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The Role of Team Trust and Cooperative Behavior
on Food-service Employees' Service Performance
The Moderating Role of Teamwork Competency
and Other Department Support -

Youngjoong Kim * Byunggil Chun'
Dept. of Hotel and Tourism Management, Dongguk University'

Abstract

The purpose of this study is to verify the effects of team trust and cooperative behavior on the food-service
employees' perceived service performance as well as the moderating effects of team competency and other
department support in the relationship among the team trust, cooperative behavior, and service performance
of food-service employees. We conducted a survey of 1,080 food-service employees working in 8 hotels and
4 food-service stores located in Seoul, Gyeonggi, Song-do, Gyeongju, and Busan, and 841 food-service employees
were employed for statistical analysis except unreliable responses. As a result of a SEM (structural equation
modeling) analysis to confirm hypotheses, it was found that team trust (leader trust and co-worker trust) had
a positive effect on the cooperative behavior. In addition, the cooperative behavior had a positive influence
on the food-service employees' perceived service performance. Also found was the moderating effect of other
department support in the relationship between the cooperative behavior and food-service employees' perceived
service performance. Based on the research findings, we discussed its academic and practical implications, and

suggestions on the future research.
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<Fig. 1> Research model.
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1. E=0| U0l EM

FEo duty EAJL (Table DI} Z2th JH-S
47978(57.0%), <143 3627(43.0%)°] A o1,
Ao 20t7) 78 B 52978(62.9%)°1 Tt A
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<Table 1> Demographic characteristics of the samples

Characteristic n %

Male 479 57.0

Gender
Female 362 43.0
20 529 62.9
Age 30 207 24.6
(VW) 40 77 9.2
50~ 28 33
~150 373 44.4
151~200 210 25.0
Salary 201~250 141 16.8
(monthly) 551 ~300 60 7.1
301~350 40 4.8
351~ 17 2.0
Marital Single 557 66.2
status Married 284 33.8
~ High school 42 5.0
Education  College 385 458
level University 361 429
Graduate university 53 6.3
Full time 462 54.9

Job status
Part time 379 45.1
Kitchen 501 59.6

Division
F&b 340 40.4
Total 841 100.0

olx YAk n&FH = HTE 0] 46278(54.9%),
HI T4 3797 (45.1%)0|Q on, ZH-FEAE %
2] 501"(59.6%), 2128 340™(40.4%)°1J 1L, &
AT 1505 9 olsir} 7 B 3737 (44.4%)
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{Table 2> Result of exploratory factor analysis

Factor loading

Item Communalities
Factor 1 Factor 2 Factor 3 Factor 4 Factor 5 Factor 6
LT 1 821 268 —.007 .865 023 016 .008
Leader
LT 2 .885 112 .032 933 —.009 —.015 .006
trust
LT 3 .845 .045 .006 918 .000 .020 .005
CT 1 .662 —.022 028 .023 191 .075 786
Co-worker
CT 2 719 —.009 .058 322 .023 156 .831
trust
CT 3 618 .036 .039 —.006 201 141 745
CB 1 .809 —.022 .088 —.005 .880 .066 .074
Cooperative
. CB 2 764 .034 .186 .032 .810 210 .163
behavior
CB 3 785 .001 .032 -.013 .834 187 232
SP 1 17 —.016 821 —.037 .012 176 .058
Service SP 2 724 .009 .843 .016 —.002 112 —.026
performance SP 3 .636 .096 753 .020 182 162 .002
SP 4 .678 .021 .804 .033 121 .050 11
oS 1 .695 .016 .108 —.014 .010 107 .140
Other department
er department g 5 789 ~ 030 200 023 203 832 120
support
oS 3 798 .018 118 .018 318 .807 179
TC 1 784 .887 .021 .087 .006 .005 —.011
TC 2 .686 .806 .059 174 .041 .002 .006
Team
TC 3 .890 941 .015 .069 —.021 —.011 .004
competency
TC 4 .867 .929 .027 .057 .010 .020 .004
TC 5 .845 915 —.037 .073 —.023 —.008 .004
Eigen value 4.633 4.326 2224 2.193 1.404 1.239
Variance of % 22.062 20.601 10.592 10.441 6.634 5.900
Total cumulative % 76.279
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{Table 3> Result of confirmatory factor analysis

ol v | A% 2 WeYsel dg 9

Standardized

Ttem R Estimate t-value Cronbach's a CCR AVE
estimate
LT 1 801 1.000
Leader sk
LT 2 685 812 15.682 905 779 572
trust
LT 3 779 581 11.440™"
CT 1 723 1.000
Co-worker sk
CT 2 700 899 15.271 741 786 537
trust
CT 3 775 934 15.046™"
CB 1 794 1.000
Cooperative .
. CB 2 821 1.141 24.068 858 716 669
behavior
CB 3 .840 1.209 24.463™"
SP 1 781 1.000
: SP 2 790 811 22.303™
Service 834 741 564
performance  gp 3 687 835 19.465
SP 4 743 773 21.160™"
0S 1 883 1.000
Other department
er department - g 5 844 866 26.043 827 783 630
support
oS 3 633 674 19.216™
TC 1 886 1.000
TC 2 908 1.025 47.158™
Team .
TC 3 953 1.135 42,512 942 880 756
competency
TC 4 754 813 27.422™
TC 5 837 975 33.118™

CCR=composite construct reliability,

. .
AVE=average variance extracted,

p<0.001.

1=959.333, df=171, p<0.001, CMIN/df=5.610, GFI=0.906, AGFI=0.874, NFI=0.906, CFI=0.922, RMSEA=0.074.

thy=10158.662, df=210, p<.001).
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BA8)=537, ¥ PE=669, X8~ F3P=564, E}

A X h=630, HY 2 JH=756) 02 5 7=
XS A}3] 8} tHFormell & Larcker, 1981).

E72bE 2918 A Fo] BE 633 o4 001
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{Table 4> Result of comrelation analysis

1 2 3 4 5 6 M=S.D.
1 Leader trust 5727 .005Y 0.72 263 077 000 4.13+1.54
2 Co-worker trust o071 537 136 017 125 000 4.71£1.19
3 Cooperative behavior 269" 369 669 057 173 .000 4.23+1.37
4 Service performance 513" 1347 239” 564 136 .001 4.95+1.25
5 Other department support 279" 354" 416" 369" 630 .001 4.82+1.18
6 Team competency —.013 .005 011 042 .010 756 4.91+1.32

** Pearson correlation is significant at the 0.01 level (2-tailed).

" Correlation coefficient (), > Average variance extracted, > Coefficient of determination (+%).

A7 F71E 000~ 26302 FFEAF FE5ko
ool 537~ 75680 2 Aoz ehd, B
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{Table 5> Results of the structural equation model

A5 @
& <) g,

Hgol v HEv=
o213 A= A Kim 5(2015)<]

W e

Hypothesized relationship Estimate Stan@dized S.E. p-value Result

estimate
H1-1 Leader trust — Cooperative behavior .634 316 .095 6.689™"  accepted
H1-2 Co-worker trust — Cooperative behavior .508 450 .052 9.786™"  accepted
H2 Cooperative behavior — Service performance .348 296 .048 7266™  accepted

* p<05, " p<.001.

¥=730.629(p<0.001), df=58, CMIN/df=12.925, GFI=0.890, AGFI=0.828, NFI=0.836, CFI=0.846, RMSEA=0.065.
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<Fig. 2> Result of Hypothesis 1 & 2.
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Standardized in parentheses
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{Table 6> Moderating effects of team competency

Low team High team Unconstrained ~ Constrained
ompetency (163) competency (417) model model Ag
(d=1)
B t-value B t-value (df=116) (df=117)
Leader trust — . .
. . 575 3.596 .698 4.714 649.592 319
Cooperative behavior
649.273
Co- ker trust — sk ok
O-WorRel Tus , 545 4,006 388 5.099 650.281 1.008
Cooperative behavior
CMIN/df=5.597, GFI=0.862, AGFI=0.783, NFI=0.800, CFI=0.828, RMSEA=0.089.
* p<0.05, ™ p<0.01, ™" p<0.001.
{Table 7> Moderating effects of Other Department Support (ODS)
Low ODS (144) High ODS (441)  Unconstrained ~ Constrained A2
model model @ le)
B t-value B t-value (df=116) (d-117)
Ci tive behavior — vk sk «
coperative: behavior 260 3.630 469 4.666 §52.453 856.720 4267
Service performance
CMIN/df=7.349, GFI=0.839, AGFI=0.748, NFI=0.746, CFI=0.770, RMSEA=0.104.
* p<0.05, ™ p<0.01, ™" p<0.001.
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