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ABSTRACT

The Effects of the Hotel Employees' Silence and Individual

Characteristics on the Organizational commitment

Jeong, Young—Bok

Major in Food Service Management

Dept. of Hotel, Tourism and Restaurant
Management

Graduate School of Business Administration

Hansung University

In this study, human resources were perceived as a critical
strategic factor for «creating added wvalues. For the efficient
management of human resources and business performances in hotels,
in addition, influential relations were analyzed, focusing on employees’
silence in figuring out their organizational commitment from the
aspects of their personality and organizational performance. In
particular, this study was conducted against cooks who play a key
role in enhancing hotels’ management performance by serving
high—quality drinks and meals. Teamwork in the Kkitchen is very
special, compared to other departments. Because employees are more
concentrated on their duties, there is a possibility of conflict among
them. Therefore, silence in the kitchen may diminish employees’

organizational commitment. In this study, an empirical survey was
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conducted against 320 cooks from eight (8) deluxe hotels in Seoul
from October 25 thru November 14, 2014. For data processing,
validity & reliability, multiple regression and moderated multiple
regression analyses were conducted through frequency analysis and
factor analysis, using SPSS18.0. The analysis results found that
cooks’ silence was divided into negative silence and positive silence.
The former includes giving up everything in the organization and
protection of themselves while the latter includes silence for a good
faith. As either giving—up—everything or defensive silence increased,
organizational commitment declined. On the contrary, pro—social
silence had no effect on organizational commitment. In terms of the
moderating effects of a cook's personality on organizational
commitment, when a dutiful and outgoing cook kept silent,
organizational commitment further decreased. Negative silence refers
to not reporting negative feedback from peers or supervisors or not
expressing their opinion in a fear of falling into an awkward position.
In addition, being non—cooperative with the organization because bad
results are expected is included in the negative silence. Under this
kind of circumstance, employees are reluctant to express their
thoughts even though they are really good. These negative aspects of
silence should be reported to the management. To enhance cooks’
organizational commitment and maximize management performances
through the improvement of productivity, furthermore, there should be
a plan for smooth communication among employees in the kitchen.
The study results reveal that as cooks  silence increased,
organizational commitment declined. In addition, the results further
increased depending on employees’ personality. However, this study
was conducted against eight (8) deluxe hotels in Seoul only so that it

1s very limited to generalize the results. Because a questionnaire

- 102 -



survey was conducted only once within the limited period of time, in
addition, this study was even able to conduct a cross—sectional
survey. Therefore, there should be further studies on diverse topics

based on the theory confirmed in this study.

[Key words] Hotel Employees', Silence, Organizational commitment,

Individual Characteristics
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