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0| AMH|A 2 dnfol| ofxl= o #et AT HAME| =Y AMelS SHeR

= So

A 1) A w5 2ZTHT)7HA HAE T3] A 4 Aoe AFE AR 29 Aol et 2 74H
o A F4 77 9 ATE AH 2T AH 2 &
A AFE 7199 S3y d2 ude] JH F(2HUE)d Bete i tiEl sotete A
2 Zplo] Idsla Qe T o2 Aogth(Jayaram¥} Xu, 2016). & A9
EAoke] #A O da godets Ao FHoddtt AME Fleming 5(2009), Hays® Hill(2001),
(Jayaram¥} Xu, 2016). 2 AdFollM= Goldstein  Jayaram¥} Xu(2016) So] Aol AR&3k A
(2003), Hutchings §(2009), Jayaram¥® Xu &3 3712 7]Z§ TAstgen, ujg wrk(1) o
(2016)7F AFellA ARG 3709 A & 115 A iy EHT)7HA] SAE TH AEE 7R
T7}5}°4 T A0 FgoR FAadssion, w2 S
TH) A w5 =77 HAE TH HEE 7] FEATE BeAQ 29, 98 +F 2 A

wo 7 2t 1 B =S derste o2 oIk (Kull

T,

(B 1) #o 5 ¢

oo
Ja

I

W 3% 32 9%+ ] A ad 474
P dd71E e nAY = #dE RS AEHoR
Egsta 9ot
p AT A B A FZALE 7)Ao
27 A A g} 4 gAE | Brady9Cronin(2001),
A | P Aplz A G/ ALES AR 78 | Jayaram3Xu(2016)
AR AF71eA 7t Ao
P a7t Yzl e JRS A 2gd A
49539 A&H o 2437 Ak
b A 25 AhEe] SRuAT A ek
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Hutchings & ,
= L0 Jol= P 3 A
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o8 B=
REEEEERERESEERDEERES S
;gr:
- P Au| 2o dAA (XA A= e Fleming 5 (2009).
i; » AzE Aux FAYE 3 7 | Hayssh Hill(2001),
| p A mEEANG e Ausd 944 AE " | Jayarams} Xu(2016)
28 P AH[ 2 Egold Bl vl gHe S st ot A Kull? Wacker(2010),
il LES 2 LERS SRINE L) 3 7 | Nt Li(2003),
| e A gl el AdH o FEa Yt © | Javaram3} Xu(2016)
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I} Wacker, 2010; Ng&} Li, 2003). & A=
Kull# Wacker(2010), Ng¥} Li(2003), Jayaram
7 Xu(2016) ol A7olA AHE-gF A &3 2709
F7Fe UNE 23t F Y A ¥R 43
atlom, dsl 18A Foh(l) oA WS¢ 2%t
(M7H] AAE T4 AEE 7|wte g SA %

ELREEENR EEEECRERERE
Sl MEHAG, AR 78 1025 252

7HA oF 1599 24 A= A=, F 229709 A
59 5 AT B3] "o 13709 F
FSHES AYe FERE 216702 EAHA A}
L3HHFE SHE 94.3%).

FEZA 719 SAFE AA A5 £4 B
3.4 Xz o 4 29| EY T A FE 2AF A Theke Agto] MY 4 Sle
o (Zdda 247, 1996) 2 F syt FUHHY
= A7= 39 7oA 2R AdgF Aolol| mE Aot FEWHH S YT
o] Ml Fge] A wA= e FHsI TEATE TUS YT SHA & =4
gt A=A, ol AT 545 D8] 9t A S A g0l T L/HE SH 9 BdEe 4
of £ A7 tdE dA FedlM E9H 2 e Z4ek gkE v 4 gtk B AdldE SEAA
=224 A9 A9 39 F 5LF/GME AN o9 SAIHATE T A= dd
A e THEA ZFsta e dutk A9 2 F7), A A vk 5 SRk A 54
< ez . B AF1E st A3 AT HE o osiA At SHMHA = £ 57
2o Aula 71 ARaE 3 dE7HEY < 24 Agog s § sled, Ay 4 1d]
Bl ot APARA WY 52 Bl AT A £ fufetAY L A2 RHEs|A AMSHE 7,
Azt A71 7194 (self-reported) AZ714 SHAY A e/ 7IAA RhgoR Q| o]#
= o] &g ATAL WAE Aggdon dEA= 3ol HAE 4 st Tl TANE S
(E 2) AF=AL 2y
e ) E9%/84e 59 49
el e SR A A9 SYE/9Me sHdA A Fata e A9
(et A D ~ ")
75 A U 38 719 A (IREBISEEAE, AEZAENIEA &R JWrlE] SIA &
b 2AEA S, AastENE, AGEAAY, ABEdFENE F),
7718 (LR =BOERA, AgHENA ), FEH (FAIETLY, LR WA T A
A FAGISEEAAIAF), Z4A RIE g o}5 2)
PRETn, Fet 2324 (purposivesampling, judgemﬁntsamplirzg)—
AR UES 2 41 e 54 AdS ddes 282 AFste W
A8 73 A7) 71944 ARERAF (ezgRld} 2l ARS Wadh
27|17t 20169 7¥4 109 ~ 749 25¢
RES 2165
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DR, Hsizo Ml 2% Aol olxls Hio] B3 97 SN2 2L Aol Foz
A3l A7 1B A T2 g3ske A& o] o WFE BH aAxgMdo] 695, Ykl 815,
W] oldE 12 d w) whEA] vpEA g A of  FEAIIE 729 I8l EEAHTL T430E BE
Uzl g, o] ZAAE Hg /Mg £ e ARy gtol 7IEAQ] 508 A ey 1S9
7t g S SEdd e delete (Y ARAE GRS ¢, & A7 As B
+ 5, 20072 A g, 2 dfdAEe Mo SPSS 17.0% o] &3alo] ¥k X (frequency
A FAE HAaslsl] 9] thekek A9 analysis), A1# %= ¥4 (reliability analysis), £%!
o fAeide el S TFed FAe A5 EA(factor analysis) 3 37 £4 (regression
SHAES ez stu, SHWEAYY] ZAE  analysis) < AT 2 A AT £ 1
F2stetr] flste] Hdigh AEde] 23S e MAY 4%, AL9E 458, FEA4T 37
otal mEetgloy, Jdlde Beta YWy 3 2849 38¥ T F 1409 2R FAH
Aol TAE 249 dlAstede dAVE AN dem, YAE TH HEE ARSI f29 &
= A1 it glot ol digk BA H4e e A 23 39 7199
gk FEZAL A HEE A8 BN T2 Ad A9 T 2883 SHAY] A, vol,
Qlo] ¥ F&HH Y (non-response bias)ole & &, A, 2FFA Y A5 T 6vde FH B
-8 (unit non-response)# FEFIH(item  F 8EFCE P
non-response)°| A=Fl, o] &AL A2 HHow FE] AFEATA S v (F 3)3 2o
= P-8Holl= 718 2% (weighting adjustment) SHEHA e FAdo] 51.4%, ool 48.6%=
< FETeHde A5 WA (imputation) WH  FREJATG. A 25 ~ 30 A7k 25.5%, 31 ~
= A4slE & (G 247, 1996). 39417} 34.7% = 25A] o173 30u7} AA $HA
TR REZAIA = &4 @AlA olH g T?% 9] 68.2% & FE °olF2 U°H 40 ~ 49 A7t
< FAIBkE A9/ el (g9 247, 22.7%% Holal §lojA] 254 oAl 494 Ato]9] A
1996), AAA oz o] AFS Ao aA7F o] AA LAt 90.9%2 A stT 9T}, dEe
A7) Wi & AFAE FIEASE A A eta At = Eo] 64.8%, AEd AT £

aYBE 2 dFdqx e AEY A3 (sampling
adequacy) A& 3ol Bartlett¥ Kaiser-
Meyer-Olkin(KMO) W< @&ttt w4,
Bartlettsﬂ deFLdA e FelgE Ay Ee
wollA 00022 veht "es 2he] a7t
Ag Aoz Uitk KMO £2 A%wms 44 4
Al Eo] 89l FA4 AdeA S Yehlie X]
gl(e]gh2 2t AAE, 2015), °] KMO A&
el AAHoRE 926202 YEhgon 77}

O

t:l

A SR :[o o
ro g

M
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Z900] 19.4%, WD At T Y] 15.7%=
gt o4 d&o] Aol 80.5%S Kol 9t}
T&AFE 39 wgko] 33.8%, 39 odelA T
njgko] 13.4%= o] T 180 47.2%% AAstn
dem, 109 o4 20 mgF 249A54E Kol
% T AA9] 36.1%% JeERa glojM AE
SHAEY 2E5AF7E APE o2 kst £

o] Id&5 & F AUtk TFFAE MUl EGEA
Q50 SHA AA F 64.4%5 AA st o
w ALRA7} 24.1%, ML= vAEREA7L 11.6%
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T N [HE(%) T N | e (%)
G 11| 514 ~ 25 A vlg 7 3.2
3 7 105 | 486 25 ~ 30 Al 55| 255
A 216 | 100 31 ~ 394 75| 34.7
oolH A 1o L]'O]
Aul g A (ZRE, 43R, [ 0| o, 40 ~ 49 A 49 | 22.7
zey, 4239, 29 ' 50 Al 1% 30| 139
25 | Adz/olME/mA R/ ok 25 | 116 A 216 | 100
S I Lk Al 72| 333
A DFEA (A oA )
e T 52| 241 Al (e, 3w | 59 | 273
~ 3d vz 73| 338 i 46 213
39 ol ~ T4 vl 20 | 134 i 261 100
~ AEd 2% E=
74 o4 ~ 109 o) 21 97 et 21 194
14 - -
;‘;r 10d o] ~154 njut 30 | 13.9 | gu | AR EH Ee A 140 64.8
b U Ao E EE A
159 o]4~20d v 48 | 22.2 . 34| 15.7
201 o] ~ 15 6.9 A 216 100
A 216 | 100 Mg - e B9 | 273
100 74 o]% 2] 09 Mg - 45 11| 514
100 7 o ~ 200 7 wl% 21| 9.7 73719 20 9.3
200 74 14 ~ 300 7 =% 26 12 chexd 21 8.8
2 A9}
25| 300 A0 ol ~ 500 A | 104 | 481 A5 4 1.9
2
500 74 1% ~ 700 A vl 43| 19.9 7399 1 0.5
700 A 1% ~ 20| 93 7 216 | 100
i 216 | 100
2 Holm gl AFe duii geuFel 51.4%  Bol 51.4%, M€ 7ol 27.3%% o] T 1§°]
2 S AAG Fuke AAst glor, Auidl  AA Y 78.7%F AAetaL Mﬂ 747144 9.3%,
°] 27.3%, 9] 21.3%%5 e itk 599 ] 8.8%F Kol sled, SLE/EAM A
542 4ny, 39 A4 £5 AHRY 3000 9 A9 3d50] B Ag A93 3719 9
ol ’FellAl 5007K wiwke] A B TElo] 48.1%, Aol YX& &= & & Utk
50071 o]/l 70070 mIgte] AH S HA3 oE
°] 19.9%% o] F 2w A4 Hf 2do] 68%=
vehin gk, sde] 9@ A9 v, g
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o] MulA 2 dutol| ojxl= Jgof 2et AT HAMZ| =2 AMole FHeR

HA 3 W AFE A5E ANded, &
AN AHEE W] Al e ASE 8 dutd
o2 71 Hol AMgE e AEHE Y (a) AT
(Cronbach’s Coefficient Alpha)Z& °©]&3}t}.
AR 71EE SdAErit 254 tEARE dnk
o7 AEus d3H(a) AT grol BRI AT #
ofel A= 0.60 ¢, 712ATF EokllM= 0.8 ©
g, T8 AHo] aFHe S&AT ZolllMe
0.90 o]}e2 7+5=3th(Nunnally®t Bernstein,
1994: olZd¥} WA, 2015). 97EE f 7
A5 g 24 ﬁaTJrE ofef (£ 4)¢ #oth.

2 Aol AREE ZE Qs dig A #

(E 4) N2|Y 24 22

A A3} 3AAGY L 0.933904 0.936, AL EF

< 0.930¢14 0.933, ¥4 2 2543 % 0.929
°dlX 0.93322 Yehr EE 8Ql50] 249 A
gt A =E Bl FAH A

B Lo ALRE ZuSd U B AS
AAsion £4 Ade ts (F 59 2t
Ao AlLH WFEL

(Jayaraml% Xu, 2015)59 21 21543 3
ASHE Aol7] wo] B dAFdAe g4
A S AREIGITh 998 U 8R1FEW
F4 % (Principal Component Analysis)
gastom, gl A e 7 gjle] EAE
w2 & o Abgske Ags A F 7 g

A7 g A (Varimax) 34)& o] &35t}

ér—tm

_>|:

ne ru3 it = S o

=

T ki A&4us &3 (Chronbach’s a) A4
IMAGFY1 0.936
2R 8 3’_7—'141]?:’}’\32 0.937
1A g3 0.935
AR Y4 0.933
A9 0.931
25l ey R 0.931
C 49933 0.930
A9 ek 0.933
F443H1 0.932
F49% F4A472 0.930
F4493 0.930
k- Ry 0.930
R w8492 0.933
T&473 0.929

S MM S| X| ®272 M4% 20164 112

455



' o =% BN e w A G
E F My wo X I s howe = =) o
R W oy qp oor B gy WMo m i
M|l o ol = gl = o ,ﬂoﬂdﬂﬂmlﬂoxﬁﬂtoﬁeA n_moﬂ|
B2 EEREEIEESEZEE AR LrT R T2y TR
°ll© 19 © 5|5 O © : ; = PN - ol o oF om N
Plo © o ol o o S|c © S| S S Jﬂ,%wﬂmﬂ_ﬂzﬁudﬂwmﬁu%m_l M L
= S noUnn7_|1ro_ . o~
— = %%m%%iy%ﬂﬂmmﬂrwm_ﬁ
i - ) I~ o
sglis| "I EcH=2ERNTE
D o = r " o
IS BT E 5T EeREET] o x ko Ty B T o
%221O.1424140,0.2.2.2.7...Vﬁ LlﬂEleaﬁotmﬂh%Lo_noaz_.
O,,ﬂO.O.OOOOOOOOOOOOA(#MO ﬂmoztﬁmﬂ,momuﬂrnm-%mﬁﬂzooiﬂ_%m
il B H D oW N = = o r E._.,,.wnmﬂ;h
T o 22 T qe ®° O X
ﬂanHT_ ,|_l510‘m4\_lﬂ.uﬂ dﬂ‘m_lnAlO#\MuIO#E ‘AE
© oo <2l F - " mﬂ«_oiowﬂwdﬁ xﬂmﬁ Mu Nlo ol
[o'e) T =1 TR
SIEESTEEE D IR ICBE SAY Ho g8 RupIxA®admal
ﬂ%03222.3.2.7.7.7.8.0. Ho__tO.ﬂﬂdﬂﬂﬂlmnﬁﬁxﬂmﬂ%
Al s s s|ls o s s|s s Ss Ownou, ﬁoAT,OﬂWE?ﬂﬁiﬂa«Zﬂﬂ
; — o i < ~
- =2 MﬂOFo]%moi%%_/oﬂaﬂd'
ﬂ: " T Ll_lmﬂﬂb. Wc,.m.. o.d_ﬂ . o] pm o fe o AR X
7 22 TRTEI sl E B
3 0o Nl ~ ol 8 . —
i HIJmmmwm%mmm%%mmmmw
or :1‘O|7776314
! 0 o olo o o I R —
W _n_.mQH_OOOOOOOOO = 4mﬂuo§1|%mur ME
&0 w o Z o= < o - ® . o i
o ~ T° = T F oo LNy La]y‘
15 TN M o = ) Kt i p_.mLTMA s
W PE o mme I T LE &
Tlelez e gz s e slersgleggls B G2 b GaCY
ﬁ%mwQW%76233223mfk_ aﬂamﬂn.rmo"_%KWuMmH & @
Ao © © S|l © o olc o ol o o Mo - < =
o © o Sl o T ﬂ%.olr_ﬂm./udlmﬂ:ﬂqq ‘_Mo_nﬁ
%0 o W5l mo @ 5% o) 4§ oz 100 7
N~ < zr OL ﬂwo E_u Jﬂ OL > :.L @ro MnAﬁ O#D
= ot h ,ﬂﬂoxoﬂnv&oﬂﬂwu ~N T
WOZ ﬂmnﬁ_.PLﬁTAquJ ﬂi
MJ&%M1234123123”§M OL&LEWE\LLW%E “M.oﬂﬂ._OI
mﬁwowowoaoao%%%ﬂrﬂﬂﬂﬂﬁk?__ ) OBy =K o2 o o =
soﬂﬂﬂﬂaﬁaﬁaﬁmﬁﬂoﬂoﬂoﬁoﬂo%JO %OEZﬂB O Il © o =W
H_.n_m_.n_m_.nh_.mnmﬂ‘_mn%ﬂaﬂaﬂaogog_ogmLM EW,olﬂ,IE_.lﬂ(\poo Ko
HOROH RN R R R |He de e[l ke | ol & op B of o T Ko 5 Wﬁ
oy T
Ticlesiz., 8 TX
= i
- o ) 2} T N L .
T i) &y o A E S s ™ E NP EE
= HE z i e R - - - W B
— [ o) . )
) < " TR A PRS o o L

=

2

S|X| M272 M4z 20169 11

}

t2[e]

i
=

4t

- 5

o
=

456



(E 6) DX ZAD Fdoznle] 24 A1}
. HEF8 Alg xz38 Ag . g
B e | €} '

s 1.483 0.354 4.194 0.000%**
L] 0.675 0.061 0.603 11.050 0.000***
RAF = 0.363, adj RAIF = 0.360, F = 122.099, Sig. = 0.000***

(% 7) MYzt ZAMDPel ZA1 Aot
. HEF38 Alg xT8 A . g
B e ] e} '

3 1.24 0.193 6.408 0.000***
AA9F 0.543 0.036 0.722 15.250 0.000***
RAF = 0.521, adj RAF = 0.519, F = 232.566, Sig. = 0.000***

AAdZda FA9743te AT @F% HEE  E9d
s} Al4=0.543, £F24=0.036, A T= A9 Te gt A EA ﬁafjr HEF
0.722, t#=15.250, F3=232.566, vﬂé% g} A4=0.642, £FA=0.047, EF3AGF=
(Sig.)=0.000(<0.05) 1, 4% RAF #t= & 0.683, tat=13.695, F#=187.556, +9&&
afe] o] 37| Aol 0.5199% & & Uth (Sig.)=0.000(<0.05)°1H, +4€ RAIF #= &
o] A& Fall, MUl 719 ALEY 7Y A ato] o] 3ARF ] AHEo] 0.4659& ¢ F A

2 A B3 AT Ao Yzeh S tis o] Aatg B, MR~ 7|HE AYEY AF XW
B8] olglstal, o]& 7|Wte R & Mulx A g 9 xS Foto] At v S A 24
e Tt FEARE AT weor & goEm ZEARE FIANTIA wEok T
< ¢ &St & 4 9l
M 39 HEE 9 99"y 88497t DAY ALd9F D Qe F3F BA o
G AEA S Sk ol (F 8)9 2¥E = o 7 ASE 998 v5e] (GE 99 2o
(% 8) Azt sMui7te| 24 Zn}
N H| 223} Al xs A .
Aakc — t sig.
B ZEA e}
&5 0.363 0.255 1.423 0.000***
2= 0.642 0.047 0.683 13.695 0.000***
RAF = 0.467, adj RA# = 0.465, F = 187.556, Sig. = 0.000***
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o tigt A e WE o BEAS e oA, WA (2015), A ] 2usEd F40] W&
st Atae| el x| A|267, 4%, 531-546. o mX| = Gl Bek A sty kata|EtE| x|
A7, A4S, 94 (2016), "2A G L HYZ2A 2264, A2%. 191 207.
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Effects of Customer Orientation and Employee Capabilities
on the Performance of Service Operations:
Focused on Luxury Hotel Chains

Chang Won Lee* - Kyung Sook Park**

Abstract

In service organizations, the achievement of business objectives depends on how the company
designs and operates their service operations. This study explores the effects of customer orientation
and employee capabilities on the performances of service operations. The hypothesized model is
developed and tested on a valid sample of 216 global deluxe/luxury hotel chains in Korea. SPSS
17.0 was used for conducting a frequency analysis, reliability analysis, factor analysis, and
regression analysis. The results of this study indicate that customer orientation has a positive
effect on employee capabilities, and employee capabilities has a significantly positive effect on
service quality and efficiency performance. This study can help managers of deluxe/luxury hotel
chains improve the service quality and efficiency performance of service operations by establishing
a strong customer oriented culture and reinforcing employee capabilities in the hotel industry

or similar settings.

Key words: Customer orientation, Human resources management, Service operations,

Performances

* Professor, School of Business, Hanyang University (First Author)
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