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ABSTRACT
The merging of different Financial Institutions has been a trend. The competi-tion in the industry itself and the government policy of
improving financial competi-tiveness of the country all speed up the integration. However, the financial holding system is an industry
in which customer’ s appraisal and satisfaction highly depend on the service they received. In order to strengthen its
competitiveness, an enterprise should commit to a business philosophy based on placing customers first. The objects of the study are
employees in the financial holding companies. The purposes of the study are to analyze the correlation between personnel
background and leadership style, the relationship between leadership style and staff self-efficiency, and the relationship between
self-efficiency and customer-oriented behavior under different leadership styles. The result shows that the leadership style,
self-efficiency and customer-oriented behavior are positively correlated with each other. It also indicates that the transactional
leadership style has higher positive influence on the staff self-efficiency than the trans-formational leadership style. The relationship
between the staff self-efficiency and their customer-oriented behavior is positively significant. Certain leadership style, conduct-ing
with staff self-efficiency strategy, is found to be positive in encouraging more cus-tomer-oriented behaviors from employees.

Keywords : leadership style ; transformational leadership ; transactional leadership ; self-efficacy ; customer-oriented behavior
Table of Contents

ocoooooOoooooOoUooooO0oooooOooboowiboobOooOoOobDOoOoO0oDOooOOoOoDOooOOoOoDoo
vOoooooooooooooooooooooooooovOoooooOoUooooOUobDOoOoOoOoDbooooDoo
OvidbOoOoOoOoDOoOoOooooOoooooOooboooOoobviibOoooooooooooDoooooDooOoooo
gbooxooboooboobooooboooboobooboboboi1booboobobooboobooboooo
gboool1gobooobobooboobooboobooboobo4b00bobboboobooboobobobo
gooobsobooboboobooboobooboobooboosgoboboboboobooboobobo
gooobgovogobooboobooboobooboboobooboo 2b0bbobooboobOoobobo
gbooobdoob20000000000DO0O0DO0ODODOODOODOODO 2800 0000DbD0O0DOODODO
gboooboobob 2800b000b00o0bo0obobooobo0obo0obOobob 290b0o0boobOooboOobo
goooboobobobo ooobooboobobooboobooboboboobD 400booboobobo
ooooboobobobobo3oooobooboboboobooboobobobobDbo0o 42b000b0oobooboo
ooooboobobobobboob 4200b00b0ob0bo0ob0o0obo0obOobobOobDboOoboOo 4 0booboboo
ooooboobobobobboobo0o4eb00bU0bbO0ObD0O0ODbO0ODbObODbOODbODObDOODbD s8OObDODO
ooooboobooboboboobooobo bobbob oboobOoUobobDbOobDbooboDOoob e3bbob
goooboobooboboboobooobo 30obobbobooboobobobobDbooboDooboo sobooo
goooboooboboboboobouooboob soobbobooboUobobobobDboooDoobooboOoseenO
goooboobobobobooobooboobobo bbb oobooboboooobog 9o
ooooooboooboobooogoobobooooOobog 108

REFERENCES

000000 DebraM.Admidon(200) 0000000000 OO0O0O0)@DO0OD0:0000000O0205-2070 OCOO@e9s)00000
oooooooooooooboboooboooooob0oooo0ooobboUoobObOUboDbOoOooDobOesOLrr-1940 DODOOOO
gooOoOo@eoooooooooooooOoOooooOooOoOoOO0O-000000000000009053-870 JO0O0OOOOO
Ogo00OCO@oog IO Oooo:oooOoOOs3sDO4D 0000000000090 0OoOoOoOooooooooo
000301190 00000@oce) 00000 OO:00000 000000 OERQUOODODO0ODO0O0OOOOUOOOOOO
0000000000000 0O00O00bOOoOooOo2noee-1170 DO O (005D SPSsS 0000 OOOOOO:0DODO OO O (2004)
gbobooooooobooboboboobooobo—-00b00b0obooboboobobooboboboboboobooboobobobobooon



0105-1070 00000000000 ROG) I DI IONOIONODONONONONONONONOONONONOONOONO-0000000nooooog
O000007i03%-810 000004 DI IOOOOOOOOOOOOOOOOOOOOOOOOOOOO-000oooooog
O000O0O0O0O0O0O0O0O00O0O0ODO0O0O0O0O0O0O0OO0OO0OD1201320 000000 OOOOROYI DD ODODODODOODOOOOG
O000000000O0O0O0O0O0O0O0O0OO-LISRELOOO0OO0O0OOOOOOOOOOODOLU1-230 DOoO@oo)ooooooooO:
000 000U DOIODO0ONOONOOOOOOOOOOO O Journal of China Insititute of Technology,32,253-271. 0 0 0 (1999)0 O O O
O0000:000D0oOO0o0E3ODODODOOO0OO: 00000000 O0000OEIGI DI DDN0ND:0O0000O0O0O0O OO
0@oouOODO/00000O0DODODOODOODOODOOOD--00O0O0O0O0O0O000UO0ODOO0OO0UUOODODOUODDODODODOOOOO
000000042610 000D ODIODODODONOOOOOOOD:00D0 00000000000 RUOODDODODODOOODO
000000:0000000000000000000013401-260 000(199700000000000000000000A0
000000D0220141-1520 000 oo OO D ODODOOOOOODOOOODODODODOOODOODOOe@)O47-660 OO
g@ooyOoODOODOODOODOOODO-000000000000000D0000D01(3)0107-1300 DOO@OY)YDCOOCOOODOOO
gooooOooOoOoOoOOOOOO-DOQ0OOOOOOOOOOODOODOODOODOODOOOCOOO%00-1030 ODODO(RROL)DO OO
gooooooooOoOoOoOoOoOoOOOOOOOOO-DOOQOODOQOOOODOOOODOOOOOCOOOOOOOOOOOOO
0186-1910 DO 0006 000D OIODODODODOOODOOOOOOOOO-0O0000O0N0O0NOONOooooooooooooong
O0000O00O0O00O0s52530 000RI)IODODODODONODONODONOONONONOONONONONONONONODOOOOOOOOOs3od175-1840 O
go@EoosDOOODOODOOOOOOODODODODO-O000000OC0O0OO0OO0OOCOOOOOOOOOOUODOODODOOOOOOS40O
goO0@EoogOODODODOODOODODODODODODOD-O000000O0DOODOODOODOODOOOODOODOODOODOODODOOOEO-650 O
gOo0OO0O0OoOoCoOoEoUuOoOooOoDoOoDoODOODOODOODOODOODODODOD3)01-190 DogRoos)ooooooooooo
O00OO0OO0O0OO0OO0OOOOOOOOOOOOOOOOOOOOOO7OO190 DOORI4 DD ODODODULDLOLODOODOOOOO
000000000000 000000000O00OU0ODOU00O0ODOUO0OUODOUODOUODOO88 DOORIM)IDDODODODODOOOOG
O0000O0000OO0O300293-3120 D0 O0O0OOROG)I DI IIONONONOONODONODONOOOONOOOON-00000ooooong
0007101340 0000000 ROI4)IODOIOOOOOOOOOO-00000N0NON0NON0OON0OONOONOOOOe3027-660 OO
o3IO ODOD0ODOD0ODO0ODODODOODODODODODODODODODODODODOD-0O0000O00O0O0O0O0O0ODO?224)057-800 DO O (20050000
000000000000 DO: 0000000000000 000D000000001Ose9-1120 DODO R4 O OOOODOONO
gooooOoOoOoOoOOOOOOOOODOOOODOOODO-DOOOOOOOOOOOOOOOOOOOOOOOOOOOODOOO
00880 000000 RSUIDODONOONONONONONONONONONONNON0N0N0N00000ooooooooooogso27-510 00
0(o0UDOOD0OD0OD0OD0O0O0OD0OD0OD0N-000000000000000002)065-810 0000000 ROHYOODO
0000000000000 0D000201)0161-2050 OO0 ODOODOODOOO@EOIG)D OO ODOODODODOODOOOOUOOODOODOOd
OO00O0O0OJ Nursing Researchd 14(3)0 237-2490 DO O @oos)D OO OOOOOOOOOOOOOOOOOOOOOOOOOOOOO
002101150 000199900000 0ooo: 000 ooo@oeos)ooooooooooOoOoOD: 000000 0oOO(2003)
gooooooooOoOoOoOoOOOOOOOOOOOO-CDOODODOOOODOOOOOOOOOOOOOOOOOOOOOOOO
oo0O0ss-680 DO0ORoe)I DI ODIOOOO:0O0000O0O0OOROQLOODODODOOOOOOOOOOOOUOUOOOOOO
Oo0oO0OoO0oOoOoOoOoOOoOOs70 000@os) IO ooo-oooooooog
go0oOoOoOoOoOoOOoOOOOOOOOOOOOOCOOOOOOOOOOOOOOS7620 DOODODOOOOOOOROY)DOOOO
O00O0OO0O0OoOOoOOOOOOO0OO00O00OC00OC00OCO-DO00O0O0O0O0OOOCOODOOOOODOO9O39s-4240 DO AOO
groooOODOODODOODOODOODOODOODODODOODOODOODOODODO-00000000O000O0O0O0O0OOOODOOManagement
Review 19(2)001 89-1110 O O 0O O O O Anastasi, A. (1988). Psychological testing (6th ed.). New York: Mac-millan Publishing. Avolio, B. J., &
Bass, B. M. (1999). Re-examining the components of transformational and transactional leadership using the Multi-factor Leadership
Questionnaire. Journal of Occupational and Organizational Psychology, 72, 441-462. Avolio, B. J., Bass B.M., & Jung, D. 1. (1996). Replicated
confirma-tory factor analysis of the multifactor leader questionnaire (Form 5X). Binghamton : State University of New York at Binghamton, Center
for Leadership Studies. Avolio, B. J., Howell J. M., & Sosik, J. J. (1999). A funny thing hap-pened on the way to the bottom line: Humor as a
moderator of leadership style effects. Academy of Management Journal, 42(2), 219-227. Avolio, B. J., Zhu, W., Koh, W., & Bhatia, P. (2004).
Transforma-tional leadership and organizational commitment: mediating role of psychological empowerment and moderating role of structural
distance. Journal of Organizational Behavior, 25(8), 951-968. Bandura, A. (1977a). Social Learning Theory. Englewood Cliffs, NJ: Prentice Hall.
Bandura, A. (1977b). Self-efficacy: Toward a unifying theory of be-havioral change. Psychological Review, 84(2), 191-215. Bandura, A. (1982).
Self-efficacy mechanism in human agency. American Psychologist, 37, 122-147. Bandura, A. (1986). Social foundations of thought and action: A
social cognitive theory. Englewood Cliffs, NJ: Prentice-Hall. Bandura, A. (1988). Organizational applications of social cognitive theory. Australian
Journal of Management, 13, 137-164. Bandura, A. (1995). Comments on the crusade against the causal effi-cacy of human thought. Journal
Behavior Therapy & Experi-mental Psychiatry, 26(3), 179-190. Bandura, A. (1997a). Self-efficacy: The exercise of control. New York: Freeman.
Bandura, A. (1997b). Exercise of personal and collective efficacy in changing societies. In A. Bandura (Ed.), Self-efficacy in Changing Societies(pp.
1-45). Cambridge, Cambridge Univer-sity Press. Bass, B. M. (1985). Leadership and performance beyond expectations. New York: A Division of
Macmillan, Inc. Bass, B. M., & Avolio, B. J. (1990). Transformational leadership de-velopment:Manual for multifactor leadership questionnaire.
Palo Alto, California: Consulting Psychologists Press. Behling, O., & Rauch, C. F. (1985). A Functional Perspective on Im-proving Leadership



Effectiveness. Organizational Dynamics, 13(4), 51-61. Brown, T. J., Mowen, J. C., Donavan, D. T., & Licata, J. W. (2002). The customer
orientation of service workers: personality trait effects on self-and supervisor performance ratings. Journal of Marketing Research, 39(1), 110-119.
Bryman, A. (1992). Charisma and leadership in organization. London: SAGE Publication. Churchill, G. A. Jr. (1995). Marketing
Research:Methodological Foundations (6th ed., pp. 473). New York: the Dryden Press. Cohen, S. G., Chang, L., & Ledford, G. E. Jr. (1997). A
hierarchical construct of self-management leadership and its relationship to quality of work life and perceived work group effectiveness. Personnel
Psychology, 50(2), 275-308. Cran, D. J.[0 199400 . Towards validation of the service orientation construct. The Service Industries Journal, 14,
34-44. Davis, K. (1972). Human Behavior at Work: The Dynamics of Organ-izational Behavior. New York: Free Press. Deluga, R. J. (1994).
Supervisor trust building, leader-member ex-change and Organizational citizenship behavior. Journal of Oc-cupational and Organizational
Psychology, 67, 315-326. Dienesch, R. M. & Liden, R. C. (1986). Leader member exchange model of ledership: A critipre and further
development. Acad-emy of Management Review, 11(3), 618-634. Drath, W. H., & Palus, C. J. (1994). Making common sense:leadership as
meaning-making in a community of practice. Greensboro, N. C:Center for Creative Leadership. Dubinsky, A. J., & Staples, W.A. (1981). Are
industrial salespeople buyer oriented? Journal of Purchasing and Material Manage-ment, 17(3), 12-19. Dunlap, B. J., Doston, M. J. & Chambers, T.
M. (1988). Perceptions of Real Estate Brokers and Buyers: A Sales Orientation, Cus-tomer Orientation Approach. Journal of Business Research,
17(2), 175-187. Earley, P. C. (1989). Social loafing and collectivism: A comparison of the United States and the People’ s Republic of China.
Adminis-trative Science Quarterly, 34(1), 565-581. Fiedler, F. (1967). A Theory of leadership Effectiveness. New York: Mcgraw-Hill, 67. Fiedler, F.
E. (1996). Research on leadership selection and training: One view of the future Administrative. Science Quarterly, 41(2), 241-250. Frost, D. E.,
Fiedler, F. E. & Anderson, J.W. (1983). The role of per-sonal risk-taking in effective leadership. Human Relations, 36(2), 185-202. Gardiner P., O
Whiting P. (1997). Success Factors in Learning Or-ganizations: An Empirical Study. Industrial and Commercial Training, 29(2), 41-48. Gist, M. E.
& Mitchell, T. R. (1992). Self-efficacy: a theoretical analysis of its determinants and malleability. Academy of Man-agement Review, 17(2), 183-211.
Gist, M. E. (1987). Self-efficacy: implication for organizational be-havior and human resource management. Academy of Manage-ment Review,
12(3), 472-485. Goff, B. G., Boles, J. S., Bellenger, D. N., & Stojack, C. (1997). The Influence of Salesperson Selling Behaviors on Customer
Satis-faction with Products. Journal of Retailing, 73(2), 171-183. Hammer, M., & Champy, J. (1993). Reengineering the Corporation: A Manifesto
for Business revolution. New York: Harper Business. Hartline, M. D. & Ferrell, O.C. (1996). The management of cus-tomer-contact service
employees: An empirical investigation. Journal of Marketing, 60, 52-70. Hartline, M. D., Maxham, J. G., & McKee, D. O. (2000). Corridors of
influence in the dissemination of customer-oriented strategy to customer contact service employees. Journal of Marketing, 64(2), 35-50. Hemphil,
J.K., & Coons, A.E. (1957). Development of the leader be-havior description questionnaire. In R. M. Stogdill and E. Coons (Ends.). Leader
behavior:Its description and measurement. Columbus, Ohio:Bureau of Business Research, Ohio State University. Hersey, P., Blanchard, H., &
Natemeyer, W. E. (1979). Situational Leadership, Perception, and the Impact of Power. Group & Or-ganization Studies, (pre-1986). Beverly Hills:
Dec. 4(4), 418-428. House, R. J., (1971). Path goal theory of leader effectivness. Adminis-rativecience Quarterly, 16, 321-338. House, R.J. and
Shamir, B. (1993). Toward the integration of trans-formational, charismatic, and visionary theories. In M. M. Chemers & R. Ayman (Eds),
Leadership Theory and Research: Perspectives and Directions (pp. 81-103). Academic Press Inc., San Diego, California. Hunt, J. G. (1988).
Emerging Leadership Vistas. Massachusetts: Lex-ington Books. Jung, D. (2001). Transformational and transactional leadership and their effects on
creativity in groups. Creativity Research Journal, 13, 185-195. Jung, D. I. & Avolio, B. J.(1999). Effects of leadership style and fol-lowers' cultural
orientation on performance in group and indi-vidual task conditions. Academy of Management Journal, 42(2), 208-218. Katz, D., & Kahn, R. L.
(1978), The social psychology of organiza-tions. New York : Wiley. Lindsley, D. H., Brass, D. J., & Thomas, J. B. (1995). Effi-cacy-performance
spirals: A multilevel perspective. Academy of Mangement Review, 20, 645-678. Marrow, A.J., Bowers, D. G., & Seashore, S. E. (1967).
Management by Participation IMR; Industrial Management Review (pre-1986). Cambridge: Fall. 9(1), 118-119. Martin, C. A., & Bush, A. J.
(2006). Psychological Climate, Empow-erment, Leadership Style, and Customer-Oriented Selling: An Analysis of the Sales Manager-Salesperson
Dyad. Academy of Marketing Science Journal, 34(3), 419-438. Mumford, M. D., & Gustafson, S. B. (1988). Creativeity syndrome : Integration,
application, and innovation. Psychological Bulletin, 103, 27-43. O’ Hara, B. S., Boles, J. S. & Johnston, M. W. (1991). The influence of personal
variables on salesperson selling orientation. Journal of personal selling and sales management, 11(1), 61-67. Pajares, F. (1996). Current directions in
self-efficacy research. In M. Maehr & P. R. Pintrich (Eds.). Advances in Motivation and Achievement (pp.1-49). Greenwich, CT:JAI Press. Peccei,
R., & Rosenthal, P. (1997). The effect of a market orientation on business profitability. Journal of Marketing, 54(4), 20-35. Peccei, R., & Rosenthal,
P. (2000). Delivering customer-oriented be-havior through empowerment: An empirical test of HRM as-sumptions. Journal of Management
Studies, 38(6), 831-857. Peccei, R., & Rosenthal, P. (2001). The effect of a market orientation on business profitability. Journal of Marketing, 54(4),
20-35. Pillai, R., & Willaims, E. A. (2004). Transformational leadership, self-efficacy, group cohesiveness, commitment, and perform-ance. Journal
of Organizational Change Management, 17(2), 144-159. Podsakoff, P. M. & Organ, D. M., (1990). Accounting for organiza-tional citizenship
ehavior: Leader faimess and task scopeversus satisfaction. Joumal of Management, 16(4), 705-721. Podsakoff, P.M., MacKenzie, S.B., Moorman,
S.B. & Fetter, R. (1990). Transformational leader behaviors and their effects on followers' trust in leader, satisfaction, and organizational
citi-zenship behaviors. The Leadership Quarterly, 1(2), 107-42. Redmond, M.R., Mumford, M.D. & Teach, R. (1993). Putting creativ-ity to work:
effects of leader behavior on subordinate creativity. Organizational Behavior and Human Decision Processes, 55(1), 120-51. Riggs, M. L., Warka,
J., Babasa, B., Betancourt, R. & Hooker, S. (1994). Development and validation of self-efficacy and out-come expectancy scales for job-related
applications. Educa-tional and Psychological Measurement, 54, 793-802. Robbins, S. P., (2000). Organization Behaviors. Prentice Hall



Interna-tional INC. Rohit, D., John, U., Farley., Frederick, E., & Webster, Jr. (1993). Cor-porate Culture, customer orientation, and innovativeness
in japanese firms: A quadra analysis. Journal of marketing, 57(1), 23-37. Ross, S., & Offermann L. (1997). Transformational Leaders:
Meas-urement of Attributes and Work Group Performance. Per-sonality and Social Psychology Bulletin, 23(10), 1078-1086. Saxe, R. (1979). The
Customer Orientation of Salespeople. Doctoral dissertation, UCLA Graguate School Abstracts International, Aprial 1980, 40(10), 5570A. Saxe, R.,
& Weitz, B. A.(1982). The SOCO scale: A measure of the customer orientation of salespeople. Journal of marketing re-search, 19, 343-351.
Schneider, B., & Bowen, D.E.(1984). New service design, develop-ment and implementation and the employee. In W.R. George & C.E. Marshall
(Eds.), Development new services[d pp.82-1010 . Chicago: American Marketing Association. Schunk, D.H. (1983). Progress self-monitoring: effects
on children's self-efficacy and achievement. Journal of Experimental Educa-tion, 51(2), 89-93. Tatum, B. C., Eberlin, R., Kottraba, C., &
Bradberry, T. (2003). Leadership, decision making, and organizational justice. Man-agement Decision, 41(10), 1006-1016. VVan Dyne, L., Graham,
J.W.,, & Dienesch, R.M. (1994). Organiza-tional citizenship behavior: Construct redefinition, measurement, and validation. Academy of
Management Journal, 37, 765-802. Walter, H. (1973). Leadership style: rigid or flexible. Organizational Behavior and Human Performance, 35-47.
Walumbwa, F. O., Orwa, B., Wang, P., & Lawler, J. J. (2005). Trans-formational leadership, organizational commitment, and job satisfaction: A
comparative study of Kenyan and U.S. financial firms. Human Resource Development Quarterly, 16(2), 235-256. Walumbwa, F. O., Wang, P.,
Lawler, J. J., & Shi, K. (2004). The role of collective efficacy in the relations between transformational leadership and work outcomes. Journal of
Occupational and Organizational Psychology, 77, 515-530. Weiner, B. (1992). Motivation. In Alkin (Ed.), Encyclopedia of Edu-cational
Research(pp. 860-865). New York: Macmillan. Yukl, G. (1998). Leadership in Organizations (4th ed.). Englewood Cliffs, Prentice-Hall, NJ.
Zimmerman, B. J. (2000). Self-efficacy: An essential motive to learn. Contemporary Educational Psychology, 25, 82-91.



