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The aim of this study is to identify organizational factors that leverage performa
nce of sales and service workers. It is desirable when talented and skilled workers intend to stay in thei
r or?anization and are eager _to serve their customers. Large-scale samples from food service industry were

collected following a quantitative research of workers from various industries. For example, the effects

(both positive and negative) of vision sharing and various types of leadership behavior are examined. It i
s interesting to note that vision statement of the organization has positive impacts on desirable conseque
nces, but the future image proposal by leaders has negative impacts. Better or worse, leadership behaviors
have significant impacts on sales and service workers® attitudes and behaviors. At the same time, these i
mpacts vary according to the orientations of organization, workers, and customers toward universal (or cus

tomized) operation.
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