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The Effects of Internal Marketing on Job Satisfaction, Commitment and Customer

Orientation in Hotel

Jin-Seok Kim

Department of Business Adminstration, Graduate School of Business

Pukyong National University

Abstract

The main purpose of this study is to examine the relationship between the internal
marketing and hotel employee’s job satisfaction, commitment and customer
orientation.

For the study, the author reviewed theoretical background of internal marketing,
employee’s job satisfaction, commitment and customer orientation, which is followed
by the hypothesis to test the relations hotel employee’s internal marketing, job
satisfaction, commitment and customer orientation.

Sample subjects used in this study were employees working at 5-star hotel in
Busan and total 300 questionnaires were:collected. Finally, 246 questionnaires were
used for the analysis, while 32 were found to be invalid. The data from this survey
were analyzed by using various statistical techniques including frequency tables,
factor analysis, simple regression analysis, and multiple regression analysis.

The research findings are summarized below. First, it was found that internal
marketing has a significant ‘impact on employee’s job satisfaction and commitment.
Second, it was found that employee’s job satisfaction had influences on.-commitment
and customer orientation. Third, it ~was® found that employee’s-commitment had
influences on customer orientation. The implications for the internal marketing

strategies of the hotel are followed.

Key Word : Internal Marketing, Job Satisfaction, Commitment,

Customer Orientation
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