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The Effect of Manager’s Leadership Style on
Employees Core Ability, Customer Orientation and
Job Satisfaction

—Focused on Food Service Industry—

Shon, Seung—Geun

Major in Food Service Management
Dept.of Hotel, Tourism and Restaurant
Management

Graduate School of Business Administration

Hansung University

Food service companies representing the diversity of the modern service
industry are an industry with high percentage of human resources, and
their employees handling customers face to face at the client’s location
play a large role. Therefore, it can be seen that their leader role in the
food industry is very important. Namely, the reason is that food service
companies’ employees perceive the core ability which is a variable to
maximize the leadership of employees who are internal customers so that
customers can positively form feelings or attitudes about food service

companies according to the managers’ leadership. This study intended to



conduct research, selecting the variables which are necessary to the needs
of times. Specifically, after establishing leadership and core ability as a
leading variable, it intended to investigate their effect on customer
orientation and job satisfaction, and suggest a significant implication to
show efficient human resource management and results to the managers
and administrators operating food service companies, and the positive

analysis results are as follows:

The study drew the factors of leadership, core ability, customer
orientation and job satisfaction adopted through a theoretical review.
Furthermore, it verified the suitability of a design measurement tool
through an exploratory factor analysis conducted with the filtering
process of these variables.

As a result of analyzing the hypothesis of a suggested model, the study
verified the research hypothesis based on suitability using a multiple
regression analysis, and the implications based on the analysis results are

as follows:

First, the leadership type of food service employees has various types
of leadership factors, but this study selected a transactional leadership and
a transformational leadership as major factors. These leaderships resulted
in affecting core ability and job satisfaction, while they were partly
adopted in customer orientation. In light of the results, it can be seen
that the results drew an implication that an organization should plan a
moderate amount of compensation as well according to a social
environment.

Second, when food service employees see core ability factors
(communication, job performance, external characteristics, and customer

management) affect the factors of customer orientation and job



satisfaction, it was confirmed that among the four factors external
characteristics and job performance have a positive effect, and
communication and customer management have a negative effect. This
shows it is a reality that the companies whose benefits are generated by
customer service have had the awareness to force their employees who
are internal customers to sacrifice themselves. Accordingly, it is thought
that if employees are rationally managed and tasks for customers are
done according to such a program, company results will be maximized
and the program will strategically be required.

Finally, this study is significant in that it researches employees’ core
ability, customer orientation, and job satisfaction according to managers’
leadership focusing food service industries in an integrated way and has
implication for efficient human resource management of managers or

administrators.

This study has the following limitations:

First, since those questioned of this study were selected to metropolitan
area, there is a limit to representativeness of the national food service
companies. Due to the nature of present companies with a big—city
driven business type, a national study is needed if the study wants to
have representativeness.

Second, due to the nature of food service companies, there can be
various factors in the leadership and core ability. However, the factors
that this study drew more or less did not reflect such characteristics.
Thus, from now on, it is thought that if a study is carried out by
subdividing industries, it will pave the way for drawing diverse factors in

the leadership and core ability



Finally, the study suggests that if a population for this study is
subdivided into a management position and an employee position, a little
more diverse variables will be drawn, and a differentiation of a

population will be necessary in the future study.

Key Words: Leadership, Core Ability, Customer Orientation, Job

Satisfaction
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