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Abstract

The Effect of Work-Family Conflict on
Organization Effectiveness and

Customer Orientation of Hotel Employees

by Sol Yoon
Department of Tourism Management

The Graduate School of Jeju National University

Supervised by professor Sung-Hwa Hong

In today’s increasing global competitive environment, delivering quality
service 1s regarded as an important strategy for enhancing customer
satisfaction and loyalty. Especially, employees are of paramount importance to
the delivery of service quality in hotel industry. It is a commonly held belief,
especially among hospitality industry professionals, that work and family are
two independent life domains. High turnover rates and low job satisfaction
have detrimental impacts on service quality and employee’ morale and
produce various costs associated with recruitment, training and productivity.
So, it is important to investigate the relationship of work-family conflict
,organization effectiveness and customer orientation in the hotel industry.

The purpose of this study is to examine whether work-family conflict has



effect on organization effectiveness(job satisfaction, organizational commitment
and turnover intentions) of hotel employees. Also, it was attempted to examine
whether organization effectiveness has effect on customer orientation of hotel
employee. It was attempted to examine whether negative recognition to type
of job and job insecurity have effect on work-family conflict according to . It
was attempted to examine whether there are significant differences in
work—family conflict, organization effectiveness and customer orientation
according to demographics.

This study used the survey method. The survey were performed between
October 10th and October 20th, 2008. 330 questionnaires were distributed to
staffs who work at five-star hotels’ all division in Jeju. Out of 330
questionnaires, 314 questionnaires were collected and a total of 271
questionnaires were finally used for empirical analysis.

To accomplish the objectives of this study, the theoretical review was
performed and the empirical analysis, frequency analysis, factor analysis,
T-test, ANOVA analysis, correlation analysis and regression analysis were
used for the statistic analysis using SPSS 12.0 for Window.

To major findings of this study can be summarized as follows : First, it
showed that hotel employees’ work-family conflict had a significant negative
relationship with job satisfaction and organizational commitment, but was
positively related to hotel employees’ turnover intentions. Second, it showed that
organization effectiveness had positive effect on customer orientation of hotel
employees. Third, it was also found that negative recognition to type of job
and job Insecurity were related to significant positive relationship with
work—family conflict. Finally, It showed that there were significant differences
in work—family conflict, organization effectiveness and customer orientation

according to demographics.
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