhEFH  FM A A A F BBt R
BRI T TR EMERS,

@ BBV BB : I TAEAAEN . R TRABIEYMNE IR TRENT
fEBRAH#H A THROTHEIEREN R TSREEBEARNBER DS,

BB EEARBA-RIERNEEEHEMEERMTET R

SUHEBARTLUESENS 5SXEE . TEFEL. B S ARSI E. . SHEET
R A GREIFTN G R AR BB, MR A THXAUR, R ITH B RECEER,

BERBREEARMNM4DFEN R TRENEE A RBEERNEL

© B B BEEARTLHEN AN R TR ESEARN AN BF, 3 B0 R THAT
HERERYI, R TS A CH RN R TEESR.

Q RIaK  EHEARNBNEKX TR TREEBRIOREER. RITMELS
BARWSE  BEEBEARNITAESR. A TTUREXSRNZSKREE S M THE,

@ EFH - BEARFTEAK A TRISR. EEAREER A THTFRIE, K
TER, BTENMEEATE, MR THRERZMTS, TRBHHSFEROER ., [
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B, EEA R R THARTEZ MRS, HER THED,

@ RS R TA TR ARNERNES, SR AH BB 8 RYUER. &
BARTEXN A THHEBAERART#, RS8R TEE, h R TIRELESHER -8
Bl , TE A b WERRIE — A SR RS AR A BT BA S o

SR : B LALLM,

Al B R B — R FVA S X RSV TR, TR K E R THREEMAR
THMHTE, R R TR BRMAER, ER THZRLE,

BHHE: R TG HITRER.

ERRTHETEFSEMBRMED, EEEEZRR FRRER B ZER T/HEH
o SEAUG LA B RBBEBAE B THROK AR, M 14 88 H F1E O BUE B B 1 TAESH.

2.1.2.2 LA RELGRIALER

REFERDSHMIE/REZ (Kenneth W. Thomas and Betty A. Velthouse ) 52 4% [F)
FLR RIS B8 S, ATA R B URLSE B T H R BRI IR , R I 80t
B TR TAR RS ORI ) R, ZESEERE | T3 T — A e se e o4
BOAHERS, AGAFERMN R THOBERSH R, BEER—FM K EN TS A
(Thomas and Velthouse,1990) ,

FEIFITE R R LN R BAR : “ B T A BE = A 385030 0 75 2R 19 T4 SR 278 B9 AR
W HMENET, B~ HERR SR AR T OENABERE T BN
HEBECARBER , IR0 R HEES” R I TEESHEN" MR TH
A X =B ERE— MR EARSR. FEEBEAR RE. FEMA TN
RATEBEETT LU R TR TAT N ERNE L, UR 5114547 %8
WEER. XE R R T3 TS IEY, OF R TX TR X 885 WA
BEEAEPEY . A TN TAEES N SM A SRR TEA QIS Bt R g2y
8T8, [Fa, B THAT I XS SN g S,

FEOMMERRLE L, ARABBRAERMERR THZIOE, ITANRTH
AR HADTE TAER BB S S A 80X 4 MRS -

“TAERXHEALRE S CHEEMMMERS, A THEES 5 TEBR. ¥RTIA
ATAEA G ERFATT A ED L R AT R — BT, M TRIA R TR &
XH o

“BNTHERATNAXNECRTAARGHRER TS FTESNENNED, B
B TRELBEIR R E SCAE DL, B TR BOBE R A A SR B R X BB 9 — F - {5 /F (A. Bandura,
1982),

CEPAIER T AE TR BRI, Bk, REAIER THERETHENE.
e LR, BREFACHERNEEE., RTMELE T IHRER I BEHRAR, i 1%k
REERAEAR RN TERG FRARNRB TR, ,

“RW 17 R R TX e R TR RS EEEEROEREY., R TETESHK
FEAT IR M ARAL I TS . TAESEAUR MERIE X 5 517 0 Aot ek
71, 0 ARG 3 ) A TR b Xt BB AL SR A S I BE 1

FEOFRRRLNBACA TN ESERRA T R TOEZHER, 3R TOBESN
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