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Abstract

The Effect of Service Orientation of Hotels

on CRM Performance

Jeon, Ta-Sik* - Nam, Taeg-Young**

This study was to identify the effects of hotel organizational service
orientation on CRM/(customer relationship management) performance. The
organizational service orientation has been considered very important for
excellent service quality in many existing studies.

The data were collected from employees in deluxe hotels of the
metropolitan area with the questionnaire. To test the hypotheses, using
AMOS were conducted for 379 respondents as a sample collected.

The results show that customer’s authority, service training, service
reward significantly influenced to competitive advantage. Among the three
variables the service reward was especially significant. In addition,
competitive advantage significantly influenced to CRM performance
(relationship commitment, image of corporation, customer’s loyalty).

So it is very important for employee to give a authority, share of service
training program, give a reward what they want. Because that system can
lead to the good performance. As a result, the CEO of hotel has to attention
the organizational service orientation for achievement of the CRM

performance.

Key Words : Service Orientation, Competitive Advantage, CRM

Performance
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