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[3£ 2-6] w5&A AAAA (9 3FA)
3tz | Raymond<] (2007) John®] (2007) Frank$] (1997)
&
1. 294 &4
Bon| Lmssan A7) (Need Assessment) L eman BA
' - A5 E4 (job analysis) '
B3 =T =10 A%
24 | (Assess needs for : (Assessing training needs)
9 ning) -7} 124 (personal analysis)
T training EABA
(organizational analysis)
2 ==y AA
i 2. L&A F F]
(Ensure readiness ) .
.. (Preparing the training plan)
for training) 2 WEZZ Y
L (Developing training program)
8
= -3387 24 S SEE SR TA S
= o e (Specifying training objectives)
3. AF T2 P o
] environmen
A E 4, ALz A
2 _ SR N= A 13 o ..
(Plan training - ( Designing the training
(development training
program) ; programs)
7 material) 5. Zolura MA
ul
= (Selecting the instructional
WE-HEAl A A
s K § W methods )
Al (choosing training method) 6 1872 9
4 T8N . .
(Completing the training plan)
(Implement
SN
training program) 7 aEdA
(Conducting the training)
8 WHH7}
(Evaluating the training)
5. WA} Hrb
B v i 3, %7} (Evaluation)
valuate results . B valuation _ ~
B% . : 9. AFuE A2
of training) . .
(Planning further training)
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[3 2-8] A5 w{FEZZ 03 (AA])

A= A
o)t}
A3 FEY e

ng T2

General
Employees
ALRl

Team
Leader
zol

Assistant
Manager
S xol

Manager
x|l

Department
Head

EES

Executive
Committee
297

©2|9HE| 0] 4 (ORIENTATION TRAINING)

Q2|HO|M (Hyatt on Orientation)

SFQFE Q| &2 (Hotel Orientation — Touches of Hyatt )

2f(Hotel Orientation — Corporate Strategy )

=

=

=

=

=

=

| & (CORE TRAINING)

sy
DEIL 1] (PDP)
A

(Hyatt News Network (HNN) )

e (7|&)Service Excellence I

2H
2HX2| 7|& (Service Excellence II )

THof 7| & ( Service Excellence III* )

20| Z|Cf s7t8}7|( Service Excellence IV¥)
C

IJAZE (Gold Passport)

2m|2t 1& (Opera e-learning**)

XX | XX [X|X|[X]|Xx

XXX | X[ X|X[X]|Xx

XX | XX [X|X|[X]|XxX

MEAAR WS (Taleo Training****)

Learning Management System Training****

X XXX | X[X|[X[X|[X]XxX

XX XX |X[X[X|[X|[X]|Xx

N XXX | X[X[X[X|X]|X

MEf = 2 24 (Optional Modules)

>

x

x

2291 HAFE W|(Online Computer Training)
X

x| 2 W2 (SKILLS TRAINING)

E=S
12
|>
Y
El
Ho

(Reservation Sales Training**)

|>
_E_|
2
»©
|>

] (Spa Reservation Sales Training**)

x
ne
X
r
Ho
Bl |my
Ho

(SMART Selling I — Sales Administration** )

£
a
E
o

(Convention Hotels only)

o 4o

S (Task Breakdowns on The Information HYway**)
2

07tX| ABHCEE WS (Food & Beverage To 20**)

nx

07tX| ABHCIEW] (Rooms Top 20**)

[ S B

N | ro [FU R

_E_\

07HX| ABACE WS (Spa Top 20%)

X X | X[ X|X|X|X]|Xx

X | X[ X[X|X|X|X]| X

X X | X[ X|X|X|[XxX]| X

X | X[ X[X|X|X|X]| X

X | X[ X[ X|X|X|X]| X

X | X[ X[ X|X|X|X]| X

L)
m
=

11§ (LEADERSHIP TRAINING)

A|ZH2t2| W €( Time and Task Management0

Balanced Approach to Managing

D HEIE MA|XR 8 (Performance Development)

AR LA 0| AZ WL (Basic Communication Techniques)

X | X | x| X

X | X | x| X

X | X | x| X

X | X | x| X

X | X | x| X
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|#= 11 & (Hyatt on Skills Training) X

12 [E
1]
>
N
o

o
N
=
=

d & (Competencies Overview ) X
|

|
oy
10

7| (Hyatt on Group Training)

kU

o

LA AY (Managing the Business )
Z

[>
Y
a
o
[
0
=
>
«Q
(%]
=
&
NEIEIEIEIE

2

o om foo [T ot o
2
2 |

2l W (Selection Interviewing)

XX |X|X|X|X|Xx
XX |X|X|X|X|Xx
XX |X|X|X|X|Xx

a
2
]
%

! W8 (How to Conduct Meetings)
S (HARVARD MANAGEMENTOR (HMM))

o
re
3]

E
In
1z
4

o
=2
r
)
N

(Coaching

X | X[ x| x

Focusing On Your Customer)

as
s

2

B R
| o
T
o

(Budgeting)

XX | X|X[X]| X

2|
=
Z (Financial Essentials)

2
o
N

XX [X|X|[X]|Xx|[Xx
XXX | X|X|[X]| X

2 (Running a Meeting )
22|
A

XX [X[X|X|[X]|XxX|[X

m

m |2
om

Z (Leading a Team)

fa
g 2ztol mg

0

Z

Managing Your Time X

Managing Workplace Stress X

Assessing Performance

X | X | X | X

Managing Upward

Capitalizing on Change

Delegating

XX | X| X|[X]|X|X

Making Business Decisions

XX | X| X[ X|X|[X|Xx
XX | X | X|X|[X|[X|Xx

Negotiating
2lo|MlA S2& W (LICENSED TRAINING COURSES )
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ABSTRACT

The effect of training for hotel employees on job satisfaction and
customer orientation

- Focused on Deluxe Hotels in Jeju

by Jin-Hee Kim
Department of Tourism Management

The Graduate School of Jeju National University

Business environment in modern society 1s changing so rapidly that
companies look for adequate strategies to adjust this ever changing
business environment. Training can never be too important as a critical
factor for a timely adjustment and correspondence to the rapidly
changing business environment since it contributes to customer
orientation.

Compared to other service industries, the hotel business is highly
dependent on human resources and it is certain that the most
important asset are people who deliver the services directly to
customers.

The purpose of this study is to theoretically identify how training at
the workplace influence the job satisfaction and the customer

orientation by studying the type of training such as:
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‘'performance improvement training,” ‘on the job and off the job
training,’'safety training’ the above are core concepts of HRM(Human
Resource Management) in the hotel industry.
For this analysis, a questionnaire survey has been conducted for 300
employees 1n 7 local hotels. The response rate was 96%, 280
questionnaires were returned. 13 were dropped due to missing items.
The raw data consists of 267 completed questionnaire.

For a wvalid analysis, and factor analysis, the Cronbach’s « reliability
test 1s used for extracting reliable and valid wvariables. Multiple
regression analysis 1s used for testing the effects of training.

The following is the summary of the empirical study results.

1. the effect of training on job satisfaction and training satisfaction is
positive and significant (at the 0.05 level) as predicted.

2. the effect of training on customer orientation i1s positive and
significant(at the 0.05 level) as predicted.

3. the effect of job satisfaction and training satisfaction on customer
orientation is positive and significant(at the 0.05 level) as predicted.
The subsequent research should consistently improve the quality of
the study considering following limitations.
First, the subsequent researcher should introduce various variables
other than the ones used in this paper for the generalization of this
research.

Second, as only two hotels in Jeju have a training department as

separate department and a plan for regular training courses, the
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difference of employee training satisfaction has not been identified
between the hotel who have a training department and the ones which
do not have one.

Third, there was a positive result on job—satisfaction effected by
training  satisfaction and customer-oriented mind effected by
job-satisfaction. However, guest-awareness which can directly influence
on business success has not been established as there was no survey
for guest or collection of guest comments which is essential in order
to analyse customer satisfaction.

Subsequently, it should be really visible that company should invest
into training programs if there is a study that training program such as
up-selling and sales training course contributes to tangible increase in
revenue.

Today customers are demanding high—quality product and services. As
a result, employees must understand how to monitor and improve the
quality of products and services. For this, training plays a key role in
helping companies to meet these challenges. All companies need to
train employees to develop their job skills and knowledge, which can

influence on job satisfaction and customer orientation.
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