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2) ZAANTNYFT 4522

ANl IS WA= AAHLRoRE AFH=(job attitude),
7§ Q1 2?1 (individual causes), 12l #7 2 <2l(environmental causes) &2
2 ERY F ded, e84 oguE zte HEs AN g S Ho o
Fe T FABAS Y E e HEHsEeA Ay WaF)
= Ho S VY I AR EE AR 2459, e 48A7,
aelal Al sol EIHW, AN aQlS ZF JiQlEe] Ad 5/ AAA
A4S 7H7IAE, @A BA s AEsY SRS A 22 W
FEo] 2gETh Fe FAA e HUA, HPEA, =454, IS
A4, 28a A #goly 22EsE 5 A adEc] FFEHED
T - 174, 2006: 609-643; &, 2009: 35-39).

Maxham & Netmeyer(2003: 55-68)&= AJH| 23] AGE Falo] FAY
ol e 7HAE Ffrstar A ¥ALS A4 w nAAFAQ o
o] d5S AststA Ha ol A% 9 GF5e TFAHOE 4] A
B2 ZhAAttE A3E AAEar vl =3 Bateman & Organ(1983

587-595)8 A Yo ##Este] HEEo] that e, oA A thE &<,
AR B otslr], A RS Yk Ao
89S AABASH, Graham(1991: 249-279)L Ao sk Hx

(organizational obedience), 2}l w3t %44l (organizational loyalty),

BN

A ZFo] (organizational participation) 5 ZAAWEF EAS ¥3sl= A
7HA s HEFE ARbeEA A ET 3
2 AL S A A AT

Organ(1997: 85-97)2 =AAWP o=  olelAd(altruism), FAA
(conscientiousness), 924 (courtesy), 2= =14 (sportsmanship), A% 2]
A (civic  virtue)?] 58%1&  AAER o, Sabiote & Roman(2005:
275-281)v= AW A&, A H], ~AFX=WA S Smith et al.(1983:
653-663)= olEfA] ¥} AwtslE <=8 (generalized compliance)S #| A 8}
t}. w3 MacKenzie et al.(1991: 123-150)& A2 A} olelAd, H3t=E

J
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&, oA, AP AR A AEZWAS A e0oR wotEll o
Van Dyne et al.(1994: 765-802)2 % *d(loyalty), &% (obedience), %+
(participation) 2] 38.21& A A 5F3itt.

wgba] o Aol AE Bateman & Organ(1983), Graham(1991),
Organ(1997)¢] A5 2A= ZAANSE TS SAH A

2. A &4

D 2349 Adxt 54

T

%2 E < (organizational commitment)-> 19603t ©]
g, AEst 5 oy FokelA FWA ATEo k=, o

7 E xFe
=3EoF ZhAel W A AE 2 Fe, 245 sl 4P =8s 7
Aol uiATHE 9%, A9 FAYOR ol JodE Fe &4 T8 X
e W& A, 2007 39-45) 0.2, A o 5 AT
FE FAANATFE BolA &L A3 A4TE dhe Fom AAAY HE
of & d7AEe] B el Hel skt o= FE 2HES ] AF
PSR ol Hg A Fat=d HS EFon HlwH F7|he dA x4
T "zt YEAAE Z UEhl Fa 917 s etk (Porter et al
1974: 603-609). 1t th& AARE, AT, AT

of FUAIS} Fo A= Ao & 4 dvkar S Th o] F 19801 o F-H
=do gk A7 sl ol Fo ALl e, EYdS dY MMEe=
& ol2E5x dil(Meyer & Allen, 1991: 61-89; Morrow, 1993:
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413-420; Mowday, Porter & Steers, 1982: 312-316), Uhx}d =dl Zrof A
299 FE EA Y&l 1 A7t WA 7%= FHAllen & Meyer,
1990: 1-8; O'Reilly & Chatman, 1986: 492-499). o]2st thsHel = A9

A 2ABge 20 U@ A FAAG} AdEe] s Awoln,

A E e} 7HXE WolE ] Qlo] A AdomA A4S fd =Y
3t oA & #3kth(Porter, Steers, Mowday & Boulian, 1974: 603-609).

rok
ﬂ

H, Morrow(1983: 486-500)= XA 749 &dS =49 ol

\=]
ol
of wel +F&9(work orientation), 27 &% (job commitment), %

2
o
N
)

Y
i
ins

FN

¢l (union commitment) &2 FEIFFE=U, 2HEYS

H

R
(o
2
)

o

domA oEh 589 Bguh Wus FEEE Aol
. 183 Becker & Billings(1993: 177-190)+= =< Ul 7}A]

i
o
_0|L
52

B

A A F8e AL, o] FEE 24 Mg P&, olFgx, AF
T s 24 FEAY #HE HEy dEEdd AEHoR JEFs v
= Ae TSk oy s oA Jaworsky & Kohli(1993: 53-70)
2 sHEoA e 2AEYS S AL ), SHo o]o& 9%k Al
A, a8a FAAE (e A& A4, AAEe R AFostn. w
gA 58 FAYY 2AEYL 3d FAYY A EY FTo] moldF
£ FAo tigt $HL molA 1 o]F gE= Yol ThH(EEH, 1997

al
E3 Fopltta  shih(olFXl, 2009 24-27). 1E
Chatman(1986: 492-499) o]# 3t 7/fd S w|Hsl =
Al A =8 e A 24 WHAS AL e &
T7F A1 AEH Arrh ofyet A1 gF oIt #
e, =3 ATHE Qate 2 ESQe AYASE HAFHY] Wi
Holl SHo] ki F3star Avt(dA <A, 2011 18-31).

Reichers(1985: 465-476)= W2 A&l 9slo] AAlE 2 &Y

H
MAds AWM #AHh® By 88 A, =29de #el
(attribution)°] ¥ & 5o =4, <A 3(dentification) 3= #4 5 3
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ABSTRACT

The Effects of the Conflict of Hotel Food and Beverage

Organization on the Organizational Performance

Kim, Seong-Sil

Major in Food Service Management

Dept. of Hotel, Tourism and Restaurant
Management

Graduate School of Business Administration

Hansung University

The purpose of this study was to present useful implications that can
efficiently manage the conflicts of the members and improve
organizational performance by investigating the effects of the conflict
factors for the hotel employees on the customer orientation and
organizational performance of the employees.

Therefore, in order to understand the concept and significance on the
conflicts in hotel organization that have not been studied a lot yet
through literature reviews and to investigate the effects of the conflict
in the organization on the customer orientation and organizational
performance of the employees, the research model and research
hypothesis were set using the measurement indicators of the previous
studies to measure the general matters of the research subjects, the
organizational conflict factors of the hotel employees, customer

orientation and organizational performance, and the effect relationships
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between variables were verified using SPSS 18.0 statistical program for
the frequency analysis, reliability analysis, exploratory factor analysis
and hypothesis test of the collected data. The results of these empirical
analyses can be suggested as follows.

First, as a result of analyzing the reliability and wvalidity for the
research concept, it was analyzed that the reliability of the
organizational conflict factors of the hotel employees, customer
orientation and organizational performance for each research concept
was very high.

Second, as a result of analyzing the construct validity through the
exploratory factor analysis into which all research concepts were put, it
appeared that each research concept has construct validity sufficiently.
The organizational conflict of the employees was composed of five
construct concepts including task conflict, relationship conflict,
compensation conflict, communication conflict and emotional conflict,
and the customer orientation appeared as a single construct concept
while the organizational performance appeared as three construct
concepts of organizational citizenship  behavior, organizational
commitment and job satisfaction.

Third, the importance of each factor was identified and suggested by
conducting technical analysis using the factor of each variable.

Fourth, as a result of analyzing the research hypothesis 1 that the
organizational conflict factors of the hotel employees will have an effect
on customer orientation, it was analyzed that the organizational conflict
factors of the hotel employees have a partial effect on customer
orientation. It can be said that it is the result of supplementing the
fact that conflict management has a function that does not simply

minimize the damage of the organization but develop the organization.
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Fifth, as a result of analyzing the hypothesis 2 that customer
orientation will have a significant effect on organizational performance,
it was analyzed that customer orientation has a significant positive (+)
effect on organizational performance. It can be accepted as a natural
result to hotels that have customer—-driven revenue source, but it
means the result that customer orientation should be further enhanced
under conflict factors has been derived.

Sixth, the hypothesis 3 that verifies the effect relationships of
organization conflict factors on organization performance derived
partially significant results. It was surveyed that relationship conflict,
compensation conflict and communication conflict showed significant
effect relationships in organizational citizenship behavior, but emotional
conflict and task conflict were dismissed. In addition, it was surveyed
that relationship conflict and compensation conflict showed significant
effect relationships in the effect relationships for organizational
performance (organizational commitment),but emotional conflict, task
conflict and communication conflict were dismissed. It was analyzed
that relationship conflict showed significant effect relationships in
organizational performance (task satisfaction), but emotional conflict,
compensation conflict, task conflict and communication conflict were
dismissed.

Finally, this study has its big significance in that it made an
opportunity to manage the conflicts of the members efficiently and
improve the organizational performance by studying the conflict factors
of hotel food and beverage organization and effect relationships

between customer orientation and organizational performance.

[keywords] hotel employees, organizational performance,

relationship conflict, customer orientation
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