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The Influence of Job Engagement on Customer—Orientation: Mediating Effect of
Organization Trust
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Abstract

The purpose of this research is to investigate the influence of institution trust on
customer-orientation of hotel practician. Comparison between two types of governance structure
demonstrated that the relationship between institution trust and customer-orientation were
significantly different each other. As hypothesized, influence of organization trust on
customer-orientation was much stronger in privately owned organizations than that of public
ownership organizations. In the test of mediating effect of job engagement between two variables
were statistically significant Based on the results from SEM model, we can suggest that
improvement of institution trust need to be emphasized through the rational introduction of
customer-oriented system, establishing priority task system according to individual business
criticality, admission and enhance of fault. Empirical evidences from structural equation model
support the governance type positively influence the job attitude in service organizations.
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