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ABSTRACT

A Study on the Effects of Competencies

on the Performance

Son Song—gon
Advisor : prof. Jong—rok Wyun, Ph.D.

Department of Business Adminstration

Graduate School of Chosun University

The purpose of this study was to analyze the competency that is
required to employee in food service industry. People are a means to
organizational success and create value for organizations in food
service industry. Many organizations have increasingly acknowledged
the potential for their people to be a source of competitive advantage.
McClelland proposed the concept of competency for the first time.
Later, Boyatzis viewed the competency as a kind of individual
capability to satisfy the working requirements within the environment.
Spencer and Spencer suggested that competency refers to the motives,
traits, self concepts, attitudes or values, knowledge or skills, which can
be reliably measured and can distinguish high performance employees
from the general ones.

Rapid Growth in food service industry has led to the need for an
ongoing development of competency for competitive success. A
fundamental managerial problem 1is to develop human competency at
work in a way that enables an organization to remain viable. Increased
focus on the customer and rapid response to problems and

opportunities In a continuously changing environment has made the



manager a vital resource in guiding and directing front—line workers
to success. Accordingly, developing competency 1s becoming an
increasingly important issue. The competency based approach puts the
human being at the centre of attention and underlines the importance of
human resources to reach the objectives of the organization.

This study intends to 1identify the relationships between employee
competence and organizational performance within restaurants. Also,
this research hypothesizes that service commitment mediates the
relationships between employee competence and organizational performance.
A competency is a measurable characteristic that can be defined in
terms of ability and willingness to do a task, generic knowledge,
motive, trait, social role, or skill of a person that is related to effective
performance in restaurants. Competence dimensions in this study include
customer service orientation, achievement orientation, organizational
commitment, teamwork and cooperation. Customer service orientation
means attempts to meet the customer needs. Achievement orientation
means intent and motivation to reach in highest level of work.
Teamwork and cooperation means to work together as part of a team.
Organizational commitment means moving in the direction to meet and
promote organizational goals.

This study conducted survey from July to August in 2012. The
survey questionnaire was pre—tested prior to distribution. Questionnaires
were distributed to 890 people working in restaurants with different
positions. Out of 890 questionnaires, 264 questionnaires were used for
analysis. Statistical analysis was conducted using structural equation
model. Structural equation model was used to test hypotheses.

This study's major findings in using structural equation model were
as follows;

First, employee's achievement orientation, teamwork and cooperation

_Xi_



iIn restaurants had positive effect on organizational performance.
Therefore, these employee competencies should be more emphasized in
restaurant. But, customer service orientation, organizational commitment
had no direct effect on performance.

Second, employee's achievement orientation, teamwork and cooperation,
customer service orientation, and organizational commitment had
positively significant effect on service commitment. These results are
the same results as previous studies.

Third, service commitment had positive effect on organizational
performance. Because service commitment positively affects restaurant's
performance, restaurants' managers must endeavor to elevate employee's
service commitment level.

Finally, service commitment mediates the relationships between
each competency and organizational performance. Accordingly, customer
service orientation, organizational commitment have indirect effects on
organizational performance through service commitment.

Based on the analysis' result, this study aims to contribute to
restaurants' performance by examining the effect of employee
competency and service commitment on performance.

This study shows what are the important competencies that they
should develop and what training and development are needed in order
to develop those required competencies.

Therefore, this study intends to contribute to employee development
in the field of food service industry by providing guidance for managers
who wish to improve organizational performance. Accordingly, this study
shows fields of training and development requests in restaurant employee.

Also, this study discusses the limitation of the analysis' result and

attempts to provide future directions in research.
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<} 5-5> SHRY IAASF
8§ AA% SED meex ¢

A 3 A s X1 1.000 635

X2 1.100 764 .097 11.328%*x

X3 1.166 766 103 11.345%*x

X4 1.152 761 102 11.299 %
317 ] gk X5 1.000 719

X6 1.077 753 .081 13.355%*x*

X7 1.151 721 .082 13.982%**

X8 1.145 789 077 14.910%*x*

X9 992 .844 078 12.778%*x*
PR X10 1.000 783

X11 1.061 822 .066 16.066%**

X12 1.048 814 .066 15.895%**

X13 941 757 .064 14.612%*x
Z2 A X14 1.000 785

X15 1.126 730 .083 13.558 **x

X16 1.089 785 .081 13.496 *x*x

X17 1.022 781 078 13.090 *x*x
el 2~E] X18 1.000 .808

X19 1.148 .861 .062 18.537%*x*

X20 1.162 .802 .069 16.804 % *

X21 1.105 .836 .068 16.342%*x*

X22 1.022 785 .061 16.778%*x*
793 X23 1.000 .836

X24 1.064 821 .059 18.123%*x

X25 1.035 819 .057 18.209%* *

X26 1.021 .820 .056 18.170%*x*

X27 970 825 .053 18.317%x*x

 p<.001
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% 2 z P
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V-2 DAREAE G > Au|A2Q] > AAMT} 2.324" 001
-3 gyt @8 I ->AHASY — FI8T 3.162™ .000
V-5 ZAAA A%F - AMu|AEA - FI4H 2.263" .002
“p<.05, “p<.01, ™ p<.001
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