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The Effects of Internal Marketing on the Employees’ Job Satisfaction and
Switching Cost in a Hotel Industry

- From the Viewpoint of Employees’ Segmentation -

Young Ju Yang

Department of Business Administration, The Graduate School,
Pukyong National University

Abstract

The purpose of this™ study is to investigate the impaets of various internal
marketing factorssuch as internal communication, education and training, reward
system, employee benefit and service programs and empowerment on'the employee’s
job satisfaction and switching cost in a super deluxe hotel industry. We also test the
difference of these impacts /by such internal customer segmentation variables as sex,
employee type and department.

The empirical results show that reward system, employee benefit and service
programs and empowerment of the internal marketing factors.have significantly
positive effect on job satisfaction,.and the-internal’communication, reward system, and
empowerment have significantly positive effect on-switching cost, in the case of the
whole internal customer market.

The empirical results also show that the internal marketing factors differently affect
on the job satisfaction and switching cost depending on internal customer
segmentation variables and on the types of each segmentation variable.

Finally, we discuss theoretical and managerial implications of findings and suggest

implications for future research.
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X4 0.136 0.003 0.733 0.245 0.151
X5 -0.005 0.091 0.754 0.089 0.307
X6 -0.021 0.308 0.673 0.047 0.005
X21 0.094 0.257 0.221 0.770 0.149 0.876
X22 0.179 0.209 0.197 0.808 0.136
X23 0.181 0.298 0.159 0.711 0172
X24 0.158 0.320 0.126 0.729 0.162
X7 0.208 0.093 0.166 0.086 0.794 0.868
X8 0.225 0.124 0.140 0.065 0.810
X9 0.197 0.039 0.217 0.231 0.796
X10 0.117 0.110 0.315 0.225 0.707
oto|#lZgf | 8.932 2.589 2.039 1.359 1.073
e
-E—ﬂ&:%;oia—i' 38.8 50.1 59.0 64.9 69.5
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<E 13> 5T A 343 2AEY

Hdese NeH 2 & RoH=E Cronbach’s a
X28 0.723 0.041 0.792
X29 0.764 0.274
X30 0.842 0.124
X32 0.738 0.257
X25 0.185 0.853 0.871
X26 0.175 0.916
X27 0.165 0.849

ofo| 7l Z} 3.439 1.457
L X =

Y T s S

e AgAsAn. 1 40 E b 2ok

 ATollA ke <Fri2>dgto]l WA SHBsiRuA" e 54 5
59 Cronbach’'s aAlF= WHRAFTUA 0] 0841, nl5F#o] 0868 EgAE
7} 0875, HEFAAE7E 0.835, B AALET} 0.876%
Cronbach’s a Al 070130 & Y SHBTE QoA AlEAo] gry
Qe Aow etk FEHHGR] AFN=Re] Cronbach's a5 = 0.8719]
] H3k8]-89] Cronbach’s a AF7F 0.792% veh} AgAdo] Srg Aoz 3
o

SFATH<E 13> %),
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<E 15> AAA G 7HE AT AT THLY AF L=
71 PEAE AR H D eken ot VIF | sedof
0.500 0.306 1.633 0.104
JHd1-1 |HEHRLUAOIA 0.009 0.008 0.070 0.132 0.895 1.468 712+
THd1-2 0.037 0.036 0.065 0.566 0.572 1.624 | 7|z
7Hd41-3 0.166 0.161 0.067 2.497 0.013 1.701 i &4
7Hd1-4 0.445 0.441 0.070 6.354 0.000 1.984 | A=A
7Hd1-5 0.288 0.253 0.078 8.677 0.000 1.944 | =

F=47.305 df=175 p=0.000
R*=0.575 adj— R*=0.563
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<E 16> AAAZY 74 AF 23 AEH &

7 by = HIJE;EEEI Ejii% EEQA} tak pat VIF A Ed0f 2
A 1.913 0.348 5.492 0.000
Jtd2-1 | EHFHAH OlM 0.218 0.219 0:079 2.752 0.007 1.468 |  HEY
Jtdo-2 |ngEH -0.088 -0.099 0.074 | -1.187 0.237 1.624 7|zt
Jbd2-3 |EAKNE 0.246 0.278 0.076 3.253 0.001 1.701 RH &4
JMdo-4  |SXIFEMH T -0.004 —0.005 0.080 | -0.055 0.956 1.984 | 7|z
Jtdo-5 |HsH A = 0.207 0.213 0.089 2.324 0.021 1.944 | AHEA
oim oo HMetE F=11.603 df=175 p=0.000

R*=0.247 adj— R*=0.226
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<¥ 17> Add & o] AZAT :

M (N=64) 0{M(N=117)

e % RS dzen | w oat | FEE | mzen| 1 ozt
7M1 (HEHFT YA 0.012 0.124 0.112 0.911 0.009 0.087 0.126 0.900
JHd1-2 s E=H 0.054 0.108 0.487 0.628 0.015 0.087 0.187 0.852
7H1-3 |EAH = 0.133 0.113 1.203 0.234 0.184 0.086 2.238 0.027
714 |SX|ZMAHE 0.496 0.112 4.444 0.000 0.388 0.095 4141 0.000
715 |HSHRI YN E 0.216 0.116 1.912 0.061 0.292 0.110 3.222 0.002

F=16.071._df=58 p=0.000
R?=0.58%udj— R>=0.545

F=30.054 df=111 p=0.000
R?=0.575 adj— R*=0.556
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<E 18> 4ol We R AFAF : ABHE
' (N=64) 04 (N=117)
e EEN aonr | 1) | o2 JBETE |zeen | @ | o
A%/ SO G | PNV | EERM| @ | ek
7421 0.046 0.144 0.346 0.730 0.303 0.094 3.014 0.003
7tMd2-2 0.027 O 5 0.193 0.847 0TSy 0.093 -1.823 0.071
74M2-3 0.268 0.131 1.942 0.057 0.328 0.092 2.960 0.004
7tMd2-4 O\TR3 0.130 1.141 0.258 ~0™30 0.102 -1.027 0.307
7tMd2-5 0.234 0.135 1.653 0.104 0.221 0.119 1.812 0.073
Anm F=6.073 df=58_p=0.000 F=6.584 df=111 p=0.000

R?=0.344 adj= R*=0.287

R?=0.229 adj— R*=0.194
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<E 19> 27 Aol hE o] FFA% : F

—d
,
N

MBIAFEE(N=141) ME|AH|F A (N=40)
7t === e
e EESE N gxox tZt ozt | EE2SE | gxox tat pak
A A==
JHd1-1 LB FuL 7 olM 0.004 0.080 0.063 0.950 0.047 0.149 0.351 0.728
Jd1-2 |mEE 0.025 0.081 0.345 0.731 0.052 0.108 0.410 0.684
THd1-3 |2 AHH| 0.233 0.079 3.053 0.003| -0.047 0.139| -0.350 0.728
T4 |= | = 0.378 0.082 4.624 0.000 0.551 0.155 3.668 0.001
Jhad1-5 |HBH | = 0.266 0.089 3.389 0.001 0.264 0.181 1.654 0.107
i e F=38.453"d{=135 p=0.000 F=9.0304 df=34 p=0.000
= = R?=0.587 adj— R*=0.572 R?=0.570 adj— R>=0.507
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<¥ 20> 2R N W& o] AZAF :

Gl R

MBIAEH(N=141)

M| 28] H A (N=40)

7 — .
i 4 EEHE ) gxmox | 1z ozt | EERE | gxox | 1zt ozt

Al == Al
74M2-1 |8 T H oM 0166 | 0088 | 1.847| 20067 | 0440 | 0195| 2461 0.019
JtMo-2 |msE ~0116 | o0l088| -1194| 0234| -0400| o0141| -0571| 0572
Jhad2-3 | Ak 0321 | o0087| 3204| 0002| 0062| 0182 0335 0.740
IhMo-4 |2X| EMH £ ~0.020| 0.090 | -0.184| 0.854| -0.061| 0.204| -0.295| 0.770
JhMdo-5 |HBtel N £ 0.287 | . 0.098 [ 2.783 | ~~0006'1 0.047 | 0238 0213| 0.832

AT

F=10.837 df=135 p=0.000
R?=0.286 adj— R?=0.260

F=1.601 df=34 p=0.186
R?=0.191 adj— R*=0.072

_53_




g Aol AFAH

4, 1EFH A

ﬂ

2]

(D) HHFrHA" I

o] yA

s

o

21> #=x).

it

& A H S TH<G

Blol e Aol

BRI

o]

[e3]
2R

AAw= B A A= 5%

<
T

2

el 3

ol A

e
i+

j
a-

AR 2ot AL AA

)5

B
L

= yetseh w28 F el #Aglo]

o

)

el
700

(2) W-vhAR 3 k] 8ol o

A EIFTH (< 22>

=
=

gjol] u}E o)
YEAFY A ] A(0.195), BAAE0275) 2 A A A =(0.234)7F # $kn)

€%

)

%

‘BO

e Aew deth 2y AT 49 vRn)

P wheRA egiet

o8

SRS

)

o2 AAN

_54_



<E 21> L& FH me Ho] AFEF : THLY HF
T 2N=119) H| & 75 (N=62)
dc E=519 | oo EZSHE | S xo;
H 2 (e o XT tal pak s EEAL tat pak
7Hd1-1 | EA R 0lM 0.073 0.093 0.930 0.354 | -0.105 0.108 | -1.109 0.272
7tM1-2 -0.054 0.086 | -0.676 0.501 0.175 0.102 1.724 0.090
74M1-3 01583 0.085 2.016 0.046 0.146 0.118 1.168 0.248
7td1-4 0.410 0.090 4.842 0.000 0.466 0.121 3.629 0.001
7tM1-5 0.282 0.096 3.263 0:001 0.250 0.147 2.032 0.047
ol F=22.526 df=113 p=0.000 F=29.0261 df=56 p=0.000

R*=0.499 adj— R*=0.477

R*=0.772 adj— R*=0.697
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<E 22> 1&FH W& Ao] AFATG : AEHH &
A (N=119) H| Y 12 (N=62)
M
e FEIE [ oo | oz 220 | gzon| 2 | oz
A%/ O i N | EE & &
721 7 0.195 0.097 2.012 0.047 0.211 0.147 1.396 0.168
7tMd2-2 -0.103 0.089 —1.036 0.302 -0.102 0.140 -0.626 0.534
7Hd2-3 0.275 0.088 2.944 0.004 0.277 0.161 1.377 0.174
7Hd2-4 0.022 0.093 0.210 0.834 —0.049 0.166 —-0.238 0.812
7Hd2-5 0.234 0.100 2.198 0.030 0.263 0.201 1.333 0.188
S F=7.076 “df=113 p=0.000 F=4.434 df=56 p=0.000

R?=0.238 adj— R?*=0.205

R?=0.284 adj— R?=0.220
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