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Service Guarantee Influencing Customer Orientation in Tourist Hotel
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Abstract

The purpose of this study is to investigate the effects of service guarantees of tourist hotels on
employees' perception of role clarity and customer orientation. Specifically, this study analyzed how the
employees' perception of role clarity as a parameter, with the employees' reliability, guarantee-related
communication, guarantee limitation, and organizational support as independent variables, affected the
dependent variable, customer orientation. As a result of empirical analysis of employees in the first
grade hotel in Seoul, it was analyzed that the higher the reliability of employees in service guarantee,
the higher the communication and organizational support in the organization related to guarantee work,
the higher the role clarity and perception level of employees. The higher the reliability, guarantee
limitation and organizational support level of guarantee, the higher the customer orientation, but the
guarantee-related communication did not show significant influence. The perception degree of role
clarity of employees has a significant effect on customer orientation. According to those results of this
analysis, this study examined the influence of each configuration of service guarantee of tourist hotel
employees on customer orientation, and presented various academic and practical implications.
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