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ABSTRACT

A Study on the Effects of Relationship Quality of Hotel

Workers on Organizational Effectiveness

Jang, Je—Gwi

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

Graduate School of Business Administration

Hansung University

The purpose of this study is to research organizational culture and
organizational commitment through emotional management to enhance the
quality of relationship between hotel enterprise and employees, and
organizational effectiveness for job satisfaction, to identify effects of the
quality of relationship between hotel enterprise and employees on
organizational commitment and job satisfaction, and to provide
suggestions for HR management system of hotel enterprises in the future.

Accordingly, employees of 9 five star hotels located in Seoul were
selected as a population and a survey was performed. Out of 350 copies
of questionnaire distributed, 300 copies were collected and used for the

analysis.
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To analyze the collected materials, SPSS 21.0 statistics package
program was used. In order to identify demographic characteristics,
frequency analysis was used, and to verify reliability and validity of
relationship quality between hotel enterprises and employees,
organizational commitment and job satisfaction, reliability analysis and
exploratory factor analysis were executed. To verify hypothesis set in the
study, multi regression analysis was used. The followings are the
summary of the analysis results.

First, frequency analysis results on general characteristics of samples
are as follows; by gender males were 187 (62.3%), females were 113
(37.7%). By marital status, 207 (69.0%) were single and 93 (31.3%) were
married. By age, 127 (42.3%) were 20 - 29, 113 (37.7%) were 30-39, 39
(13.0%) were 40-49, 21 (7.0%) were 50-59, and over 60 was none. By
final education, college graduates were 159 (53.0%), university graduates
were 104 (34.7%), post graduates were 30 (10.0%), and high school
graduates were 7 (2.3%). By monthly income, 130 (43.3%) earned under
2 million (M) won, 94 (31.3%) 2 M -3 M, 37 (12.3%) 3M-4M, 31
(10.3%) 4M-5M, 8 (2.7%) over 5M. By title, 120 (40.0%) were
employees, 78 (26.0%) foreman, 57 (19.0%) interns, 27 (9.0%) section
chief, 12 (4.0%) acting manager, 6 (2.0%) were higher than manager. By
years of employment, 1-3 were 119 (39.7%), under a year 76 (25.3%), 4-
6 61 (20.3%), 7-10 26 (8.7%), 11-15 11 (3.7%), 16-20 7(2.3%), and over
20 years were none. By department, 140 (46.7%) worked in cooking
department, 66 (22.0%) B&B, 32 (10.7%) admin/office, 22 (7.3%) room,
20 (6.7%) promotion, and 11 (3.7%) others, and 9 (3.0%) fitness.

Second, in the factor and reliability analysis to verify validity and
reliability of hotel reliability, hotel solidarity, organizational commitment
and job satisfaction according to relationship quality of hotel employees,

Cronbach's Alpha was over 0.6, and factor capacity was also over 0.6,
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which shows there is no problem in reliability and wvalidity in
measurement items of this study.

Third, from the quality of relationship, two factors such as hotel
reliability and hotel solidarity were abstracted. From organizational
commitment, two factors such as emotional commitment and normative
commitment were abstracted. From job satisfaction, two factors such as
institutional satisfaction factor and self-satisfaction factor were abstracted.

Fourth, in multi regression analysis results against hypothesis 1, hotel
reliability factor made significant positive (+) influence on organizational
commitment (emotional commitment and normative commitment), and
hotel solidarity factors also made significant positive (+) influence on
organizational commitment (emotional commitment and normative
commitment).

Fifth, in multi regression analysis results against hypothesis 2, hotel
reliability factors made significant positive (+) influence on job satisfaction
(self-satisfaction factors, institutional satisfaction factors), and hotel
solidarity factors made significant positive (+) influence on job satisfaction
(self-satisfaction factors, institutional satisfaction factors).

Sixth, in multi regression analysis results against hypothesis 3,
emotional commitment factors out of organizational commitment made
significant positive (+) influence on job satisfaction (self-satisfaction
factors, institutional satisfaction factors), and normative commitment
factors out of organizational commitment also made significant positive
(+) influence on job satisfaction (self-satisfaction factors, institutional
satisfaction factors).

Finally, the meaning of this article lies in that it expanded research
area by analyzing hotel reliability, solidarity, organizational commitment
and job satisfaction of five star hotel workers comprehensively in the

situation that there have not been sufficient studies on the relationship
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between five star hotel workers and hotel enterprise.

[Key Words ] Hotel enterprise, Hotel workers, Quality of relationship,

Organizational effectiveness, Organizational commitment, Job satisfaction
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