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ABSTRACT

The effect of hotel F & B staff's internal
marketing on organizational commitment and
management performance
— moderating effect of job competency —

Kim, Keun—-Chang
Major in Food Service Management

Department of Hotel, Tourism and

Restaurant management

Graduate School of business Administration

Hansung University

Today, continuous management of internal resources and efficient
implementation of strategies are required to achieve corporate goals and
maximize management performance. In particular, since the hotel industry
relies heavily on human resources, it is important to expand productivity
and improve management performance through effective management of
human resource operations in order to gain an upper hand in
competition with other peers. As a way to enhance the competitiveness of
the hotel industry, internal marketing to employees is drawing keen
attention, and employees who are satisfied with the commissioning of
authority, benefits, education and training, and compensation systems that

directly affect employees who provide contact services with customers can
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provide more satisfying and high—quality services to customers, which can
also lead to the hotel's management performance.

The purpose of this study was to establish the internal marketing and
organizational immersion of hotel F&B department, the relationship
between management performance, and the control effect of job
competency between internal marketing and organizational immersion, and
to empirically analyze the causal relationship between variables. To this
end, the SPSS 22.0 statistical program was utilized and empirical analysis
was conducted through 430 surveys of F&B employees of four—star hotels
nationwide, focusing on Seoul and Gyeonggi Province, and the results of
the study were summarized as follows.

First, authority delegation, benefits, education and training, and
compensation system, which are sub—variates of internal marketing
conducted on employees of hotel F&B department, were found to have
affected organizational immersion.

Second, the organizational immersion of the hotel F&B department
also increased the management performance, which is a lower variable.

Third, the management performance also increased as the authority
delegation, benefits, education and training, and compensation system,
which are sub—variates of the hotel F&B department’s internal marketing.

Fourth, internal marketing of hotel F&B department had a positive
effect on management performance. Therefore, hotel F&B personnel
should consider the growth of their career through their duties, as well as
the confirmation of how their performance is directly related to the value
of providing opportunities and motivations to establish and manage
personal goals, such as promotions, within the hotel's internal
organization.

Fifth, job competency had an adjustment effect on organizational

immersion, in which authority delegation and compensation system were
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subordinate variables among internal marketing factors of hotel F&B
department. The results of this study are expected to provide significant
implications for internal marketing plans and strategies on its own so
that internal marketing for hotel F&B department employees can have a
positive impact on management performance through organizational
immersion.

Furthermore, this study established hypotheses and established
empirical verification to determine the effect of internal marketing in the
hotel F&B department on organizational immersion and management
performance and to verify the causal relationship.

First, if you look at the preceding studies, there were many and
various studies on organizational and management performance of hotels,
but this study is meaningful in that it studied the effect of adjusting job
competency between internal marketing and organizational immersion of
hotel F&B departments.

Second, organizational immersion and management performance are
also more reliable than previous prior studies by applying internal
marketing to employees of the hotel's F&B department.

Third, internal marketing (authorization, benefits, education and
training, and compensation systems) in the hotel F&B department had a
positive impact on organizational immersion. However, education and
training had the lowest impact. If organizational immersion wants to
increase the level of organizational immersion of organizational members
through education and training, it is believed that the good practice of
an effective education system in the hotel should be based on.

Fourth, the internal marketing of the hotel F&B department had a
positive impact on management performance. This can be provided with
opportunities through internal marketing of hotel F&B employees to

enable goals such as compensation, job security, and better welfare,
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career management and promotion in a stable workplace. This shows
that it has a positive impact on management performance.

Fifth, there was a partial adjustment between the organizational
immersion of the hotel's F&B department. The authority of hotel internal
marketing, benefits, education and training, and compensation systems are
key factors of the hotel and are directly related to management
performance. To this end, it is necessary to «create and create
customer—oriented talent through continuous education, as well as
developable skills and knowledge among job competencies.

In conclusion, the hotel industry, unlike other industries, is labor
intensive, so the transfer of competent employees may have an adverse
effect on the management of hotel companies. As a result, hote] F&B
departments are expected to need a lot of organizational attention and
management policies to create loyalty and attachment to the organization
through job fulfillment, wage hikes based on individual abilities, and

opportunities for individual employees to grow.

[Keyword] Hotel F&B, internal marketing, organizational immersion,

management performance, job competency.
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