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ABSTRACT

The Effect of Organizational Conflict among Hotel
Workers on the Intent to Change Position by

Mediating Organization and Job Satisfaction

Jeon, Don—Ick

Major in Food Service Management

Dept. of Hotel, Tourism and

Restaurant Managemen

Graduate School of Business

Administration

Hansung University

One of the most important assets of a hotel is the internal
marketing within the Hotel, as the service quality and competency of
the hotel staffs may influence the hotel’s business performance in a
highly significant manner. In this study, it was examined how much
the conflict of the hotel staffs within their organization influenced their
turn—over intent, while the researcher also verified the mediating effect
of organizational commitment and job satisfaction in the relationship
between the conflict and turn—over intent.

This study was conducted with the staffs of a first—class hotel in
Seoul, through a survey that was conducted over the period from
October 1, 2018 through October 11, 2018. For this study, a total of
304 questionnaires were used for the analysis. The data analysis for

this study was conducted using the statistics suite, SPSS 23.0, with
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which the author conducted a frequency analysis, factor analysis,
descriptive statistical analysis, exploratory analysis, confidence analysis,
multiple—regression analysis, and hierarchical regression analysis.

Key findings of this study were as follows;

First, as for the influence of the organizational conflict of the hotel
staffs on their organizational commitment, some of the subfactors of
the organizational conflict for hotel staffs, namely the conflict in
relationships, emotional conflicts, and conflicts in communication
turned out to influence the organizational commitment in a negative
manner.

Second, as for the influence of the organizational conflict of the
hotel staffs on their job satisfaction, some of the sub—factors of the
organizational conflict of the hotel staffs, namely the conflict in
relationships, emotional conflicts, and conflicts on reward turned out
to influence the job—satisfaction in a negative manner.

Third, as for the influence of the organizational conflict of hotel
staffs on their turn—over intent, the sub —factors of conflict, namely
the conflict in relationships, emotional conflict, conflict on rewards,
and conflict in communication turned out to influence the turn—over
intent in a positive manner.

Fourth, as for the influence of the organizational commitment and
job—satisfaction of the hotel staffs on their turn—over intent, their
organizational commitment and job—satisfaction influenced the
turn—over intent in a statistically positive manner.

Fifth, as for the mediating effect of the organizational commitment
in the relationship between the organizational conflict and the
turn—over intent among the hotel staffs, it was confirmed that the
organizational commitment had a partial mediating effect on the
relationship between the organizational conflict and the turn—over
intent. This indicates that if the hotel staffs are committed to and
have a strong sense of belonging to the hotel they work for, they
have the willpower to overcome the situation, no matter how stressful

and miserable it might be, which, in turn, reduces the turn—over

_77_



intent.

Sixth, as for the mediating effect of job—satisfaction in the
relationship between the organizational conflict and the turn—over
intent, the job—satisfaction was confirmed to have a partial mediating
effect on the relationship between the organizational conflict and the
turn—over intent. This indicates that it is important to manage the
organizational conflict in an effective manner in order to enhance the
internal marketing of a hotel company, while it is possible to reduce
the turn—over intent of the hotel staffs by providing satisfactory
factors such as the work system, rewards, and peer relationship.

The implication of this study is that the mediating effects of
organizational commitment and jot—satisfaction on the relationship
between the organizational conflict and the turn—over intent among
hotel staffs. Also, this study will serve as an important source of
theoretical and practical data to reduce the turn—over intent while
enhancing the organizational commitment and job—satisfaction through

the reduction of the factors of organizational conflicts for hotel staffs.

Keywords: Hotel staffs, organizational conflict, organizational

commitment, job—satisfaction, turn—over intent
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