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Abstract

Abstract

In an increasingly competitive market environment, providing high service
quality to customer has become a key factor to maintain the core competitiveness in
hotel industry.  The provision of good internal service has become an important
premise and grantee for high quality external service. It is critical to make customer
satisfy and maintain their long-term competitive advantage for the hotel industry,
which has been identified as one of the essential elements of an overall service quality
strategy.

However, the managers of hotel in China are more concerned about the service
quality to external customer, but often neglect to provide excellent service to internal
customer. It also has become an important issue for the hotel management to think
deeply about how to provide high quality service to organization employee. However,
the academic study about influential factors of internal service quality is still
relatively limited, of these especially lacking systematic framework research. Based
on these limitations, the research purposes of our study are as following: First, with
the qualitative analysis method of grounded theory, this study explores the factors that
affecting the internal service quality within the hotel industry, tries to establish a
systematic analysis framework. Besides, based on the internal service quality gap
model, this study also explores the main factors leading each quality gap within the
hotel industry and their influence mechanism and path.

In this study, we carried out eight focus groups interviews of four five-star hotels
in Xiamen City, for a total of 55 front-line and supportive employees, and finally got
an interview record more than fifty thousand words. Through the three steps open
coding , axial coding , and selective coding of Grounded Theory, this study
systematically explores the factors affecting the internal service quality. Moreover,
with the method of content analysis, this paper also discusses the key variables of
these factors. The results show that it includes three main influential categories,
namely organization situational factors , personal traits and behavior constraints

situation. Organizational culture and climate, job resources, organization system and
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Abstract

process, leadership, reward system and training constitute the six aspects of
organizational factors . Personal traits includes four aspects of personal values,
individual ability, emotional intelligence and empathy personality. Behavior
constraints situation consists three factors, namely role conflict, communication and
interpersonal relationship. This study expended and deepened the internal service
quality gap model, finds that not only the causes of each gap , but also the path of
every factor affecting the service quality gap is not the same. Some factors only effect
the service provider’s service willing, but some only work on service provider’s
service ability. In addition, content analysis results indicate that the most important
five influential factors lie in organizational culture and climate, communication,
organization system and process, personal values and role conflict. They both
consider communication, organization culture and climate as the important two
factors, but the front-line employee relatively pays more emphasis on the leadership,
role conflict and personal values’s impact on the internal service quality, and the
support staff is more concerned about the organization system and process, work
resources and individual capacity. Finally, this paper presents some recommendations
about how to improve the internal service quality for Chinese hotel management.
With a method of qualitative research, this study establishes an systematic analysis
framework of factors influencing the internal service quality, deeply discusses their

influence mechanism and route, further expand the internal service quality gap model.

Key Words: Internal Service Quality; Quality Gap; Influential factors; Influence

Mechanism; Hotel
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