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A9 3= 8, 17, 19, 20, 21

2) Ruh 344 13, 15, 18, 26 2=
<l WA 5.7, 11, 24 58 Hw=
=517 2, 10, 23
2 9, 22, 2%

<E 325 AM 2 AEsEe] BE EA T4

Hl== K809l T & L e 2 =
Au) 2o 18 4 (flow) 1
A ] 2~ o] A A] A (timeliness) 2
2 2] 2] AMH) 2 A 2853 A\ (= §)AA 3
A 2 _ o] ﬁ(antu:lpatl'on)' 4
2] A} A % (communication) 5
7ol Qg 6
e 7
AT 7 7] B = (attitude) 8 fA=
AMuj 3l dish(body language) 9 54 H%
Al &2 (tone of voice) 10
o} 5271 Al _71] (tact) 11
AqH] 2 1749 o]F W (naming name) 12
- 2] A % (attentiveness) 13
oyl (guidance) 14
A kvl (suggestive selling) 15
A &) A (problem solving) 16
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s A TR | AR | H80) M1 () | A ] & (%)
JE. g A 119 57.8 119 57.8
= o A ]7 42.2 206 100.0
20-29 A 84 40.8 84 40.8
d 30-39 A 81 39.3 165 80.1
404 014 41 19.9 206 100.0
AEon noE 90 439 90 439
7 = 115 56.1 205 100.0
DR AATE a3 128 62.4 128 62.4
o]y v A 77 376 205 100.0
ZTEE 47 22.8 47 22.8
&5~ 79 34 16.5 81 39.3
TR Ae 8 53 25.7 134 65.0
F 31 15.0 165 80.1
7 = 31 19.9 206 100.0
21 v gk 45 21.9 45 21.9
g 25 W 58 282 103 50.1
e 5-10 57 217 160 778
10 o] A 103 499 206 100.0
A9 127 61.7 127 61.7
4 9 FoF 28 13.6 155 75.2
A 24 11.7 179 86.9
el o4 27 13.1 206 100.0
1005+ w1k 68 33.2 68 33.2
= 100-150%+¢1 93 454 161 786
-7 150-200%+¢1 35 17.1 196 95.7
2005+ o] 4 9 4.3 205 100.0

) AZZ](missing value) 59 49} H| &
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<HE 44> ARVELAY 2984 A}
89l 2
_ - 89l 1 e 291 3 29l 4 85 [ 826 .
38 & — 1=, s v = =
FEE D qna | 9T g | v |mma | enay Commy
1-3 0.77717 0.15576 | 0.10922 0.12437 0.12378 | -0.02069 0.6714
4 0.70012 0.14982 | -0.03267 | -0.02219 0.22077 | -0.09209 0.5714
14 0.69592 0.12583 | 0.27827 0.09375 | -0.02199 | 0.15438 0.6107
6 0.65272 0.08192 | 0.31761 0.12346 0.14397 | -0.03757 0.5710
1 0.64957 0.25370 | 0.09378 0.10244 0.33555 0.11339 0.6310
16 0.60752 0.20300 | 0.35709 | -0.13810 0.03166 0.13651 0.5765
12 0.54770 0.04225 | 0.10937 0.06697 0.00474 0.38493 0.4664
1-21 0.17852 0.75313 | 0.05287 | -0.08346 0.06527 0.24859 0.6749
8 0.24809 0.75130 | -0..6438 0.24026 0.03899 | -0.08635 0.6968
17 0.20102 0.53626 | 0.26312 | -0.11610 0.20824 0.30824 0.5490
19 0.39988 0.46186 | 0.26458 0.20532 | -0.17156 | 0.00183 0.5148
20 0.11586 0.41630 | 0.22594 0.35400 0.15652 0.27636 0.4640
1-13 0.26521 | -0.07272 | _0.69734 0.20756 0.03134 0.19020 0.6422
18 0.15581 0.33724 | _0.64958 0.25533 0.06714 0.06838 0.6343
26 0.21972 0.03156 | _0.64420 0.33157 | -0.10047 | -0.10436 0.5951
15 0.14119 0.21132 | _0.52831 | -0.00197 0.51783 | -0.00746 0.6119
1-24 0.03935 | -0.02835 | 0.18549 0.84573 | -0.04337 | 0.05143 0.7565
11 0.05420 0.05273 | 0.12983 0.82964 | -0.02204 | 0.09644 0.7206
7 0.14343 043092 | 0.16763 0.48504 0.19929 0.07522 0.5150
5 0.16176 0.41634 | 0.33027 0.42601 0.05320 [ -0.02491 0.4935
1-10 0.19471 | -0.06912 | -0.02673 0.05300 0.73605 [ 0.12153 0.6027
23 0.10306 0.24780 | 0.48465 | -0.14489 | _0.52507 | 0.15170 0.6266
2 0.39479 0.23233 | -0.09818 0.17778 0.48928 | -0.17311 0.5204
[-22 -0.08035 0.33016 | -0.06801 0.08195 0.12662 | _0.74567 0.6990
25 0.28821 | -0.13270 | 0.32747 0.12751 | -0.14587 | _0.54961 0.5952
9 0.04754 0.22924 | -0.02501 0.47638 0.27055 | _0.48806 0.5938
Eigenvalue 75208 2.3305 1.8824 1.4136 1.2269 1.1833
iy 0.2893 0.0896 0.0724 0.0544 0.0472 0.0455
A AL 0.2893 0.3789 0.4513 0.5057 0.5529 0.5984
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<E 45> 9H Aulzag 89 #4735

o a1 2l 2 .
TS A A 2 WA A 2 Communality
I-10 0.77036 0.19861 0.6329
9 0.74479 026130 0.6230
2 0.71326 0.34380 0.6269
3 0.70658 0.10754 0.5108
11 0.69960 0.36731 0.6244
1 0.68456 0.22102 0.5174
4 0.63095 0.41831 0.5730
m-13 0.30089 0.76461 0.6751
12 0.09988 0.76396 0.5936
15 0.22439 0.68814 0.5239
14 0.32103 0.68033 0.5659
6 0.22844 0.61002 0.4243
16 0.48662 0.57113 0.5630
Eigenvalue 6.1366 1.2678
TEEA 0.4759 0.0975
A A 0.4759 0.5734

Al 42 7S AF

2 a7 HEdses A8 adEAe] AdE SR 9537w A (multiple
regression analysis)e Attt I FAEA S FHEUFL =

EEA TEHUSF Wt 9IS vAE SHHEFES ol &sle] THWMSF W)
5 d 53k TAAY dApelth

AEAS) HRWE FEe AN AL JFS v GE A 19 g



T, T AAA At g Muj o Fo] A9l BAE Zti= Aoz e
< Forso] 671 2913 AxpA Mu]sete] HAE B 3|AEAA
HotE3 7 AAASF R S BW 0314402 VERyka, 3 Ao g 1A =

HAFEe A 784S dotry] % FHS 23l wa=d dA 242 0.059
ool Al g A Aol FolHom ey

2t SRNaEl s Eus fteR AFuSacle 6 Wes 47 59
Aow AApA MulzcksE Ao BAE HAA Sl Ao yeut d¥dEs 2
FE403027)°] M F FFE AV geom BA02717), F53A0.2657) 9]
Fo® et ol E Ao w mdstd oy 2o

AabA AE] 2~ = -0.0243 + (0.1749x 2] F2HA]) + (0.1844x ] 3] - 7H=)
+ (0.1568x/37FA4) + (0.2717xH7) + (0.2657x5 5 HA)
+ (0.3027x 257 24)

<E 4-6> AFrHa Qo] AR Au| o v A=

Z=EEF =S 3 A A E=ox t-value p
A F 2} A 0.1749 0.0622 2.81 0.0055
23] - 7= 0.1844 0.0618 2.98 0.0032
A4 32 0.1568 0.0618 2.53 0.0121
AR 2 H Ak 0.2717 0.0623 4.36 0.0001
FEIA 0.2657 0.0623 4.26 0.0001
<537 0.3027 0.0621 4.87 0.0001
A= -0.0243 R20.3144 F-value 14.06

A Aujze] distels <E 4-7>0] vEbd vpeh o] e AFAEE e
= AFRs e gdFAAASFe R el 00317013, A mdo] foahA] &
= Ao w yeyt
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<3 4-7> A FErEgRlo]l gl Au] 2ol mx= g
LS Sl 3 A A EFox t-value P
2] 52 A 0.1071 0.07298 1.46 0.1458
A3 -0.0496 0.07337 -0.68 0.4971
B =4 344 -0.0818 0.07287 -1.12 0.2636
A H] 2 Bt 0.0554 0.07294 0.75 0.4525
TRdA 0.0916 0.07352 1.25 0.2144
i 0.0049 0.07326 0.07 0.9468
247 0.0016 R20.0317 F-value 1.00
718 T B oW sEEAYe] AR REacle Aula AFeEEe A F
A2 A zoll= dFS v Bolhs 7 1-12 A EHARE gl AH] 299
AAE YepNE 7HE 1-2% 71 ZbE ok
AzH o FeUFdYe] AFREHacle U] AF Mu|AZ uoA AF st
717 A 9] 71l Aawls oulshs "AH Mujsd FAHA JFE Y, 1
FAME 53 2584 B sEAV B 9FS vk AN gy AH|
2 BAHN EFT Hze s 5% EARS AT ATl AzA< #A
g PAste 7IHeR TAY AN U BAE 2t ' Aus 7ol g
A Aujzehs FEA o] gle Ao® Hoxit
SEFAIYL Y] AERESo] AMuaAe] mAE JFS AFFAHOR A7t Us
HAolgt= 7hd 29 HF5L 7Hd 19 Ao wegt 7bd 1-12 AlskE Aolth & 714
19] 43 718d A5 58 AYets 6719 29 7hed Aujadel JFE )
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SEH = HH 3 A A E=ox t-value P

=l (d1) 0.0908 0.13168 0.69 0.4946

oAy (d1) ~0.3954 0.17724 -2.23 0.0269

(d2) -0.4293 0.17571 -2.44 0.0155

AZoJH(dD) -0.2378 0.12655 -1.88 0.0618

A g F(dl) 0.0924 0.12903 0.72 0.4752
SHFEA(d) 0.0789 0.20017 -0.39 0.6937

(d2) 0.2339 0.21810 1.07 0.2851

(d3) -0.1242 0.19604 -0.63 0.5272

] 2} A (d4) -0.0757 0.23649 -0.32 0.7493
A1) 2~ AR (d1) -0.2179 0.20122 -1.08 0.2801
(d2) -0.0296 0.24202 -0.12 0.9028

(d3) 0.1857 0.26182 0.71 0.4792

A5 (d1) -0.0604 0.33242 -0.19 0.8560

(d2) 0.0307 0.32464 0.09 0.9246

(d3) 0.2323 0.35192 0.66 0.5100

A S(d) -0.5516 0.20197 -2.73 0.0068

(d2) -0.4385 0.18543 -2.36 0.0181

(d3) -0.3656 0.18102 -2.02 0.1449

) dl, d2, d3, d4 : CuHSF
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ABSTRACT

A STUDY ON THE EFFECTS OF THE HOTEL
EMPLOYEES JOB SATISFACTION UPON
EMPLOYEES SERVICE QUALITY

Kwang - Jik Lee

Department of Business Administration
Graduate School of Business Administration
Cheju National University

Supervised by Professor Byung - Gill Choi

Until now, the human resources administration was usually thought
as the product industry perspective, and for those reasons, labor
characteristic service has made the service providers not create better
quality service. Also, since administrations for previous hotel employees
were done for a business rationalization, and could not escape the extent of
the relation between the principle and the subordinate, studies in the service
field was slow and weak.

Now, the approach of respecting the employees as being a human

being is needed, and it is a time for a change in the understanding of

administrative measures for human resources in hotel industry by the use of
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mature high dimensional management skills.

Unlike production industry, which simply produces and markets, hotel,
especially, have more diversity and complexity in it. That is why hotel
industry is in need of extensive professional personnel, and is an industry
in need of human resources. Also, hotels human service for the human
resources is the act of producing and consuming being done at the same
time, unlike any other industry such as production, and since the quality of
the service is always different from the required situation and time, creating
a standard is difficult and corrections for this provided wrong service and
re-providing is virtually impossible, Also, even if the best facilities and
food are provided to the customers, when the employee who is providing
this cannot provided good service, it can be said that the service was poor,
even if there was no problems with the material element and It was due to
the procedural problems.

Thus, it can be said that the service provided by human resources is
determined by the employees satisfaction on the job. It is essential to
provided satisfaction to the employees to provide quality service from the
heart. It is determined that it is the most important element in
accomplishing a business goal by producing high quality commodity from
satisfied employees. As an effort to strengthen the customer satisfaction, in
other words, high quality service needs to be applied and the use is more
stressed than ever.

On the other hand, when in an organization, there are two
perspective. The employers and the employees. The employers perspective
is expecting contributions to the organization with their abilities,

experiences, characteristics, behaviors, and motivations, while the employees
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perspective is expecting personal respect such as self-development, positions,
environment, promotion, and pay. In order to accomplish a high standards,
the harmony between the two relations is needed.

If that would fail, the hotel itself has a great impact, however, the
employee would have the same impact as he/she could not display ones
full ability, and thus would not feel pride in working for an organization.

Especially, in the hotel industry where service commodity is the main
element, the service provided by the employee is an important element. A
major change is highly required. The reason is because the loss of work
appetite and increase in the number of job changers will down grade the
employees satisfaction on their current job and filling the numbers with
inexperienced workers will down grade the quality of the service and will
effect the hotel industry business strategy. On the other hand, employees
are now finding jobs for better development and worth while jobs and a
self developing jobs. Thus it is much obvious to say that if the company
does not create countermeasures or motivation to provide environment and
opportunities for the employees to display their highest abilities, the human
assets will transform from being resources to debt and the organization
positions itself at a low quality service provider.

However, with current efforts to change the external form of the
hotel, the room facility, restaurant and many other facilities has undergone
significant developments. = But with former strategies to understanding
service providing as a labor work, the quality of the service provided by
the subject is expected low. In addition, the administration measures for
the former hotel employees were set to meet the corporate right standards,

and thus the study on the service field were very slow due to the
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relationship between the employer and the employee being the principle and
the sub-ordinate.

In this sense, as we see in the quote, A good corporation is an
organization formed up of highly satisfied employees, the increase in the
quality of the product, in other words, the service provided, is the most
important problem at this moment and out of those, as the prime question
of the basic satisfaction of the employees, will effect the employees job
related actions in a direct and indirect way, the study on the ways to
provide measures on these matter is very important.

Especially, in a hotel industry, which rely much on human resources,
the quality of the service provided by the employee is directed as a
product. Thus eliminating the enormous effect on the marketing ability of
the hotel corporation, the study on the understanding of motivation of the
employees and satisfaction on their job is bound to expand. Also, the
problem are much more exposed. Thus, preventing problems in advance,
realistic analysis and study on providing higher quality service and creating
better satisfaction on the jobs is absolutely necessary.

Hotel industry, unlike other industries, is a labor intensive industry
which rely much on human resources. Also, the product is able to be
considered a commodity on if satisfactory both materialistic facility and the
employees service is provided to the customers at the same time. For
hotel industries to acquire increased quality of service in the everyday
changing international environment, they need to provide motivations, and
new knowledge to increase productivity of the subject of service provider
through technical innovation.

Thus, this study analyzes the satisfactory elements of the service
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providing employees and through the satisfactory analysis, I will create a
theoretical system as well as stress the importance of the management of
the provided service quality. Also, with the recognition of the previous
questions and statements in the early part of the essay, the purpose of this
study is to provide better quality service by analyzing realistic research
analysis of the relationship between the hotel employees and the quality of
the service in the Cheju province area.

To accomplish the purpose of the study, specific goals area as
follows.

One, understanding that service quality to the profit variation is going
to have a slight variables in the degree of the satisfaction on the
community assuming that the service quality would increase by the
satisfaction on the job.

Two, clarify the elements that is able to: effect the satisfaction on the
jobs of the hotel employees.

Three, analysis through positive researches of the behaviors of 5 star
hotel employees stationed in  Cheju area, the purpose is to expose
related problems, and provide directions for improvement.

The method chosen to complete the purpose of this study is parallel reference study
method and positive study method. Through national and international reference study,
understanding the theory of the hotel employees job satisfaction was provided, and thus

created a conceptual out line.

Also, open groups selected for positive study was six of the finest
located in Cheju area (Hyatt Regnecy cheju, Hotel Cheju Shilla, Cheju
Grand Hotel, Cheju KAL Hotel, and Crown palace Paradise, and others).
Analysis on these hotel employees were done through The purpose of

this study is analyzing the effect of the relationship between the Cheju
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area five star hotel employees job satisfaction with population statistic
elements to the importance of the characteristic quality of the service
provided, and providing advisable business strategy for better service, and
also,

examining the difference of the characteristic effect through main attributes
of job satisfaction elements.

To complete the purpose of the study, reference study and positive
study were done side by side, and verification of the model was done in
two big methods 1) verification on the effect of the job satisfaction to the
quality of the service provided. 2) verification on the effect of the
population statistic element parameters to the quality of the service
provided. 3) The verification on the difference between the population
statistic elements to the quality of the service provided. Through the use of
resource study, standard analysis was created by the base theoretical study
of job satisfaction elements. Randomly selected groups for the positive
study was analyzed by retrieving valid 206 survey reports from the 213
survey reports from Cheju area five star hotel employees.

To examine the elements that effect the provided service quality, a
positive analysis was done by abstracting six hypothesis elements to a
single variable which was retrieved by element analysis through leading
studies. Job satisfaction elements in other words, job itself, pay, growth
factor, job environment, co-worker relationship, supervision / direction was
created into a single variable, and provided service quality, which is a
dependent variable, was detail divided into systematically service and
customer service. For this, population element was added as a sample

variable.
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The results for positive analysis on the relationship between the
above variables are as follows.

One, the hotel employees job satisfaction has a positive effect on the
mutual relationship between the service provided service quality. At this
point, the main element, job satisfaction, which effects the systematical
service quality was mainly job environment, pay, and personal relationships.
On the other hand, supervision / direction, and growth factor has less
effect on the variable.  Also, these job satisfaction elements had no
significant relationship with customer service.

Two, if we look at the difference between the population statistic
characteristics, the relationship between the hotel employees sex, position,
martial status, college degree, pay, duty section, and the provided
systematical service quality had no significant difference, while age and
experience shows significant change.

Three, the employees sex, duty section, position and experience shows
the effect on the job satisfaction, however, age, martial status, specific
work related degree, and pay shows no significant differences.

From the analogical interpretation of the above conclusions, six of the
five star hotel employees show that they understand the functional service
that is based in effective systemetic service. Such systemetic service is
appropriate when providing effective service, however, attention to the
customers are very indifferent, unfriendly, and in most cases, cannot fulfill
customers personal needs. Thus, since systemetic efficiency is only
stressed during the process of providing the service, there seems to be no
improvement. In other words, by strengthening the internal training for the

importance of customer service, employees will have a totally new mind
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towards service quality. Thus a harmony between the systemetic service
and customer service to create a customer satisfactory service type needs to
be done.

The conclusion of this study is suggesting a change in awareness that
needs to be made in systemetic service, as well as customer service which
effects the provided service, along with the job satisfaction. Collecting
information was helpful in a sense that it provided basic information for
various variables, and analysis, however, there were limits to the methods
in the study.

First of all, since the extent was limited to the areas in Cheju, the
extent was within the limits, and was also limited only to the top class
hotels.  Also, time-wise, and limited funds created limits to the study.
There also might be a slight difference in the questioned category and in
the related variables measurement.

Such limits to search the effects on psychological, environmental
variable which effect the Cheju area five star hotel employees provided
service quality, general conclusions could not be made. Thus, studies

proceeding to supplement such limits, could bring out confident conclusion.
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