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Job Satisfaction of Employees in F&B Department:
Domestic Independent Deluxe Hotel vs. International Chain Deluxe Hotel

So-Jung Lee!, Me-Sun Myung?, 1I-Sun Yang?, Hae-Young Lee**
ISchool of Hospitality Management, Pennsylvania State University, 2Millennium Seoul Hilton
3Department of Food and Nutrition, Yonsei University, *Department of Food and Nutrition, Sangji University

Abstract

The purposes of this study were to measure the job satisfaction levels of F&B(Food & Beverage) personnel in hotel by using
JDI(Job Descriptive Index), to investigate relationships between demographic variables or job type and job satisfaction, to
determine the relative importance of the five facets and to identify the effects of job satisfaction on turnover intention by hotel.
Questionnaire was developed and distributed to 660 employees who are currently working in food & beverage department of
hotel A (Domestic independent deluxe hotel) and hotel B{intemnational chain deluxe hotel). A total of 498 questionnaires were
usable; resulting in 75.5% response rate. The survey was conducted between March 16 to 27, 2000. As a result of analysis on
job satisfaction, total JDI score was 136.57 out of full mark 210. Personnel of Hotel A was more satisfied significantly with work
itself (p<.01), supervision {(p<.001), co-worker (p<.01), total JDI (p<.001) than those of hotel B. Total JDI and work itself score
were higher on employees of front of the house than those of back of the house in both of hotels. Payroll was the most important
facet on job satisfaction. Finally, work itself (p<.001) and payroll (p<.05) had a significant effect on turnover intention in hotel A
and work itself (p<.001), supervision (p<.05) and promotion (p<.05) did in hotel B. The findings indicated the necessity of human
resource management apt to the vision of enterprise and the organizational culture.

Key Words : JDI, job satisfaction, turnover intention, hotel, domestic independent deluxe hotel, international chain deluxe hotel,
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<Table 1> Demographic characteristics of the respondents

=]
Hg 908 -testE, UY SHol 42 ARUSE 229 3 el
o < Characteristics Hotel A Hotel B
| 248 9o t-testot ANOVA 24& AASISITt, 275 Gender
= B4 aago] o] ofate] o= H L] YL u|x| =7 B4 Male 173( 71.5) 177C 74.7)
sF4} T} 3954 (Multiple Regression) o] &aticH Female 69( 28.5) 60( 25.3)
No response 8 11
Age
21~25yrs 39( 16.0) 17¢ 7.0
m. 2z gl 24 26~30y1s 95( 389 65 27.3)
31~35yrs 67( 27.5) 82( 24.5)
1. ZAF CHAIREQ| Ut AFSt 36~40yrs 17 7.0) 38( 16.0)
41yrs or more 26( 10.7) 300 15.1)
FE A, BY 2AF ARRFe] AubAlarS A 2ste] (Table 1 No response 6 10
oA, ) 4 5 5 R ) o et il
W9l o:]eii?_*: ~20A7E B = e Married 100C 41.0) 153( 64.3)
27 3% 714 ‘1%9}' U sE A ‘:"]"T"‘E‘O] 35A] ]U]'Oi e No response 6 10
ol e wliy  Fd B A0 o|AMIR] d¥EEIT LEA 1t Academic background
ehde 4% oq_t,i_é T A0 A9 u]E(59.0%)0] WOt & Middle school or less 3 1.2) 14 5.9)
g po 1% o] wroro AN EEEO Al EE{ = High school 61( 25.1) 66( 27.8)
BO] 5 712(64.3%)0] Woken, HFeEE Uy & Associate degree 157( 64.6) 144( 60.8)
=R ;q & oA ZE A 73.7%, E¥ B 66.3%)°| 2/3 Bachelor degree or more 22C 9.D 13C 5.5
opFoldltt, 8 Aw £PFARKG3.6%)7F, 29 B 4 S,E+ No response / 1
AFRH 7} Al A o UJ—O]—O 5 ) }_/\ d Job type
PAH55.2%)7) e 4 02 o, 29 A PRk BOH 134( 53.6) 111C 44.8)
(85.2%) 717¢0] 10 miRke| AT, 28 B FAM: 5“ FOH 116( 46.49) 137( 55.2)
ol A7) EE-sh= BlE&(71.2%)0] A 5] =9k Years in present company
6 months or less 230 94 9 39
P B 6month~less than 2yrs 49( 20.1) 19C 82)
2. JDIE 0|8t 2R DR HIt 2yrs~less than Svyrs 52( 21.3) 39( 16.7)
- Syrs~less than 10yrs 84( 34.4) 111¢ 47.6)
JDIONA] AAIE A7 e H7F 2.4 57H) 9 bA]l 10yrs or more 36( 14.8) 55C 23.6)
% 529 Wrte ATHe (Table 29 20}, A5 A4, Ak No response 6 1>
e =850 3 gk (REF 0 AL 0] X1 7H3E o Total 250(100.0) 248(100.0)
7h 544N, 2AF tgAE ) B TSR 42 32, 86
(60.8%), 35.37(65.5%), 36.07(66.8%)2 ZAFE|Ict, g9 E3} 7 =17 A thele A2 wHEsk 9o 2
et —L‘jcﬁc}%% T ERER HA Ve A 21" § 2R T2, SAAIE, 58] woleh 22 7IE 24 disiM s &
Yot TSR 14.79(70.4%) 91, s3] BAE FHEE 9% FHEESEIL 9l SR HUEQIth 38 Lee Y A7 A=
FEL AT Ao B4 274 B B EEL 7456460 &) ARUETE 5 459 BRI A B3zl
ojitt, wEbA 57 HhEE B7F Q48 THE e 2 Bl X £ 2 W7} v uebs o2 ARl vis F& W AAL
H,ogojol g wE=k 7P w0, wR, A A= S oF Foprhe] Helart e dAARIA TE gaER
A, AR 2 o AEA U2 FARES & GESHL QIZHRA o tisfAl = Az TS Qe AR
o2 o Lee® AtVoM e Fravte] Al tisiA 7t apotElLl gofof QlojA= THlnt sjueldAE 7Ho oY
RS Eon O Hggon A1 T AR Al 12 B sEEe|H BlE) B FojEe] Aoz s vt
<Table 2> Job satisfaction level of personnel by hotel (M+SD)
Variables Full marks Total Hotel A Hotel B t-value
Work itself 54 32.86%5.02 33.52+4.88 32.20+5.08 8.66**

Payroll 21 14791205 14.80+1.81 14.78£2.27 0.02
Supervision 54 35.37+4.33 36.11+3.74 34.62+4.74 15.17%
Promotion 27 17.45+2.64 17.52+2.34 17.38+291 0.35
Co-workers 54 36.07+3.81 360.601+3.64 35.53+3.91 10.22**

Total JDI 210 136.57 +11.48 138.59+10.11 134.53+12.41 15.99"

#p<0.01, **p<0.001
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Zopatol 2 2polE Bl AOE ALZHET se A9 58 BEE (Table 3ol AlAsto] HiL £A43k¢iH
= 52 7k $)79l olE mel Ak AR A (p0D, 59 AcHE RHHel ARRtEEs) Aol B4  AE of
FEPLOOD, BREECODT HHEQ] MAEQECO0DE, & B, LRI ek f2429l Zol7} g, vlEd AUS
d Ad] TReH: AUge] ARUSEsL 3d B 2ok 7 o ARREEs) folHon SYT(p(05), 2~5E HE LEE
A5 HRuEwo] v GHOR B debdth 7 U0e  FARES ARNELs) g2 TR g gelger
Anen A% A 53 599 T8 B 39 49 9% A UERThpCo.
So AYAT o= TR 22 $U7 Hu) 1S A9 3 ARYEE 24 Q4WR ARUEES AuRE A 7
2ofuje] o RES AAst A7HIE FolH T AU £E T 5 H0) i MEEAIAE A B4 T foHd 3
£ ol B3 suo] u3) wol A&uch B3k 59 L4 B o} QT AR A, Fol, FRE oiEt BERE AU
Aok 7P 712S FYekd] oleeS =710 4T FAY B4 B §oH Aol Ak Ao Uehgth 2R A
So A7) A BAl 5 A5 YRYEES WE 4 gk of e WEEE OIE B4 5 Y, 2E, Y, 43 ste),
# 7h 2918 73 gk, Telste] WAHoR 5 Adl ] 2RIl et fe)2Q) Aolrh etk A5 Ao e e}
B ARESEE o B8] AR BRE0 EIME WEEsE A2ie] o) SlojAi 20017 354 ol4e) Ak ula) %ol
we Ao ey M0 2 GEETL E3H(p 0D, AE ARoke] IAAHE 0)E
ol Zglo] RYHOR WEES RO H(pC 00D, WARTHE
3. iU S88 R TR £4 olzte] 79l o HRuEEs} A etdthp 00D, AEt
A9l Baol wet RS 24 ado] Hol7h QxS B ARYE YO WEEIHp0B), THIIE 2549 4

<Table 3> Job satisfaction level of personnel by demographic characteristics

(M£SD)
Hotel A Hotel B
Variables ; " — - - . ;
Work itself Payroll Supervision Promotion Co-workers Total JDI Work itself Payroll Supervision Promotion Co-workers Total JDI
Gender
Male 32861491 140+181 3B90+374 17631224 37.02+361 13812+10.12 31795430 1476+213 3475+436 17251253 3571+374 134291109
Female 35.17+434 S20+177 36652308 17272264 35.65+355 139.9549.70 33.25£6.36 14681240 33731494 17514357 35331378 134.5113.08
t-value 11.57% 3.92* 1.97 1.11 7.21* 1.65 3.87 0.07 2.30 0.37 0.47 0.02
Age
21~25yrs 34924396 1543=175 36284377 17894198 35.091386 140234932 35.76£585 14294236 34521419 16824332 34584533 136.00+14.84
26~30yrs 3234479 1478=176 36184331 17.284248 30514348 139014960 31814512 14924192 35071499 17.234250 35641362 13469+12.15
31~35yrs 33491546 14534176 36351415 17684227 37.10£325 1392341087 3201 +440 1468+183 3447+3760 17621248 35.65+3.58 1344511010
36~40yrs 30644325 15114176 34354264 1676+210 3688307 133701742 31681470 1484+313 34472450 16502300 30.18%385 133.68+10.75
4lyrs ormore 31071415 14574215 3034+441 1780=278 36.881468 1360911080 32251498 14881242 3306+543 18051330 3522+3.27 1340841315
F-value 4.71% 1.78 1.07 1.10 1.08 1.61 2.50* 0.33 0.56 1.81 0.64 0.13
Marital status
Married 14634193 39884334 17434240 367614339 136924861 31601475 14724230 34374443 17374285 35.58+362 133.061098
Single 1495172 36314384 17561234 365313811 3086+1074 33401492 14824204 35011429 17351271 35721394 1363111167
t-value 1.93 0.82 0.20 0.22 5.18* 7.63* 0.11 1.16 0.00 0.08 3.04
Academic background
Miiidle school 31332416 14334115 38332251 15004200 33334416 13233£7.23 20924612 14574341 31284523 17574432 35.64+4.51 129.0014.70
or less
High school 32264497 1449=2.23 367014.18 17574259 37.03+3.7713806+10.2232.33+4.62 1486+2.14 3454+3.14 17.77+254 35.78+2.84 135.3049.05
Associate degree 34181471 15002160 33914330 17.49-222 30424336 139.03+9.14 32261494 14731222 3477+482 17161274 35491405 13443+1241
Bachelor degree 33.0445.20 1454+2.04 35801409 17772268 37.30+4.9313839+15.103201 1477 14924111 34.84£508 1753+1.61 35.9243.86 135841859
or more
F-value 2.65% 1.45 1.04 1.23 1.53 0.54 1.04 0.11 2.62 0.77 0.13 1.22
Years in present company
6 months or less32.78+4.33 1500190 36264379 17.08+257 35.26+4.1413639£1211 35112757 14112305 35114261 17224222 35884153 137.4419.03
6month~less 33284397 15324165 235974330 17461274 36301315 138301840 32002494 14841195 34212350 17301216 35151400 13357+11.85
than 2yrs
2yrs~less 300313579 14941195 37031395 1809+198 37.28+4.10 14340+1092 31974409 14824201 34231339 1679303 36.02+4.18 1338411155
than 5yrs
Syrs~less B51453 1447109 3007379 1732210 35404312 137984809 32204491 1489+189 35.05+451 17041245 35091354 1355411029
than 10yrs
10yrs or more 30584378 1406+197 35132333 17442200 3730%4.18 1351921016 32274435 1472+200 3463+464 17162292 35501359 1343611109
F-value 7707 1.90 1.45 1.13 1.76 4.66* 0.81 0.29 0.39 0.85 0.21 0.42

*p<0.05, *p<0.01, **p<0.001
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<Table 4> Job satisfaction level of personnel by job type
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(M=£SD)
. Hotel A Hotel B
Variables
BOH FOH t-value BOH FOH t-value
Work itself 31.81+4.50 35.50£4.55 -0.4157* 30.83 £ 4.80 33.32+5.04 -3.9359**
Payroll 14.72+1.93 1490+ 1.67 -0.7858 14.81+2.12 14.75+2.39 0.1777
Supervision 36.13+£4.06 36.09+3.34 0.0842 34.05+£3.84 35.08+5.33 -1.7699
Promotion 17.67+2.41 17.67+2.25 1.0967 17.55+2.58 17.24+3.16 0.8510
Co-workers 36.67 = 3.44 36.54 +3.87 0.2937 35.37+3.81 35.65+4.00 -0.5561
Total JDI 137.02+10.00 140.39+9.98 -2.6557* 132.63+12.95 136.07+11.77 -2.1825*

*p<0.05, *p<0.01, *p<0.001
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<Table 6> Effects of job satisfaction level on intention to quite by hotel

) Hotel AV Hotel B?
Variables
Parameter t-value Parameter t-value
Work itself 0.0591 3,683 0.0714 4361
Payroll -0.0985 -2.451* -0.0061 -0.175
Supervision 0.0394 1.854 0.0474 2.447*
Promotion 0.0083 0.252 -0.0619 -2.158*
Co-workders  -0.0196 -0.867 -0.0300 -1.366

Constant 1.7839 1.621 0.9062 1.032
DR2 =0.1081 AdjR?=0.0895 F=581"
D R? =0.1290 AdjRZ=0.1109 F=7.14*

“p<0.05, **p<0.001
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<Table 5> Ranks of relative importance on five facets of job satisfaction N%)
Hotel A Hotel B Total
Rank!  work Super- Pro- Co- Work 1 Super- Pro- Co- Work Super- Pro- Co-

itself Payroll vision motion workers itself

Payro

vision motion workers itself Payroll vision motion workers

1 93(38.3) 113(46.5)

2

3 53(21.8) 31(12.8) 35(14.4) 53(21.8) 71(29.2) 46(18.7)
4 39(16.0)  17(7.0) 68(28.0) 68(28.0) S1(21.0) 35(14.2)
5 260107)  1004.1) 125(51.4) 43(17.7) 39(16.0) 29(11.8)

521D 70 29) 25(103) 88(33.8) 104(42.3) 19( 7.8) 10(4.1) 30(12.2) 181(37.0) 24(4.9) 217(44.4) 17(3.3) 55(11.2)
32(13.2) 7229.6) 10(4.1) 72(29.6) 57(235) 48(19.5) 065(26.4) 35(14.3) 54(22.0) 41(167) 80(16.4) 45(9.2) 137(28.0) 126(25.8) 98(20.0)
42(17.D 39(15.9) 5221.1) 7229.3) 9920.2) 74(15.2) 73(14.9) 105(21.5) 143(29.2)
22(89) 62(25.3) 76(30.9) 48(19.5) 74(15.1) 130(26.6) 39(8.0) 144(29.4) 99(20.2)
13(5.3) 90(30.7) 54(22.0) 55(22.4) 55(11.2)215(44.1) 23(4.7) 97(19.8) 94(19.2)

' 1 the most important facet / 5 : the least important facet
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