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0°707 NM2YIA A1 NN 7912 PR MPPURID2 TM9N 1N C0n NYOHRa DYT72WA NN
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Prussia et al., 2003; Mearns ) M7°02 °¥I¥°2 5 ¥°0Wn ML 2°9PK 3 KXN1 NNYaT 2I7n2
o™ pnn Doon2 (et al., 2003; Veronen & Mattila, 2000; Pidgeon, 1999; Simard,1997
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(M Wi 2°%PK ,7M2YN2 MY DO9PR) D°ONNAT DINWNHT .0DNNAT DINWHM 29N 07190
nTRY a7Tm 92 YW (rwg®) NrImII/anoan DT DR I 2O9PRT N0 OvRImn DR 3T 1990
w7 W (Zohar & Luria, 2004) 0°9PX N1 X212 1915°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
77102 0P DINIXNPA DT 0237 03 NONPAR 7310 7207 NAWORA ,DQOPRT N0 DW VRN Naun
TXI2P 90 TIN2 NPINMAITT DT APTAI YXINN 2WANTY 5O I NI BV LT DO9PRY YAl
°opR™ "T2yna mmva o9pR" -oanwn (James et al., 1984) rwg Coefficients nyenxa
James et al., ¥R Y5120 %5 DINWHA NMINWS YW I7°NR MAPONT ¥ 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 102 WR M7 AR 2°9910 WK 2°Ipnn 00707 Moo O9IR
TR P rwg 172 M7 YW 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
-2 D173 TV 32 WR MM MIT IR 92 5 DIINIP 23T ML W 7300 R°7 NODI 17120
NRYIT 07708 DOVDWHT Q2INWA 1927 DO9PRT PN 172 DOWRT PTINA A0 AN W 7wD 0.7
SIRIR DOHPR D27 DW IDI02 0P 02 QUIRIR DWW AR D17 2100 W7 P Y Mhva M7
TTRY ORW ST IR DO9PR NOYA KON 7MW 102 70 rwg>0.7 W TR Twa vd X v
MO0 R N1 % 1271 ,%"17 XY L(Lindell & Brandt, 2000) 79°77 %Y 07°¥n PR 7 AweIT12
PIINCIA PRI TN AT PR A% WK N2 W MR WR YOI X MW MIT0AT RWIA
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 0IMIT NRT MIAY 9K 020w CIW2 WATIT TIVAN 79111 700077 DT D20 WK
TINWAY A0 MAWNA AnpPRl TWRD 0VOCLYD 2TINNT DX YA PNNRT NU01RNINA MT
- mwaowmna ,0.72 - NIPLAT IN2 7R0070 TINWR MY 11°XAT 10050 DT O3 YN

.0.88

TR 922 NO0IT DTN 92 Pnna NMdNNWRT M7 NP nuen (3 ahav) ORaT 7202

(MY Mnv2) 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 ma) ICC2** (mnre 70 ey p 3ma) ICCT* 71 21w MyEnaRa T 1IN

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

110919°2 2°onIN PR 20 LaaRnaa 0.754-1

DT DA YXIMRT MIaan

0.343 "mw 2o9pR" JInwnT My L IRRNa2

.MM NP2 SHDPVYVDT MIN°I? DN»NI?

MSB - MSW

ICC(1)=

MSB + (K -1) * MSW)

K * (ICC(1))

ICC(2)=

1+ (K = 1) * ICC(1)
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pnea M npera 4.1

11¥°2 .SAS-1 SPSS N0 MyxnaRa 2°mIN1 WX Pnan Mvwn 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 P 90 (M99 MY LAYDRIINT NPT LAPI0N NRY) MW M 9% 2°hNIT YW Novann
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 0°2727% MO NI TN LA NP2 D207 WORN 71 27 9D By mnl .(Raudenbush, 1992
O°2977 MNRN 7INWH NR 2°279n7 HLM 70737 "Ml .nrooowa 1°2 2°97202 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 (*)

MMPLAT MPPYPID AW MIPAAM NPRT2 DKM 15072 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

T7N2YN2 MITPLAT DOPR DT TINWR QY P OPhW ORDR DYAD R¥NI MTWI MpLpoo

TR¥NI TMAVNY MIMYaT 2°9pR 1Y L(p<0.1) a7 MW 20pR 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 Mpram NN MPpoa NEY MPaw 1722 MW 0°9PK DA77 P2 2210 OXND R¥N]
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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 521021 701 PWS DPIARD PR LYXIMNT 0Op730 X a0
(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) 77P20 CINwn DYDY 1A% 771122 Mnuan 20PN
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
VXN D93 77027 CANWR OV WK LTI W DWW OV Paam c2N ORNA HYAD XY 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 oxRNM HYa0 R¥A1 "MMPoa N A" anwn .1"pY MNRN2 2°AI3T MAwn
MPI2M DT 73901 PW NPIARD P72 YW PRNT NIW 1907 OV D°PT2IT DWW YXIANT 090 oY

p<0.05 5w

-HLM-11 577 °9 ¥ 7907377 NRXIN
07307 ominta JHLM-1 970 59 5Y 07370 MIREIN Nxw (6,5 'on MIR?IAW) NIRAT 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 1m0 an PR w0 1001 X9 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 nIRIYR Y nIRTYR M
n=56 n=35 7'"naa%m 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 M2 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
7M2YN2 MY DO9PR 1.82(0.85)**
rwg MY D opR*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 /) 772N MRt 2°9PR NRW 35,990 L(MIPR PIXT MYaw /) 0°577 MRD MY 1)
N MY AW /) 29377 MNRN PAIRT O30 MANPA NP 72,700 TN a0 (MWD 2O9pR
79°21 N R T (Mpon
AT 4 972 - (2077 MNRN2 DO M2MPR NPW) NITPYAT S3IX0Y Y12 TWRIR T TIWwn
3w NR (p<0.01) Prawa 19INA DRI T2YN2 MITPBAT DO9PR NP0 9D R¥N1 5 'on ahava
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 MRAWA 7T KW 790077 DTN MW 2O2PR NN D R¥AI 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 72 NYOWRD YA TIYWhaT 0D MIXT? N1 6 'on 19302 yomna 4 D7imn

CIRWIR RD MY N0 MYCAW SR MW IR DY MTWR 07PN

2 'on aaywn 4.1.2

77202 MNP MIPLRPID W W WY P2 OHhW WwR RN T 7wwia
YWY 93312 IR (MP27 X NP AR /) 22377 MARND TR N1 MNP Ny (Mw:/)

MINRNA AR 3T MNP VYW 75,700 N (M wi /) 7Mayna mnevan Npupas awe
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QOPR NN TINWNRT T DY INNND RN AT WP N R an (Mpha N nvhaw /) 00007
77 (M1PWR /) TMaYN2 MM MPPURID W MWW 93D 12 PR A7 (MW /) Mtvan
TPW T MAPYY N MR AN (MR /) A72yna Mnuan PR 1T 7o N T
2797791 ,301 TR 7 (MP2 XD MYeaw /) 0°977 MINRN2 NIRRT 313 N2

MY MPPBRPID DW° YW AW WP TN HW UPOR 0P RY 0D R¥NI 5 'on 77202 YN
MMy NP 0D RXA1 LIMNIAVN2 NINPLAT Q9PR TINWR MYRARD NINCWAT VIR HY avna
mMp uPan DWW NYW TINwn MyenRa (p<0.01) p7am 19IR2 12217 0°1 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 1A% 5712YNA MINYaT MPYLRPID

D°AT1 N7 MPW PR MW MPPURID DWW PO PR WP VAT 932 R¥N1 OMIT R¥NN
nR (p<0.05) 27217 19X K27 N1 %3 R¥AI — MW DOPR DT TI0wn P02 0°077 NINRN2
(4 57) MTWR MIPPLRID DI WY TINWR MYXARD °77 MNRND 203N MMV 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 nava 1ovn
mMP2I TIXT MYy aw DR X217 10°1 8D .4 970 92,10 10 MW Ik 2% (71avna mntuan
SN UPOR KDY OX (MIMPVT IR) MW MNP UPID DWW NV NIYINRI

AT TIYWA AWWIR R 03 X1 70000
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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 (MW /) MMY "3Xea oy Twn 777 1123
12 IDIR ,DOOPRIT 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 7wwn)Te°2 N MAax (7M2YNa MPuan /) 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 R7) MINCI? 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 anvewm MW n’bpm aM2YN2 MNPYan D’bPN 72 2% 2 X
QPN D’D’bPNT[ 21 AWRD 0°277 NMNINN2 NIAMNYA
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 MINPYAT 2O9PR 12 200 DR XN 2 X
7712VN2 NITPRA D°9PR 12 2¥A2 0D 1PRAAY NP AT XN 0O 2°RORPRT NI WK 09077 MIIRN2
DOPR 0772 0°23M DRI I3 K17 D907 MINRN2 M2NWAT W L0123 MW 2O9PRYT 123
7712YN2 MMPY2T 2°2PR 072 0°23¥12 %0 NIRIY 1071 10 1D .2°11 MW 2°7PNRY 77112vN2 NINPuaT
TWRR N 79101 2°377 MIIRN DOATIT MANWA DTN PV TN W TAX MWA 29PR il

.07T123 DOY9PRIT W WRD

MW DY aNYOWT MW 2°9PKRY 7M2YN2 NINPYAT 2°9PR 12 2% 13 Y
WO MW QPRI PIT 72N MY 2°9PR IWRD 0°077 MIIRN2 NI2MYn
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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D MIRT? %1 A7 R . wHT MW 2O9PRY PN 77112802 NMMPRaT 2°9PR WRD 0°007 MINRN2

,0%0%1 MW 2°9PRY 7712vN2 MITP1AT 2°9PR 072 0°2¥12 0°577 MIIRNA 29371 MAMYR 1w

. TN MW 2OHPRY M2 7112V NINPLAT QOOPR - 12 X101 AN
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P10 MY n’bpm wHn AM2vN2 Mmwan D"?PN AWNRD 0°297 NMIIRN2 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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MNRN2 MAMYAT NP (T RIT WK 77 T2 MPWT 29PK WK T71) MIAX XIT AM2WWN2
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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
NI 072 22287 AR TN R MW 2O9PR 02 0°2X¥12 NP A3 MMIPY YW NEOT Myhaw

.TIMI RIT T2YN2 MITPYAT Q7PKR WRI XTI 17 287 191 M

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)

Low safety high service rwg

e High safety

5
.- Climate
g 2.5 1 level

.- ---m--- Low safety
Climate
level

Low High
Service climate level

PXY MY AW DT DY QNYOWM MW 2°9PRY 7MAVN2 NIPLAT 29PR 12 D00 ¥n 8 N
TXT MY W %D AR T 2XR2 P MW 2O9PRY WO AMavNa MimPvan 2O9pR WRD mIpon
INP190 10 LTI RIT D2 DO2XNN TWRA M3 KT MW D9PR 002w 222812 NV 3723 MIMpa

LT3 RIT WRA TI23 RNT IN2YN2 NIRRT DO9PR WRD AN M3 PIXTT NMYaw 0D 1°1aa°

NIYS AW N7 SV anyOwm MW 2°9PRY 7712VN2 NPT 229K 12 2°0m° 19 X
DOWON QOMMOPRT V1Y IWRD ML ¥
Figure 9: Relations between traffic safety climate and service climate and the
effect on customer satisfaction when two climates are weak (include intercept ratio)
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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.

VII



