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ABSTRACT

The Effects of Organizational Trust perceived by
Hotel Employees on Job Engagement and Job
Satisfaction
—The Mediating Effect of Positive Psychological
Capital—

Lee, Jun—Ho

Major in Hotel & Restaurant Management

Dept. of Hotel, Tourism and Restaurant

Management

Graduate School of Business Administration

Hansung University

Many companies in the present era are rapidly changing due to
external environments. Therefore, it is considered that it is very important
to manage employees in a service encounter with customers and sufficient
support for organizational trust among employees would lead to changes
in organizations and support behaviors. Moreover, organizational trust
would highly influence job engagement and job satisfaction.

On the assumption that positive psychological capital, a personal
disposition, would have a very big mediating effect, this study verified the
reliability and the validity of organizational trust factors in order to

develop an organizational trust rating scale and to examine the mediating
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effect of positive psychological capital on organizational trust perceived by
hotel employees, and a casual relation between job engagement perceived
by hotel employees and positive psychological capital.

There were three factors of organizational trust perceived by hotel
employees and according to the characteristics, they were named as
Supervisory Trust, Co—Worker Trust and Institutional Trust respectively.
A factor analysis—based research was conducted using 18 questions
regarding the three organizational trust factors, 6 questions regarding job
engagement, 6 questions regarding job satisfaction and 10 questions
regarding positive psychological capital. The study findings are as follows.

First, supervisory trust and co—worker trust of organizational trust
perceived by hotel employees had significant effect on job engagement.
But institutional trust did not have significant effect. The importance of
organizational trust is growing now. At this point of time, this result
shows that only supervisory trust and co—worker trust influence job
engagement and direct relationships with supervisors or co—workers play
a very important role in job engagement.

Second, supervisory trust and institutional trust had significant effect
on job satisfaction, but co—worker trust did not have significant effect on
job satisfaction. This implies that job engagement and job satisfaction
may depend on factors of trust.

Third, high job engagement was related to high job satisfaction.

Fourth, in order to prove the hypothesis that positive psychological
capital would have mediating effect on organizational trust and job
engagement, a regression analysis was conducted. As a result, positive
psychological capital fully mediated the effects of co—worker trust and
institutional trust on job engagement, supervisory trust significantly
influenced job engagement and positive psychological capital partially

mediated the effect of supervisory trust on job engagement.
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Fifth, positive psychological capital fully mediated the effect of
co—worker trust on job satisfaction and partially mediated the effects of
supervisory trust and institutional trust on job satisfaction. In the
relationship of positive psychological capital with organizational trust and
job satisfaction, only co—worker trust and institutional trust played full
mediating roles and supervisory trust played a partial mediating role.

These results demonstrate that positive psychological capital 1is
necessary to make co—worker trust and institutional trust influence job

engagement and co—worker trust influence job satisfaction.

[Keywords] Organization trust, Job Engagement, Job satisfaction, Positive

psychological capital, Hotel employees.
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