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ABSTRACT

The Impact of Perceived Organizational Support of
Hotel Employees on Organizational Effectiveness
—As a Mediator of Group Cohesiveness—

Jang, Sung—Ho
Major in Food Service Management

Dept. of Hotel, Tourism and
Restaurant Management

Graduate School of Business
Administration

Hansung University

Modern corporate management pursues globalization and plans /
implements management strategies to adapt to changing corporate
environments. Tourism service companies such as hotels recognize the
inefficiency of existing organizational management methods due to the
respondence of customer satisfaction and customer needs. Moreover, they
particularly pay attention to the competence of organizational members in
terms of new human management. In terms of service organization, hotel
employees have various relationships with both inside and outside of the
organization. They have frequent relations with their bosses and
colleagues, and work closely with the customer as a service provider

which is located at the border of the organizational boundary. Therefore,
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considering the situation of the hotel industry, it is important to know
how well the hotel is supporting the employees in order to manage
efficiently. If hotel employees value their work more and are more
engaged, the trust in the organization improves, and they change their
responsibilities to perform effectively and efficiently which can be proven
in social exchange theory. Therefore, it is important to claim the
importance of establishing human resources management strategy which
copes with such environment and change because hotel employees need
to raise awareness of perceived organizational support in various aspects.
In other words, it is necessary to build sustainable human resource
management system that maintains and secures the current new human
resources  effectively, and affects their own satisfaction and
self—development.

This study researches what instrumental support and emotional
support is which can improve the hotel employee’s perceived
organizational support satisfaction, and how these results affect
organizational effectiveness and group cohesiveness. In addition, as a
mediating effect of group cohesion, it suggests a logical basis to improve
the perceived organizational support of hotel employees by examining the
effect of perceived organizational support and the effect on organizational
effectiveness. Furthermore, in order to continue to develop, this study
presents a logical basis of establishing a strategy for human resource
management.

Based on the result of this study, we analyzed the factors of
perceived organizational support and found that there is no difference
between the results of previous researchers which means that this analysis
can provide the criterion for recognizing the perceived organizational
support of hotel employees. Moreover, the result shows that perceived

organizational support and organizational effectiveness of hotel employees
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is significantly influenced by emotional support and instrumental support.
This shows that higher satisfaction of the instrumental and emotional
support of hotel employees increase the organizational effectiveness.

Second, in the relationship between organizational sponsorship
perception and group cohesiveness, instrumental sponsorship perception
did not have a significant effect on group cohesion, but emotional
sponsorship perception had a significant effect. The results of this study
suggest that if hotel employees are satisfied with emotional support, the
satisfaction of the group increases as well, which means that it is a
factor that helps group and cooperate. In addition, it is analyzed that
there is a significant interaction between the organizational effectiveness
and the group cohesiveness. The meaning of these results is that as the
cohesiveness of the group increases, the more effective the organization is,
In order to achieve the goals of the organization, it can be said that it is
necessary to make various efforts to improve the group cohesion.

On the other hand, in the result of analysis that predicts that
organizational sponsorship awareness and organizational effectiveness differ
according to group cohesiveness, it is analyzed that affective sponsorship
perception has a significant influence on organizational sponsorship
recognition, The effect of group cohesiveness was found to be mediating
effect on the effectiveness.

According to the results, hotel should provide education of financial,
economic support, job position that can be well understood and
performed and raise the group cohesion by providing the hotel employee
with best environment to work. As a result, hotel should promote to
have efficient hotel management so that the hotel employees can be
satisfied with their organization.

[Keyword] Hotel employee, Perceived organizational support,

Organizational effectiveness, Group cohesiveness
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