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The Effect of an Internal Marketing Strategy
on the Causes of Conflicts in the Foodservice Industry

Jin—Ha Leel

Division of Foodservice Industry, Baekseok Culture University'

Abstract

The foodservice industry should be customer-oriented and service-oriented because production and consumption
occur simultaneously and sales depend on customers' participation in the foodservice industry. In this respect,
it is faced with maintaining minimum human resources with efficient management systems and policies which
employees can offer quality services. This study, therefore, aims to find out how internal marketing strategies
affect conflict perception. The result of the study is as follows. Communication, service training, employee
benefits and a reward system are generally important in the intermal marketing. In particular, it is considered
that employee benefits and a reward system based on finance are more important to employees than any other
factor. Accordingly, companies should consider facilities offered to the employees, vacation and employee
benefits. Also, it is shown that communication-obstacles take high proportion in the cause of conflicts and
employee benefits in the internal marketing. This study showed the possibility of internal marketing used as
a management method of human resources and a solution for resolving conflicts.

Key words: intemal marketing, conflict perception, communication, service training, employee benefits,
reward system, foodservice industry.
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<Fig. 1> Research model.
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{Table 1> Structure of the questionnaire
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Structure

Structural concept

Structural factor

Questions Scale type

Communication-obstacle(3)
Difference of a goal(1)
Causes of a conflict
Interdependence of work(1)
Social environment(4)

Scare resources competition(4)

S-point Likert

13
scales

Employee benefits(6)
Communication(6)
Internal marketing factor Service training(5)

Authority delegation system(4)

Reward system(3)

S-point Likert
scales

Demographic factor

Sex, age, occupation, income level 11

Nominal scale
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{(Table 2> Demographic characteristics of the respondents

Classification Frequency Percent
Male 204 454
Gender
Female 245 54.6
Below 20 yrs old 27 6.0
21~25 yrs old 233 52.0
Age
36~30 yrs old 102 22.8
Over 31 yrs old 86 19.2
Married 358 79.7
Marital status
Unmarried 91 20.3
Below high school graduate 68 154
Educational level College graduate 261 59.2
University graduate 112 25.4
Under 1 million won 149 339
) 1~1.5 million won 207 47.0
Average monthly income o
1.5~2 million won 57 13.0
Over 2 million won 27 6.1
. Major 268 60.9
Major .
Non-major 172 39.1
Under 1 yr 154 347
) ) 1~3 yrs 178 40.1
Working period
3~5 yrs 57 12.8
Over 5 yrs 55 12.4
Part time 129 29.3
- Staff 245 55.7
Position
Manager ~deputy section chief 46 10.4
Over deputy head 20 4.6
Dept of food & beverage 168 384
Department of duty .
Dept of cooking 270 61.6
. Regular 302 68.6
Employment condition
Irregular 138 314
Total 222 100.0
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{Table 3> Result of maximum likelihood parameter estimation

e i

A
(Table 7> RE Qo159 T 205} gal= 7

F 0.601K.t} A4

Before modification

Regression weights

After modification

Estimate S.E. C.R. Estimate S.E. C.R.
1.000 Communication obstacles 1.000
0.369 0.074  4.975%** Difference of a goal 0.369 0.068 5.390%#*
0359 0071  5.045%%* Scare resource competition fa:(f:fshztf 0.246 0066  3.734%%*
—0.207 0.064 —3.226**  Interdependence of work 0.245 0.060 4.120%**
0.739 0.078 9.480***  Social environment 0.531 0.074 7.160%***
0.939 0.079  11.871%** al o 0.988 0.071  13.893%*
0952 0078  12271%** 2 Oclfstam;‘;mcanon 1.000
1.000 a3 0.957 0070  13.620%*
1.000 ad Difference: of 1.000
a goal
0.358 0211 1.700 as
0.466 0220  2.112% a6 Scare resources
0.751 0.233 3.217%* a7 competition 0.674 0.192 3.503%%*
1.000 a8 1.000
1.000 9 i?iriiiendem 1.000
0.905 0.125  7.263%** al0 0.819 0.167 4.915%%*
0.954 0.122  7.788%** all Social 0.954 0.174 5.485%
1.000 al2 environment 0.957 0.139 6.875%**
0.972 0.130  7.502%** al3 1.000
{Table 4> GFI of causes of conflict
I RMR GFI AGFI NFI
Before modification 777.285 0.094 0.763 0.669 0.481
After modification 207.202 0.067 0.922 0.871 0.844
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{Table 5> Maximum likelihood parameter of internal marketing
Before modification After modification
- Regression weights -
Estimate S.E. CR. Estimate S.E. CR
0.486 0.047 10.383***  Communication 0.508 0.050 10.126%**
0.642 0.053 12.169***  Authority delegation system 0.673 0.057 11.827%%*
Internal

1.000 Employee benefits nemna’ 1.000
marketing

0.805 0.055 14.582***  Service training 0.816 0.060 13.660%**

0.660 0.057 11.516*** Reward system 0.686 0.056 12.210%**

0.740 0.115 6.465%** bl 0.727 0.115 6.344%**

0.816 0.112 7.268%** b2 0.806 0.116 6.945%**

0.840 0.116 7.226%** b3 o 0.834 0.117 7.156%%*
Communication

1.000 b4 1.000

0.816 0.122 6.666%** b5 0.784 0.099 7.9477%4*

0.802 0.120 6.705%** b6 0.810 0.120 6.725%%*

0.613 0.082 7.480%** b7 0.613 0.082 7.483%%*

0.763 0.087  8719%kx b8 Authority 0770 0.088  8793%%*
delegation

0.879 0.068 12.987%** b9 0.888 0.068 13.041%**
system

1.000 bl10 1.000

0.710 0.065 10.842%%#* bl17 0.723 0.059 12.168%**

0.781 0.071 10.977%%* bl18 0.809 0.075 10.839%**
Servi

0713 0069  10.339%* b19 e 0735 0072 10.184%*
training

1.000 b20 1.000

0.929 0.073 12.786%** b21 0.936 0.059 15.758%**

0.997 0.102 9.792%** b22 1.000

1.000 b23 Reward 0996 0079  12.581%*
system

0.960 0.072 13.250%** b24 0.985 0.099 9.903***

{Table 6> GFI of intemal marketing

x’ RMR GFI AGFI NFI

Before modification 1600.506 0.073 0.723 0.662 0.719

After modification 1024.760 0.063 0.830 0.784 0.820
{Table 7> Result of the reliability analysis
Latent . Lo Latent . Lo

. Factor Questions Reliability . Factor Questions Reliability
variable variable
Communication obstacle 3 0.795 Communication 6 0.823
Difference of a goal 1 - Authority delegation system 4 0.819
Causes of fiti 2 0708 | Ml loyee benefit 6 0901
2 conflict  ScAre Tesource: competition . marketing mployee benefits .
Interdependence of work 1 - Service training 5 0.858
Social environment 4 0.748 Reward system 3 0.831
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{Table 9> Conrelation analysis of each variable

Cause of Internal
a conflict marketing
Causes of a conflict 1.000
Internal marketing —0.207*** 1.000
0 & &S 7R ER B Ay SR A
e MESRe Ao e,
(Table 9)= ATFEH] AHE 2T A3
2 olAE wWggre) A Avjoln)

HAZ3}7] 918k, GFI(Goodness-of-fit: 0.9 o]

[e}
Ao g Yeyth 295 7He] A dXsk= v, AGFI(Adjusted Goodness-of-fit: 0.9 ©]
Ao 7 el B}2+4)), RMR(Root Mean Square Residual: 0.05
o]3} u}2h4]), NFI(Normed Fit Index: 0.9 ©]% v}
2) EHEIEY AE #4), 27l HE PRh0.05 ode] nigha) 55
el A (Discriminant Validity) 735 23}, o] &3IIt(AAIG 2004).
AR FRBATE H9% 02 e o] e UNEe FrIFOE e ARE
o, EE FF AUz W vbIPS S WY Find o gl e pake 71ES $54
S Bola e Aeg yeisth A7EEe 2 71A dou, ywA Axso] ZIEAd A
I T X|(Parameter Estimate)”} S.E gte] 28R, 11 glom= FENol= FE7} gl AS= A
{Table 8> Maximum likelihood parameter estimation of the measurement model
Regression weight Estimate S:zzsgz::: S.E CR
Communication-obstacle 1.000 0.996
Difference of a goal 0.328 0.275 0.054 6.024%**
Scare resource competition fa;)szfsli;f 0.165 0.161 0.048 3.439%%*
Interdependence of work 0.226 0218 0.048 4.687%**
Social environment 0.362 0.386 0.041 8.816%**
Communication 0.541 0.564 0.050 10.781%**
Authority delegation system 0.684 0.614 0.058 11.708%**
Employee benefits Imel‘;njl 1.000 0.760
Service training e 0.869 0.748 0.063 13.905%**
Reward system 0.876 0.664 0.069 12.613%**
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{Table 10> GFI of measurement model

1’ df RMR

GFI AGFI NFI

218.165 35 0.051

0.911 0.861 0.783

#%)<0,05, ***p<0.01.
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{Table 11> Regression analysis
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Standardized
Hypothesi R« i ight Estimat SE CR
ypothesis egression weigh stimate coefficients
H1 Internal marketing — Cause of a conflict —0.247 —0.207 0.063 —3.947%**
{Table 12> Verification results of the hypothesis
Hypothesis Content Adoption
H1 Internal marketing has a significant effect on the causes of a conflict. Accepted
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