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124) F. F. Kast, and J. E. Rodenzweig(1974). “Organization and Management, A System
Approach,” New York, Mcgraw Hill, pp.251-252

125) M. J. Gannon(1979). “Organizational behavior : A managerial and organizational
perspective,” Boston : Little brown & Co. pp.187-183

126) P. C. Smith, L. M, Kendall, C. L. Hulin(1969). “The measurement of satisfaction in work
and retirement: A strategy for the study of attitudes.” Rand McNally, Chicage,

127) E. J. McCormick & J. Tiffin(1974). “ Industrial psychology(6th ed.).” Englewood Cliffs,
New Jersey : Pretice Hall, Inc.

128) G. M. Hostage(1975). "Quality Control in Service Business.” Harvard Business Review,
July-August, p.104
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132) C. O'Reillt I and J. Chatman(1936). "Organizational Commitment and Psychological
Attachment : The Effect of Compliance, Identification, and Internalization on Prosocial
Behavior,” Journal of Applied Psychology, Vol.71, p.492.

133) A7FE(1997). “2AEYY d4a%00] e I, TH S sk AAEI T =T

139) AFAM). “ZAFYe] B HZY AF-AYH FRU} PIAYFAAAL FHO
20 sk ehe uhalshe) g P

135) B. j. Jaworsky, and A. K Kohli(1993). "Market Orientation : Antecedents and
Consequences”, Journal of Marketing, Vol.57, No.3, pp.53-70

e

136) M. K Moch(1930). “Job involvement internal motivation & employees integration into
network of work relationship,” Organization behavior & human performance, Vol. 25, p.17
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At Aoty A7t B Edoleta HaHA 2HEYS Y
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141) o319, “ZAFEE0] ARYHES AUl "X = Gl AF AR AR
JehEd AN TR,
142) L. W. Porter, P. M. Sreers, & P. Boulian(1974). "Organizational commitment, Job

satisfaction, and Turnover among psychiatric technicians”, Jowrnal of Applied Psychology,
Vol. 59, pp.603-609.

143) C. E. Pettijohn, L. S. Pettijohn, and A. J. Taylor(2002). "The Influence of Salesperson
Skill, Motivation, and Training on the Practice of Customer Orientation Selling”,
pp.743-57

144) R. T. Mowday, R. M. Steers, & L. W. Porter(1979). "The Measurement of Organizational
Commitment”, Journal of Vocational Behavior, Vol. 14. pp.224-47.

145) A. Caruana, and P. Calleya(1993). "The effect of internal marketing on organizational
commitment among retail bank manager”, The International Journal of Bank Marketing,
Vol. 16. No. 3, pp.108-16.

146) J. Shigh(2000). "Performance Productivity and Quality of frontline Employees in Serivee
Organizations”, Journal of Marketing, Vol. 64, No.2. April, pp.15-34.
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147) N. J. Allen, and J. P. Meyer(1997). "Commintment in workplace; theory, research, and

application”, Sage Publications, Inc.

148) D. T. Donavan,

and T. J. Brown(2004). "Internal Benefits of Service-worker Customer
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150) M. E. Sheldon(1971). “Investments & Involvement as mechanisms producing commitments

to the organization,” Administrative science quarterly, Vol. 16, pp. 145-146.

Antecedents and outcomes of organizational commitment,’

“
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153) A. E. Reichers(1985). “A review & reconceptualization of organization commitment,”
academy of management journal, Vol. 10, No. 3, p.102.

154) C. R Glisson, & M. Durick(1938). “Predicts of job satisfaction & organizational
commitment in human service organizations.” Adminstration quarterly, Vol. 33, p.61

155) Report of the Definition Committee A M A (1960). Journal of Marketing, p.215
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156) A. Parasuraman, A. Valarie Zeithaml and Leonard L. Berry(1935). A Conceptual Model of
Service Quality and Its Implications for Future Research,” Journal of Marketing, Vol. 49,
pp.41-50.

157) G. Robert, Murdick, Barry Render and S. Roberta(1990). Russell, Service Operations
Management Allyn and Bacon, p.419.

158) P. Kotler, and G, Armstrong(1994). “principle or Marketing,” 6th ed, Prentice Hall, p.640

159) E. M. Johnson, E. E. Sheuing, & K. A. Gaida(1991). “Profitable Service Marketing” 9th
ed McHraw Hill, p.486
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165) A. Parasuraman, A. Valarie Zeithaml. and Leonard L. Berry(1985). "Problems and
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Effectiveness of Internal Marketing on Employees' Job
Satisfaction, Organizational Commitment, and Service
Quality in Contracted Foodservice Management

Company

Lee, Chun—Yong

Department of Hotel and Food Management
The Graduate School
Gyeongju University

(Supervised by Professor Lee, Yeon-Jeong)

(Abstract)

The objective of this study is to investigate how internal marketing of
contracted foodservice management company affects on the employees job
satisfaction, organizational commitment and service quality.

Studying the existing literature for this objective, we established study
model and hypothesis in accordance with study objective and collected data
by distributing self —recording questionnaires to the employees of contracted
foodservice management companies in Daegu, Busan, Kyungsangbuk—do and
Kyungsangnam—do for 30 days from April 1 to April 30, 2006.

Statistical analysis was performed with SPSS for win 13.0 and frequency
analysis, t—test, reliability analysis, factor analysis, regression analysis have
been performed for the analysis method for this study.

The summary of study is presented as follows: The internal marketing
factor 1 of contracted foodservice management company was named as
"welfare" as it showed discretion of factor in the order of diverse vacation
system for employees, payment of sufficient allowance, compensation

system, welfare, originality and creativity, suggestion and inconveniences.
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The factor 2 was named as "internal communication" as it showed discretion
of factor in the order of communication between colleagues, information
exchange, judgment of the employee solving problem, communication between
staffs and operation and plan information of the company. The factor 3 was
named as "training/work environment" as it showed discretion of factor in the
order of regular and systematic training, training program, value of official
training program, cleanness of workplace and workplace environment. The job
satisfaction of employees of contracted foodservice management company
showed discretion of factor in the order of business, job, communication
between superiors and colleagues, solidarity to perform job, fairness of
personnel evaluation, failure and re—challenge, supporting personal growth,
supporting welfare, income level, work conditions, sympathy of managerial
posture, pride on the company and contribution to the community. The
organizational commitment of employees showed discretion of factor in the
order of pride on the organization, similitude of value between employee and
the company, pride as a member of the company and delegation of
competence in the business performance method. The service quality
provided by employees showed discretion of factor in the order of punctual
provision of service, exact communication when providing service, providing
immediate service, willingness to help customers, response to customer's
demand, my trust on the customer, my comfort on the customer, my kindness
on the customer, knowledge necessary to answer customers' question,
interest in individual customer, interest in the customer's profit and
understanding customer's special demand.

This study shows that among the factors of internal marketing significantly
affected employees organizational commitment, job satisfaction and service
quality of employees in contracted foodservice management company. the
internal communication is most influential. It is generally thought that welfare
system, compensation system and training are most influential. However, this
study breaks such prevalent concept, showing that the employees of
contracted foodservice management company are mostly affected by internal
communication (e.g. communication between staffs, information exchange,
company operation plan information and regular training). Analyzing the

reason, the sales and number of employees of contracted foodservice
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management company could be larger than that of any small and medium
enterprise. However, analyzing internally, it is subdivided by each unit
division and the group itself is small—sized and composed of 2 employees up
to 40—50 employees at most. Owing to the property of business, it seems
that immediate problem solving and mutual cooperation, respect and
consideration among staffs and familial mind rather friendship of colleague
may be necessary.

Thus, the study shows that internal communication is more influential than
welfare system, compensation system and training owing to business
property. In conclusion, it was verified that internal marketing affects
organizational commitment and job satisfaction of employees played important
role in contracted foodservice management company. Moreover, it was also
verified that the higher internal marketing is, the higher job satisfaction and
organizational commitment are, thereby improving service quality provided by
employees. If enterprise regards employees as internal customers and
constantly and efficiently performs internal marketing activity like internal
communication, training, welfare, compensation, delegation of power,
supporting the management, etc, organizational commitment and job
satisfaction of employees will be heightened, thereby enhancing loyalty and

pride on the organization to provide service with better quality.
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