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ABSTRACT

The Impact of Organizational Culture
and Employees’ Perceptions of Empowerment

on Customer Orientation in Hotel
—Focused on the Super Deluxe Hotels in Jeju-

Seung-Ho Yoo
Department of Tourism Management
Graduate School of Business Adminstration

Jeju National University

Supervised by professor Moon-Soo Cho

In recently The importance of human resource management is continuously
increasing. In case of hotel industry, HRM be regarded one of the most
important  thing, especially organizational culture and  employees’
empowerment.

The purpose of this study is to examine whether organizational culture and
employees’ perceptions of empowerment has impact on customer orientation
of hotel employees in Jeju.

This study methodology was based on upon surveys, which were collected
by hotel employees who work in Jeju’s super deluxe hotel. The surveys were
performed from April 21th to April 30th. Out of 300 questionnaires from the

surveys, 258 questionnaires were collected and 233 questionnaires were

@ jeju



finally used for empirical analysis.

To accomplish the objectives of this study, the theoretical review and
empirical analysis were performed Frequency analyses, factor analysis,
multiple regression analysis, ANOVA, t-test, correlation analysis were used
for the statistic analysis using SPSS 12.0 for windows.

The major findings of this study is followings @ First, on the types work, it
showed that organizational culture and employees’ perceptions of
empowerment has difference but customer orientation has no difference.
Second, it showed that organizational culture partially impacts on employees’
perceptions of empowerment. Third, it showed that adhocracy culture and
clan culture are having impact on customer orientation. Fourth, it showed
that employees’ perceptions of empowerment are impact on customer
orientation. In conclusion organizational culture and employees’ empowerment
are one of the most important thing to improve customer orientation in hotel

industry.
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