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Abstract

Among recent management innovation activities of hotel, one of the most important competitive
advantage through customer satisfaction, and to which members of the organization's service orientation
is essential. The hotel's service orientation is closely related to the organization's culture. In this study,
the organization's service—oriented culture, the internal service quality, emotional commitment and
continued commitment and ultimately affects the employee's influence on customer orientation will look
at that. Results and implications of this study can be summarized as follows. the internal service quality
among the factors corporeality, responsiveness and assurance, empathy, job satisfaction showed a
significant influence on the type of empathy and emotional commitment castle had a significant impact
on. With these results, relationships with colleagues within the organization, such as work environment
and job satisfaction and emotional commitment, the atmosphere is very important to know that you can
affect. Therefore, the members of the hotel to increase customer satisfaction and organizational
commitment, corporate culture, business as well as collaboration with colleagues to share the emotional
atmosphere of sympathy for the business environment will get improved.
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<Table 1> Results of Factor Analysis

Factor Measurement Items Factor Loading Eigen Value Var_lance
Ratio (%)
Purchese needs the new equipment of the work .826
Corporeality Comfortable 9[ office .8}6 2949 18.286
Space room in hotel 754
A good impression of the hotel colleagues 701
The personal attention of coworkers 877
Active coordination of business to coworkers .860
Fellow employee s work experience 786
Responsiveness Fellow employee of each other for a mind to 791 4714 35.936
and Assurance To resolve problems connected with function of 796
coworkers
Belief in the appointment of coworkers 842
Swift for getting the job of coworkers 715
Development of coworkers for consideration 817
Empathy A coworker s attention A A A .836 2715 18.596
Sense of difficulty carrying out their duties in 786
coworkers
o Pride of the work .891
Ingj;\;lit;al An assignment for liking 825 2.946 21.287
The challenge of work to deserve 817
Work up faster than the other hotel 785
A fair promotion 750
Business promotion policies in accordance with
The Whole the results achieved 801
System Factors Sufficient opportunities for advancement 725 4.168 29.168
Susenance wages for relaxing 711
Satisfactory wages 713
A fair wage .685
Family friendly cooperative member 789
Work Fair rating service in work 827
Environment Sincere acceptance of the suggestions or 786 3.287 23.455
Factor complaints )
Attitude toward your staff satisfaction 781
Hotel for strong self—esteem and pride 821
Hotel for strong sense of belonging 798
The problem for the hotel my problem 732
Hotel service for pride 732
Emotional Do my best to be preferable to work 702 )
— Commitment |_2uty to faithfully fulfill our responsibilities 692 5.435 38.925
Hope his retirement from his present job 725
Hotel are the emotional connection and me that 624
Because staff turnover not a warship out of 614
colleagues.
Feel friendly hotel ship 575
Satisfactory compensation .854
Continued The turnover due to personal damage .81[7 3911 21 764
Commitment Turnover trouble to the hotel 602
If the turnover the hotel feeling guilty .505
Answering questions exactly what customer 787
Revisit of the clients in charge of 708
Sincerely that interested customers .595
Meet Faithfully fulfill our contract with the customer .565
Customer Efforts to maintain good relationships with 545 5.598 45.541
Needs customers
Kindness to customers .548
An assessment of service provided 541
Exactly understand the customer's needs 522
Customer's desired effort to provide information 922
Desire Providing services to clients ' needs ppudeut 745
Customer Trying to determine the customer's needs 657 1.130 8.690
Needs Provide the best services that confident .087
Customer's efforts to tackle the problem 546
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<Table 2> Result of Reliability analysis

Coefficient of

Factor Measurement Items confidence removing Cronbach' «
[tems
Purchese needs the new equipment of the work 711
. Comfortable of office .679
Corporeality Space room in hotel 744 TS
A good impression of the hotel colleagues 720
The personal attention of coworkers 917
Active coordination of business to coworkers .905
Fellow employee s work experience 925
Responsiveness Fellow employee of each other for a mind to 913 939
and Assurance To resolve problems connected with function of 915
coworkers
Belief in the appointment of coworkers 914
Swift for getting the job of coworkers 921
Development of coworkers for consideration 814
Empathy A coworker sA aFtention A A A A 75 854
Sense of difficulty carrying out their duties in 786
coworkers
Pride of the work 811
Individual Factor An assignment for liking 857 .890
The challenge of work to deserve .851
Work up faster than the other hotel .894
A fair promotion 875
Business gromotion policies in accordance with the 881
The Whole System results achieved 902
Factors Sufficient opportunities for advancement .854 :
Susenance wages for relaxing .855
Satisfactory wages .891
A fair wage .875
Family friendly cooperative member 877
Work Environment Fair rating service in work .835 387
Factor Sincere acceptance of the suggestions or complaints 857 ’
Attitude toward your staff satisfaction .845
Hotel for strong self—esteem and pride 911
Hotel for strong sense of belonging 914
The problem for the hotel my problem 922
Hotel service for pride 907
Emotionall Domybesttobe preferable to work 902
— Commitment Duty to faithfully fulfill our responsibilities 911 .919
Hope his retirement from his present job 917
Hotel are the emotional connection and me that .925
Because staff turnover not a warship out of 914
colleagues. )
Feel friendly hotel ship 910
Satisfactory compensation 759
Continued The turnover due to personal damage 697 795
Commitment Turnover trouble to the hotel 725 ’
If the turnover the hotel feeling guilty 788
Answering questions exactly what customer 811
Revisit of the clients in charge of .810
Sincerely that interested customers 821
Meet Customer Faithfully fulfill our contract with the customer .820 342
Needs Efforts to maintain good relationships with customers .813 ’
Kindness to customers .824
An assessment of service provided .810
Exactly understand the customer's needs 807
Customer's desired effort to provide information 788
Desire Customer Pr()\-fiding Scrvicc‘s to clients ' needs ppudeut 745
Trying to determine the customer's needs 785 821
Needs Provide the best services that confident 795
Customer's efforts to tackle the problem .820




of
ook
=2
rd
ok
[t
-4
I
fol
i)
o
N
s
&
I
=
g,
x,
N
ofo
o

312 Mu)AEAo] TR n|x|=

4.2 A= Y 4.3 @77HE9 AEH

B AToNE 240 YRANAEY, AVEE £ 2 dve) Mg PEa) 98 SHeEe) By
429, DAY 5O ARFEE] i W Qe AFS ANSCH ol ek Qe Azt 9l
e ARSI AHREAE olgagtk A sk thke RQlEe] EEEgIth AT
SRS el AEFET AAEe YT A BES f34, A, B0, ATIERS gRy
A Wkl A Qe ATHE ASSdth A SOAR e HER PREoldon 24%

i e E B B i el i A ) S 2 U oAk Z1ERIEoR FEEHIN v T e R
Z

glo] 050 ol Sgase] AME AAES AT wANEYS wASTell DASTERoR Uy
glekr & 4= itk $19] <Table 2> URANIAEL o4 AAHLh olgh ol Al 25 T
Dol thet AsRA Avjolct, al 270 ANF QTR wE Ao FAl

7Vl H itk webA eRltAldite] od
AF7PELE th2 <Table 3> A 7Hd3 2} g9l
Ale FEl sk 2ol A7vHEE Fskler 3
s Bl 7HEATE AXES T Floltk

<Table 3> Research hypothesis as modification

Research hypothesis

Hypothesis 1. Internal quality of service activity will have a positive impact on job satisfaction.
Materiality as internal quality of service corporeality, responsiveness and
assurance, empathy of positive influence of personal job satisfaction factor.
Materiality as internal quality of service corporeality, responsiveness and
1-2 assurance, empathy of factors will have a positive effect whole organization of
job satisfaction.
Materiality as internal quality of service corporeality, responsiveness and
1-3 assurance, empathy of positive influence on working conditions of job
satisfaction factor
Hypothesis 2. Internal quality of service activity will give the positive impact on organizational

commitment.
Materiality as internal quality of service corporeality, responsiveness and
2—1 assurance would have positive impact on organizational commitment of the
affective involvement of and sympathy.
Materiality as internal quality of service corporeality, responsiveness and
2-2 assurance would have a positive impact on organizational commitment of the
continuous flow of and sympathy.
Hypothesis 3. Will have a positive impact on customer orientation is job satisfaction.
Directivity factor is the client's personal factors, factors the entire organization

1-1

3—1 of job satisfaction, work environment will have a positive impact on customer
needs.
Directivity factor is the client's personal factors, factors the entire organization
3—2 of job satisfaction, work environment will have a positive impact on customer
needs.

Hypothesis 4. Will have a positive impact on customer orientation is organizational commitment.
Emotional devotion, customer orientation is continuous engagement of the
positive impact on customer needs.

4-1

Emotional devotion, customer orientation is continuous engagement will have a

4-2 - .
positive impact on customer needs.
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4.5. ATEZY 7HE2AA

45.1. 4FEA
A7) ASelA QA gk dSERS/do]
AEAE FHetsbr] el A o® 7F YU ke
1A= 747%}0%} Z} ?“*71%“ AT HESE
A S Brsste] 3
wl %k% Bof o] g3l H Aol A}
A5 1o AT EAEAE gelsb]
el AEREAS AAsl o] A3l= <Table 4>
AR vkel Pk AR AEd S, A
&S], ARG Tl F(+) o] AT Qe &

Q1] AAJE L.

4.5.2 3)AHEA
(1) WFAu~FA4gE 7104 9l

7P 1-12 UFAnAFAggo] A5aEe] )
2 @Rl ojust s mA=A| dopR Al 3
otk 7Hd 1-1¢f tigt A5S fldll 7199 LHTH
HIAFASSS SHATE, 7114 291s THHTE
sto] tgslTnAls AASIITE EA AT mEdW
3NRF] Afee 7489 Rﬂ]*ol 0114§A1 11%
o] AvEE yeha Stk ol 05 FEelA =
o AR AEdSs 5 370 TrJUP FEE v
A= Ae® el ol 24 YA FEET
Ay 9 AxTE Q1S - AFAe] S8 I
& T AoE A% = gtk olel dig Ay d =
t}e-9] <Table 5>9} 2t}

rrE

N

<Table 4> Result of Correlation analysis

. Individual Whole Work Emotional |Continued Wi Uil
Corporeality and Empathy Factor System |Environment . . Customer | Customer
Assurance o Factors Factor | Commitment| Commitment Needs Needs
Corporeality 1.000
Responsiveness
and .000 1.000
Assurance
Empathy .000 .000 1.000
Individual o
vidu 111 184 | .313" | 1.000
Whole . ) .
System 3337 2197 3327 .000 1.000
Factors
Work
Environment .022 204 387 .000 1.000
Factor
Emotional 197 222" | 400" | .184 | .385" | 597" | 1.000
Commitment
Continued 140 134 | 378" | 526" 175 000 1.000
Commitment
Meet
Customer 192 .046 214" .238" 231" 282" .310™ 1.000
Needs
< .400™ —-.070 .280™ 248" —.097 .193 .070™ .000 1.000
Needs
xx, The correlation is significant at the 0.01 level (2—tailed).
<Table 5> Hypothesis 1—1 Regression analysis result
. .. Standardized
Indepgndent Unstandardized Coefficients Coefficients . 5
variable
s Std. error Beta
gg;gg;i?ggess 111 1.00 111 1.115 268
and Assurance .184 1.00 184 1.846 .068
Empathy 313 1.00 313 3.135 .002x*

Adjusted R? = .114

F—statistic= 4.825 P-—value = .004
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fol
i
o

FHo2 -

(2) WiAMnAaEddsa 24304 24

AT = SRl AT YE RA
7ol 0.244724 24%°) =S JeR)aL ok #9
T 065N B ) YWRANAEASES T G
3, Wkgt FalA, Fdol A AA gl fost
FES mA= Zoz YeRth 224 2919 bl
ARl o& X A, JiRle]l SIS W oY X
o] Aslxl 7| ooz Hojupo 7hsslr] wiiol]
T, Wk A, T o] theksl 2glE
o] HX 3} 7 ZAAA Qo= XAW&E e

(3) WA A~EFASSI} 243 a9l

A = ARl AFEE YE RA
wol 0.1642A4 16%2] A=s veplar ok /-9
T 057N UFA AT A ESs & e gl
A, w7790 A Qe fost JFTFS vH=
ZoE Uegth vk g, 3 A 24
Y s E dyshe 2e)7] e 24
4 2o AHAR JqFS = F U= T U
ARAFLSFUS & 5 ek olof] st AE =

t}2-2] <Table 7>} 7t}

<Table 6> Hypothesis 1—2 Regression analysis result

Sk 7S

o). folez

o]
= 134,

o] 220] chet ok
sezEe) Tk A9l

(4) JEARAZASET A A 2o
e WiAH|AEASE Y 225 A4
doll thgt 7Hds AF3] flste] a3l
ASict B ATl wEd SR Agne 5
kil Rﬂ]ﬂol OZZZEH 20%°] AmWES vEh)
FEod = o AR AEA ST

H}"—‘J/}— AN, A 0] x%,qx% Eot]oﬂ

7};1 2 mt

U] o—ﬂ

= 9] <Table 8>3} At}

‘TF

(5) AN EATE T A4 29

A E A 5]
AFAY, FNEde 2
l0] 0.15124 15%°] e Jeh)ar
055FoA & u] F7HAdo] A
?fP F&= R ZoZ et o]#9] ofy
ouleh= A154 =909 B¢
o]ar $-5 A<l 7l?j°‘
ubA IS TR
A A5 E80ell &

olo] thgt Av-d=

242 A%

o

°
r

AA] E
e R | =

ety
o=

Jﬁ} 73ﬂ 1

.4’:7(4 Ecgoﬂ 1;H

- =
?:!—-L—L_ T;g]

ot ol
el 2]

. .. Standardized
Independent Unstandardized Coefficients an 2.1 . 12€
variable Coefficients t P
B Std. error Beta
gggpg;es?ggless 333 092 333 3.616 001+
P R 219 .092 219 2.379 .020%
and Assurance
. .332 .092 .332 3.602 001
mpathy
Adjusted R? = .244  F-statistic = 10.571 P—value = .000
<Table 7> Hypothesis 1—3 Regression analysis result
. .. rdi
Independent Unstandardized Coefficients Stande.l thed
variable Coefficients t P
B Std. error Beta
ESZDZ;Z?ESQCSS 022 .097 022 232 817
P ) 204 .097 204 2.101 .039:
and Assurance
.387 .097 .387 3.996 .000%*
Empathy
Adjusted R? = .164  F—statistic = 6.812 P—value = .000

o =0

T o=
Saje] Pk B
2SS ek gl
A ]oﬂ sk Z?H‘dﬂi
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<Table 8> Hypothesis 2—1 Regression analysis result

Independent Unstandardized Coefficients Stande.lr.dlzed
ariable Coefficients t P
vart B Std. error Beta
ggngfs?ggcss 197 .094 197 2.107 038
nespansivene 222 .094 222 2.372 .020%
and Assurance
B 400 .094 400 4.275 .000%*x
mpathy
Adjusted R? = 222 F—statistic = 9.447 P-value = .000
<Table 9> Hypothesis 2—2 Regression analysis result
. .. Standardized
Independent Unstandardized Coefficients an E.lr. 7€
riabl Coefficients t P
varabie B Std. error Beta
gggpg;es?géyness .140 .098 140 1.432 156
P 134 .098 134 1.371 174
and Assurance
B 378 .098 378 3.866 L0003
mpathy
Adjusted R®> = .151 F-—statistic = 6.292 P—value = .001
(6) A5 WANFY) 1AL TS DASTESS] foF B ML Row
ARzl nANFYS] IASTFE] FHAA ok ol AT Fal A ATl oiE ANz,
s = Aolgks 7HEE AT 8l SRS AATE 2= A 1A EIES T UE
AN Ay, IFAREEY AYdeE FEE RAlwol FTo%k QRIS & = qlrh ol A4z
0.3102.24 31%2 W= vehla ok fols 9] <Table 10>¥} #t}
+ .05F7FdA B oo Ji1A e} 2ddd 2910
<Table 10> Hypothesis 3—1 Regression analysis result
. .. Standardized
Unstandardized Coeff t ..
Indepgndent nstandardize oefficients Coefficients . .
variable
B Std. error Beta
Individual Factor 272 .106 .258 2.570 012+
Whole System Factors 176 099 177 1.772 080
Work Environment : : : : ’
Factor 254 102 250 2.496 014%
Adjusted R* = .310 F-statistic = 34.641 P—value = .000
<Table 11> Hypothesis 3—2 Regression analysis result
. .. Standardized
ff ..
Indep.endent Unstandardized Coefficients Coefficients . b
variable
B Std. error Beta
Individual Factor 257 107 243 2.400 019
Whole System Factors 249 101 250 2476 015%
Work Environment ' : : ' '
Factor -.080 103 -.078 -.773 442

Adjusted R®

= .100 F-statistic

= 4.247 P-—value

.008
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W 2AE) GAA B A%H BY W A
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<Table 12> Hypothesis 4—1 Regression analysis result

. .. Standardized
Independent Unstandardized Coefficients rdiz
riabl Coefficients t P
1
variapie B Std. error Beta
Emotional Commitment .300 .098 298 3.054 .003x
Continued Commitment .337 101 324 3.328 .001*
Adjusted R® = .166 F-statistic = 9.730 P-—value = .000
<Table 13> Hypothesis 1—1 Regression analysis result
. .. Standardized
ff ..
Indep_endent Unstandardized Coefficients Coefficients . b
variable
B Std. error Beta
Emotional Commitment .198 .106 197 1.866 .065
Continued Commitment .083 110 .080 756 452

Adjusted R* = .021

F-statistic = 1.963 P—value = .147
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