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ABSTRACT

The Relationship Between Hotel Employees’
Self-efficacy, Creativity, Perception of Service Innovation,

and Innovative Behavior

by Kang, Tae Wan
Department of Tourism Management

The Graduate School of Jeju National University

The innovation of hotel service occurs on site where the service is provided.
Therefore, research into the innovative behavior of hotel employees is important
in researching hotel innovation. There has been much research into the factors
which affect innovative behavior. This study focuses on innovative behavior
while considering antecedent studies to investigate and systemize innovative
behavior and antecedent factors from a hotel industrial perspective.

The first aim of this study is to theoretically systemize the concepts of
self-efficacy of the hotel employees, creativity, perception of service innovation
and innovative behavior from a hotel industrial perspective. Secondly, this study
aims to investigate the causal relationship between these concepts. The third
aim is to identify the differences between hotel types (business hotels and resort
hotels) and individual characteristics (gender, age, work department, period of
continuous service and position) to deduce the practical and theoretical
implications.

To achieve the aims set out above, we developed a structured questionnaire to
collect data. Convenience sampling and judgment sampling methods were used
to collect sample data. To collect the data, we distributed a total of 800 copies

of the questionnaire — 400 in Seoul and 500 in Jeju. Of these, we were able to
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retrieve 565 valid samples (227 from Seoul and 287 from Jeju) to be used in the
final analysis. The collected data was statistically analyzed using the SPSS 12.0
and AMOS 18 software.

The results of this study offer the following theoretical implications.

Firstly, from a hotel industrial perspective, the antecedent for individual
innovative behavior must consider both creativity and self-efficacy.

Secondly, this study is focused on the innovative behavior led by the hotel
employee, not a top-down method of innovation that is led by the top manager.
The innovative behavior of the members is important in hotel service innovation.

Thirdly, it has been confirmed that the organization level innovation awareness
affects the individual level innovative behavior. The innovation at both the
organization level and the individual level will have bilateral effect to maintain
the innovation. Thus, the fact that the positive causal relationship between
organization level innovation and individual innovative behavior has been
established from a more dynamic perspective of hotel innovation research, can
prove this study to be different to other previous studies.

Fourthly, innovation has been researched widely before, but there was a
relative lack of research into the service. This study targeted hotels, which is
an individual type of industry, and has its value in that it investigated concepts
such as self-efficacy, creativity, perception of service innovation and innovative
behavior from hotel industrial perspective, and systemized the causal relationship
between these concepts.

Along with theoretical implications, the following operational implications are
provided.

Firstly, the importance of self-efficacy and creativity as the individual factors
of innovation has been confirmed. In order to achieve hotel service innovation,
measures should be taken so that the employees can improve their self-efficacy
and creativity. Along with programs to improve these individual factors
(self-efficacy and creativity) within the organization, the selection of potential

talented employees with self-efficacy and creativity should start from the
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selection and recruitment stage.

Secondly, the analyses showed that the perception of hotel employees’ service
innovation affects individual innovative behavior. In order to maintain consistent
innovation, efforts need to be made from the organization level to educate and
promote innovation in order to improve the perception of service innovation.

Thirdly, hotel service innovation starts from innovative behavior led by the
employees. The most important aspect of successful innovation is providing an
environment where the hotel employees can explore innovation that they can use
themselves, and to participate in the process of introducing innovation.

Fourthly, investigation of the differences between the groups showed that the
response value for self-efficacy and creativity were relatively higher in those
who had varied work, longer period of employment and who had higher ranks
as the individual factors. This shows that there is a need for experience and
learning as the antecedent for innovation.

There is a need to introduce experience development programs that correspond
to experienced employees, and to establish trust from a management dimension
regarding the security of employment for younger employees with less

experience.
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