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Effects of Service Employee's Personality on OCB and Customer
Orientation in Foodservice Business

Young-Hun Kim'
Dept. of Food Service Management, DongFEui Unl'versitj;H

Abstract

This paper investigated the effects of employee's personality on organizational citizenship behavior{OCB)
and customer orientation in service business. Based on the literature search about personality, OCB and
customer orientation, this study conducted a survey to total 207 service employees who engage in food service
business. The findings of the research are as follows. First, service employee's personality consists of
neuroticism, extroversion, agreeableness, conscientiousness and intelligence. Second, service employee's OCB
is affected by intelligence, agreeableness, conscientiousness and extroversion of a service employee. Third,
service employee's extroversion, agreeableness, conscientiousness and intelligence positively affect service
employee's customer orientation, and service employee's neuroticism negatively affect service employee's
customer orentation. Fourth, service employee's customer orientation is affected by employee's OCB. The
findings of this research shows that service employee's personality affects OCB and customer orientation.

Key words: service business, service employee, personality, OCB, customer orientation
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{Table 1> Characteristics of the Respondents

(N=164)
Variables N % Variables N %
Gend Male 89 43 Job Contract employee 62 30
nder
ende Female 118 57 Status Full time employee 145 70
20-30 140  67.7 Less than 1 year 72 348
Age 31-40 50 242 Work 1~5 year 107 517
& 41-50 12 58 Career 6~10 year 21 10.1
50 or more 5 2.3 More than 10 year 7 34
High School 68 32.8 Employee 171  82.6
. College Graduate 96 464 . Captain 24 11.6
E t b titl
ducation University Graduate 38 184 Job tidle Assistant Manager 4 1.9
Graduate School 5 24 Manger 8 3.9
£ glab] 98 B Akl e SEAe] 2 Adgeiom, adAAZEE 0.5 o3l B¢
AT FAH ARE A ATH <Table 157 F Fo)H o AUGom, Hio] 4T
2o A JA) 89(43%), oA 118 (57%)°e. F&3 2915 7o) YA LR S selslr] sl
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{Table 2> Validity and Reliability Analysis of Service Employees' Personality, OCB and Customer Orientation

Factor ~Commun- Eigen Proportion Cronbach's

Factor Variables loading ality value (%) a
Be temperamental .827 741
Be severe mood swings .804 749
Be jealous 787 .656
Neuroticism  Be impetuous .780 .669 4.542 16.824 .902
Be susceptible 779 .636
Be envious 754 705
Easily get caught up in the mood 723 .649
Be imaginative .853 .631
Be an idea hamster 778 .668
. Enjoy the beauties 771 .624
Intelligence Enjoy the famous artworks 763 500 3.884 14.385 .879
Be creative 755 .631
Seek an unusual solution .699 .632
Like to be alone .796 .648
Not be account of manners 723 514
Extroversion E;’;pbfot};ievsvgfl"“tegated :23(3) :ggg 3267 12101 806
Be bashful to be socialize .624 465
Be bashful .614 .648
Do my work efficiently .858 705
L Do my work systematically .830 776
Conscientiousness Be accurate 227 479 3.125 11.573 .884
Be organized .783 726
Be tenderly .867 784
Be merciful .837 738
Agreeableness Be kind 827 73 2.901 10.745 .840
Be love to talk .625 479
Kaiser-Meyer-Olkin:.799 Bartlett test of Sphercity : x:3319.669 Sig:.000 DF:351
Help a coworker who is overburdened .869
Altruistic Sit in for coworker' job while he is away .847
Behavior Help a new employee to adapt to the company  .825 8.225 45.694 935
Help a coworker who is in trouble .824
Usually help a fellow worker .708
Make a boast of the company's advantage .872
Civic Virtue Try to meet the change of the company 782 2444 13.580 872
Try to understand company policies 774
Try to protect company's property 713
Try to keep break time .855
Try to follow the company's rules voluntarily .759
Conscientious Let the company know my absence .660 1.648 9.153 .890
Try to work conscientiously .646
Take steps to avoid conflicts .621
Spend time to indicate the negatives .850
. Tend to exaggerate .848
Sportsmanship Reel off a list of various complaints 816 1.192 6.622 863
Speak about one's leaving to the company 795
Kaiser-Meyer-Olkin:.884  Bartlett test of Sphercity : X 2803.829 Sig:.000 DF:153
My main concern is to give best service to customers  .869 755
Try to find out what customers need .857 735
Customer PrO\./ide satisfactory services t(? custor.n?rs .847 718
Orientation Desire to help customer‘§ buying decisions .839 .704 4244  70.729 917
Provide various information for customers to 823 677

make their best buying decision
Try to think and act in terms of customer satisfaction  .809 .655

Kaiser-Meyer-Olkin:.886 Bartlett test of Sphercity : x:818.391 Sig:.000 DF:15
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{Table 3> Conelation Analysis of Service Employees' Personality, OCB and Customer Orientation

1 2 3 4 5 6 7 8 9 10
Neuroticism 1
Intelligence .033 1
Extroversion -3747 066 1
Conscientiousness 189" 270" -183” 1
Agreeableness 068 3027 108 3797 1
Altruistic Behavior  -219" 290" 309" 2047 365 1
Civic Virtue 2258 3247 332" 101 2807 538" 1
Conscientious 22637 2727 3507 232" 3387 62" 6257 1
Sportsmanship 5557 -059  -5057 096  -079  -269"7 -273"  -292" 1
Customer Orientation -.181" 536  .189" 328" 461" 538"  498™ 4157 -188" 1

Notes : Mp<0.01
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{Table 4> Regression between Service Employee's Personality and OCB

Unstandardized Standardized
Model coefficients coefficientsl t-values p
B S.E. Beta

Neuroticism -.028 037 -051 -757 450

Intelligence 183 050 239 3.658 000"
Extroversion 157 054 197 2.889 004"

Conscientiousness 104 .045 .160 2.299 023"
Agreeableness 150 047 222 3.188 002"
R’=247 Adjusted R’=228 F=13.164 p=.000

ok

Notes : p<.05 “p<.01 ""p<.001
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{Table 5> Regression between Service Employee's Personality Attributes and Customer Orientation

95

Unstandardized Standardized
Model coefficients coefficients1 t-values p
B S.E. Beta

Neuroticism -159 047 -.190 -3.394 001"
Intelligence 487 063 425 7.740 000™"
Extroversion .180 .069 150 2.631 .009™
Conscientiousness 173 .057 177 3.046 003"
Agreeableness 266 059 262 4.491 000"

R’=470 Adjusted R’=457 F=12.398 p=.000

Notes : p<.05 "p<.01 ~p<.001
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{Table 6> Regression between Job Fit and Customer Orientation
Unstandardized Standardized
Model coefficients coefficients1 t-values D
B S.E. Beta
OCB 775 1090 517 8.639 000

R’=267 Adjusted R*=263 F=74.630 p=.000

Notes : p<.05 “p<.01 ~"p<.001



96

BRl= Feislchs, 2] 715e] A Adnrt
T, AR AR S A M N E =
ABAA 3%, AP FAE EAA
she s Folohs, FrElwe] sle, Bl 2
ol&TlE, deE TAISkE, Bl 2 g8k E
), A el e, 3
°o] e, AEHEE Wske, okareE 27
E, AGE A AE g, 534 ololtols i
B olAA A%, sl B, o
g, g e ARt ojoprlske s Fotst
= A%, AT AHE BEsHA 3
T, TEAHOR YFAE ke, 2441, A

Atk ol#g ATA A= A3 T(Goldberg LR
1992 : Mayor JD et al. 2000 ; Hough LM - Oswald
FL 2000 : You TY - Min BM 2001 ; Kim SY - Jun
HW 2008)¢} L3t 2o 2 YET
AT M AYE v 2 7
15 H53t7] S8l Arj=FAarde] 454
A3t FAMAS] 2AANYE o] BAS
A3t Mu|2=FAre] A a9l s7HA] 5 A
E

d

q

[e]
AR, AA A, AE, A FAL
o] 2NN FA FHA0I0 folat G
o gl o vehdth 53 AusBAgel

5489 T AN sk el 7

}‘(3] b (e}
O AL CECRRD LT P E EEER TS
e mAE Aow Yepgrh oleld Ave
ARA 2R @gol A ol nm SA A
2 ARE FYa) A8 AHlAEAL g
o sloiq AP Aol B FAAS
Aol & Ao FRAY, 1 ol i FALY
o zHANGYFo] 22 gTte] FelHoln] A
A Fgaclon HAE] Hreltt meby
714, 43, A4, 94 52 ST e
a2 S A A 4% 123 O Ay
gl & AW Z ok W8 Jao] Be B4
slo] z=e] Ao fold P HA e o

ghrzalste) ] A 187 Al 43(2012)

g
45
k9

P EURICE RE P SARIDREES
=4.8913} FAlgle] LAXGA Tre] WIS B
H@ Ashe thet 2k AuaBAge] 47
4999 s7b Z AR B, 34, 4
A4, A8, AR BF DA Rl
% 9L A E Ao etk A sE
AHhe) AASH F HAE BAgde 1A
ol #()9) FFE WAL Aoz ehget &
A Qe AulsEAe] AR AEE el
ZANNYE AR B JPAAS B

olgfgt g BN H55tu A =2 A
25 A Fste] TS o] Folulal 7199] 74

>
N
2
1o
o,
o
N
2
o,
o2
oX
&
2
)
i) 0.
)
o2
o
o
=)

_O‘L
N
1o
L)
s
>,
o
Mo T
=
ox
(o
fr
_O‘L
rr
N
s
1o
o
oo

shel w87 v el ol@ 1Az} of
g el gelq el S olalsn of
= IEEEEEEFEFEEREE
ko 2 Au| 2 2 7o) A Au] 2 EAee]

Tee]Ag 7]E] A Blolu A =g A2t
Aot J2 5L o5 FEIlHe A
7 AR Adela FARIe] E8&AolH
Q) AL ae|a 7| Estete] 23S

2 ) b Mu
7192 Wsle} v S Fstal el oln

A e A3 49w oS AT 5

o
APV DV [ < TR

|

o] -
AT



A7 Au|=FAtd e A alle] ZHANSE DAA P nA= dF 97

o2 otd) olgst Auls AH| Y]
A

%
N
that A2 AR} o] 24 2e)7t S
2

EAFE T o] 7 He AT
A o 2k A, A7A e datst
of SAZE itk AFdE ARG 9474
2T R HOFEWA | oal AL
ARTHE HolA e Au| 27| S
Ot o s dutslst=t] 1 SHAI7F et wh
= 92710l &foll = TheFgh An]
7195 R AFES Fiste] A7) o
Folxof & Fo=m Aok} =4, FLHTF
73 B EAA ot & A5 Organ DW
- Near JP(1983)7} A|x &+ A AP E<] 570 8}
2k S oEbd 3§ F(altruistic behavior), <]
(courtesy), H]=/(sportsmanship), %4(consci-
entiousness), &A(civic virtue)S HIFOZ
Podsakoff et al.(1990)] 7jgl =332 A&
st S5t o, aRIEA AT el S o
©(courtesy)©] 7NHEFEA 2 2lg] o] Hojx|=
Ao =2 et o] & AlLfstar 47] AFdel thefA]
T A S AAEITE ek 3 Al A
Totaat obe AFESA ol oA g Bl 4l
FAAEAE sl &+ o Bud SH=TE &
|ote] AP F] S0 a7drt

A

f
re
-4
10
rO
-
S
2

lo

o U] ~7]9] FARAIL] A
AN Y Z3} MR Aol 1]
ks Zlolok AFEA
719 AB)| AZARE g

P HE2A AEE B2 ad o
A o5 Aok AA, AH| 271 FAR
A Qe 571x] @9l HAZ BEekgA, 9
Qle]

3l =

o

N
oX,
fo
o
o,

fu do 2
o 2orr e
_‘l\.)

3

ol

Lo

o o BN

J

N

o
=
o
?_
19]
-Eg:
3, A5, A4, A4 A Fom BelE9

=270, =

o 24, ARl AR A E

Felq JGL AL FAAY JASH a9
A 3

o 20,

Brief AP, Motowildo SJ (1986). Pro-social Organi-
zational Behaviors. Academy Management Rev
11(1):710-725.

Brown TJ, Mowen JC, Donavan DT, Jane WL
(2002). The customer orientation of service
workers: Personality trait determinants on self
and supervisor performance ratings. J Marke-
ting Res 39(1):110-119.

Davis-Blake A, Pfeffer J (1989). Just a mirage:
The search for dispositional effects in organ-
izational research. Academy Management Rev
14(3):385-400.

Goldberg LR (1992). The development of markers
for the big-five factor structure, Psychological
Assessment 4(1):26-42.



98 S z)8k3]A] A 188 Al 435(2012)

George GM, Brief AP (1992). Feeling Good-
Doing Good: A Conceptual Analysis of the
Mood at Work-Organizational Spontaneity
Relationship. Psychological Bulletin 112(1):
310-329.

Graham JW (1991). An essay on organizational
citizenship behavior. Employee Responsibilities
& Rights J 4(1):249-270.

Han EM, Im CH, Ki HY (2011) The impact of
burnout and organizational identity on the rela-
tion between OCB and job attitudes. J Human
Resource Management. 18(1):1-22.

Henning-Thurau T (2004). Customer Orientation
of Service Employees: Its Impact on Customer
Satisfaction, Commitment, and Retention. In-
ternational J Ser Industry Management 15(5):
460-478.

Hoffman KD, Ingram TN (1991). Creating Custo-
mer-Oriented Employees :
Health Care. J Health Care Marketing 11
(2):24-32.

Hough L M, Oswald FL (2000). Personnel se-
lection: Looking toward the future-remember-
ing the past. An Rev Psychology 51(1):631-664.

Hurly RF (1998). A customer service behavior in

The case in Home

retail settings: A study of the effect of service
provider personality. J Applied Psychology
85(6):751-765.

Jaworski B J, Kohli AK (1993). Market Orienta-
tion: Antecedents and Consequences. J Mar-
keting 57(July):53-70.

Jeon YJ, Lee SB (2011). The effects of employee's
emotional intelligence upon job satisfaction
and customer orientation in the Deluxe hotel.
Korea J Tourism & Hospitality Res 25(3):
109-127.

Jung JH (2011). Strategic human resource manage-
ment 3rd. edition. Seoul. Booknet. 51-170.

Kim JH, Han JS (2010). A study on the market
segmentation of user for hotel package prod-
ucts, based on HEXACO personality type and
categorical variables: Applied by 2step cluster
analysis. J Marketing Management Res 5(3):
93-112.

Kim MJ, Jeong SU (1999). A Study on the
Mediating Effect of OCB Between Hotel
Employee's Attitude and Performance. Korea J
Tourism & Hospitality Res 5(1):59-83.

Kim MJ, Kim DR (2008). Causal relationships be-
tween emotional labor and emotions and com-
munication skills in the foodservice industry.
Korean J Culinary Res 14(2):73-85.

Kim SY, Jun HW (2008). Effects of hotel employ-
ee's personality on job involvement and Career
involvement; Focused on Big 5 personality. J
Tourism Res 23(2):239-257.

Kim YH (2011). Effect of a Service Employee's
Personality on Job Fit and Customer Orienta-
tion in Food Service Business. The Korean J
Culinary Res 17(5):154-166.

Kim YJ (2008). The Effects of Employment Status
on the Organizational Citizenship Behavior
and Customer Orientation of the Hotel Em-
ployees. Korean Management Rev 37(4):839-871

Ko JY, Cho HJ (2009). The effects of personality
on organizational commitment and customer
orientation of hotel F&B employees. J Food-
service Management Soc Korea 12(5):271-292.

Lee HJ, Choi GB (2008). The influence of hotel
service employee's personality trait on job per-
formance: focused on the mediating role of job
resourcefulness and employee's service ori-
entation. J Marketing 23(3):117-140.

Lee YK, Jang KL, Kwon YJ (2000). The Impact
of Market Orientation on Service Quality,

Customer Satisfaction, Switching Costs and



A7 Au|=FAtd e A alle] ZHANSE DAA P nA= dF 99

Word-of-Mouth Communication. J Tourism
Res 24(1):57-74.

Mark EC, Thomas GB, Edward ER, Danny NB
(2007). Customer orientation and salesperson
performance. European J Marketing 41(7/8):
821-835.

Mayer JD, Caruso DR, Salovey P (2000). Emotio-
nal intelligence meets traditional standards for
an intelligence. J Intelligence 27(4):267-298.

Moon HK, Kim KS (2006). A Critical Review on
OCB Studies in Korea. Korean Management
Rev 35(2): 609-643.

Motowidlo SJ (2000). Some Basic Issues Related
to Contextual Performance and Organizational
Citizenship Behavior in Human Resource
Management. Human Resource Management
Rev 10(1):115-126.

Naver JC, Slater SF (1990). The effect of marker
orientation on business profitability. J Market-
ing 54(10):20-35.

Organ DW (1994). Personality and organizational
citizenship behavior. J Management 20(2):
465-478.

Organ DW, Near JP (1983). Organizational cit-
izenship behavior: It's nature and antecedents.
J Applied Psychology. 68(3):653-663.

Paine JB, Organ DW (2000). The cultural matrix
of organizational citizenship behavior: Some
preliminary conceptual and empirical obser-
vations. Human Resource Management Rev
10(1):45-59.

Pervin LA, John OP (1996). Personality: Theory
& Research. New York, John Wiley & Sons,
121-197.

Podsakoff PM, MacKenzie SB, Paine JB, Ba-
chrach DG (2000). Organizational Citizenship
Behaviors: A Critical Review of the Theoreti-

cal and Empirical Literature and Suggestions

for Future Research. J Management 26(3):
513-563.

Saxe R, Weitz BA (1982). The SOCO scale: A
measure of the customer orientation of sales-
people. J Personality Assess 63(3):506-516.

Song KS, Park BG, Choe MG (2003). A Meta-
Analysis on the Determinants and Moderators
of Organizational Citizenship Behavior. Kore-
an Management Rev 32(4):1103-1126.

Strong CA, Harris LC (2004). The Drivers of Cus-
tomer Orientation: An Exploration of Relatio-
nal, Human Resource and Procedural Tactics.
J Strategic Marketing 12(September):183-204.

Thakor MV, Joshi AW (2005). Motivating Sales-
person Customer Orientation: Insights from the
Job Characteristics Model. J Business Res
58(1):584-592.

Williams MR, Attaway JS (1996). Exploring Sales-
persons' Customer Orientation as Mediator of
Organizational Culture's Influence on Buyer-
Seller Relationships. J Personal Selling &
Sales Management 16(4):33-52.

Yoo PH, Park DH, Kwak YS (1996). The
Development of Customer Orientation Index of
Salesperson (COIS) and its Relationship with
Salesperson Performance. J Consumer Res
7(2):59-85.

You TY, Min BM (2001). Predictability of Big-
Five personality model to performance in a va-
riety of settings and its limitation : A meta -
analysis. J Korean Psychological Assoc 14(2):
115-134.

20124 05¢ 1Y A T
20121d 05€¥ 24Y 13} =EF%
2012 07¢¥ 1Y 23} =844
20121d 08€¥ 10¥ 33} =%
2012 08¢ 214 A A & F



