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An Empirical Study on Self-leadership, Job Satisfaction and
Customer Orientation of Employees in Hotel Industry
: Moderating Role of Organizational Commitment
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Abstract

The purpose of this study is to examine the relationship among self-leadership, job satisfaction and
customer orientation of hotel workers. To achieve the objectives of this study, self-leadership is fixed as an
independent variable, job satisfaction and customer orientation as dependent variables and organizational
commitment as a moderate variable. The results are as follows. First, self-leadership has an effect on job
satisfaction. Second, self-leadership has an effect on customer orientation. Third, job satisfaction has a
significant effect on customer orientation. Fourth, organizational commitment acted as a moderator in
explaining between self-leadership and customer orientation. Therefore, it is required to adapt self-leadership
in the hotel industry to increase orgamizational efficacy such as job satisfaction, customer orentation and
organizational commitment. Implications and suggestions for the future research was discussed.
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{Table 1> The result of demographic analysis

2 Vel e 26435417 A9 61.6%
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A e 321%E vEeRden, 252 2008 9 ©]
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A = 2] )4 (Self-Leadership) 71'd 2] e}y &
AL Qe 9% B4, A2 - whAl(Varimax)
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4, Azt 94 BAe] 29 BAL ANE 23}

v Divide Freq. % v Divide Freq. %
M 121 540 Associate 146 65.2
Gender F 103 46.0 Captain 8 3.6
Total 224 100.0 Supervisor 22 9.8
21~25 34 152 ';;):e Assistant M 34 152
26~30 92 41.1 Manager 13 5.8
31~35 46 20.5 Executive 1 04
Age 36~40 34 152 Total 224 100.0
41-45 10 45 Rooms 117 52.2
Over 46 8 3.6 F/B 35 15.6
Total 224 100.0 o Back Ofc 72 321
High S. 10 45 Division Total 224 100.0
College 61 27.2
Education University 138 61.6
Graduate S 15 6.7
Total 224 100.0
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(Table 2> The result of factor and reliability analysis

Factor Commu Eigen Variance o IfItem  Cronbac

Factor Items . .
Loading nality Value {%) Deleted h's a
positive thinking .860 797 738
SR self-respect .845 771 5.306 13.807 782 .838
self-trust 734 704 801
training inspection 857 816 503
R rehearsal 815 739 1.859 11.985 648 751
preliminary run thru 642 .509 .821
making list 135 .558 635
$SG mx.xin.g goal with co. 724 635 1477 11.824 576 699
priority 578 622 651
SL checking the goal .543 .667 672
self-reward 740 652 536
SO an.tatlyzing selfttalent 612 617 1344 10.920 A7 603
exist self punishment 529 611 .600
analyze the cause 426 A88 516
SR expecf compl?ment t:rom o'thers ‘ 792 707 1073 9.439 584 7
expect compliment from himself 744 0682 7
p rebu.ke h%mself .838 784 Lon 9,088 565 61
punish himself .807 714 474
I like my job .821 674 828
I'm satisfied my job .080 .606 838
My job is essential. 781 641 . .831
1S 1 prefer my job. 779 564 3574 39.339 843 861
1 work harder 751 480 854
1 focus on my job 693 .609 .835
pride of my work .864 746 851
pride of the member .860 740 854
ocC work for company .843 568 3452 69.038 .882 886
recommend my co. 829 686 862
boast my company 754 711 .855
best service .830 .688 848
make comfortable .827 672 852
co think guest's position .820 663 3756 62,604 852 278
make guest easy 814 684 850
supply useful info. 756 572 863
act previously .691 478 875

Note: SL=self-leadership ; SR=self-respect ; R=rehearsal ; SSG=self set goal ; SO=self observation ; SR=self reward ;
SP=self punishment ; JS=job satisfaction ; OC=organizational commitment ; CO=customer orientation
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8612 JeRgr} 22 E5)0] A9 52U Uo7 dAXS] 0.65 dol el AE ke
g3 detddel dSHUT, AHEHL 69.038, FEI} AR vEehdrh
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(Table 3> Influence of self-leadership on job satisfaction

Unstandardized Standardized
Coefficients Coefficients t P-Value VIF
B S. E Beta '
(Constant) 0.721 0.294 2.452 0.015
SR 0215 0.083 0.174 2.593 o.01" 1471
R 0.104 0.059 0.112 1.708 0.089 1.404
1 8SG 0.259 0.07 0.255 3.697 0.000™ 1.561
SO 0.081 0.074 0.077 1.097 0.274 1.604
SR 0.149 0.054 0.172 2.77 0.006" 1.264
SP 0.037 0.059 0.038 0.635 0.526 1.143
R*=336,  F=18.320, p=000""
p<0.05 "p<0.01 p<0.001
Note: SR=self-respect ; R=rehearsal ; SSG=self set goal ; SO=self observation ; SR=self reward ; SP=self punishment
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{Table 4> Influence of self-leadership on customer orientation
Unstandardized Coefficients Standar(?izt:d
Coefficients t P-Value VIF
B S. E Beta
(Constant) 1.138 0.256 4452 0.000
SR 0.398 0.072 0366 5.521 0.000™" 1.471
R 0.047 0.051 0.059 0.91 0.364 1.404
2 SSG 0 0.061 0.001 0.008 0.994 1.561
SO 0.079 0.064 0.086 1.237 0217 1.604
SR 0.094 0.047 0.124 2.022 0.044" 1.264
Sp 0213 0.051 0.244 4171 0.000™" 1.143
R=352, F=19.619, p=.000""
p<0.05 "p<0.01 "p<0.001
Note: SR=self-respect ; R=rehearsal ; SSG=self set goal ; SO=self observation ; SR=self reward ; SP=self punishment
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{Table 5> Influence of job satisfaction on customer orientation

Unstandardized Standardized
Coefficients Coefficients t P-Value VIF
B S. E Beta
3 (Constant) 2.449 0.188 13.046 0.000
IS 0.388 0.053 0.441 7315 0.000™" 1.000
R’=.194, F=53.508, p=000"
p<0.05 “p<0.01 “p<0.001

Note: JS=Job Satisfaction
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{Table 6> Moderating effect of organizational commitment between self-leadership and customer orientation

Model Variable Beta T-Value P-Value R2
SR 366 5521 000 352
R 059 910 364
, SSG 001 008 994
Equation 1 SO 086 1.237 217
SR 124 2022 044
SP 244 4171 000
SR 332 5078 000 386a
R 049 783 435
SSG -015 .22 824
Equation 2 SO 045 659 510
SR 151 2497 013
SP 28 3.995 000
oc 199 3.469 001
SR -092 .433 666 398b
R 046 729 467
SSG -.007 -109 913
Equation 31 SO 034 498 619
SR 150 2.504 013
sp 228 4207 000
ocC -421 -1.39 164
SR*OC 847 2,094 037
SR 333 5.080 000 387c
R 097 -419 675
SSG -018 -267 790
Equation 3.2 SO 048 692 490
SR 153 2.527 012
SP 224 1881 000
ocC 024 088 930
R*OC 254 659 511
SR 353 5370 000 397d
R 045 17 474
SSG 442 -1.993 048
Equation 3.3 SO 042 620 536
SR 135 225 027
SP 224 3.944 000
oc -379 1297 19
$SG*OC 806 2018 045
SR 33 5.077 000 387
R 053 829 408
SSG -018 -269 788
Equation 34 SO -098 - 460 646
SR 148 2431 016
sp 28 3.991 000
oc 015 057 955

SO*OC 267 J11 478
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SR 319

R .030

SSG .009

Equation 3-5 S0 063
SR 651

SP 224

oC .836

SR*OC -.841

SR 331

R 051

SSG -014

. SO .044
Equation 3-6 SR 151
SP 296

oC 291

SR*OC -.124

Lz
AFNE 3

=
XN
ok
ox,
re

4.886
466
131
916

2.687

3.953

2.747

-2.130

5.051
.808
-.203
640
2.488
1.300
957
-308

.000
.642
.896
361
.008
.000
.007
.034

.000
420
.840
523
014
195
.340
759

399f

386

193

a. AR=034, AF(1,216)=19.391, p <000 e. AR=001, AF(1,215)=16.991, p <.000
b. AR=012, AF(1,215)=17.781, p <000 f AR>=013, AF(1,215)=17.812, p <.000
c. AR=001, AF(1,215)=16.977, p <000 g AR=.000, AF(1,215)=16.908, p <.000

d. AR>=.011, AF(1,215)=17.717, p <.000
Note: SR=self-respect ; R=rehearsal ; SSG=self set goal ;
; OC=organizational commitment
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