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TN 7MAYN TR 0% oMY NYA0NAY IR TMAVN RIT POV OPI0CY 2INNW 2211 2O1AIR
Wills et al., 2005; ) *nT1ayn Wwpaa o°9pR 0% 2°omenn o°uyn o2pnn (2007 ,9301 >'n)
T2 SW NPORLIAT DPMDDNY MWPR 932 PN215°00 Wpaa MR 2wy (Wills et al., 2006
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De Ruiter, 2004; Dietz et al., 2004; Liao and Chuang, 2004; Schneider & White, 2004;

.( Schneider et al., 1998; Delaney and Huselid, 1996; Mills, 1983; Schneider, 1980
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D°9PR DY M upID MY Hwn 12 19IR? 12077 .(Schneider et al., 1980; Schneider et al., 1998)
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DUOPRT DWW AT 23102 .WHN 29PKR X, 0072190 DIO1N MY IR YN0 YW 09011 201700
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.(Zohar & Luria, 2003) 2°721¥ 5w NMMY2 "¥17°R2 NP2 77°7° 1P N12pYa 7773 )
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L0772 DY mawaR 2vmann Sw an?vh Mwpn 92 vown 27 a1 072wt ovvmn
Luria, 2004;Yagil & ) 721 92 n712y HY 070 70w N212° 5717 PR 172 DM 2302 T2
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O¥ 7¥°28A AR P02 NV NOPRM oMY NTRW 2T ,a7K8 NN mnY L(1988) Ajzen Hw
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.(Dietz, et al. 2004) m>w3 0wn2 71 (Zohar, 2000) NIV DIINA 37
Nhan 2Inwnn MNI? 01 (HLM) 2o0nin Sw 997700 Ml MYENRA 1079w 2°21w°na
(M Wi 2°%PK ,7M2YN2 MY DO9PR) D°ONNAT DINWNHT .0DNNAT DINWHM 29N 07190
nTRY a7Tm 90 W (rwg®) NrINmII/an0aT DT DR T 2O9PRT N0 OvRImn DR 3T 1990
WY W (Zohar & Luria, 2004) 0°9PX N1 X212 1715°7 °232 727 M2°WN 7w 377002 713077
,271m% a1 manwn noaai .(Gonzalez-Roma, et al., 2002) 0°31%°2% 0°9pKR7 N7 1°2 TN 7anwn
T7°M°2 0P DINIXNPA DT 0237 03 NONPAR 7310 7207 NAWORD ,QOIPRT N0 DW YN Naun
TXI2P 90 TIN2 NPINMAITT NTR APTAI YXINN 2WANTY 5O I NI BV LT DO9PRY YAl
°opR™ "I2yna mmva o9pR" -ooanwn (James et al., 1984) rwg Coefficients nysnxa
James et al., ¥R Y5120 %5 DINWNA NN YW I7°NR MAPONT DY 00ana mntat L'

,(rwg<0.7) 72111 7IN°°17 72 790070 DTN MTT IR XX TNET NIy mooa .(1984)

lil-(sszfcmzn :1 'om anoN ¥

rwgz
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WITIT T JOR 22pNAW TV 302 WR M7 AKX 2°9910 WK 2°pnn 00707 MIoda O
TR P rwg 172 M7 9w In9957 K .(Schneider et al., 2002; Zohar & Luria, 2004)
D7°RNN D°°00°VU0 2PN Y¥AY 7977 1001 KY 172 77°172 03727 P73 DW mupnh 0172 19y waTin
-7 D173 TV T2 WR MM MT IR DI 5 DIINIP 23T ML W 7300 R°77 NODI 120
NRYIT 0770 DOVDWAT Q2INWA 1927 DO9PRT PN 172 DOWRT PTINA A0 AN W 7w ,0.7
SIRIR DO9PR D27 DW 19102 0P 02 DOIR DWW AR O1A7 2100 W7 P Y Mhva M7
TTRY ORW ST IR DO9PR DOV KON 7MW 102 70 rwg>0.7 W Tww Twa vd X v
MO0 R N1 % 1271 ,%"17 XY L(Lindell & Brandt, 2000) 79°77 %Y 07°¥n PR 7 AweIT12
PIINCIA PO TN AT PR A% WK NN2Y W MR WR Y9N X MW MITP0AT RWNA
TNO0NN DT N2 MT 22 5y weann DM 2Inwnn YW rwg - MmN OR¥An .0°00°uuos
56 I M 9 1R ORDOIAT Q0T TMAX MW DO9PRY 7112VN2 NIRRT 2°9PR 7INwna
92 NIRW DY 0IMT DRT MIAY PR D2INWH CIW2 WATIT TIVAN 79171 700077 DT D20 WK
TINWAY A0 NMAwNA AnpPRl TWRD 0V0CLLD DTN DX YA PNNRT NPUD1RINA MT
- mwaowmna ,0.72 - NINPLAT IN2 75070 TINWR MY 11°XAT TR0 DT O3 YN

.0.88

TR 922 NO0OT DTN 9 Pnna NMdNNWRT M7 NP nuen (3 aRav) ORaT 7202

(MY Mnva) 2NN
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Table 3: Division of research units according to degree of agreement

I'wg>0.7 | Twg<0.7 | Twg<0.7 I'wg>0.7
In both climates In both climates
Safety Climate
Median=0.72 29 27
Service Climate 9 22
Median=0.88 40 16

NPT NPOT2 RO MTMOT NN MNOIT NPTET TNXY M7 56-2 ayXiaw nool aMTeIie

nx m2) ICC2** (nnre 70 ey p 3ma) ICCT* 71 21wn MyXnaR2 T 1IN

0.654-y 0.244 v "miPva 29PR" TINWHT MY MIRXIN

110919°2 2°onIN PR 20 LaaRnaa 0.754-

(DT DA YXImnT MIaan

0.343 "mw 2o9pR" JInwnT My L 7RKRNa2

.MM NP2 PHDPVYVDT MIN°I? DN»N?

MSB - MSW

ICC(1)=

MSB + (K -1) * MSW)

K * (ICC(1))

ICC(2)=

1+ (K = 1) * ICC(1)
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11¥°2 .SAS-1 SPSS N0 MyraRa 2°mIN1 WX PR MY npvTa 7Rk

72 ,SAS NI MIPXNRA 71 0737 I 1102 .SPSS NI myxiaka 7w n1RLNIPh omIine
o7 apona 2py ((HIERARCHICAL LINEAR MODEL) 5777 977 °9% oominei w2
7oA AP 90 (M99 MY LAPDIRINT NP0 LAPI0N NRY) MW MY 9% 2°hNIT YW Nvann
12 7avn Wk HLM-1 572 wanwa? aworn 71 0100 (NESTED) naan 7mas an1? noionn
Bryk & ) 9% NMinN2 noxat 12 5°0737 MNI YR MW MTa YW 0101 12 2°0psR NIt
T2 ©°2727% MO NI TN LT NP2 D207 WORN 71 27 0D By mnl .(Raudenbush, 1992
O°2977 MNRN 7INWH NR 2°279n7 HLM 70737 "Ml .nrooowa 12 2297202 Navn M
IRWA .NPNORID D°305NAT 2NN HY P00 nEan WX GLIMMIX 117370 myenaRd wxa

JPHRAT 2°39onna 2v11n1° MIXED n17¥170 avXIa 57 7anwn 0°27vn a1RW 2no

:MIRZING ML (4-6 MIXHAV) NIRAT M7V
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Table 4: Correlations among the research variables

D Inwn y¥mn jePn .o 1 2 3 4 5 6 7 8
NMPPYPOD
1 (n=50) M2 - 0.86 0.17
2 (n=50) mrw - 0.71 029 -39
RaRirIINS
3 (n=5.yxmn) ML - 3.64  0.69 .36%*% -30%
4 (n=56 RWG) mmva - 0.62 038 .21 -17 .15
5 (n=56 yxmm) MW - 400 0.77 -.13 06 .63%% 00
6 (n=56 RWG) MY - 0.76 028 -02 -26t .06 .19 .08
Hapihi g
NP2
7 wmnxem-n"p/"n - 002 .004 .05 31 -27 06 -43* .16
(n=30) MR
8 mm = nMmhw/T'n - 0001 .0001 46  -19 -20 .39 -06 -54 -
(n=10)
9 ,MPY ") MY - 401 039 34f  -17 47%¥F -34 48*%F _02  -.16
(n=33
P2 °Inwn.
10 - 33.35 14.08 .35%  -27F .61%% 21 48k 35%x _63%% _ 16 .33%
11 YR pm - 14.78 13.47 .35%  -20% 3% 24+ 49%* 36%* _g2¥* _(4 .36%
12 101 pPM - 7.59 8.08 .36%* -22 52%% 19  41%¥* 33%  _55%x 73 27

p<0.1 () ,p<0.01 (**) ,p<0.05 (*)

MMLAT MPPYPID .INW NIPAAM NPRT2 D7RMA 15012 PRAT» 1001 4 'on 72302 s

ay P "2vn arNE Mwn M P oy (p<0.01) prawe “9%w arnn MYY2d YN 72N

mnwn  .mPh P¥a nwhaw oy p<0.1 W Mpnav Nn02Y 9MaYN2 MTPLaT 29PR DR mInwn

TTN2YN2 MITPLAT DOPR N TINWR QY PO OPhW ORDR DYAD R¥NI MTWI PP

TR¥NI TMAVNY MIMYan 2°9pR N L(p<0.1) a7 MW 22pR piin manwn o (p<0.05)

19 M0 .MIPRT N MYIAW a1 MW 229pR N 7anwn oy (p<0.01) P2 v21n axNn novad

p<0.01 5w Mpraam nnna Mpoa NEY MYaw 1722 MYPWE 0°9PK DA77 P2 2210 OXND R¥H]
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72 DonRNRY YAT 992 .p<0.05 Sw mipmava nnna a"ph 099777 MINRN JINWH oY pram v
MMYRT MPPYPID DWW NPV P2 PA2M DR 0P % R¥NI DTN 210w IRY P27 77920 *Inwn
L9 1M .p<0.01 5w mpnaw nnna 21021 701 PWS NPIARD PR LYXINNT 0°p730 X 1R
(p<0.1) D°P7237 SW YXINT 2°3 127 MW MPPLRPID DWW NPW 12 D0 PI2M ORNA R¥A]
nea 1A (p<0.01) 2opram 02arn RN REA 7Y .(p<0.05) "3m1 e oy oacw pam
PN 01 TPWII2 PR MW 1907 ,YRA7 99) 7IP20 CINwn DYDY 1A% 771122 Mnan ooopR
DOPR PN .MIPTAM DR ANINA 9K TP CANWwn DRIRw 2% MW 2°9pR N0 1Y (Rha02
DOOPR PIINLTI W2 PR Maw oon av (p<0.1) paam v21n oRnn HYad X¥n1 Mmvan
YXWAN 973 7R3 CINWR O IWRD L,TIP2 CINWn DWIPW O prava v21n oRND Y0 RN MW
70T ,AP102 PN MW 1901 oy 1R p<0.01 MPRama N anea 0w oy pan Nuw 1oom
2w oy (p<0.01) P2 25w aRNA “HY25 WRENI 77P27 1w nYPw .p<0.05 mprann nna
(p<0.1) P2 oxNM HYa0 R¥A1 "MMPoa N A" anwn .n"pY MINRN DOAI3T MAwn
MPR2IM N2 7001 W NPTARA QP70 YW PN MW 9901 Y DOPTAIN DWW ¥XIMnT 093 oy

p<0.05 5w

-HLM-11 577 °9 ¥ 7907377 NRXIN
07307 "minta JHLM-1 97 59 5Y 07370 MIREIN Nxwn (6,5 'on MIR?AW) MIRAT NIRDALI
1077 0772 YXI2W IR 2°INWHT 23TV MNP PAWNA P01 2INWA P NPEPRILIR N2 072
TPV YXIAN 12 1IN (NTIRPPLN) DINWAT P2 IPT DR MIAY nIn HY ¥ AT 7onn

. (Langfred, 2004 ) 571m% 77207 manwn 95 5w 10m1n an PR a0 1001 897 70073057 RERn
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"0°377 MINRN2

Table 5: Regression analysis of the variables from the model with the dependent
variable "degree of driver involvement in traffic accidents"

1 %71 2 51 3 5 4 57
)by |ga) 2PN nMR 29PN - SPINa - SYINa
7729n2 nsus n=56 nIRIYHn Y nIRTYR M
n=56 n=35 7'"naa%wm n=357"n2 2%m
T -1.28(0.53) -0.81(0.93) 7.76(1.33)* 3.8(1.38)F
7712YN2 MNP MPYYRID 0.38(0.49) -0.07(0.72) -3.09(0.31)** -1.22(0.42)**
MW MpPupPIs -0.21(0.28) 0.09(0.32) 0.08(0.07) 0.32(0.14)*
YXINM 772VN2 MITPL1a 29PN -0.73(0.15)*:*
I'wg 772yn2 Mmeva 09PN 0.11(0.19) 0.12(0.11)
VXN MW 29pR 0.46(0.15)**
I'wg MW 0°9pX -0.08(0.31) 1.29(0.13)%**
YXINA 7712VN2 MITPLa 29PN -0.30(0.09)*:*
YYD MW 2OPR *
YXIMA 772VN2 MITPL1A 29PN 0.54(0.27)%
I'wg nmavna mmwa ooopr*
771202 MITPva 2°9pPR
Twg MW ooopR*yxImn 1.68(0.49)**
* 9RIn 7712vNa NMwa D"?PN 0.65(0.24)*
*Ymn MW 9P
rwg amM2avn2 nMnua D"?PN
* 9RImn 7712vNa Nnwa D"?PN
*PXyan MW 279pR 0.94(0.46)F
rwg MW o9pR
nyI0] -0.00 (1.34*E7-6)* -0.00(2.27E7-6) T
7 0.03(0.01)** 0.02(0.02) -0.05(0.02)**

Std. Error -7 DR 1°%1 0°73102 90277 , B-71 77w nX 17%0 yo1 "0ona p<0. 1- (F) ,p<0.01 - (**) ,p<0.05 -(*)
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Table 6: Regression analysis of the variables from the model with the dependent

variable "customer satisfaction"

157 257 3 57 457
o anwn 29PN mrw 298 -mw e -M7Y WX
73VN3 MY n=56 D3I Myaw D3I MY
n=>56 mp> mpo
n=29 n=29
T -1.28(0.53) -0.81(0.93) 2.11(0.69) 2.46(0.89)
7712YN2 MITLA MPPLRID 0.38(0.49) -0.07(0.72) 1.61(0.67)* 1.08(0.67)
maw mpopad - 0.21(0.28) 0.09(0.32) -0.23(0.22) -0.14(0.22)
YN 7712YN2 NMIMPva D°9PR -0.17(0.22)
I'wg amaynammvaoopr  0.11(0.19) 0.01(0.21)
YXIN MW D9PR 0.30(0.33)
Twg mw 09pR -0.08(0.31) -0.60(0.46)
YXIMM 771202 NITPLA 29PN 0.17(0.12)
YRV MW 29PN *
*rwg 1712vna NN 229pR -2.58(0.97)*
rwg MY o°opR
7712YN2 MY 9PR 1.82(0.85)**
rwg MY DopR*yXIN
*YXIn MY D9PR -1.56(1.05)
rwg MY 2O9pR
*YXIMn MY D9PR 0.81(0.33)*
rwg 772N NP1 0°oPR
*YXIMn MY D9PR
*rwg 7712YN2 MPva o°9pPR -3.14(1.39)*
rwg MY o°opR
23 0.03(0.0D)**  0.02(0.02)  0.01(0.00)** 0.01(0.01)

Std. Error -7 DX 19°%7 012102 1501017
p<0.1 - (f)
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(M Wi %K /) 72YN2 MIPYAT 2°9PR NN 12 OHW W RIXND DX T TWwna
T /) 972N2 MRt 2°9PKR DR 235,990 L(MPR PIXT MYaw /) 0°577 MNRD WY 1)
N MY AW /) 29377 MNRN PAIRT O30 MAMPA MW 72,700 TN a0 (MWD 2O9pR
79°91 N R T (Mpon
AT 4 572 - (2077 MNRN2 DO M2MPR NPW) NIPYAT S3IX0IY Y12 TWWIR T TIWwn
3w NR (p<0.01) Prawe 1IN DRI T2VN2 MITPBAT DO9PR NP0 9D R¥NI 5 'on avava
TMAYNA MY 22PR MW 93 00 AR (CDW) WS PP .0°O7T MIIRNA DONIIT MW
AN 7IVP @277 MNRNA QA7 NI2MYA YW 72,701 72
nR (p<0.01) Praw 19X MRAPA 7T RWNA 79077 DTN MW 2O2PR NN D RYAI 19 11D
QN2 730777 DT MW 2°9PR NNIW 923 12w 19INA ,0°I77 MNRND DONTIT MAMWH N
N AITA 09977 MNKRN 223717 M2MYA NP 72,101 NI MW
7MY MITPYAT 29PR 720 NYOWRD YA TIYWhaT 0D MIRT? N1 6 'on 19302 yomn 4 D7

CIWWIR RD ,MIPDT NI MIYCAW SR MW IR DY MW 07PN

2 'on aaywn 4.1.2

77202 MNP MIPLRPID W W WY P2 OHhW WwR RN T 7wwia
YWY 93312 IR (MP27 X NYAR /) 22377 MARND TR 373 MNP Ny (Mw:/)

MINRNA AR AT MNP VYW 5,700 N T (M wi /) 7Mayna mnewuan NP upas awe
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QOPR NN TINWNRT T DY INNND RN AT WP N R an (Mpha N nvhaw /) 00007
77 (MW /) TM2YN2 MM MPPURID W MWW 93D 12 PR AT (MW /) Mevan
TPW D MAPYY N MR AN (MWn /) A72Yna Mnuan PR DT 70 N T
2797791 ,301 R 7 (MP2 XD MYaw /) 0°977 MINRN2 NIRRT 313 N2

MY MPPYRPID DW° YW P2V WP TN HW UPOR 0P RY 0D R¥NI 5 'on 77202 YR
MMy NP 0D RXAD LIMIAVN2 NMIPVAT Q9PR TINWR MYXARD NINCWAT CVIXa HY avna
mMp uPaD DWW NYW TINwn MYEnRa (p<0.01) 7w 19IR2 12217 0% 2°377 MINRN DONTI
TWOW ,772YN2 MY MPPURPID NV DNWIHRY 75,1 WP PDIR 97 (4 271) 7112vNa Mmvan
TINWRH MYEARA NN WK AT WRY 7T LT R¥An MY .07 2°377 MIIRNA 23T MAwWH
DWW YW P2 WRPT DR R2I? NI PRI R¥AN R¥AI KY) 7712VN2 MINCLAT 29K NN
.(7M2vn2 MIPLan @°9PR NP TINWR 127 5712YNA MINPYAT MPYLRPID

D°AT1 N7 NYW PR MW MPPLRID DWW WOV PR WP AT 932 R¥NI AMIT R¥NN
nR (p<0.05) 27217 19X K27 N1 %3 R¥AI — MW DOPR DT TI0wn 1°N2 0°077 NINRN2
(4 57m) MTWR MIPPURID DI MWW TINWR MYXARD °77 MNRND D°ATIT MAMYHA W
,273 0°377 NMINRN2 PAIRT 373 MM NPOW TR MW MPPURID TN 2w R 930 12 19INA
MW 29K NN TINWR MIYEARA AT WP TIPND NP MTY ARYNI X7 09K

IR) MW MIPPURID QW YW P2 DOOPKR CINWH S NN 0P XY 02 R¥n1 6 'on nhava 1ovn
mMP2I TIXT MY aw DR X217 10°1 8D .4 970 92,10 10 MW ik 1°2% (71avna mntuan
SN UPOR KD OX (MIMPVT IR) MW MNP URPID DWW NYW NYINRI

AT TYWE AWRIR K? D IR0 7Y
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TP DRI .NPON NWOR CNW 1970 DOMHPRI 1Y PA PEPRIVIRT NIYYn
(MW /) 7Mavna MITPva PR -0, (R 3 A0vwn) 1O°0na DO1DRN DOMHPRI 12 0o
(7M2YN2 MIMPYR/) MTWT DHPRY 233 N 26 (MY /) MMY2 "3Rea oy Twn 777 7123
12 IDIR ,DOMOPRIT CIW A 32000 WP TR ORI PEPRIVIRT DWW L7909 0 Pl
953 TNY 2o (MW /) ML SN oy W T M2 (MY /) aMavna mnva ooopR
. ("2 3 mwwn)Te°2 N MAax (7M2YNa MPwan /) Mwn oO9pRY
SY MWa 2O9PR DAY ATMAVN2 DAL DO9PR NN P TPEPRILIRT YW avewan npoTa2
DIIN2 2O DY 2OMOOPRI W P2 NYEPRILPR DW Npaaw VoW iR vD R¥A1 LDV
TWR 2°R27 2°9732 .(6-1 5 '0n 7920 AR7) MINCI7 00101 DTINT CINWR 93 WRI MW 7712vni
D HY DMHPRIT SN0 CIW P2 NPT NPEPRIVIRT DR L(1991) Aiken & West 0 5y 1
°IPX) MW O3 (2-5 20K) AM2YN2 MTPYAT YN0 DY anvewna DMhpRa YW apnn
(6-9)

MWW DY anvOwT MW n’bpm aM2YN2 MNPYan D’bPN 72 2% 2 X
QPN D’D’bPNT[ 21 AWRD 0°277 NMNINN2 N1IAMMYA
Figure 2: Relations between traffic safety climate and service climate and
their impact on the degree of involvement in traffic accident when two
climates are strong
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MaMYR YW Y anYOWM MW 229PRY A72YN2 MINPUAT 2O9PR 12 200 DR XN 2 X
7712VN2 NITPRA °9PR 12 2¥R2 0D 1PRAAY NP AT XN 0O 2°RO9RPRT DI WK 09077 MIIRN2
DOPR 0772 0°2¥M DAY I3 RIT 090770 MINRN2 MI2NWAT W ,T123 MW 2O9PRYT 123
772YN2 MMPY2T 2°9PR 072 0°23¥12 %0 NIRIY 107110 1D .01 MW 2°7PNRY 77112vN2 NINPuaT
TWRR N 79111 2°377 MIIRN DOATIT MANYA DT PV LT R TAX MWR 29PR

07123 DOYOPRT 1w WRD

VW HY aNYOW MW 29PKRI 7M2YN2 NINPYAT 2°9PR 12 20 13 Y
WO MW QPRI PIT IT2YN2 MY 2°9PR IWRD 0°077 MIIRN2 NI2Yn
Figure 3: Relations between traffic safety climate and service climate and
their impact on the degree of involvement in traffic accidents when traffic

safety climate is strong and service climate is weak
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MaMYn MW 5V anYOWT MW 222PRY T72YN2 MINY2AT 2°9PR 12 00T IR %) 3 vy

D MIRT? %1 A7 R . wHT MW 2O9PRY PN 77112802 NMMPRaT 2°9PR WRD 0°007 MINRN2

,0%071 MW 2°9PRY 712N MITP1AT 0°9PR 072 0°2¥12 0°577 MIIRNA 2% MAMYR 1w

. TN MW 2OHPRI M2 711202 NINPLAT 2O9PR - 12 X107 AN
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P10 MY n’bpm wHN 723N MYan D"?PN AWNRD 0°297 NIIIRN2 M2MYA
Figure 4: Relations between traffic safety climate and service climate and
their impact on the degree of involvement in traffic accident when traffic
safety climate is weak and service climate is strong
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Rty D’D"?PNH 21w AWRD 0°277 NMIIRNA N12AMYA
Figure 5: Relations between traffic safety climate and service climate and
their impact on the degree of involvement in traffic accidents when two
climates are weak
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MINRN2 MAMYAT NP (T RIT WK T T2 MPWT 29PK WK T1) MIAX XIT AM2WWN2
WA RIT TNAYN2 MY 2°9PR 072 2°2%7RY NP0 TRl R 09717
MY aw n7°n SV anyawm MW a*bpm aM2YN2 NIRPYAN D’bPN 12 2°01° 16 X
DOPIN DONOOPRIT CIW WK MY X0
Figure 6: Relations between traffic safety climate and service climate and

their impact on the degree of customer satisfaction when the two climates
are strong (include intercept ratio)
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XY MY AW DTN DY QnYOWM MW 2°9PRY M2AVN2 NIPLAT 29PR 72 D00 XD 6 X
,M123 K17 7712907 NITPYRT 2O9PR WRD 03 NIRAY JN1 T XD DRI DORO9RPRT W WK MIpo
X177 072 22287 AR TN R MW 2O9PR 02 0°2X¥12 NP A3 MMIPY SW NEOT Myhaw

.TIMI RYT T2YN2 MITPYAT D7PK WRI XTI 1T 287 191 AN

My aw N7°n YV anvoswm MW n’bpm aM2YN2 MNPYan D’bPN 12 001 (7 X
wor MW D"?PN\ P10 AM2YN2 MnPYan D"?PN AWRD mp‘m kgl
Figure 7: Relations between traffic safety climate and service climate and
their impact on the degree of customer satisfaction when traffic safety
climate is strong and service climate is weak (include intercept ratio)
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Figure 8: Relations between traffic safety climate and service climate and
their impact on the degree of customer satisfaction when traffic safety
climate 1s weak and service climate is strong (include intercept ratio)
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Figure 9: Relations between traffic safety climate and service climate and the
effect on customer satisfaction when two climates are weak (include intercept ratio)

Low safety low service rwg

8 3 - e High safety
: RN Climate
E - level
> | ---m--- Low safety
3 -\- Climate
level

Low High
Service climate level

52



TXY MY AW DTN DY QNYOWM MW 2°9PRY IM2VN2 NINPLAT 29PR 72 000 ¥ 9 vy
D12 0°2¥72 N 7971 MMIPYT ¥ MY AW D791 52 NIRT? 1001 07090 2°9PR:T PIW IWRI Mo
D NIRTY 101, TN 772VN2 MAPDAT 2O9PR WK LTI RIT 002 202X DNWY 23 MW 29PN

S22 RIT T712VN2 MINPYAT Q2PR QN2 0°2¥N TWRN N1 T MMP N0 My

W WRD nwnann nva nonvpn (TRADE OFF) 199917 nyown %3 MIRI% 101 2-9 2vn
7T 2¥12.0°MAN QORI DO OPRIT CIW WK WRNNM 19200 2 71X (6,2 DY) P OO 0PN
TWRD DWANNA P01 D MIRIY N1 6 X2 N1 MANT R 0°077 MINRN2 MMy Y
0°2X¥12 N2 79417 AN PRI NXY NP T 2812 TN MM 2°9PRY 7123 MW 0O9pR
TMIANT DO3IX02 NN 0D MIRTY 10 110 1071 (6-1 2 20R) DUINNT CIWA A Ano00 Nnp ona
D9PR NN TR RO MINPYAT 2°92PR NPT WK XY MITPYAT 27N 1T MW 2NN 37 N2

1211 RO MW

3- 0°71°X2 (00237 AY2IR) WO WM PIN 2O0PRIN TR 0n2 0°2xnY 0o0nnn 7-8 ,3-4 0y
2X7 DAY M2 771202 NMINPDAT 2OHPR WRD DMDNWA T7I2YNA MNP 2 0 1At 1t 4
D°9PR 12 2X12 N MR MMIPYT NET MYAw D Piant 10t 7-8 20X vl T 2°9pR 2
TARNT NITN7 93 MIRAY 19 120 I0°3 09973 NYAIRA .01 MW 2°9PK 12 287 Ny Max M

DOAITNT PIWA 12X R0 NP 12 2R TWRD N 007 TR DR 1TV 1990107 NYoIn
SW PXPRIVIR NVOWT D MY N1 777 2¥12 .0°W0N 07 202O9PRT 1w 12 287 2030380 9-1 5 oY

D123 DOROPRI CIWWD NIV SYIX DY TRPRIVINRT NVOWT — NOYAWH TN AR DMOPRT W

53



RN DAY DOOOPRT CIWWO MW IR DY NYOWS DRI NRWYY 2OYIR22 MDwh aR°an

Raldiak'aluin by s tin kv

ORNT2 AWWIR PO NIWWS IWWIR TR°277 DIWW 1 P00 DAY 17 90 MRIY 001,700

AP AWK DMOPRT CIW PR XPRIVIR 2N DONRIND 72 6-1 2 09D DO DORXNN?

NN QORVIAN TR QN2 0°2X¥1N2 1R MW KW T12AVND NINPVAT KW I3 70000

;129977 NPIDORY ORNTA 7R VISR MIXIY 1001 ,(7-8 ,3-4 0071°%) 712191 21w 712 10000

7172VN2 MITPLAT 2ITN? MW 0N P2

54



W7 5P

212991 nuper S.1

oA A3AMY 372D 072 0O72WY WK WK 030777 MNRNT O°°NT SO0 g

TR NAN ATV MIDRD W PIN0R2 NP1 WK 77207 2372 WwRw nva aTava av
WNINRY WP 52 N1ND0T P02 1IRIN 22377 NINRN2 VAT W amaTnt Nwpa 92 nyowm
mMna P2 2°0ROHD1P LTI TV IRM LTIV DRI L0091 OYNAIR 2°2°900 N1Nan PAIR2
D°OYDIM WK T PN NMND02 ININW DONWA DOVXART MW MAWDT LTIV AR 77T
MY 007207 DWW 0°077T NMINRN NYRIAY QOIRIRT 0T 231 MPwnan 07 DY 1P 1P 102
Grayson, ) MDA DTMIVA DX 77N WWA DPMRXINY 72 5V W20 X7 001101 0°20 anvi
W aMaMYA? 1200 DR T9Ya AR 2on 0P (G. B., 1999; Gregersen, N. P., 1999
2PY ML 1Y PNT 072 2°WS252 2°112°0 N NAPY 01 D°ATIW 7290771 ,0°377 MIRNA 22730
DI Pw nvaw 70 9y P PR L(Elvik, 2004) onh upa R 2TVW PNWian nwinn
MR 0 L NPOPOR TI7IN 12 19N D°TAWA 272 WONLAR MW MpPupis D vonh
SW onyoswa? AT PN MO0 NORNA o0 N2V LMW DI QPARYHM 77°27 397300
WYR TOH %W QPARWHY 77027 79717 YW MR IR DR D091 Ha WK 2w 0°hmIn
7M2vna 0N (Zohar, 2000) 9952 MIMYan QN2 D°72W DPNMART NWAYTRT 2170 DR 708
SW 170°022 TAWI Maana ARt M (DFT:London, 2004; Newnam et al., 2008) v192
w9 PRM DY MIYY N M IpnnT NTvRY 102 2°00R P XY A7120NT 202 7 RN

5"

55



MMYAT DTN PAIRT SPINO22 PW 0D AN NI PN VDN TIwun

P 0PN IR L,MIMPYI PXY MYAw DR MNPB2R SYITR PAIR OTAW M2 R, mem
77°7°2 OAR D°aYIAn 0010 C99 DO72WN DY O MTAY2 AR KPR LITAI01 MPupion Ninoa
NOOMT M2WNT 237 NIRRT 777772 MR»P 227250 MDD ,MINR 2°912 .ORNA2 2NTanm
M O ,NIWA DO9PRY AM2YN2 ML 2OOPR IR MW A72YN2 MMan Rwn v
DOONW (QOIPRA PIIN) 70T NTAY O3 MW NRMR L0 WD .DOIXNY WP 92 mnon

AR OYINS DY YO DOAINNT CIW 12 RN MW 9K DORWII CIW 0990 72w

DU DYIRIN MTIP2 MW T2V 2N 20T 2OVIRCT 12077 CIWTN DTN YN AT pnn
DORXMA IRINAI LR DO9727 NMIINDT 19X DPDIPIIN P2 2ONPI 2°77207 D28n LNPDITOINR WIhw
MPva 2°7PR YW MNW M7 222p2 22pNaR 007107 QO11AIRA 0D ,NNP NNO0Y 119°N 0YD°0I1AN
MY 29K °23% (2004) Dietz et al. >7° ¥ 19017 Am172) PAIR INIK W MW MT7°2 MWD
MW MMvaT 2°9PR W TIRCNT DY 002N pnna L(MmvaT °9pR 2232 (2001) Zohar -7
WP 932 NAIRT SYINN HY DOYHWAT DO 2°INWA 1°27 012 A9R DMHPR I 1°2 DWW IRM
YW DM RO PN OV IMNIWTA MPDT ¥ NPT 2°077 NINRN2 PIAINT OATI N27wab
T 1NN YW MPDa Mpnn 2272 W S0 PITPI2 OX NRPON AVOW YYD PR 0P 29pRY
DOOPR MPAND AW AWOX PANT RN ,A0N2 ONTIAYN WP 2OHPR NN CIWINN PI0vva
PIXO2 DY QNYOWTY PR NP3AT 12 2°9PKR S0 1907 P2 TPEPRIVIR 2PPY MIWORT DR NIRNNT

ITWA DOHPR WM TM2YN2 MR 2O9PR TR ,DOPR P10 1w NIYEARD NN PAINT

56



77127 2IPRR PO 29I DY AN 2%pR nysws W5.1.1

MIATINT 2XYN IR D°9PKRY? WO 7277 MW Y DOV Tpnna 2°D01 DIREAN

DD PN 7AW DW NV MRY 0D T DY DOYOANN DORIMAT TV DPnn PINIa 007w
DOIRINAT TORYANT LT TPOND INA0N2 WK PR M 1IN 2P 1TV LMD TN
772YN2 MMYaT 2°9PK P2 0P TWRA IR 1272 ANWRIT PRI NIYWI IR DOWWRD pnna
5"I7 DINWNRT CIW P2 WP CDIN LINTIAY 23RN N0 Pring 72w YW aMayng oviea 1A
N0 PN MUY INTIAY 21PN RE1T T2 DY NAIRA 020 2O9PR DWW IVOWST 11D IR 019N
mMMPa YOI Y2 720 MYwOn PRm T MPhaw Iywa PAd) 1R LOPLNPR LTV DPHn
MDD 2°0MIN DORXAAN L(TXP MPLY 22X DR 2221 A7 WRD MDY YI1X°2 NYa oK IR 2TV
aM2vnn onna o3 (Yagil. & Gal, 2002) pinan mip s Naaned 0°9pK 2w ayownn 1272 nnpi
DIPAn DPMA D272 YW NI DY O2OVPOR MPYD SYXARD 011DV DOVIAR YW anmy 7%
2°%5 QWL DOINYAT DPINIR 2192 TV TN vEnRa ok (Wouters & Bos, 2000) onTay
MM NPOIPIIRY DN SN PRI A0 LTI NTIAY OV PN MpD TR 0°°200poR
IR T2 NN WIPW 1IDNNWA PN ITIAYT 2pnY YINN 072w DY AYO0I7 DIR NINAn
TR 29X N2 PRI MMPY W 2OV NAD) 1A W AW 22720 YW nPnMavnn My
vt 29PR - SW on?1D° %D IR WHRD DM DIMANT NPNMAYNT MY 9IR L(Mmpho
DIPAN PITPI2 MW MR TAWA D0 DML NP DY 30waL Mawn 2°%pR1 712vna
TA2) AT NMINTINT MV 0PIV °IPNT DONMP RY 072 D°2XN2 03 0P A1 a7ava
MP°OT DT PR PYR YR AN .0°H0 D°72W AR 2MPNn RY 02 00Pna IR L(D2DRIN00

NP2 MAAT DRIV NPV DDA MDA ARXAN N2 90T RTS8 Y DRI

57



NP1 00 NN AN dRXNHn 9% I 1020 ,79°9% ((Niskanen, 1994) 7712w MRNa myaonb
T2 DOOPRT WRD PMTNT TW DY MW 2O9PRY 2YNa MITP0AT 2°9PR MIYXNRA vowny
MDD IRINA? AMIT2 L,ANA RIT IMIR T30 DMYRIV02 J0DW DWINN TWH PUIvaw an -prm
PO MR AYHRWY MRAXY DWINTN N 2272 121 PIM M2 0 MW 2°9PKR 002 002871 2230
ooRen? 701 nRr (Yagil & Gal, 2002) q3vna 5w mipsp? any jop TMX 70 797971 2xna
(AR 7M2ANNT DN 2R YWA) TNAYNT DN OOINR 22PN 29V DWW onNYOW:T DR 0OIRNND

.(Newnam et al., 2008) 7272 w77 7371077 RN
W IMNZI MYV MW ONIRD Y MTWA 29PR NYOWT DR NN NP Moo ninwe
2w XY MY AW HY MW DOPR NYOWI? MWRA 7T PN DT DORXAN IR ROV 77 ,Mpon
YTOW °HD) YR DOV HY DOIPRIT N0 W P PEPRIVIR W AYOWT IREAI DRT 1AW .Mpon
O ,MW 2HPR YW Y N2yn ,0°001 27HPR YW amawn By aveaxn 1w oavown .(4.1.3 aovoa
X2 MW S¥IX02Y WS IDIN WP K? D22 WR A0 DOIPR D RYMAT LN MY OyINa
TR PR 292°07N7 0nw 70 DY Y0aRn L1HY PDwR PR LMW DDPR OV TPYPRILIRI
DR 27N 12 NMIRDD 777971 YINSI2Y PYIRCAY WK NIPDA NPOM MmN TR npinh

P77 "9va

Y ANV NIWT 2%WPRY T1aYN2 NITOWAT 2%PR 192 1T e .5.1.2

NIINT SPINO

272pn2 MIANTY 209100 PAIR MR PW NN NPIRIR MITIPA PAIRD 0D MO0 MWL

199 WXA DT MTAY? 0NN 1IN TR 99 WK ,(Zohar, 2001) 21w 023107 D79PKR 1007

58



IR LT PN WWOR NPapn L,(Mmva 29K MW O9PR NN OY9PR) OnTIava nw
DI DOWIONT ,DWT DOIMAT P2 WD YA NIRRT 2ONANRN 0O9°apnT 20PN
mhya D1 2O301 MPPUPID NRT Mapya 2°9°wonY 221Wn 22N 720300 NPPTA DR N
D1 NP2PVPORY DO10ORN

MPIAT 12 27A%P DPIAIR DOAIPR CIW P2 XPRIDIR 0P 0272 DPWOHWI PR DOYWn WO
DO912°7 TIAIN2 DONW D°AXA 207 TAINT VI OV T PIPRIVIR DY INYOWT NINAIR 77702
MY 7 RYY D990 NINR MATING °10 DY 0107 2107 NMATINT NIV PAIR 2371 222079 TR 780
MYENRA N ML MATING? w1 ,annT? L(Caird & Kline, 2004 ) 7712w 2pn 2w MTamn
DOXAT MIM2 a70Y2 AWOITT DRT TADY (TW DPINK OHLR LMIMLA CHYI) NMTva IV WY
.(Flin et al., 2000; Dimmer & Parker, 1999) 7712y MW 17 2py 0°I%137 0°%072 770
L1297 DROXIVID 077°1°2 2°°R KDY WR VIO NN CIW 12 281D NIRRT DR 292179 010 730
SIW DN SYINOA VADY XY IR DN P02 YovD°

T7N2YN2 NMIMLAT DO9PR T2 TPYPRIVIRT QP2 DOITT PRI RN - 1D°7N0 N21O0KRA 729N

MM PRI OIAIRT 2397 097 WK LUK DPNAIR DANR W DOV MIWR D9PRY

DOPWT DONANT YW NIMDOTVA D770 DR NIDPWA L,IPR 912 19X 77°N02 20NV MITAWT NPT

NIDMTY 5770 APWY DOMMAR PN AW 993 ,0°9PRA N0 1w PA 2°0MN .72 MINTINT?

NPHOXHD NPXRIVID HY 12°3° 0°373 12 1DINA M10°2 72 IR MW 772N MTPLaT 2N 77X

"2 Y R1AN W 0°5N .ONTM2 0P 2°9PRT DR 2°091N 07 12 19IRY ORNT2 OnXTI NYa

VAT A2 MW 929071 DWW WATT NOTVIR IN 0°2772 MNP0 V990 OV T70NWa NOTV MYENRA

RWII? 191 MW RWID WK DMK WANNM 20T OPR 7YRR YW UR 00agn Ljara mphh

59



W MIWR LAPR 27N CAWD NN FIP0Y NMIDWN 02 21T 2°23 MR TR 9770 1IN MITPuan
N TR 72737 DTN 0T OV DONIINT I YW aM2OWN NWATT NYINR O DRI DA a1
T9°9% AT N2 MIAWTRT MIRRNA MPURID IR TIAY MR L0001 YW R NIYInNa
SW DPYIZPAN 77 DR MOV 7707 TN QAN 21w MPLRaD 2w 2°20 DUARWH DWIPMNA
2572 IMV2AT M3 DR DR PR DO72W0 WORY NOIAT 12 MPYY MTWwa nInna onv7aw
799 1997 DOPINNT CAWA 2°20 DOARWHD NWIPT 72V 71007 2OVTIN DK YR 2°INOK L0207
D72 0°PR2 N VAN MIMPRT NET NIPCAW 12 191N OX L TIAINT PN AR XPNT X0

J3AMY 771289 7172 R MW OYIN T2 WADY 2°Y0N O 02 2°237 o7
NAYPR aYOWAM MW DOOPRY NITLAT D9PR PA PEPRIDIRY DOV IPNRT OREHN
WY DY DOWAINAT 022X DOIRNA LMW SYIXN 728N MITPDAT SYINDA DY T XPRIDIRY
IRINAY DORORND DORIAAT LTI RO DORWIT MWR DY 0°72W0 27P2 70201 DT 2NN
TWOITI NNV 2OVIXCAY TR DO 7Y PR 12 NRPa NPMANNT 2237 M Nnooa
o°R¥nn .(Zohar, 2002b; Zohar, 2000) 13782 M?YH X2 NY2 MTPLAT MW7 ATRY0
T2 NMYWW 0 9 2O ,NAINA 17OO90 v2¥n 7R 00 I mIvha 2°mIna AT Ipnna 0°oom
TAIRT O 772N MINPYAT SN MIDWH X02TY 9130 AR A7I2YNT 21N MIPtURID 2w v
72°05 IR AMV2 37 M2WR DY MOTTI PNAD) T72YN2 MINL2 MPPLRID N QW PAIRY 20
%D 77 PN R¥AI,0K A9 MINRNA PATI O aMavn MY n (7T 2IN2 2990 nynom
T2 MM NYW DR MPYAY RPNT 2128 K17 OTR ,NWA 20N IR L,AR1T 7290 YE2° AR OX
0°27 QTINIR DOARWA YW AWTRT NRMP 02 0°2XN 207 WORD T XY .0°O77 MIIRN2

PARWD WITPR AR 77002 77 PN D TR0 IR NG 2w W0 DY TR ONAIR 210 190

60



TPORAW 1M 771AYN2 MMV DINNA , YT KW L3107 219V RITL,RPNT NNW MPupn owh

.99 NPID0R DR

D3 D2TPAnn Pnna oR¥An L% Rinng nnwv? -(CONGRUENCE) 020977 01210082 72N

DNIA0N2Y 3T PR ARO07 DT MW 2N AM2AYN2 NMMYAT 2N 0772 071K 0°2872
AW PADAD WY RPNT D272 9D PN REAI PR 0°2XN2 AN RN DPNRIRT MIATINTT DR
IR DN 01D DY 2WN AR DN D O°°0A7 22T MR ,AMIT COIR MYV NIMATING 2N
DOMITNN W P2 VRURONR 8N RN KD TR (A2 RO DOOPRIT NPT 2AMINT 1WA OX OX)
TR DONTIT 02 RXA1 A7 2023 MW IR 78D 237123 MINPY2 SNIXeA PADIY 1901 27w
W L,NIAR 2O92 AW PRI PW MIMPYa %Y Myaw °2pnal 2°3717 MNRN2 M 2°27n
Katz & Kahn, ) "CONGRUENCE"-77 nw°32 0°1I107 2°R¥27 -71°702 1W8an° 19°k 271N
QIR DPTAIND 2UNYY 2°05NIT ONIIR 2N %92 L(1978; Nadler & Tushman, 1980
P99 228 17X RDY AR TRRNT2 19VD0 1R
W MDY MINAN NIPEAT MTNRAT NMIID0RT CNW P2 25WH DIWORD PN 19X DORYAN
TP AR 02 YIAT A KD LITPNW 0D 19¥DY OMIRNR 072 2ONW 2°2XM PUORDY NINAIR NMIATINT
27127 TR MR OV MINW M7 N1 ,2°00 2OIRINAT QY00 CIWn D°a¥n 92apn2 XIXnD
TAIN2 PRI 002N MIRXAT .20 (PN 127) CDIX CH¥A MW 71252 ML MOIPR RXNOTY
IR DY OYHWA DO DRV V237 0772 MIXIP 27P2 A1WA an0TT DTN 02 72 DY aveaRn
X°77 MNWI 2°9PRT NINT2 T 7007 NTON? NRRT AVOWaT L, 79700 LAPK DOT2W DY NAINRT SN

JTR990 WP IR 179001 R -0O9PRT 2A10 "W 12 WP IR DX ,AWYNRY ,NYApn T

61



2OPIX2 1229 NIPIURID 12 WP TION2 AIRT 2v9PRT w 17open .5.1.3

MNWa MP LRSI 1AW IR DONWA DANWNT P DIWPT DR NI PanT o7mn
OO0 Q2PRT N7 YW PN MYINRA 370000 VIR0 DY NIPOwn 00w 0O110n 0T DY nnawrni
MP°LPID P2 WP MMPYAT O°7PKR NRT 2w 121°N DR NIXNRT NNDD? ORNT2 NRT PN 772
MW NIPPURPID P2 MW DO9PR 1T 5w A91°N — MW 0IN2 IR L,NIMLA 5312 1725 Mimva
MDD ¥PDYAT MY .MIPDI PW KT MY AW TP MW R 1Ak
TWpa ATOW TN OPRPY MITY NN pnna axxnl XY L(Schneider et al., 2002; Zohar, 2000 )
DOATIT MNP NYUW) 772VN2 MITLAT CYINA 127 772VN2 MNY2 MPPURID W WY 1A
T2 WP MW Q°9PR N W A91°NY WKL YT R¥AN R¥NI RY 10 M3 (00077 MRN2
W ITPON DR DTN TNAVNT DN DONPT DOPANT MIPR NI¥Y MYNaws MW Mpupan
mn? (Wills et al., 2005; Wills et al., 2006) 2°¥18°2 %Y 1nydwm 77112802 MML2 209K
D72 YW AM2YNT SYIN O¥ NYOW DDAV MITPLAT 2O9PR 2w 17°P5N DR DOWATA ONi
mMYan 2°9pR T°PONY? °0MNR QPR 07 L,(77M2YN NP NI9T IR AT DML I D)

X0 1T PR 053 TMAVNT IR 1725 TM2AVNT Q1IN NPIIR NIPPURID 12 TNNNd NPNMAYNT

T72Yns Nwan 2%pR YR anyswaa 2pamnT ztunwn bw ampn 5.1.4

PAINT OPIN2 DY N1 2IOPRY

NI DO9PRT NP2 NWRI 232 PANT 29T MW DY DO3°28) PN 07501 DORYAN

Q2% 920w T2 DY DOYOAXN DOPAVAT D12 DONRMAT LT DO9PRY VAN D70 WOW 11007

MdWA DNN2 17 200 07 WK DO9PRT NPT 0,0 2173 ATV 21pna ontw panm 2721w ow

NDIMN N2 WK QUIAINAW I3 DY TADY DWW 37,701 M3 RO A712vN2 M2 2mn2

62



D RXMA1 19190 L9R D020 CIWn 2OHRPKR DWW MITIAA MY RIXNY 7000 101 NP0 72391 RO 072w
MY DTN R¥NI KOW 71) MW KW N 77123 72007 R¥AN N 173 27200 P 920
123 127 MMPLI N MY 2w DN PA RXAIW PR2MT WP DR 7°2072 79127 7 772w L(Favna
LN M2 20T DW 0w 900w R 1990 QORXMAT DD P2 RPN 0200 LTI YW R
(a7 DWA°°1) M2°3°2 DPNIYPDI DR YXA? ONIR PWIRY 72,00 AT 571av2 aminn 02 a0
PP OOR DO 0D RXANT CIPAT R T 79Pn2 (20077 MINRN2 M2MYA D1IR) N1PVPOR
NRT) N 7723 7PN D030 DNR DW MMPLa NIX0 MYaw o 72°571 2°377 MIRNA NIND 222N

.(an’mmpbb 772 0°25¥Nn DIPRY NMNRN2 NIAD 2°27Yn aaw 11172

212°0 .5.1.5

722 (2°9PR) 7712YN SRV DONTI NMITAY P2 WRT 0232 MDD 2°7aNnRT MIPOdn MIn°

D ATWA DR QWA AT WP DOWWRA WART R 077 ,(Assum, 1997) 772vn oyixna
TWRD QIR AT AT DNWR DR A7IRIY WK 095°97702 202 013 2w 91901 000 2P 1IN2
AT PN RYNIW 993 POMIA 0N ON°I02 0O12P 02 093 TR P 2712 0% DNIR2 2°2Wnnn
QWP DR IRNY 231072 1K DONAIR 2ONWIN 90D 1°2 PNIIRDA 19IN2 707917 VWD DTN 0D R
DWPY TRNT .N2AT 12 MW T72VN2 MDA IR DY NP MYOWS 0°IRNNT 23031011
DO9PR NP7 1D MW MPPupID DW Onvowa? TWRA Ipnna ORI DINWR P2 98D 0%
MW MNP uRPID N D AW™ARY 950 R¥AI %D 72N .AM2VN2 MTPLAT YN DY pHm mwn
MIIRN2 D°A737 20 2NI2NYA T2 N 32173 RO 19V 7200 N AR RN MW 29PRY 90

(7M2yN2 ML MW ,5wn?) 2O 2PNAIR 27NN OO 2 OV AYaNn LN a7 70 00077

63



VOPLIP ININA 7R AN °IW? 22PN ONNAY AT XY 2V2 oK 03 7T T DOV DOYDWH
IR 0977 MIRND PAIRT 371 20 aNI2NYA NYW DY PR DINWH DY aYowaa PR ONAIR
2°0027 WX QU1AIR .NPNAIR NIATING2 NP0V 111902 K7 O3 791 A712VN2 DRIV N11902 01N
DMIMPY SW QXY DWW NROYI? 0920 20ARWR 2OWUIRn ,MpRY MW inn Y amays N
PIVINT MW MR DR NPYAY 7707 TINA 0272107 272 MDY MY MIPPRID NDYRLT MYXNRA
M7 P va ,MWa 2WN? 727 MYRwn ok o3 DO DOwS 2t Jmmpth o1 v
MW MW DR 22N 0°72W0 172 198 1A2) MMpYT oY 7w Wwpa 2°K2 0°72W0 172 NPIAINR
RWNI? MNP 70 APRID MITA 9D 1A ,79°07 L(PAIRT 02372 POR OYAT MvEnRa mpoh
T32) MPL2 W WP PR 02727 172 WK MY N0M 0523 10 T MY MR MpLY M
%) RI¥A? O3 79¥I 1721 M2 MW 2°7PKR XIXN? 9931 7980 M2 .(FI0AR IR AR N0 72w
MPvR) R 210 HY (MPW) TR KW HW AWATT NP 072 79K 2Pna LT R T DO9PR
P27 MIDPTYR 701 27 NMIWN NID2 791 1OR 72YN2 MIPLAT 2N 0 MIvXY P (7Mavna
D°9PR 072,77 PN REAIW 93,0087 KIXA? 7011 707 qwnaa .Nwn X? n°om 0001 i
D72 WK Q223N 07 19K N 01 X7 1Y 7200777 N7 191 NO0 TN RIT A7128N NNuan
ONTIAY T27m2 29377 MIIRD NP2 19 DY 20270 1T NIRRT 700 072 00 NIDXY 00 107
PR DORWII IW DY 7207 FT02W 0,0 700 Myawn 0°22p7 DORWIT CIW 072 2°NAIRA

DORINAN TR AR OVIXO2 1WAD° 5D 27 1270 0P *IR 2272 27P2 TN
P12 NPIAT 12 PIWDD DPIAIRT 0°2°70N7 19017 ,2%INNAN TR 7191 1300 0N 0°23n3

7M00:7 790 X 072 0°2%12 179K MPWH IR 5712VN2 NIRRT SYIX A2 NTMYAYH YA K97 o

64



2PY NIP2OVPOR MWD NPION DYDY DNAIR 199 R? 1990 DOMINNT CIWn DN AR 723
D912 OV DOWHT MW A7I2YN2 MY MHPR DW AvOwa A 27pn WP

1030) DN LW STPONA DNTIAY DIPHAR PITI2 D°TAW DOPOYIA 072 DUNAIR LT Phn 297 ,A0ua
DR DMMPRA YW avowaa 0990 oy oohn Iy (W10 DLW ,00V0N DN MW ORI
AMPD TR 0°°100 2PVINDRA VIR MIPPOT NIAM OR 03 aNTIAY M7

NATY PIIND YOWIAT TR QXN DR PIV 1NN YW AMIP0T 19V NN OR 0°7290 oK 03,7979

J17°°2 029P0 DO9PRA

WA Mvan 5.2

07377 MIIRN 11N MOR? PN PIZK2 NP0 AWK 7223 .M923 1901 [T pnnY

NP2 T2 ,NRT .D°YXIANT 2°MIN7 S00°LD ARIN TIXY NI DY INPIW 90 TN 3XM1 a7 210 DY

3XMH 7912 WR NAR AT NTIPI VIR, PPRY MVEARD 1D0KIY 2YN2 NITP0AT 209PR CINwn

.0°37777 NIIRN *11N3 1DORI 12 AT AN 93 IR 7007 71K 190° WK NRN0R AT 1PN

MM T DYDY YR DY YHWaY MW NITPY MPPHpIn NP1 2230 A9RWA PO pnnT Tmn

T 902 MW MPURID TD0NY WK PAIRT MNPRR YT Q10K NIVINRA 0NN pnna

NT°R2 MINW MPPUPID °AI0 °2 NN, MIWNRN 190 D°1%DRN2Y NN AW PR 21 INRA PIRNR

XOR 77T P2 721 K2 MIPPURI0T YW MWRT DTN .DIRIRT 0T DY NI NP0 MW

NM2Y A%230m 7 772W NRY NI AMavNa MNP -0Inn 93 057 Mnwnn MpPupaoa 100n

PR 0D O INTT R L,V DY YODWAR IN919°2 N1 N1OVPORT 1T NMIPPURPIDa 1Pan 190K

STINI7 PNNA P72 KPW T A0 102 Wi

65



NA”M0n NONT 1027 NAWORN PNNT 270 TIN2 221101 W 9231 19071 TNID N1 AP Mo
D™p 07N .AT2YN2 MM SYIX DY MTWR 2°9PRY 77aVN2 ML 2°9pR NMow v
Newnam et al., ) 77 21N Y YW 02 WK 772907 27N 2°7°P5ON 732 1730 ,0°D01 277
DAOW WPY WKL DTNV D°IPANA NN 0D IR TR WK D°O0N DMHPR A0 R L(2008

DO13IRT 72VNT VIR0 Y NPT anvawm
0°2°3777 217297 93 DR 307 02NN QIR NRM0N NONT QO0XA 191 PR ORXND ,NRT KD

AR MW 7712502 NINPR2R VIR0 Y ¥ownh 0071000 22Inwnm

nxsna 5.3

SWnn apnn c23n 19 AT Pnn DY OMmIwR DNNT 2°20 PPV M2A0I MEOHIN
M21p o°n°Y? 0PYNaR 220957 DN 0OYIX22 199057 2177 D0 POV VP02 2WHVIDT NN
PN .Y AYOWR OnR NP RY 03 77IROY ARI1 0092950 andbwi Mk 002 wR 20nInnn
DN .NPDDA M2°WN 072 107 K7 72 TV WK 2PN 22N 03 NAWRA DR TR 190 T
NIAIRYT MR 2PY 03 ,°37 27N K 0°077 MINRN2 2°72W 2 aMaNvAT 172yN2 NmPvan
SV ¥OWIY TIT0 DR WO PAIRY 02 1RIT OMOT IPnNT 00 7720 2Py 03 IR AT 2102 200K oW
WP 1200w QU1K MDA 00 ,T2°07 .ONTIAY D oM 07 OR 23 ,a7 01NA 7AW
MW 7712902 MR 2°9PK PIINDY An7% ORNT2 MW DPIRIR MTRH 02HRORINDYT D2aRwn
NPT TPINN PINCI2 2O9YID DOT2W T2 M 27092 TN ,a7°° 902 0Onpn
T PYPRIVIRA DOR2,TIRID 3T 7 20N 2O 2NN DOAINNY L2 9V DOVCARAT NN ORYND

TR NPVIVIR 7WHAY TN DR 27597 L7928 DOAMN2 PAIRT PN DY 152 DOVOW 7 oY

66



2199 OPW 7WON NPALIVORY MWRT 932 DN PYN2 2P0 MR 21w MPYD minna
Ny ap NYa ON3R 27N 1907 P2 N9OW PRI 199000 DOINRIR OO YImIA 19 DY) 009181 yab
SRR D°7PR NT°TA L7707 LAN0 NIIEP 213X TIN°D NION 03 11,110 NIDIR NIPAVIVOR NN
MLPRINDY AP0 TIT RO, MW 2N 772YN2 NIPYAT 2N 113D ,2°3pR2 2ORINN 190m2
.0°NN7 DOMITN2 2°YIX°22 Y07 XYW NIN DY NAIRT 2w NOHORNPOVDIRT MY MDIR NROINT
2WRN 00N 27NN DR 2OVIXO2Y NI0A1NN 7712V N1PION 172 WK 2O1AIR 0D 7N ,A0N1a
nnph oMby WK DOYIX2 W R 0N DN O° 0°72W YW 772vna Mmba ka2
DI P72 ,0°72WN 1NY 7 MWR 9Y2 XIT AT 2N AR D0ARWR DW Avpwan ponaY Pawna
NI DOIAIRT TWORA T ,99101m) WA 0N 1T ATV QPR TN 22T2W SV MINuan 2N
NP’ 10000 °"n) o931 077 730K 72°P0 *97 ON2ITA O3 YOO TPON W DIAIRY 00 01D
P 07, DT NNWA YIXNY ONTIAY DIpnn QORXT AR 72w 31w phnd L (2007 ,n°nnan
IMPYA 9993 P RDY QY MW 127X 799 2NN DX AX7 712117 NP0 20 AR
2177 2°T27NR DPNAIRT NINTINAT DWIN2 VI OTY WXIEAW WPhNT OmInm nRa 702
M) O72YY YIND T MNTING DY DOYOWwian 2°02°N2 NN 572V 2R TN 22720 NINTINTA
TRPRNN MDD AREAI R? DOOPR PN (RIDA NAD LITP D2Yn I ATav MYY NNaoma
9907 PW On1PRY IWRA NNOD2 0P MITRT NMINT NRT) DOMHPR D07 192 1900 0 DOpwnn?
0 12 IDIRD 22 NAWN TN WOTRY DTNV DOIPAN D IRT 1 L(PAIR2 NOIAT 12 DOHPR A0
SY DYDY DUNAIR DOV DOV DOVOWH LT OV AT TEPRIDIRI 2°R2T 7AIN2 O 2O9PR

NN A7I2YNT DTN AT 07 WPnna 2T TONT WATIA TN LATava 2pnn Dpman 072w

67



772NN LN DN LA9WN 130 09901 7712YN SMINNA O3 PO Wit pnn 0D vhnmn 10

SR WA 1791 nPnon

68



12977201 :6 PID

DOTTRT NN 232599917 22w 6.1

22PN unwn 6.1.1

("ovoon X7'") 109102 ML WPaN1 D3I O7°HY 220D AY2IR NIYXARD TR NIT°0aT DO9PR
("8 ovoon") 5 v
29 PR Dman
TV 72002 MNRND DO2MWR 1O RW D0AT1 aann ¢
DR Y711 DNYO01 727772 19PN 077 02 W22 VADN D0 9V 17 INTY 2OAT1 TR ¢
DO IR
V202 MRPNOIT WYY D°373 7¥ DOND°07 2 0 ¢

77T KD AP T 2T 0V MY PDmn ¢

(2207 X?") 109102 NMIYY WpPaNI 2ATIT 0L DOVOID AYAIR NMYIAKD TIAIMWE DIPR
("7Rn ooon") 5 Ty
B Pbman Dmn

D°YOIY MR MW N2 TX00 A T ¢

DO2IR N0 DOATITN TOXN 4

MMPY2 MW 10071 99y oA ATaYY 7ap0 VR e

MWan MpP2a S0 MR MYaw NDWA DR 223717 %102 W3 ¢

:NIPOVRDT TInwn 6.1.2

V9 D2 ORT W TN AN O7°0Y 0O TOWY MYNARA 7T MINPWAT MPYHRID 8w

MP°0UPID T50N KW VIR HW XMDINDD NP1 AT TTN2 ORI .UIAND RY W INTIA Y¥aAnn

MY MIMPVAT NIPPVPID 22 TR TT°1°2 MYXIAAT NMIMLIT

69



M2 A3 099772 NITPDA XY NPRLNIWT 201V ,N100T0 ¢
T2 A0 ATYY 0NWPA ATV MRMM 2001 ¢

MIIRD LYAD W NINRN MAPYA 2 NPY NPOAY DOATI MYHD ¢
D°A71 2w 29577 MINRN SuID Hw ow ¢

DNTIAY 777N 112YW NIV DY 0°000 DOAWII DN DOATI PN ¢
22277 MIRN2 M2AMYA R Py o371 7m0 ¢

D°ATIT IRW? NI W22 2OVADN DY NI 0K ¢

77129% onYap NY2a 293730 PW 00 MInTh DU nwYn 071 ¢
9770 19IN2 271 PW APIN SN2 XTI NIVYI NPT ¢

QN 19IR NPYTAY ONTIAY XD DY DONTIMR APYn ¢

V19 92 ORA W TN 7302 0°Y 0O VAR MYINRA TR MW MPYHRID 8Inwn

MPPYPID 90N YW PIX2 DW TOXTIDNDI NP1 T 7TH ORI .UXANM K W NN v¥ANn

:MIVNONT MW NMPPURID 93 IR AT MY MW

DYDY SMIR NITOW NN 211700 DR 20917 3712V MRNT/D0001 ¢
D°Y0NY MW MR KW 223712 MOITI VI M ¢
DOVDNY W MW Y D71 AN ¢

TORW MYXARI MWIH DOY0IT X NYAw NP2 ¢

70



W wixss 6.1.3

NIXYINT DMK 21-7292 NPOTPIIR SNWA TT7397 DIMPD 1IN Mpsaw

1-5 29107 R MD0ITY N2 1-6 02102 AT -(TIR ©°ID) P MPPRION 22PNIW 1IN - PO
"770I11 X MR 1% 1w ,0IR%% 09102 1Y MMPYT OMYY 2200 CIWn 20717 — MNP
M XY MYaw" XN 54
MR DX N @
i (orymBagbtyhty
mmvan NI NWaY e

(e mRakuirkh!

71



Vohinbirl B Bvia}-

2002 nnIw 77°R0 LIONM PR 2arn o nIRD muak 7010

.2005,721v90 ,1995-2004 5XIw°2 07577 NINIRA .0°9772 MINPYIAY NPRIRYT MY

'y ,2006 ."vo0 ,7Manm ayun L"2005 nawa HROWea ayun onol 010" 37 ,pr°
.6-7

-NPNWY 72V 20N TR W MR MM 2170 noavn — 9301 9Rw jpn
2007 ,2°2% 9N ORI 03PN 10n .,

DN O9RIWOT 22PN P97 LDOIAR SW NonNan nnRy pnn -10000 YHRIwe 10
2007 X720 ,2°aR

Aiken, L. S. and West, S. G., Multiple Regression: Testing and
Interpreting Interactions. Sage Publication. California, 1991.

Anderson, J. C., and Rungtusanatham, M.,and Schroeder, R. G., (1994).
"A Theory of Quality Management Underlying the Deming Management
Method".The Academy of Management Review, Vol. 19, No. 3, Special
Issue: "Total Quality"), pp. 472-5009.

Barling, J., and Loughlin, C., and Kelloway, E. K. (2002). "Development
and Test of a Model Linking Safety-Specific Transformational Leadership

and Occupational Safety". Journal of Applied Psychology, Vol. 87, No. 3,
p.p- 488-496.

Barnett, A., and Higgins, M. K., (1989). "Airline Safety: The Last
Decade". Management Science, Vol. 35, No. 1, p.p. 1-22.

72



Blies, P. D., Within group agreement, Not-Independence, and Reliability —
Implications for Data Aggregation and Analysis. In:_Multilevel Theory,
Research, and Methods in Organizations — Foundations, Extensions, and
New Directions. Chapter 8, p.p. 349-363. Klein, K. J., and Kozlowski, S. W.
J., (2000), California.

Bryk, A. S., & Raudenbush, S. W. (1992). Hierarchical linear models:
Applications and data analysis methods. Thousand Oaks, CA, US: Sage
Publications.

Caird, J. K. and Kline, T. J., The Relationship Between Organizational and
Individual Variables to On-the-job Driver Accidents and Accident-Free
Kilometers”. Ergonomics, December 2004, Vol. 47 (15), pp. 1598-1613.

Carbonell, E. J. V., and Gimeno, P. T., and Centelles, F. C. (1997). An
Alternative Methodological Approach to Assessing the Theory of
Reasoned Action When Applied to Drinking-Driving intention. In: Traffic
and Transport Psychology- Theory and Application. Rothengatter, T., and
Vaya, E. C.(Eds.) Pergamon ,.375-388.

Cartwright, Sue., and Cooper, L. Cary., and Barron, Andrea. (1996). The
Company Car Driver. Occupational Stress as a Predictor of Motor Vehicle
Accident Involvement. Human Relations, 49, No 2, 195-208.

Chang, H. L. and Yeh, C. C., (2005). "Factors Affecting the Safety
Performance of Bus Companies — The Experience of Taiwan Bus
Deregulation". Safety Sience. No. 43, p.p. 323-344.

Coyle, R. I, and Sleeman, S. D., and Neil, Adams. (1995). Safety Climate.
Journal of Safety Research. 26, No. 4, 24'7-254.

De Jong, A. and De Ruiter, K.(2004). "Adaptive Versus Proactive in
Service Recovery: The Role of Self Managing Teams". Decisions
Sciences, Vol. 35, No. 3

73



Deloy, D. M. (1994). Managing Safety in the Workplace: An
Attribution Theory Analysis and Model. Journal of Safety Research, 25,
No. 1, 3-17.

Delaney, J. T. and Huselid, M. H. (1996). "The Impact of Human Resource
Management Practices on Perceptions of Organizational Performance".
The Academy of Management Journal, Vol.39, No. 4, p.p. 949-960.

Department of Transport (2004). " Road Safety Research Report No. 51-
Safety Culture and Work-Related Road Accidents". U.K. London.

Dickson, M. and Resick, C. and Hanges, P.,(2006). "When Organizational
Climate is Unambiguous, it is Also Strong". Journal of Applied
Psychology. Vol. 91(2), p.p. 351-364.

Dietz, J. and Pugh, S. D. and Wiley, J. W. (2004). Servise Climate Effect
on Customer Attitudes: An Examination of Boundary Conditions.
Academy of Management Journal, 47, No. 1, 81-92.

Dimmer, A. R. and Parker, D. (1999). The Accidents, Attitudes and
Behavior of Company Car Drivers. Behavior Research in Road Safety
IX'". PA3524/99, U.K. p.p. 65-70.

Elvik, R., (2004). "To What Extend Can Theory Account for the Findings
of Road Safety Evaluation Studies". Accident Analysis and Prevention,
Vol. 5, No. 36, p.p. 841-849.

Flin, R., and Mearns, K., and O'Connor, P., and Bryden, R. (2000).
Measuring Safety Climate: Identifying the Common Features. Safety
Science, 34, 177-192.

Forward, S. E. Measuring Driver Attitudes Using the Theory of Planned
Behavior. In: Traffic and Transport Psychology- Theory and Application.
Rothengatter, T., and Vaya, E. C.(Eds.) Pergamon. 1997,.353-365.

74



Gaba, D. M. and Singer, S. G., and Sinaiko, A. D., and Bowen, D. J. and
Ciavarelli, A. P., (2003). Differences in Safety Climate Between Hospital
Personnel and Naval Aviators. Human Factors, 45, No. 2, 173-185.

Gillen, M., and Baltz, D., and Gassel, M., and Kirsch, L., and Vaccaro, D.
(2002). Perceived Safety Climate, Job Demands, and Coworker Support
Among Union and Nonunion Injured Construction Workers. Journal of
Safety Research, 33, 33-51.

Gonzalez-Roma, V. and Peiro, J.M., and Tordera, N. (2002). An
Examination of the Antecedent and Moderator Influences of Climate
Strength. Journal of Applied Psychology, 87, No. 3, 465-473.

Grayson, G. B., (1999). Company Cars and Road Safety. Behavioral
Research in Road Safety. 1X, PA3524/99, U.K. p.p.65-70

Grayson, G. B. and Hakkert, A. S. (1987). Accident Analysis and Conflict
Behavior. In: Road Users and Traffic Safety. Rothengatter, J. A. and
Bruin, R. A. (Eds.). :27-60.

Gregersen, N. P., and Brehmer, B., and Moren, B. (1996). Road Safety
Improvement in Large Companies : An Experimental Comparison.
Accident Analysis and Prevention, 28, No. 3, 297-306.

Gregersen, N. P., (1999). Company Car Drivers-VTI Work. Behavioral
Research in Road Safety. 1X, PA3524/99, U.K. p.p.71-77.

Hayes, B. E., and Perander, J., and Smecko, T., and Trask, Jennifer.
(1998). Measuring Perceptions of Workplace Safety: Development and
Validation of the Work Safety Scale. Journal of Safety Research, 29, No.
3, 145-161.

Herrnstein, R. J., Loewnstein, G. F., Prelec, D., & Vaughan, W. (1993).
"Utility Maximization and Melioration: Internalities in Individual Choice".
Journal of Behavior & Decision Making, No.6, p.p. 149-185.

75



Hofman, D. A., and Morgeson, F. P., and Gerras, S. J., (2003). Climate as
a Moderator of the Relationship Between Leader-Member Exchange and
Content Specific Citizenship: Safety Climate as an Exemplar. Journal of
Applied Psychology, 88, No.1, 170-178.

James, L., and Demaree, R., and Wolf, G., (1984). "Estimating Interrater
Reliability With and Without Response Bias" Journal of Applied
Psychology, Vol. 69, No. 1, p.p. 85-98..

Joyce, W. and Slocum Jr., J.,(1984). "Collective climate: Agreement as a
basis for defining aggregate climates in Organizations". Academy of
Management Journal. Vol. 277, p.p. 721

Katz, D. & Kahn, R. L. (1978). The Social psychology of organizations. (2"
ed.). New York, NY: Wiley.

Katz-Navon, T. and Naveh, E. and Stern, Z., (2005). "Safety Climate in
Organizations: A Multidimensional Approach". Academy of Management
Journal. Vol. 48, No. 6, p.p 1075-1089.

Kostova, T., and Roth, K., (2002). Adoption of an Organizational Practice
by Subsidiaries of Multinational Corporations: Institutional and Relational
Effects”. Academy of Management Journal. Vol. 45, No. 1, p.p. 215-233.

Langfred, C. W. (2004)."Too Much of a Good Thing ? Negative Effects of
High Trust and Individual Autonomy in Self — Managing Teams". Academy
of Management Journal, Vol. 47, No. 3, p.p. 385-399.

Lawton, R., and Parker, D., and Manstead, A. S. R., and Stradling, S. G.
(1997). "The Role Affect in Predicting Social Behavior: The Case of Road
Traffic Violence". Journal of Applied Psychology. 27. No 14, 1258-1276.

76



Liao,H. and Chuang, A.,(2004). "A Multilevel Investigation of Factors
Influencing Employee Service Performance and Customer Outcomes". The
Academy of Management Journal, Vol. 47, No. 1, p.p. 41-58.

Lindell, K. L., and Brandt, C. J., (2000). "climate Quality and Climate
Consensus as Mediators of the Relationship Between Organizational

Antecedents and Outcomes". Journal of Applied Psychology. Vol. 85, No.
3, p.p-331-348.

Ludwig, D. T., and Geller, E. S. (1997). Assigned Versus Participative
Goal Setting and Response Generalization: Managing Injury Control

Among Professional Pizza Deliveries. Journal of Applied Psychology,. 82,
No. 2, 253-261.

Luria, Gil. A Multi-Level Safety Climate Measurement and the
Moderating Variables Between Levels. Research Thesis. Technion- Israel
Institute of Technology. Haifa, 2004.

Machin, M. A. and De Souza, J. M.D., (2004). "Predicting Health
Outcomes and Safety Behaviour in Taxi Drivers". Transportation
Research, Part F 7, p.p. 257-270.,

McCall, B. P.and Horwitz, [.B. (2005)."Occupational Vehicular Accident
Claims: A Workers' Compensation Analysis of Oregon Track Drivers
1990-1997". Accident Analysis and Prevention, 37, Issue 4, p.p. 767-774.

Mearns, K. and Whitaker, S. M. and Flin, R. (2003). Safety Climate,

Safety Management Practice and Safety Performance in Offshore
Environments. Safety Science, 41, 641-680.

Mills, P. K. and Chase, R. B. and Margulies, N. (1983). "Motivating the
Client/Employee System as a Service Production Strategy". The Academy
of Management Review, Vol. 8, No. 2, p.p. 301-310.

77



Moran, E. T. and Volkwein, J. F. (1992). "The Cultural Approach to the
Formation of Organizational Climate". Human Relations. Vol. 45, Issue 1,
p-p- 19-39.

Nadler, D. A. & Tushman, M. L. (1980). A Model for Diagnosing
Organizational Behavior. Organizational Dynamics, Autumn, 35-51.

Naveh, E., & Erez, M. (2004)."Innovation and attention to detail in the

quality improvement paradigm". Management Science, Vol. 50, p.p.1576-
1586.

Naveh, E., and Marcus, A., and Allen, G., (2003), ISO 9000's Effect on
Accident Reduction in the U.S. Motor Carrier Industry. Minnesota
Department of Transportation. U.S.A.

Newman, S., Watson, B., and Murray, W., (2004),“Factors Predicting
Intentions to Speed in a Work and Personal Vehicle”. Transportation
Research, Part F7 pp. 287-300.

Newnam, S., and Griffin, M. A., and Mason, C., (2008). "Safety in Work
Vehicles: A Multilevel Study Linking Safety Values and Individual

Predictors to Work-Related Driving Crashes".Journal of Applied
Psychology. Vol. 93, No. 3, 632644

Niskanen, Toivo. (1994). Assessing the Safety Environment in Work
Organization of Road Maintenance Jobs. Accident Analysis and Prevention,
26, No. 1, 27-39.

O'Toole, M., (2002)."The Relationship Between Employees' Perceptions of
Safety and Organizational Culture” .Journal of Safety Research. Vol. 33,
Issue 2, p.p.231-243.

78



Johnson, J. W. (1996). Linking Employee Perceptions of Service Climate
to Customer Satisfaction". Personnel Psychology. Vol. 49, Issue 4, p.p.
831-851.

Pidgeon, N. F. (1991). Safety Culture and Risk Management in
Organizations. Journal of Cross Cultural Psychology, 22. No 1, 129-140.

Prussia, G. E. and Brown, K. A. and Willis, P. G., (2003). Mental Model
of Safety: Do Managers and Employees See Eye to Eye?. Journal of
Safety Research, 34, 143-156.

ROSPA-The Royal Society for the Prevention of Accidents. Managing
Occupational Road Risk in voluntary Organizations: A pilot Study. U.K.,
March, 2003.

Schneider, B., (1980). "The Service Organization: Climate is Crucial".
Organizational Dynamics. Vol. 9, Issue 2, p.p. 52-65.

Schneider, B. and White, S. S. and Paul, M. C. (1998). Linking Service
Climate and Customer Perceptions of Service Quality: Test of a Causal
Model. Journal of Applied Psychology, 83, No 2, 150-163.

Schneider, B. and White, S. S., (2004). Service Quality: Research
Perspectives. Sage Publications Inc.

Schneider, B. and Salvaggio, A. N. and Subirats, M. (2002). Climate
Strength: A New Direction for Climate Research. Journal of Applied
Psychology, 87, No. 2, 220-229.

Sila, L., (2007). "Examining the effects of contextual factors on TQM and
performance through the lens of organizational theories: An empirical
study". Journal of Operations Management. Vol. 25, Issue 1, p.p. 83-109

79



Simard, M. (1997). Workgroup's Propensity to Comply with Safety Rules.
The Influence of Micro-Macro Organizational Factor. Ergonomics, 40. No 2,
172-188.

Stradling, S. G., and Parker, D. (1997). Extending the Theory of Planned
Behavior: The Role of Personal Norm, Instrumental Beliefs and Affective
Beliefs in Predicting Driving Violations. In: Traffic and Transport
Psychology- Theory and Application. Rothengatter, T., and Vaya, E.
C.(Eds.) Pergamon. 367-374..

Thompson, R. C., and Hilton, T. F., and Witt, A. L. (1998). Where the
Safety Rubber Meets the Shop floor: A Confirmatory Model of Management
Influence on Workplace Safety. Journal of Safety Research, 29. No 1, 15-24.

U.S. Department of Labor. U.S. Bureau of Labor Statistics. National Census
of Fatal Occupational Injuries in 2006. Washington, D.C. 20212.

Varonen, U., and Mattila, M. (2000). The Safety Climate and Its
Relationship to Safety Practices, Safety of the Work Environment and
Occupational Accidents in Eight Wood-Processing Companies. Accident
Analysis and Prevention, 32, 761-769.

Wills, A. R., Biggs, H. C., & Watson, B. (2005). An analysis of a safety
climate measure for occupational drivers and implications for safer
workplaces. Australian Journal of Rehabilitation Counselling, 11, 8-21.

Wills, A. R. and Watson, B. C. and Biggs, H. C. (2004). "The Relative
Influence of Fleet Safety Climate on Work-Related Driver Safety". In:
Proceedings Australasian Road Safety Research, Policing and Education
Conference, Perth, Western Australia.

Wouters, P. I. and Bos, M. J. (2000). Traffic Accident Reduction by
Monitoring Driver Behaviors with In-Car Data. Accident Analysis and
Prevention, 32, No. 5, 643-650.

80



Yagil, D. and Gal, I. (2002). The Role of Organizational Service Climate in
Generating Control and Empowerment Among Workers and Customers.
Journal of Retailing and Consumer Services. 9, Issue 4, 215-226.

Youndt, M. A. and Snell, S. A. and Dean, J. W. and D. P. Lepak.,( 1996)."
Human Resource Management, Manufacturing Strategy, and Firm

Performance". The Academy of Management Journal, Vol. 39, No. 4, p.p.
836-866

Zohar, D. (2000). A Group-Level Model of Safety Climate: Testing the
Effect of Group Climate on Microaccidents in Manufacturing Jobs.
Journal of Applied Psychology, 85, No. 4, 587-596.

Zohar, D. (2002a). The Effect of Leadership Dimensions, Safety Climate,
and Assigned Priority on Minor Injuries in Work Groups. Journal of
Organizational Behavior, 23, 75-92.

Zohar, D. (2002b). Modifying Supervisory Practices to Improve Subunit
Safety: A Leadership-Based Intervention Model. Journal of Applied
Psychology, 87, No. 1, 156-163.

Zohar, D. (2003). Safety Climate: Conceptual and Measurement Issues.
In: Quick, J. C. and Tetrick, L. E.. (Eds.). Handbook of Occupational
Health Psychology. p.p. 123-142. Washington, DC: American
Psychological Association, 475.

Zohar, D. and Luria, G. (2003)."The Use of Supervisory Practices as
Leverage to Improve Safety Behavior: A Cross- Level Intervention
Model". Journal of Safety Research. Vol. 34, p.p. 567-577.

Zohar, D. and Luria, G. (2004). Climate as a Social-Cognitive
Construction of Supervisory Safety Practices: Scripts as Proxy of Behavior
Patterns. Journal of Applied Psychology, 89, No. 2, 322-333.

81



RITDIN INNR

Niosh - National Institute for Occupational safety and Health.
http://www.cdc.gov/niosh/topics/motorvehicle/

XVIIth World Congress on Safety and Health at Work. September 2006.
http://www.safety2005.org/english.htm

82



The effect of traffic safety
climate and service climate
on the involvement of
company car drivers in
traffic accidents and
customer satisfaction

SHALHEVET LEIBOVITZ - ZUR



The effect of traffic safety
climate and service climate
on the involvement of
company car drivers in
traffic accidents and
customer satisfaction

Research Thesis

In Partial Fulfillment of the
Requirements for the Degree of Doctor of Philosophy

SHALHEVET LEIBOVITZ - ZUR

Submitted to the Senate of
Technology the Technion - Israel Institute of

Tevet, 5769 Haifa January 2009



This Research is Dedicated to my Father, Avigdor Zur of
blessed Memory



The Research Thesis Was Done Under The supervision
of Dr. Eitan Naveh and Prof. Yossef Prashker in the
interdepartmental Program of Quality Assurance and
Reliability

The Generous Financial Help of The Technion Is
Gratefully Acknowledged

The Generous Financial Help of The National Road
Safety Authority and The Israel Ministry of Science
Culture And Sport

I Want to Thank Prof. Naveh and Prof. Prashker for
Their Devote Guidance along my Studies

Finally, I Want to Thank My Whole Family, My
Daughters Tohar and Hoshen, My Husband Moshe, My

Father of blessed Memory and my Mother Rachel, and
My Brother Lahav.



Table of Contents

Abstract

Chapter 1: Introduction and Research Model

Chapter 2: Literature Review and Development of the Research

Hypotheses

2.1 The influence of administrative practices on organizational
performance

2.2 Organizational climate
2.2.1 The influence of practices on organizational climate
2.2.2  Organizational climate and its impact on

performance

2.2.3  Climate effects on different supervision levels

2.3 Climate interrelations — Tradeoff or congruence?

Chapter 3: Methodology

3.1
3.2
33
34

Research population
Description of the variables
Data gathering process

Analysis level

Chapter 4: Findings

4.1

Checking the research hypotheses
4.1.1 Hypothesis 1
4.1.2 Hypothesis 2
4.1.3 Hypothesis 3

Chapter 5: Discussion

5.1

Conclusions and summary

Page

10
13

14

16
21

29
29
32
36
37

40
40
45
45
47

55
55



Table of Contents — Cont'd

5.1.1 TImpact of climate on performance of workers
working off-site

5.1.2  Reciprocal relations between a traffic safety climate
and a service climate and their effect on
organizational performance

5.1.3 The role of climate in organizations in mediating the
relationship between practice and performance

5.1.4 The place of demographic variables vis-a-vis their
influence on traffic safety climate and service
climate in organizational performance

5.1.5 Summary

5.2 Research limitations

5.3 Recommendations

Chapter 6: Appendices
6.1 The items constituting the measures
6.1.1 Climate variables
6.1.2  Practice variables

6.1.3 Service performance

Chapter 7: Bibliography

57

58

62

62

63
65
66

69
69
69
69
71

72



List of Figures and Tables

Figures

Figure 1: Research model

Figure 2: Relations between safety climate and service climate and
their impact on the degree of involvement in traffic

accidents when the two climates are strong

Figure 3: Relations between safety climate and service climate and
their impact on the degree of involvement in traffic
accidents when traffic safety climate is strong and service

climate is weak

Figure 4: Relations between safety climate and service climate and
their impact on the degree of involvement in traffic
accidents when traffic safety climate is weak and service

climate is strong

Figure 5: Relations between safety climate and service climate and
their impact on the degree of involvement in traffic

accidents when the two climates are strong

Figure 6: Relations between safety climate and service climate and
their impact on the degree of customer satisfaction when

the two climates are strong

Figure 7: Relations between safety climate and service climate and
their impact on the degree of customer satisfaction when

traffic safety climate is strong and service climate is weak

Figure 8: Relations between safety climate and service climate and
their impact on the degree of customer satisfaction when

traffic safety climate is weak and service climate is strong

47

48

49

50

50

51

52



List of Figures and Tables — Cont'd

Figure 9: Relations between safety climate and service climate and
their impact on the degree of customer satisfaction when

the two climates are weak

Tables

Table 1:  The nature of relations between the two climate types
when they strongly influence performance

Table 2:  Analysis of the research factors in regard to climate
variables

Table 3:  Division of research units according to degree of
congruence

Table 4:  Correlations among the research variables

Table 5:  Regression analysis of the variables from the model with
the dependent variable “degree of driver involvement in
traffic accidents”

Table 6:  Regression analysis of the variables from the model with

the dependent variable “customer satisfaction”

52

26

34

39

41

43

44



ABSTRACT

The research described here presents the application of organizational theory to

the phenomenon of traffic accidents and its relationship with service in organizations.

The research explains organizational behavior by the climate approach and tries to

understand workers’ behavior when they are far from their organization’s control and

supervision.

Over the past 50 years occupational traffic injuries and accidents have received

minimal research attention, whereas the issue of traffic accidents has been studied in

depth. Occupational traffic injuries are a widespread phenomenon, especially in courier

and delivery companies that base their operations on the drivers who supply the service

that the organization aims to provide. The drivers are the main interface between their

organizations and their clients. This is the reason why it is so important for

organizations of this type to ensure that their drivers are trained to avoid unsafe

situations on their way to customers.

Traffic accidents when caused by workers are considered to be job accidents. Job

accidents are especially damaging to organizations whose business rests on a car fleet.

Damages to workers or vehicles caused by traffic accidents can, for such organizations,

be very expensive and demoralizing. Vehicle accidents are among the leading causes of

on-the-job deaths in the U.S. and the U.K.



The area of traffic accidents from an organizational point of view has rarely appeared

in the literature and has almost never been studied from the organizational behavior

perspective. In transport literature, research has dealt with how to prevent traffic

accidents and it has usually referred to individual drivers, road and car design and

engineering, and on national road accident levels, but less related to the

organizational level. In the literature on organizational behavior some research that

studied job related accidents can be found. This has mostly been examined as a

phenomenon occurring within the organization’s “four walls” and less outside of

these “walls”.

One popular literature area that has dealt with this issue is climate literature. This

literature asserts that more than one climate can be found in parallel in an

organization (or one unit of an organization). It does not, however, discuss the nature

of the relations among the various climates although it makes mention of the fact that

work factors that concern two different fields (such as safety and productivity) can

compete with each other.

Two such climates are dealt with in this research: Safety Climate and Service

Climate. Safety climate is defined as the perceptions of workers of their

organization’s policy, procedures and performance with respect to traffic safety while

service climate is likewise defined as the perceptions of workers of their

organization’s policy, procedures and performance with respect to service. Climate
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aspects, which we analyze, are climate level and strength. Climate level describes the

relative priority signified by the group perceptions (low to high), whereas climate

strength refers to the amount of consensus concerning climate perception (weak to

strong). It is known in the literature that the consensus (or agreement) among workers

about the relative priority of safety (or service) can affect the ability to predict the

relationship between the level of climate and organizational performance.

The research model’s aim was to investigate the relationship between organizational

traffic safety practices and service practices and their impact on traffic accidents

involving company workers and customer satisfaction, as mediated by traffic safety

climate and service climate. The second aim of this study was to explore the

relationship between safety climate and service climate as reflected in the rates of

organizational performance — workers’ traffic accidents and customer satisfaction.

Accordingly, three hypotheses were tested. The first one postulated a negative

correlation between traffic safety accidents and the amount of traffic safety practices

applied in the organization. The second hypothesis suggested that traffic safety climate

functions as a mediator between traffic safety practices and traffic safety accidents. The

third hypothesis dealt with the possible nature of the interaction between the two kinds

of climates on organizational performance: can it be described as tradeoff relations or

as congruence relations?
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To check these hypotheses the study was conducted in 56 units from three companies

spread all over the country, whose primary operations sector is service provision

outside of the organizational building (e.g., deliveries, customer transportation or

technicians services). The three populations that participated in this study were fast

food organizations, local authorities, and the air force.

The measurements from the 56 units of the three populations included, as the

independent variables, traffic safety practices and service practices. The information

about these variables was collected from the company units’ managers through

questionnaires. Traffic accidents and customer satisfaction functioned as the study’s

independent variables. Traffic accident data was collected from the organization’s

insurance company reports and from the Ministry of Transport covering three years

(2000-2002); customer satisfaction data was collected through questionnaires

completed by the customers of local authorities and the air force only. Traffic safety

climate and service climate were mediation variables gathered from the

organization’s drivers through anonymous questionnaires. Validation of managers’

and drivers' questionnaires was done by interviewing and checking versions of the

questionnaires.

The analysis of the data was conducted on the unit level by using SPSS and SAS

software. The procedures included a hierarchy analysis of the data, which took into

account the nature grading of the data.
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The results described here bolster the research argument that organizational climate

affects organizational performance even if workers are far from their organization and

that these two climates, which co-exist in a specific unit, can interact and affect

organizational performance in several ways. In particular, we found that the traffic

safety climate level (but not strength) and traffic safety practices have a negative

correlation with the dependent variable, traffic accidents. This means that the more

the organization climate level is high and the more the organization implements

traffic safety practices, the less its workers will be involved in traffic accidents. The

research did not find a mediation role for traffic safety climate or service climate.

We also found that the more the organization implements service practices, the more

its workers will be involved in traffic accidents. The interaction between traffic safety

climate and service climate was found to be a factor affecting organizational

performance in two kinds of ways: as a tradeoff and through congruence, depending

on the climate strength. When there are two strong climates (traffic safety climate and

service climate) in the unit that are both high, traffic safety performance and service

performance will be impaired. On the other hand, if one climate is weak, the

congruence can be seen. In the situation when both climates are weak, predicting

performance becomes much more difficult.

The results obtained in this study lead to a number of recommendations and

implications. The practical implications that have emerged from this research are that



managers, by virtue of their positions in the organization, have the ability to monitor

their workers, even if they are working off site. They can supervise by using the

climate mechanism, which can affect workers’ behavior even from afar. By

measuring the level and strength of the traffic safety climate, organizations can plan

the resources they invest effectively. When managers have to decide where to make

financial investments, it is important that they know that by applying the appropriate

climate they can help enhance workers’ attitudes about traffic safety behavior and

function.

Furthermore, managers can take into account a number of job factors that potentially

can be traded off against each other and adjust them to work simultaneously with no

damage to their unit performance. More specifically, managers can adjust the

demands they make upon their workers to act in accordance with service quality

while also making them abide by traffic rules. In addition, the amount of agreement

among workers regarding the two kinds of areas that play an important part in their

daily work lives, must be taken into account. It is not enough to implement traffic

safety and service practices in order to raise these climate levels so that they improve

performance. The strength of the climate must be considered, after which managers

must act accordingly. Another recommendation this study makes is to continue

researching the relationships among different kinds of climates in organizations and

the effect these climates have on workers working off-site.
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Beyond the enormous benefits that organizations stand to gain if they apply the

research findings, there are also limitations that have to be considered. One of these is

that this study gave equal weight to all the traffic safety practices. In order to check

the exact effect of each kind of practice, there is a need to study the different impact

that each safety practice has on traffic safety behavior. Another limitation is the

timing of the research data gathering. Whereas the climate data was collected in one

session, traffic accident data was drawn from an extended period (three years).

Organizational workers’ turnover must be taken into account in order to assess the

effect of the variables accurately.
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