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Abstract
A Study on the Influence of Job Satisfaction and Organizational

Commitment upon Service Quality of Food and Beverage

By Park, Rae-hyung
Department of Tourism management
Graduate School of Business Administration

Cheju National University

The rapid development of hotel industry extends many opportunities of making

a choice of hotels among customers. Meanwhile, all hotel managers will not

survive unless they adopt and adapt more aggressive strategies than they used

It 1s absolutely necessary ‘for them to define new  strategies with respect to

site  selection, quick service, pleasant environment, reasonable price of

commodities, quality of service, hotel appeals, mess—hall beauty and fulfillment of

customer wishes and others in order to lure every businessman and tourist alike.

This study aims to probe into the human relationship affecting hotel

business; that is, relationship between hotel accommodations and its service and

how to consolidate partner relationships. Especially, we placed the main focus on

the employee engaged in the food & beverage service business with respect to

their attitude, behavioral pattern, aptitude, morale and so forth. In that analyses,

we demonstrated how to seek the alternatives to enhance their commitment to

dedicate their service toward the improvement of the hotel business.

We employed two different approaches to the subject in hand, theoretical and

practical.
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On one hand we have investigated job satisfaction, willingness to participate
on the part of the employee and the quality of food & beverage service in
theoretical aspects. On the other, we conducted a survey as to real-time activities
of the employee using the theoretical background, in the attempt to set up a
model of research and a hypothesis. And finally we have made a review on all
of these.

To accomplish these purposes, 300 hotel F&B customers in Jeju and
Chung—-nam were given questionnaires of which 230 were returned of which 220
were used for empirical analysis.

These analyses have been made based upon the Statistical Package for Social
Science (SPSS for Windows Release 10.0). For Hypothesis 1, we made the
Correlation Analysis, and further the Multiple Regression Analysis for grasping
the relationships between these variables. For Hypothesis 2 & 3, we made an
inquiry regarding differentials with the aid of T-test and Oneway ANOVA.

We summarize the results as follows:

First, with respect to the attitude towards the job and organization, statistics
show that there are significant differences according to sex, job positions and
regions.

Second, with respect to the conceptions they embrace towards the food &
beverage service, there is no difference between sexes, while some differences in
the aspects of assurance and responsiveness/empathy according to job positions,
and great differences in the aspects of assurance, responsiveness/empathy
according to districts. And further with respect to the quality of F&B service,
there are significant differences according to the careers and the grade of hotel
class and also to the ages and the level of salaries.

Third, Between the attitude to the job/organization and the quality of F&B
service, there are frequently high degrees of correlation (r>0.4). The higher the

willingness to participate in the organization and job satisfaction, the higher the
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quality of F&B service in the aspects of responsiveness/empathy, tangibles and
reliability.

In the aspect of assurance, there is a close relationship (r=0.58) between the
attitude to the job/organization and the quality of service. As regards the
willingness to participate, there is a great deal of its influence towards the
quality of service. Especially, the feeling of job satisfaction tends to greatly affect
the quality of service in the aspects of responsiveness/empathy, tangibles and
reliability.

This study, however, has the following limitations.

First, the survey has been polarized, which fact might bring about unfair
verdict. Accordingly, we must expand our horizons farther into every grade of
hotel class and regions henceforth.

Second, with regard to the parameters as to the attitude toward the
job/organization, we should classify them in more details to grasp the effect of

each parameter instead of generalizing in -a. single item.
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