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(Cynicism) 
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1.  (Self-efficacy)

(Level)  (Strength)

(Generality)

2.  (Outcome expectancy)

 3
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 Bandura

 3

-  (Personal factor)

-  (Behavior condition)

-  (Environment condition)

Albert Bandura (1977)

 4
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4.)  (Emotional Arousal)

(Schaufeli and Bakker, 2003)

2.1.2.2.  (Customer orientation) 

 (Donavan and Hocutt, 2001)

  Marie Williams  Juan I. Sanchez (1998)

 (Customer Orientation) 

 Robert Saxe  Barton A.

Weitz (1982)

SOCO scale (Sales Oreintation-Customer Oreintation)

 SOCO scale
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6.)

 D.Todd Donavan (2001)  SOCO scale 

 4
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  (Schneider, 1987) 

2.1.2.3.   (Service Climate)

 (Schneider et al,1998:151)  

 (Schneider and White, 2004:100)

(Johnson, 1996)

Richard S. Lytle (1998) 
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1.) (Servant Leadership) 

2.) (Service Vision)

3.) (Customer Treatment) 

4.) (Employee Empowerment)

5.) (Service Training)

6.) (Service Rewards) 

7.) (Sevice Failure Prevention)

8.) (Service Failure Recovery)

9.) (Service Technology)

10.) (Service Standards Communicatioin)
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2.) (Service Encounter) 

3.)  (Human Resource Management)

4.) (Service System)

 Joerg Dietz (2004)
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3.   5 

 (Policies)
1.
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3. 
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2.3
Basikin (2007)   “

 : 

”

 the Utrecht Work Engagement Scale (UWES)

  3

Ronald C. Gorter and others (2007)   “

”

 Gorter 

Gorter  the Utrecht Work Engagement Scale (UWES)

(Job 

Resource)  the Dentists’ Experienced Job Resources Scale (DEJRS)
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 (2548)  “

 :  ( )”

 3

 (2551) “

”

 4  (Company)  (Job)
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