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Effect of a Service Employee's Personality on Job Fit and Customer
Orientation in Food Service Business

Young-Hun Kim'
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Abstract

This research aims to analyze the effects of a service employee's personality on job fit and customer
orientation in food service business. Based on total 164 samples obtained from an empirical research for
service employees who engage in food service business, the findings of the research are as follows. First,
the service employee's personality consists of extroversion, neuroticism, agreeableness, conscientiousness and
intelligence. Second, the service employee's job fit is affected by agreeableness, conscientiousness and
intelligence of a service employee. Third, the service employee's extroversion, agreeableness, conscientiousness
and intelligence significantly affect the service employee's customer orientation. Fourth, the service employee's
customer orientation is affected by job fit. Based on the findings of this research, service employee's
personality affect job fit and customer orientation.

Key words: food service business, service employee, personality, job fit, customer orientation.
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{Table 1> Characteristics of the Respondents
(N=164)
N % N %
Gend Male 87 53 Job Contract employee 110 67
ender
Female 77 47 Status Full time employee 55 33
20-30 110 67 Less than 1 year 68 41
Age 31-40 43 26 Work 1~5 year 77 47
g 41-50 8 5 Career 6~10 year 14
50 or more 3 2 More than 10 year 5 3
High School 57 35 Employee 118 72
. College Graduate 73 45 . Captain 31 19
Educat Job titl
ueation University Graduate 30 18 o0 e Assistant Manager 9 5
Graduate School 4 2 Manger 6 4
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{(Table 2> Validity and Reliability Analysis of the Service Employees' Personality, Job Fit and Customer

Orientation
. Factor Commu- Eigen Proportion Cronbach's
Factor Variables i K
loading  nality  value (%) a
Capricious .830 125
Sensitive .826 .695
Neuroticism Emotionally unstable .820 750 4.496 20.434 .849
Impetuous 707 .550
Jealous .698 535
Accurate 851 704
. Efficient .839 741
Conscientiousness Systematic 837 759 3.975 18.068 .867
Uncluttered 762 .691
Independent 783 547
unrepentant 746 .631
Extroversion  Sociable 740 .656 2.308 10.490 .796
Talkative 7123 .590
Conciliatory .629 452
Creative .807 430
Imaginative 765 .600
Intelligence Unconventional 761 .693 1.769 8.041 712
Inventive .642 714
Audacious .614 458
Get a benefit works for customer .886 762
Agreeable
Have a warm-heartedness .855 .827 1.608 7.307 .828
ness Have a friendly relations with customers 157 .648
Kaiser-Meyer-Olkin:.766 Bartlett test of Sphercity : x*:1649.352 Sig:.000 DF:231
company standards-abiding 857 .816
Job Fit complying with company standards .835 7186 1.126 12.509 .869
suitable for one's job .826 771
Recognizing their main interests are to
. . .869 742
provide a excellent service for the guest
Trying to find out what the customer needs  .828 77
Providing satisfactory service for the customer .761 .674
Cl.lstom.er Providing various ?n‘formatlon for a guest to 47 639 5.430 60329 910
Orientation make the best decision
HelI'ng thc? Fustomer to make a excellent 730 62
buying decision
Thinking and acting for the customer
. - 729 .669
satisfaction
Kaiser-Meyer-Olkin:.893 Bartlett test of Sphercity : x*:944.842 Sig:.000 DF:36
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{Table 3> Conelation Analysis of the Service Employees' Personality, Job Fit and Customer Orientation

Mean S.D. 1 3 4 5 6 7
Neuroticism 3.048 845 1.00
Conscientiousness 3.205 765 .095 1.00
Extroversion 3.356 42 235177 -150 1.00
Intelligence 3323 785 -.004 192" .088 1.00
Agreeableness 3.538 814 066 2967 020 30377 1.00
Job Fit 3.201 834 112 3237 137 4097 432 1.00
Customer Orientation  3.408 769 -058 37077 183" 57877 454 630 1.00
Notes : **p<0.05 ***p<0.001
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{Table 4> Regression between Service Employee's Personality Attributes and Job Fit

Unstandardized Standardized
Model coefficients coefficients] t-values p

B S.E. Beta
Neuroticism -115 .069 -116 -1.666 .098
Conscientiousness 229 076 210 3.014 003"
Extroversion 110 .079 .098 1.387 167
Intelligence 287 073 271 3.917 000"
Agreeableness 301 072 294 4.156 000"

R’=332  Adjusted R’=311 F=15.704 p=.000

Notes : p<0.05 ~p<0.001
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{Table 5> Regression between Service Employee's Personality Attributes and Customer Orientation

Unstandardized Standardized
Model coefficients coefficients] t-values p
B S.E. Beta
Neuroticism -.036 .055 -.039 -.641 523
Conscientiousness 241 061 239 3.931 000"
Extroversion 167 064 161 2.605 010"
Intelligence 434 059 443 7327 000"
Agreeableness 235 059 248 4.015 000"
R’=489 Adjusted R’=473 F=30.235 p=.000

Notes : “p<0.05 “"p<0.001
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{Table 6> Regression between Job Fit and Customer Orientation

Unstandardized Standardized
Model coefficients coefficients! t-values p
B S.E. Beta
Job Fit 582 056 630 10.338 000
R’=398 Adjusted R’=394 F=106.881 p=.000

Notes : p<0.05 ~p<0.001
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