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Abstract

The purpose of this study is to examine the causality among customer orientation, job satisfaction, and
organizational commitment of food service employees using a non-recursive model. To do this, literary and
empirical research was camied out. In the literary research, this study examined previous studies related to
the concepts such as customer orientation, job satisfaction, and organizational commitment. The empirical
research was analyzed based on the questionnaire answered by 203 food service employees. Main results of
this study are indicated below. First, customer orientation had a positive effect on job satisfaction(t=2.404,
p=0.016). Second, job satisfaction had a positive effect on organizational commitment(t=8.555, p=0.000).
Third, organizational commitment had a positive effect on customer orientation(t=6.071, p=0.000). Our main
theoretical and practical implication includes the significance of extending the range of research by verifying
the non-recursive causality among customer orientation, job satisfaction, and organizational commitment. The
limitations of this study are possible problems with generalization by convenience sampling in limited areas.
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<Fig. 1> Research Model
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{Table 1> Demographic characteristics of the respondents
n % n %
Male 107 52.7 Under middle school 4 2.0
Gender -
Female 96 473 . High school 66 325
Education
Under 1 89 43.8 level College 91 44.8
1~2 60 29.6 evess University 37 18.2
Work period 3~5 34 16.7 Graduate school 5 2.5
(year) 6~10 15 74 Under 20 16 7.9
11~15 4 2.0 20~29 125 61.6
>16 1 5 Age 30~39 51 25.1
Marital status Single 160 78.8 40~49 8 3.9
Married 43 21.2 >50 3 1.5
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<Table 2> Exploratory factor analysis and reliability analysis of survey items

Factor
Item Customer Organization Job
orientation | commitment | satisfaction

{)u]asriﬁzic:edglt;f;eigﬁ types of information for customers to make the best 84 082 249
My main concern is to provide the best service to our customers. 812 210 242
I offer services to satisfy the needs of customers. .809 172 206
I naturally identify what customers need. 172 .296 227
fi e\gzzril(tmt;) improve customer satisfaction when making purchasing 70 399 162
Xﬁlgﬂn :;T'I;r(;giii z(i)fsz:;s.e to my customers, | always think from the 636 484 079
The relationship my firm has with me is very important to me. 234 .850 .298
;[?;nrjejita;g?nship my firm has with me is something to which I am very 317 753 308
Ff[;ln?ﬂ;élaﬁonsmp my firm has with me is very much like being with 263 734 381
I feel a sense of accomplishment for my job. 258 266 .874
I feel a sense of worth for my job. .196 299 .869
I am satisfied with my work. 356 438 671
Eigen value 4.033 2.743 2.558
% of Variance 33.608 22.857 21.314
Cumulative % 33.608 56.465 77.779
Reliability 0917 0.883 0.905

KMO=.910, Bartlett Approx. chi-Square 1880.553, p=0.000
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{Table 3> Confimmatory factor analysis of survey items

Factor loading Facizn?j;ging t P AVE
CO6 1.000 0814
CO5 0.975 0.822 13212 0.000
Customer CcO4 0971 0.791 12.556 0.000 0.642
orientation
CO3 0.937 0.758 11.852 0.000
co2 1.091 0.820 13.175 0.000
ISl 1.000 0.820
Job satisfaction JS2 1.093 0.895 15.453 0.000 0.771
1S3 1.152 0917 15.913 0.000
o oCl1 1.000 0.846
Organization 0C3 1.014 0.833 14.085 0.000 0.720
commitment
02 0.990 0.866 14.871 0.000
Model fit index
XQ DF P RMR GFI AGFI NFI
107.547 41 0 0.044 0911 0.857 0.936
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{Table 4> Conrelation matrix for research variables

Mean Standard deviation Cpstorr_ler Orgam.zatlon Job satisfaction
orientation commitment
Customer orientation 3.395 0.777 (642) *
Organization 3.438 0.844 627" (.720)
commitment
Job satisfaction 3.365 0.870 584" 716" (.771)

*The numbers in parentheses refer to AVE numbers.
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{Table 5> Results
Estimate S.E. t p
CO — JS 0.301 0.125 2.404 0.016
JS — oC 0.711 0.083 8.555 0.000
oC - CO 0.543 0.089 6.071 0.000
Stability index: 0.238
Model fit index
X2 DF P RMR GFI AGFI NFI
107.547 41 0.000 0.044 0911 0.857 0.936

CO: customer orientation JS: job satisfaction OC: organization commitment
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