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Evaluating the Causal Relationships among Organizational Support, Organizational
Commitment, Job Satisfaction, and Service Quality in the Hotel F & B Department
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Abstract

The purpose of this study was to examine, in a service context, construct validity and generalizability of widely
used and accepted measures of perceived organizational support, job satisfaction, organizational commitment, and
service quality, and to test each measures’ predictive utility in this context with path analysis.

Of 350 subjects, 309 subjects participated in the analysis. Descriptive statistics (frequencies), exploratory factor
analysis, reliability analysis, zero-order partial correlation analysis, and confirmatory factor analysis were used for this
study. The findings from this study are as follows. First, perceived organizational support significantly influenced job
satisfaction, organizational commitment, and service quality. Second, job satisfaction had a directional impact upon
organizational commitment and service quality. Third, organizational commitment showed to have a predictive impact
on service quality. Finally, the results of the study provide some insight into the types of internal marketing
strategies that can be applied successfully by operators of hotel F & B departments.

Key words: organizational support, job satisfaction, organizational commitment, service quality, confirmatory factor

analysis
M B

SN 2P NAVES T FY4e BE
E 9Ee AdAOY MuAER L RS
IFL Ft FRIAS ZAA stk 9@
MUlAFZ Y] FFL FAEY AREo] XY
ofof @tk woF AAF zAALCR FAAEY
Jrozs zAE2Q 5ol IANEAEL0) Foln
Oe 7Hgol AR 4Fel Bod, g iy
AUl EFRL S 7] flstd o8 NEAES BT
ol Al ARTVEEY ZABYES ¥4
2 Aolvk wEba A A Yo) BALEY AENFH

Corresponding author: Jong-Heon Kang, Sunchon National
University, 315, MAEGOK-DONG, SUNCHON 540-742,
KOREA

Tel: 061-750-3694

Fax: 061-750-3608

E-mail: astckjh@hanmail.net

=, ZJEYEG DA 2ELY P FBS
dAEA, UAE gg 27)E o= PEAUA, o
AGE Atolo] Fgol b A UEbEA, 1

gEo] ou ZHETFER ZFAYE 9

il
g A %
e Fi L= AV SANEAE BEHEY
ARG T BAYEY A4 mrt ARuER,
ZAFYES TAMUAFLY FEL v
NEE UFFLEHN FIA} AMEAEFLS
A7 A -G 2Z x| o] Basit=
A AZE + v A7/ Yolok ek

aBY SN FAEE AUS AR
vEd 2RE ATES P FAFAY, 2
A H71EAI Y HEEE 2H g T3 o]#o]A
gt Gt ARAEH BAY AT P@
o 4-

- 155 - Rz g es A A 1998 A23(2003)



39 HgEFAN 23R, 25

fol
n@,_
oy
ok
=]
9
>
)

2 B FAE BMS
FA 2o FEA] F
ATE F7AE AT IR
wET MulaFA Y] BAE HU
dFe 28, PCS, 39, 95, FEodA 1A
BR ALY AREER Muagdy 340
#H7he AF7F AATh

AFAA 48 FHe AFEL
44 2 FAHE 3d HAgEFA=
ZESI Y MuFALERYEH
o] g5t ZAAY, FUE, £HESIT Ay
29 #AE B7H A7 = ddth

9= AFES By, A4d" =3 X Y(perceived
organizational support)-2 FAlgo) Aol IL&F7t
ZAae hgdel #4Ee MR e AE Be A
=24 24 g FAAEY € =N attitudinal

Q

Ao 2 U

23387 93t
Z338t7] st 1674

Wk
Eisenberger
2AA9e) ZAETEL
4A93 Ao

ol A gt
=1920) o
3 =

=

z =2

az

of tid A
H B} =273 X (attitudinal measure)®™? 2.
293 AESdE 9 gRRAs
JET 283 ARRESEe 37
HEAFHE FAEEY 9AE JERY
W quaEAlge] A5 BEaA
g MuAZFo] xYHATY Au2EAHRE
2wAZ sl ole @ ARUEE 2] Akl
Hackman§& 37} HR@dd P75 AY

st

Azd 24AL BF FVBATE dw, HFEE
ol ZMNEHe FZ L% (organizational commitment)-&
249 BEs JHo @ FE V9F £8, 27

Moox o

=
=2
!

[
A
N
®

2
o
it

=
=

Al

L

S Y3ty Be w2 g e JA, gL A
:F/g%]_gi %‘é‘:"gl-ﬁ—é 7(;"5{]_— _g.,rg-”)p_i A-iﬂ]i%xa]

o GFe wAA Utk & AuAEL] Hu2F
AgEY B s AZRARTT 2o 27

FZxe 3434 A198 A25(2003)

=
I

B MM 2FEL Y] AFBA B

x
g Sk
N ;{x rir

N
2

27 29%
A ABAEZ(service quality)2 AU AE
Fgro g2 ARFI=2 A9} B8t
=29 nAPI) M FHHAL”. o)
MU AEAS 237 938te] Parasuraman 5™
SERVQUAL =& 7239t Boshoff5*"
SERVQUAL =7 E5& 33t FHETEL 7
st T

o}k

N

S

o o d

e rlo g

2

iy

o

FiLY

T-= 214713 (exogenous construct) 2.
2 2AAYE AA 53, AN E(endogenous
constracuts) & A F-ThE, 2HEQFH AMulAELS
ARsta, AWAEIH WAANIT AFAA, HAA
HEL AABAE FELHAEF(SEM: Structural
Equation Modeling)©. 2 A &t1, SEA L8R A
A ZRIL e MHEFAYEZRE 39 &
A EF-E(measurement intruments) S ©]-&3td FEH
A4EEe BrhenA B

o
=

=13=5
=)=

n, A3
1. ZA} CHAS 2 di
ZAMY GAY BME 39 ALERMz AF
HYA, ZASAE T A 2EFA 17 A
2ZANAER AFEHJYG AR 39 @74
U3 gBEIUT ZAA 7= 20029 7€
Bl 89 30U7X At AN
Uk g Eel dd4dE VI
a7 AU AFALAE A
goz2 FHHE HAEA 3505-F

KX
L

ol

<&
o

ZZ371 4% HE
Do) ARE 167 Z=AAY
EFER AZHAT 7 =FA
A2 U9 JAEE FolET,
otz 2A7
98 da=

o}, 22 W7 AT BH

i
)

ol o
ARE
g o
H =
T=

- 156 -



pas
242 vel da2 23d0s PYHYG

AENES F367] Ad AEEFS2 Hackman
T Aue 3 ArAEY YEEIEE A
gtk ) AR MEEISE Ui Fold 3
Rol BEFT, Ui Wk He A FR BEF
o 2 2e ARE $P5E BREE FoI
= 5

(=) =2
107 EFEZ AFH At 1070 B
FE2 2PN Z2F37] H59 oy F JRE
Ed F At 27 4FTE Ao 71 ol
g @ # Aok, ZFEI F2 X
| 2Ec, Z2Fd AL JlAa
o dgoleta o2 ALZENA AaUA
9 f¥o] FAEIHHIE GE ZHA
qdg & G0 gt I L AFFIRT %
e 5718 R 2o, o] AL 5t 2
7= A3 o 2F2 AFrt o), o
Ao 2R3 7+g 2L 2Holt, I T o
A2 wgg A4z gz FA9ch
AW AZAE 357 93 A
Y= Fr/PEHE Sl AstEG o]
941, Boshoff£0) 7]dsl 2AETE ZdA 570
A 2Egde) AERFEEZR AZIATE Sk AH[ &

Fhe AEEY

==

B

of
BN mo

[1I~4

(o]

R
o

i

= =

4
i
rlo
]

ut o rd
oE ot
o
oo M
M

& tol omg RE &
712 G5AE 4 7B d9A a2Re I dS
b A7t J9 gk, o2 FE Feughs
Jte® % FEg otk I8 uAE TN
Adg T4 e FARTE FAHIR

R8s

PN
i
#
Jm
ox
>
r\l

£ & N

o

2) FEEAHRY
I 542
27 23 (measurement model)2 47 NEFEIH} =

ST ABBAE SetetA] slste] 41, 2)
1

. RAADE FAEE 6] FEETEY FEA

X2 2AAYE)F 24 SHETED F2A

E(4x0TF F2HE)S Foloh

WANEE FolA HARIHEELE FH3e= 3] =
AETESY FHAEY, Yo, V)2 FAFUETH
2o SBEFED BEATELY, 4y, Ay)T
ZhaHe;, &, €9 Holth FAEY Ee MH|AF

o) N4E AdES FHHE 2AETEL 27

o e ox
m
[

o~

a 31

X = Measurements
Ax = Path coefficients

= Organizational support
d = Errors

Y = Measurements

Ay = Path coefficients

7 = Job satisfaction, organizational commitment, or
service quality

e = Errors
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I" = Path coefficient of organizational support
B = Path coefficients of job satisfaction, organizational
commitment, or service quality
¢ = Errors
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where

y = Relationships among organizational support(1),
job satisfaction(2). organizational commitment(3),
and service qaulity(4),

P = Path coefficients among organizational support(1),
job satisfaction(2), organizational commitment(3),
and service qaulity(4),

DE = Direct Effect, IE = Indirect Effect, S = Spurious Effect
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Table 1. General characteristics of subjects

. . Number of

Demogtaphic variables . %
subjects
Male 168 54.4
Gender | e male 46  |456
Less than 29 121 39.2
Age 30-39 142 46.0
40 and over 46 149
Waiter(waitress) 188 60.8
Total 103 334
Supervisor |Head wiatier(waitress) 74 239
. and Captain 12 39
Position .

manger Assistant manager 7 2.3
Manager 10 33
Others 14 4.5
Missing values 4 13
Less than 2 years 60 19.4
2-4 years 67 21.7
Working |4-6 years 25 8.1
year 6-8 years 52 16.8
8-10 years 32 10.4
more than 10 years 73 23.6
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Table 2. Results of factor and reliability analysis

KMO and Bartlett’s Test
. . . Bartlett’s Test of Sphericity
Kaiser-Meyer-Olkin Measure of Sampling Adequacy Approx. Chi-Square o Siz, Reliability
0.960 5752.245 ] 276 0.000
Rotated Component Matrix and Communalities
Dimension M L SD Component Con.lr'nu-na A]irt)lelsq T
1 2 3 4 lities deleted
Values my contribution to its well-being 5.0453 | 1.7686 | 249 .804 178 041 743 9063
Considers my goals and values 4.6764 | 1.7761 259 .849 162 132 .831 9054
Be willing to help me when I have a problem 4.7249 | 1.8069 291 822 192 181 .829 9046
Be willing to help me when I need a special favor |5.2913 | 5.5985 .059 521 | -.035 133 204 9367
Cares about my satisfaction at work 49612 | 2.3656 | .149 .646 258 | -.028 .507 .9088
Cares about my opinions 4.7799 | 1.7829 224 J72 182 .133L 697 9063
Accept any type of job assignment 4.4498 | 1.4170 .808 .208 195 212 778 9054
Be willing to put in a great deal of effort 4.6537 | 1.4682 733 207 228 150 654 9061
Tell my friends this organization to work for 4.6246 | 14352 | .799 259 156 244 790 .9049
Feel loyalty to this organization 4.6764 | 1.4138 .819 804 .200 172 764 9059
Tell others that I am part of this organization 4.6375| 1.4453 851 .140 192 114 794 .9059
Could not be working for a different organization 4.6602 | 1.4249 .803 156 .168 151 721 .9063
Inspires the very best in me 4.6408 | 1.4849 .851 201 .169 171 822 9051
Deciding to work for organization was not a mistake | 4.6375 | 1.6607 783 211 201 172 728 9049
Is the best of all possible organizations to work for | 4.6958 | 1.4939 .806 205 163 123 734 9057
It would not take to cause me to leave organization | 4.5890 | 1.5255 .803 201 158 213 756 9053
Satisfied with this job 4.5307 | 2.7225 211 A1l 13 649 491 o114
Satisfied with the kind of work I do 45922 2.2336 | .241 104 .088 673 .530 9100
Most people are satisfied with the job 44693 | 1.4560 412 223 241 647 696 9065
Am neatly and well dressed 5.0259 | 3.2292 .170 .029 639 | -.198 477 9164
Do things right first time 4.6408 | 1.5428 | 275 204 769 .208 752 .9068
My work is error free 458251 1.5302 | 282 .304 694 324 758 .9060
Give my attention in an effort to solve problems 4.5049 | 1.5659 | .239 271 728 .365 795 .9060
Provide clients with individual attention 4,6375 | 3.2240 .300 264 .679 373 759 9056
Eigenvalues 7.395 | 4.066 | 3.085 | 2.154
% of Variance 30.813 | 16941 | 12.856 | 8973
cumulative % 30.813 | 47.754 | 60.610 | 69.584
Average variance extracted 0.806 | 0.868 | 0.757 | 0.842
Alpha 9114
Standardized item alpha .9495

Notes: 1= Organization support, 2= Job satisfaction, 3=Organization commitment, 4=Service quality.
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Table 3. Matrix of zero-oder correlations

Dimension M+SD 1 2 3 4
1. Organization support 4.9132+1.8988 [.7408] 3697 4687 4577
2. Job satisfaction 4.5307 +1.6480 136 [.6089] 5647 488
3. Organization commitmen: 4.6265+1.2793 219 318 [.9627] 559
4. Service quality 4.6395+1.4726 209 238 313 [.7862]
Total 4.6775+1.2277

Notes: Intercorrelations are included in the upper triangle of the matrix; *** p<0.001. Shared variances in percent are included
in the lower triangle of the matrix. Each scale’s reliability(Cronbach’s ¢) is reported in the diagonal in brackets.
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Table 4. Results of confirmatory factor analysis

Fit measures | Reasonable fit | CFA results
x2 p > 0.05 2?3501;/628‘;6
Absolute fit GFl < 0.90 0.929
feasutes AGFI < 0.90 0914
RMR < 0.05-0.08 0.109
Incremental fit NFIL < 0.90 0.953
measures NNFI < 0.90 0.993
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Table 5. Path coefficients of latent variables and measurements

35

Measurements Organization support Organization commitment
Values my contribution 1.000
Considers my goals and values 1.123+0.054(20.811)""
Help me when I have a problem 1.138 +0.055(20.688)""
Help me when I need a special favor 1.487+0.216( 6.880)""
Cares about my satisfaction at work 0.979+0.086(11.419)
Cares about my opinions 0.960+0.059(16.219)"
Accept any type of job assignment 1.000
willing to put in a grea deal of effort 0.934+0.053(17.634)"
Tell my friends this organization to work for 1.022+0.047(21.745)""
Feel loyalty to this organization 0.985+0.047(20.816)
Tell others part of this organization 1.020--0.048(21.331)"
Could not work for a similar organization 0.956+0.049(19.355)"
Inspires the the very best in me 1.080+0.048(22.735)""
Deciding to work for was not a mistake 1.127+0.057(19.765)"
Is the best of all possible organizations to work for 1.012+0.051(19.709)
Not cause me to leave this organization 1.058 £0.051(20.619)
Satisfied with this job 1.000
Satisfied with the kind of work I do 0.903+0.125( 7.213)
Most people are satisfied with the job 0.905+0.107( 8.489)
Am neatly and well dressed 1.000
Do things right first time 1.043+0.160( 6.509)"
My work Is error free 1.094+0.166( 6.585)"
Give my attention in an effort to solve problems 1.134%0.172( 6.601)
Provide clients with individual attention 1128 +0.172( 6.579)"

Notes: Unstandarised loadings + SE in cells, corresponding t-values in parentheses, *** p<0.001.

Table 6. Path coefficients of latent variables

Dimension Organization support Job satisfaction Organization commitment Service quality
1. Organization support - 0.524 +0.081 0.209+0.052 0.219+0.058
2. Job satisfaction 6.491(0.000) - 0.505+0.077 0.377+0.099
3. Organization commitment 4.059(0.000) 1., 6.562(0.000) 0.168 =0.079
4. Service quality 3.759(0.000) 3.823(0.000) 2.133(0.033) -

Notes: Unstandardised loadings = SE in cells are included in the upper triangle of the matrix. T-values and corresponding
p-values in parentheses are included in the lower triangle of the matrix.

e EFE FoA THEHRY Ayt EA 35 AEF0.172)7¢ & MEED AANEZHE B 7}
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7 AFFAY IHFEAES BN ME ge oYY, 2AXYel 45 2AEYC] At
2R @ 2HEY]l Au2FFDY uA e A o] 8% AZE 2ALe 2Fd o2& YT B
Table 7. Standardised total effects
Path
Effect 712 713 714 723 724 734
Covariate 0.545 0.561 0.600 0.710 0.706 0.633
Total 0.545 0.561 0.600 0.575 0.538 0.172
Direct 0.545 0.248 0.265 0.575 0.439 0.172
Indirect 0.000 0.313 0.335 0.000 0.099 0.000
Spurious 0.000 0.000 0.000 0.135 0.168 0.461
Notes: 712 = Support—Satisfaction, 7 13 = Support—Commitment, 7 14 = Support—Service quality,

7 23 = Satisfaction—Commitment, 7 2
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