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xAo] UF ANA BYOR ofs|sty mekA Hge] EAske) B SlAE
B Aol Z4e] B85k 2o Kanter(1969) %4398 A% 2,

i
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Holo R Penley & Gould(1988)= =dl3 EH9l 494 =9 bz E9o=
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2904 BY | FAMA AN 2 5 U= 1A 4P
Staw & | g e | O FHE Ad 2Aole 3% $A4 £E 240e 43
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AA E9](affective commitment)< ZZ o thale] FA Lol =7

rir
>
ot
2

47) Kanter, R. M. (1968). Commitment and Social Organization: A Study of Commitment Mechanism in
Utopian Communities, American Sociological Review, 33(4), 499-517.

48) O'Reilly, C. A,. & Chatman, J. (1986). Organizational Commitment and Psychological Attachment: The
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52) ZEA2004). AA=E.
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54) Organ, D. W. (1994). op. cit, 465-478
55) Smith, C. A, Organ, D. W., & Near, J. P. (1983). Organizational Citizenship Behavior : Its Nature and
Antecedents. Journal of Applied Psychology, 63(4), 653-663.
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56) Organ, D. W. (1990). The Motivational Basis of Organizational Citizenship Behavior. Research in
Organizational Behavior, Vol, 43-72.

57) AFE(2003). AA=E.

538) Organ, D. W. (1983). Restatement of the Satisfaction-Performance Hypothesis. Journal of
Management, 14, 547-557.
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A2 AN 2 gEe] Jdat el gt A ske] Kats(1964)
= AN A TS 24 HollA 2AFAAAEY FAsHAE 1235t AR -F
o) T8 AP Loto drfa B3 ). Smith, Organ & Near(1983)
= 24 oa A" AFRAE Ho " 2 FAAde] ArAEd A=
A, 229 A HAAA L o8] HAE X ok AN 99 dlFoldal 33
oW, Organ(1988)2- A Al&e] Fwom T2 24 Ql BAA| 2ol oafr ¥ 24
ojAY APAom QAHA FAE Ao BEAH e THgE A TAHAY o
o 9 gsoletar Aottt o] FAH1998) = XA Td9Y A Aol
o oolyd Pes 7FHE W= F34d 89S g ok drha vl 2AA
5o T4 Bt Smith, Organ & Near(1983)+= ©]El8]-s(altruism), &
(generalized compliance)2.¢1-8- 43213 Van Dyne, Graham & Dienesch(1986)+=

/4 (loyalty), #&(obedience), %o (participation)&}a. T34t Organ(1988)2 ©|

EFl 5 (altruism), %4 3-5(conscientiousness), ool & -5(courtesy), Al AA (civic
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H]—/\],E]—H =5
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virtue), ~EZ=WA(sportsmanship)®] Tl 7FA] 2918 FAEY oW Podsakoff,
Mackenzie, Paine & Bachrach(2000)% ©lE}8)-&(Helping behavior), ¥ =74
(sportsmanship), &*d 85 (organizational loyalty), Z%)<~8(organizational compliance),
7N 91<€ A (individual initiative), A& (civic virtue), AH7]A L (self development)-S T+
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62) Bettencourt, L. A, & DBrown, S. W(1997). Contact Employees: Relationships Among Workplace
Fairness, Job Satisfaction and Prosocial Service Behaviors. Journal of Retailing, 73(1), 39-61.
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Smith, Organ & Near(1983)632] A5-2Z A =

S A A Ao A U B9 AR ASPYE YT Ao=
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e 24 Wl 7AYES TR v F4AY WA dHE w=dH A

Van Dyne, Graham & Dienesch(1986)= ZAAWYE2] FAHRALAE FA
(loyalty), <% (obedience), Zo](participation)= E3 ¢ 21, Organ(1988)642 9]
B}l 5 (altruism), 94! 8% (conscientiousness), 49 35 (courtesy), AW A A (civie
virtue), &~2X¥ =W (sportsmanship)®] 57F4] 39 AHUES €3 J=d ol %
AXNH BES 7P 208 whdetal Yvkal shlvh

2ANDDES] THLAS B ATAEY FLYNE WA <E 2-8>3% 2

63) Smith, C. A., Organ, D. W, & Near, J. P. (1983). op. cit., 653-663.
64) Organ, D. W. (1983). op. cit., 547-557.
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Podsakoff, Mackenzie & Bachrach(2000)66)%= Organ(1998)3} Van Dyne(1994)
o] =oE FHAHoR AxHFoZMN Organe] 73 ol EFd) & (altruism), ¥4
3“5 (conscientiousness), | 2] 8 (courtesy), =¥ =W (sportsmanship), *] % Y
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&7 szl g AL Est4 Zol& agd A5 Fdqstd =, A5-2 4
= A 9% A0 BEE B4 Aoz ols] AN WA ES] Al &

o,

A

ki
==
il
BN
N
>,
-,
o2,
o
2,
=
&
re
-
(i
2
09:'9
_>./I
Y
ko

>~

FdEo] Mz tE2A AL ojof e wEt o Ay 2AANYgF] FAHAs
2ZA =A% (loyalty), ©lEF8) = (altruism), %4 3 %(conscientiousness), A7) 7l

-5 = (self-development), t <134 3% (relationship) 8] BFAl 7}x] 2 AE A A 8
At

1) &4 35 (oyalty)

zA e YT F444e d=E3 x| A|(loyal boosterism), 4 E4 4l (organizational
loyalty), &9 A& (spreading goodwill)¥} *74 B Z(protecting the organization), 3%
A A(endorsing), *H(supporting), ®ol(defending) 522 -4 Ar}.68)

Graham(1986)¢] A-1-olA= 9 U d53 AN=2g dTdlsS st 54
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ABSTRACT

A Study on the Effects of Trust on Organizational
Commitment and Organizational Citizenship Behavior of

Hotel Employees

— In Two Different Hotel Managements —

by Ik=Joon Cho
Department of Tourism Management
The Graduate School of Cheju National University

Hotel business depends on human resources, and this labor-oriented
industry sets goals through the interaction of members of hotel organizations.
Within the rapidly-changing hotel management environment, organic
interaction and active cooperation among the members of a hotel staff are
indispensable. In order to achieve this kind of interaction and cooperation,
their trust in the organization should be a prerequisite.

The significance of trust within organizations has been expressed by both
researchers and practitioners. Trust is the backbone of "esprit de corps”
among organizational members. It provides hotel employees with initiatives
and commitments toward getting their goals, and enhances organizational
performance, such as productivity and profitability. Trust consists of three
types: trust in coworkers, trust in the organization, and trust in supervisors.

Organizational commitment has three major components: a strong belief in,
and acceptance of, the organization’s goals, a willingness to exert considerable

effort on behalf of the organization, and a definite desire to maintain
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organizational membership. Employees are likely to exert effort, and contribute
to organizational effectiveness, as a means of maintaining equity in their
relationship with the organization.

Organizational citizenship behavior(OCB) refers to employee behavior that is
extra-role, that promotes organizational effectiveness, and that is not explicitly
recognized by an organization’s reward system. It is widely believed that
organizations could not survive unless employees were willing to occasionally
engage in organizational citizenship behavior.

The purpose of this study was to review earlier theoretical studies on trust,
organizational commitment, and organizational citizenship behavior, and
examine the relationships regarding trust, organizational commitment, and
organizational citizenship behavior in hotels. This study also focused on
researching the differences in the relationships, as they relate to those three
factors, between employees of chain management hotels and local hotels.

The analysis data was collected by a questionnaire survey from October 5
to October. 26, 2009, and a statistical analysis was executed. The data were
collected from a random sample of all employees in two deluxe hotels which
are owned by the same company.

The following is the summary of this study. First, trust has a positive
influence on organizational commitment. Three types of trust exhibited a
significantly positive influence to organizational commitment. Second, trust has
a positive influence on organizational citizenship behavior. Three types of trust
exhibited significantly positive influence upon organizational citizenship behavior.
Third, organizational commitment has a positive influence on organizational
citizenship behavior. Fourth, the two types of hotel management (chain
management hotel and local hotel) are influenced differently by those factors.

The results of this study generally supported the hypothesized model, and
indicate that, as a motivation for employees’ organizational commitment,

organizational citizenship behavior and trust-building between hotel employees
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and their organization and supervisors are critical.

This study suggested that building mutual trust between employees and
their organization and supervisors is crucial in organizational culture. Positive
culture in hotels may lead to a positive impact on employees’ organizational
commitment and organizational citizenship behavior. It also provides hotel
managers with valuable information for their organizational effectiveness in
order to build consistent organizational trust. This will, therefore, enhance
organizational commitment and organizational citizenship behavior, creating a
competitive advantage in the new, intensely—competitive world. Therefore, top
executives should provide employees with the motivation and working
environment to create a positive organizational culture. The education of hotel
employees is also necessary in order to share the vision and goals of the

organization.
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