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5 Il Aeolth(Barich& Kotler,1991). T3k o] 5 ul(1994)e] m=H 7] a1
NAL A 5 ol @ATE Heko] L 7[geol s Azstar 9l

ol Aol ol A= 71l AFolu Auze] 7Aoo 3k v AE e
A z}ol| o &S w] % (KleinandLeffler,1981), 7 & A5 2] oA} A A (Gatewoodetal,1
993),

agla AAbel tid A Y5 HES dFol dFgS nAA Hoe Felth
(DuttonandDukerich,1991). 7] eolv A &= 2 FA L9 HFErkE 22 A3 <l
AtolEol  FEFs mAALFE Ao A3|Ade] @3S W H(Christine,Robert&
Jodi,1997).0lel wt=,  rgelu A= vtz 1 7]l uA, A9l wiA Sol B
H adsd oa 2AE = Aelga & 5 3
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B4 2124 5(1994), 2 94 3H1997)2] 53 Faste] B AFoAs 19855 9
Likerthd HE =z =A 3t}

3 A7NNETH
2 oAFoA ArEsgteld FAE FAT 7 Ade A sEHA g A<l
A Mgolgtal A ed Bandura®l HeolE wE7|Z gty 4 =5 Schwarzer
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<¥3-2> AEAY 74 2 &
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o_“ . .
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. (Hotel Z2A19] 10,11,12,13 M Jodi(1997),Duttonand
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4 N o 2/71E 54
W DR FE 6w . Chen et al. (2001)
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<¥E4-1> HHE dutyg 54 (N=174)

T W% () T3 8] & (%)
1= 85 489
E o 89 51.1
200 ©) gk 5 29
20tH 85 489
A4 30t 33 19.0
40th 18 10.3
50t o]/ 33 19.0
& 50 287
a2 ﬁ%i}% 61 35.1
& 59 339
;HQL% o] AF 4 2.3
| 118 67.83
+4 29 16.7
A5 2 15 86
S 5 29
e 7 4.0
A 109 62.6
28 5E 47 27.0
g A S 8 46
)/ ARFA] 5 29
7| €} 5 29
1d mgr 33 21.8
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A2 717k 6 ~ 104 22 12.6
119 ~ 154 3 1.7
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N . Al sd 69 39.7
T 293 274354 105 60.3
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HA .
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2,0005H o]/ ~ 30005+ wwk 100 575
AL 30009+ o]k ~ 3500%H v 20 115
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<E4-2> 71gelnA Y FAH 8 B4 % A=y FH
e ;
ol QAXHZ*  ofo] oy Cronbach
QOIHS (Factor N7k * s
(Factor) . &
Loading) * Alpha
AldsoA E4%+= CEO 0.781
AR R sy 0.780
Factor 1 xjoiaslol ) &7 CEO 0.757 319
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HHA Hodsto] 9k CEO 0.701
ZABIAS st 7HR]71&
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71850 9&FS 5 0.719
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ABSTRACT

The Effect of Corporate Image Perceived by Hotel
Employees on Customer Orientation
- Focusing on the Mediating Effect of Employees’
Self-Efficacy -

Mi Park
Department of Tourism Management
Graduate School of Business Adminstration

Jeju National University

This study aims to examine the effect of corporate image perceived by hotel
internal customers on customer orientation. For achieving this study purpose,
existing literature reviews were investigated. After setting a research model
and hypotheses based on the literature reviews, there was a survey with
employees from 7 luxury hotels in Jeju Special Self-Governing Province and
empirical analysis was conducted.

In order to prevent that a total of 200 questionnaires are concentrated in one
hotel, 20 to 30 questionnaires containing diverse demographic items were
distributed to each hotel. A total of 180 questionnaires were collected, but
finally, 174 questionnaires except 6 ones with unreliable responses were used
for empirical analysis.

For analysis, frequency analysis, reliability analysis, factor analysis, Pearson

correlation analysis and regression analysis were carried out, and Sobel test
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was used to verify the mediating effect. The study results from empirical
analysis are as follows.

First, corporate images perceived by hotel internal customers had a
significantly positive effect on self-efficacy of employees.

A corporate image is classified into 3 factors. Factor 1 is ‘CEO leadership’
(6 attributes; a CEO respected by employees, autonomous job performance,
value criteria for problem solving, a CEO respected by a local community, a
CEO with management philosophy and congruence between CEQ’s behavior
and instructions). Factor 2 is ‘social behavior of the organization’ (6
attributes, including the history of the organization influencing a boost in
morale, the history to increase trust in the organization, a contribution to the
development of consumers, feeling proud of the history and the tradition of
the organization and the proud history of the organization). Factor 3 is
‘external assessment’ (3 attributes; holding a leading position compared to
other companies and exerting an influence, high job preference and feeling
proud of high position and treatment in the same field).

In order to analyze the effect of corporate image on customer orientation,
multiple regression analysis was carried out. As a result, all the three factors
significantly influenced customer orientation. This means corporate images of
hotels have a significant effect on self-efficacy of employees.

Second, self-efficacy of employees had a significantly positive influence on
customer orientation. This implies self-efficacy of employees significantly
affects customer orientation.

Third, corporate images of hotels had a significantly positive influence on
customer orientation. Also, self-efficacy had a significant mediating effect in
the relation between corporate images of hotels and customer orientation.
Fourth, regression analysis was performed to identify if the effect of hotel
corporate image on customer orientation depended on regular employment and
non-regular employment. As a result, for regular employees, self-efficacy had
a significant mediating effect in the relation between corporate images of
hotels and customer orientation, whereas for non-regular employees, it had a

significant full mediating effect.
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These study findings support the previous studies on corporate images of
hotels and customer orientation and reveal that corporate images significantly
influence customer orientation by the medium of self-efficacy of employees.

Moreover, it was found that for regular employees, self-efficacy had a
significantly positive influence on corporate images of hotels and customer
orientation, but for non-regular employees, it had a significantly negative

influence.

Key Word: Hotel Employees, Corporate Image, Customer Orientation,
Employees’ Self-Efficacy
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