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The Effects of the Service Quality of Food and Beverage Section
at Hotels on Organization Value and Work Performance
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Abstract

The purpose of this study was to analyze what effects the service quality of the food and beverage
section have on its organization value in the value-oriented hotel business, how the organization value
influence work performance, and what causal relationships exist among variable factors such as service
quality, organization value, and work performance for helping get the hotel business more profitable
through guiding service improvements. For conducting the study, full-time staff working at the restaurants
of premium hotels in Seoul participated in the test as samples from January 10th to January 22nd,
2009. The statistical data analyses were completed using the SPSS 12.0 program, and frequency analyses,
reliability analysis, factor analysis, multiple regression analysis were conducted. The main results of this
study were as follows. First, service quality of the food and beverage section in the hotel business caused
positive effects on organization values. Second, it was found that the organization value and service
quality also positively influenced work performance. Third, among service quality, organization value,
and work performance, service quality had a direct effect on business performance, and organization
value played an indirect role to cause effects on work performance through service quality. Accordingly,
all of the workers engaging in the hotel business, including board of directors, ordinary managers and
staff working at the food and beverage section, are highly required to recognize how keenly important
service quality is for the hotel business.

Key words : hotel, food and beverage section, service quality, organization value, work performance.
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{Table 1> Characteristics of the respondents

Characteristics Categories N %
Male 195 62.5
Gender
Female 117 375
Less than 29 years 37 11.9
30~35 years 65 20.8
Age 36~40 years 115 36.9
41~45 years 74 23.7
46 and over 21 6.7
High school 34 10.9
Junior collage 165 529
Education
University 72 23.1
Graduate 41 13.1
Less than 5 years 30 9.6
) 6~10 years 76 244
Service 11~15 years 116 372
years
16~20 years 52 16.7
20 and over 38 12.2
Italian 65 20.8
Chinese 40 12.8
Japaness 45 14.4
Department
Buffet 85 272
Coffee shop 57 18.3
Banquet 20 6.4
Total Frequency(N) : 312, Percentage(%) : 100.0
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{Table 2> Results of the reliability test and the factor analysis on service quality items

Cronbach’s Eigen
Factor Items M+SD
alpha values
Employees' kindness 3.94+0.721
Fast service 3.63+0.951
Hi
YA Ability to execute services 3.50+0.870 0.644 3.435
service
Ability to handle customers' dissatisfaction 3.99+0.869
Employees' feature 3.75+0.717
Convenience in location 3.144+0.819
Physical ~ Convenience of parking facilities 3.51+0.707
evidence  Restaurant interior 3.8440.798 0.673 1.591
service  Atmosphere of the restaurant 3.81+0.883
Hygienic conditions of the restaurant 3.9140.811
Taste of foods 4.19+0.745
Diversity of the menu 3.80+0.818
M
™ Unity of quality in menu 3.90£0.685 0.696 1.400
service
Menu price 3.62+0.982
Employees' basic knowledge about menu 3.08+0.875

Standardized item alpha 0.662

KMO(Kaiser-Meyer-Olkin)  0.685

Bartlett test of sphericity y*=924.693(P<0.001)

Y 5-point Likert scale(1=disagree very much, 5=agree very much).
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{Table 3> Results of the reliability test and the factor analysis on organization value

Cronbach’ Ei

Factor Items M+SD ronbacit s gen
alpha values

Credibility and efficiency on the organization 431+0.804

Information shared among working members 423+0.780

Organization .. L
| Opinions about the department and the organization 410+0.803 0.666 2.642
value
The choice of the organization 4.07+0.881
Sincerity on the work in the organization 4.174£0.748

Standardized item alpha 0.663
KMO(Kaiser-Meyer-Olkin)  0.805
Bartlett test of sphericity ;{2:374.994(P<0.001)

{Table 4> Results of the reliability test and the factor analysis on work performance

Cronbach's Ei
Factor Items M+SD rorbaciys - bige
alpha values
Staff members are motivated to aggressively engage in the service 3974+0.831
Work Staff members are motivated to produce service more faithfully 392+0.767

0.662 1.515
performance  Staff members got fulfilled with returns and achievements from hard works 3.89+0.766

Staff members obtained precious service know hows 4.03+0.767

Standardized item alpha 0.661
KMO(Kaiser-Meyer-Olkin)  0.520

Bartlett test of sphericity >=78.508(P<0.001)

B4 A=, A= (Table 59 £tk (R-square)2] ko] 04372 Yeh} FE5H7 A

Aul 2 F4 8191 1F AMulx, B4 Aulx, BEAAE FEo HlEo] HA 9] 43.7%E H™
v AulaE SYPHSER 8la, 22 7IXE F slal I AoZ YERGTE Z12]31 Durbin Watson
EHFE sto] BAS Ad, FEAFR] 22 7 BAIFO] 14782 YR FAACE AFs B
2ol et AA) AHEL Jujals ARAG RS FYS BT Uk 72+ 2919 kel oJF &

{Table 5> Results of organization value on service quality

id Unstandardized Standardized
Divi coefficients coefficients t Sig
Variable
B Std. error Beta

Constand 1.108 0.309 3.589 0.000%***
Human service 0.282 0.077 0.203 3.683 0.000%***
Physical evidence service 0.149 0.063 0.132 2.384 0.000%**
Menu service 0.291 0.076 0.210 7.837 0.000***

D R%: 0.437, Adjusted R* 0.431.
? Sig: 0.000%%* (¥p<0.05, **p<0.01, **¥p<0.001).
» Durbin Watson = 1.478.

* Dependent variable number : Organization value.
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{Table 6> Results of work performance on organization value

L Unstandardized Standardized
Divid coefficients coefficients t Sig
Variable
B Std. error Beta
Constand —3.178 0.223 —13.925 0.000%**
Work performance 0.839 0.059 0.628 14.193 0.000%**

D R%: 0.409, Adjusted R 0.406.

P Sig: 0.000%** (*p<0.05, **p<0.01, ***p<0.001).
® Durbin Watson = 2.039.

* Dependent variable number : Work performance.

> Independent variable number : Organization value.
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{Table 7> Results of work performance on service quality

Divid Unstandardized Standardized

Variable 1l coefficients coefficients t Sig
B Std. error Beta

Constand —4.289 0.257 —16.690 0.000%**
Human service 0.668 0.075 0.479 8.859 0.000%**
Physical evidence service 0.240 0.054 0.192 4.453 0.000%**
Menu service 0.260 0.067 0.198 3.886 0.0007%**

D R%: 0.502 Adjusted R*: 0.497.
' Sig: 0.000%*%* (¥p<0.05, **p<0.01, **¥p<0.001).
» Durbin Watson = 1.435.

9 Dependent variable number : Work performance.

{Table 8> Results of causal relationships among service quality, organization value, work performance

Path Direct effects Indirect effects Total effects
Service quality — Work performance 0.438 - 0.661
Service quality — Organization value — 0.661%0.267=0.176 0.176
Work performance
Total effects 0.438 0.176 0.837
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