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ABSTRACT

The Effect of Organizational Culture on Service Quality
in Resort Facilities

-Focused on the Intermediate Effect of Emotional Labor-

Kee-Kwan Kim

Department of Public Administration
Graduate School of Public Administration
Jeju National University

(Supervised by Professor Kee Min)

The purpose of this study aims at analyzing the relationship among
organizational culture, emotional labor, and service quality in resort facilities.
This study adopted a questionnaire method in research of resort facility
employees in Jeju. Data were collected from 168 employees residing in Jeju
area for empirical analysis. Techniques used in analyzing data were t-test,
ANOVA, multiple regression analysis, and hierarchical regression analysis.
SPSS for windows 12.0 programs were applied in the analysis. The
relationship among the variables is determined through statistical analysis
method.

The wvariables used in the study are as follows. Research wvariables are
consisted of organizational cultures as independent variables, service quality
as a dependant variables, and emotional labor as a mediating variables.

The study sets up a series of research questions on the causality among
concerned variables and analyzed them. According to the results of analysis,
most of these research questions are accepted and turned out to be

statistically significant.
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