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ABSTRACT: This study aimed to develop the best fit model on organization communication satisfaction of hotel
employees using structural equation modelling (SEM) as the fundamental statistical tool to analyse the interrelationship
among the constructs of organizational efficacy, service climate, social exchange and organization communication
satisfaction. It employed descriptive-correlational research design and used stratified-random sampling technique in
choosing the 402 hotel employees. Mean, Pearson Product Moment Correlation, Multiple Regression and Structural
Equation Modelling were applied as statistical tools to the levels, interrelationships, influence, and explored the best fit
model of the constructs respectively. Signifcant relationships of the three constructs with organization communication
satisfaction were established. Organizational efficacy and service climate were always observed while social exchanged
and organization communication satisfaction were sometimes observed by the respondents. When regressed, it was
found that service climate and social exchange influenced organization communication satisfaction. The best fit model of
organization communication satisfaction is model 5. The model showed that organizational efficacy as indicated by
sense of resilience and social exchange as indicated by experiential information, emotional support, humour exchanged
and exchange outside meetings best predict organization communication satisfaction as indicated by organizational
integration, supervisor communication and media quality.
Keywords: management organizational efficacy, service climate, social exchange organization communication satisfaction, SEM,
Philippines.

I.

INTRODUCTION

Rationale
Communication plays a significant role in informative transmission within any organization. A leader of an
organization needs to be pleased with the communication practices in his organization, in order to work effectively
(Saurabh et al 2013). Communication is the sustenance of any organisation and the success of a business enterprise to a
great extent will depend upon the efficient and effective communication (Bisen&Priya, 2008). It is also seen as one of the
most important issues for administrators and workers in the workplace (Cascio, 2000).
As cited by Kaul (2017) in his article, the statements of Robert Kent, previous dean of Harvard Business School,
that in business, communication is so important. It is often called a soft skill communication offers an crucial link
between and among all fundamental functions in an organization. When administration had commendably engaged in
all types of written and oral communication, the organization develops its profitability and credibility within the
business community. This is affirmed by Wyatt (2004), that the key driver of superior performance were connections
and favourable organization-employee relationships.
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Organization communication satisfaction is worthy to be investigated (Tsai, Chuang, & Hsieh, 2009). The level
of communication satisfaction where supervisors and managers are open to suggestions, listen and pay attention, and
have guidance to address job-related problems and feedback.
As reported in Malekane's study (2014), he found out that in order for an organization to use its purpose to its
best possible level, good internal communication features often need to be worked out with employee satisfaction and
communication efficiency. The combinations between these activities ensure that employers and employees are
considerate about the vision of the organization where it is heading. However, contact satisfaction of workplace
organizations in global companies remains unexplored (Snape and Redman, 2010). Employees are said to be one of the
core factors in the effective operation of the hospitality sector, driving competitive advantages in the hotel industry. If
the company has the right staff, the probability of success for any firm can be significantly improved (Connor, et.al.,
2003; Karatepe et al., 2009).
In Hong, et.al. (2013) research, organizations are advised to promote a positive service environment as it directs
employee attitudes and behaviors and is a key factor in organizational success (Kusluvanet.al., 2010). Service climate
study, however, has focused heavily on assessing the perceptions of customers (Bowen and Schneider, 2014), their
satisfaction, and the effect on the financial performance of the business.
Service workers who have encountered positive leadership (supervisor support) and participant (co-worker
support in the same team and interdepartmental support), relationships are likely to experience a higher degree of
support, resulting in greater commitment to organizational objectives (Snape and Redman, 2010). Co-worker support,
inter-departmental support and supervisor support collected can be perceived as internal customer service. The main
assertion from the Social Exchange Theory (SET) is that a firm's partnership relationships are a social exchange network.
Based on these discussions, organization communication satisfaction still remain unexplored, hence, there
should be a further research to be conducted on the relationships between and among other organizational issues that
either positively or negatively affect the organization communication satisfaction of hotel employees.
It is on the above context that the researcher decided to conduct the study dealing with the three variables as a
construct of organization communication satisfaction. While there are existing studies on the link of each mentioned
variable to organization communication satisfaction, those studies are in bivariate relationships only and conducted
separately by different researchers.
This study, however, is a superior version of those individual studies considering that it covers the four
variables in the study with the hope of producing a model for organization communication satisfaction specifically for
hotel employees making this study will become a meaningful contribution to new knowledge, hence the conduct of this
study.
II.

MATERIALS AND METHODS

Research Design
This study employed quantitative research design utilizing descriptive-correlational technique. This is used to
develop and employ mathematical models, theories and or hypothesis pertaining to a phenomenon. In the extraction of
the best fit model, structural equation model was used. First, it utilized descriptive correlational method. According to
Gill (2013), a descriptive study entails describing a certain aspect of a group of individuals whose responses are
continuous data where simple means on the average level is depicted. On one hand, correlation is used to investigate
and measure the connection between two or more variables.
The study used structural equation modelling that aims to come up with the best fit model on organization
communication satisfaction that may help hotel businesses attract, select and retain employees. This is a multivariate
technique to scrutinize multiple dependence relationships among the variables at the same time (Bose, 2019).
Specifically, this research examined the interrelationship of organizational efficacy, service climate, social exchange and
organization communication satisfaction among hotel employees.
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Structural equation modelling is a complex method of data analysis as compared to other statistical method. It
is a mathematical tool used for delineating causal conclusions from a fusion of observational data and theoretical
assumptions (Bhatta, Albert, Kahana&Lekhak, 2017; Hair, Babin&Krey, 2017; Pearl, 2012.
This study used the normal theory methods in the parameter estimates due to the large sample to have
asymptomatically biased, efficient and consistent due to sample estimate convergence (Tomarken, 2005).
Research Locale
The study was conducted in the SOCSKSARGEN Region, designated as Region XII, one of the regions in the
Philippines situated in the central portion of Mindanao. It is consisted of four provinces, namely: South Cotabato, Sultan
Kudarat, Sarangani and North Cotabato.
The respondents of this study were the hotel employees in Region XII specifically from General Santos City,
Koronadal City, Tacurong City, Kidapawan City and Isulan, Sultan Kudarat. Survey questionnaires were administered
in the said areas.
As of this writing, hotel employees in Region XII can take any challenges, can work effectively with groups to
accomplish a goal, responds to customer’ feedback and suggestions quickly. Supervisors and employees were
optimistic to accomplish their goals.
Population and Sample
Scientific process was employed in choosing the respondents. Stratified-random sampling was used in
determining the respondents. A random sample was done where participants of the population were first divided into
strata, then they are randomly selected to be a part of the sample (Boodie, 2018). A total of 402 completed surveys were
made which was way higher than the maximum number of 400 at 0.05 significance level (Davis and Cosenza 2005).
Respondents of the study were the existing employees from hotel establishments in Region XII. Of the 402 respondents,
100 were from General Santos City, 95 from Koronadal City, 80 from Tacurong City, 65 from Kidapawan City, and 62
from Isulan, Sultan Kudarat.
Employees who have rendered of at least three (3) months of service in the industry were considered as
respondents. On other hand, those newly appointed employees with less than three (3) months of service as well as with
those outside the locale of the study were excluded. Respondents can withdraw anytime he/she feels uncomfortable,
intimidated or there is actual and perceived threat physically, psychologically, or emotionally.
Data gathering was conducted from October, 2019 to November 2019.
Research Instrument
Primary data were used in gathering data about the study constructs which include organization
communication satisfaction, organizational efficacy, service climate and social exchange. The survey questionnaires
utilized was sourced from various related researches with some modification to fit in the respondents of the study.
Restructuring was carried out to make the instrument more applicable to current local business setting.
The survey on organizational efficacy was adapted from Bohn (2001). The said instrument was designed to
measure the organizational efficacies of hotels based on three factors, namely: collective capability, sense of mission and
sense of resilience.The responses of study participants are interpreted using
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The survey instrument on service climate was adapted from the study of He, et.al. (2010). The instrument was
designed to measure the service climate as perceived by hotel employees based on three factors, namely; customer
orientation, managerial support and work facilitation. Responses of study participants are interpreted using the scale
below:

The survey instrument on social exchange was adapted from the study of Brown et al (2014). The instrument
was designed to measure the social exchange as perceived by hotel employees based on the four indicators, as emotional
support, experiential information, humor exchanged, and exchange outside meetings. The responses of study
participants are interpreted using the scale below:

The survey instrument in Organization communication satisfaction was adapted from the study of Iyer et al
(2012) based on five indicators, organization integration, personal feedback, communication climate, supervisor
communication and media qualityThe responses of study participants are interpreted using the scale below:
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Data Collection
Several procedures were performed in collecting the data used in the study. The first procedure was the
acquisition of consent to administer the study.it was secured from the University Of Mindanao Ethics Review
Committee (UMERC) last October 15, 2019. After the receipt of a certification from UMERC, the researcher conducted a
pilot testing of the questionnaires to three hotel establishments in Tacurong City which was validated by five expert
validators with an overall rating of 3.905 or Good. After validation, pilot testing was conducted. Cronbach alpha was
used to check the validity of the questionnaire with the following measures: organizational efficacy (0.947), service
climate (0.948), social exchange (0.960) and organization communication satisfaction (0.966). The Cronbach’salpha
consistency coefficient customarily ranges between zero to one. However, there was no lower limit to the coefficient. The
closer the Cronbach’s alpha coefficient to one, the larger the internal constancy of the items
inthe
scale(Gliem&Gliem2003).
Moreover, Darren and Mallery (1999) postulated the these rules of thumb in measuring questionnaire’s reliability using
cronbach’s alpha: if the result is greater than or equal to 0.9 it is excellent; greater than or equal to 0.8 is good; greater
than or equal to 0.7 is acceptable; greater than or equal to 0.6 is questionable; greater than or equal to0.5 is poor and
greater than or equal to 0.4 is unacceptable.
A total of 41 retrieved questionnaires were pilot tested. Responses were tallied and determined its validity.
Reproduction of survey questionnaires was facilitated from October to November, 2019. Approved request letters
signed by the adviser and the dean of graduate school were distributed together with the questionnaires to the selected
hotel establishments in region XII specifically in the areas of General Santos City,Koronadal City,Tacurong City
Kidapawan City and in Isulan, Sultan Kudarat. Then a time table was set for the duration of the floating and retrieval of
questionnaires which was from October 15 until November 10, 2019. Gradual administration and retrieval of data,
collation and tabulation of data was conducted wherein data screening was done to eliminate the outliers during the
analysis. And lastly, analysis and interpretation of data, wherein results were analysed and interpreted.
Statistical Tools
The data collected were analysed and evaluated using the following statistical tools:
Mean. This was employed to ascertain the level of organizational efficacy, service climate, social exchange and
organization communication satisfaction of hotel employees.
Pearson Product Moment Correlation. This was utilized to establish the connectivity between organizational efficacy,
service climate, social exchange and organization communication satisfaction.
Multiple Regression. This was employed to reveal the significant predictors of organization communication
satisfaction.
Structural Equation Modelling. This study requires the use of SEM to explore the best fit model. The essence of the test
according to Savalei and Bentler (2010) is to confirm the exclusion of attributes with low relationships with the attributes
of the other latent factors in the final SEM.
III.

RESULTS

This chapter presents the data and deconstruction of findings based on the responses of the respondents on the
organization communication satisfaction of hotel employees in Region XII. The discussions were sequenced according to
the following sub-headings: level of organizational efficacy, level of service climate, level of social exchange and level of
organizational communication satisfaction. It is followed by a regression analysis on the influence of organizational
efficacy and organization communication satisfaction, service climate and organization communication satisfaction.
And lastly, the best fit model that predicts the organization communication satisfaction. It can be gathered from the data
that standard deviation is below 1.00. This shows the consistency of responses (Reiners, et al., 2018).
Level of Organizational Efficacy of Hotels
Shown in Table 1 is the level of organizational efficacy of hotels in Region XII. The overall mean score obtained
on the organizational efficacy is 4.28 with a standard deviation of 0.51, described as very high. This means that the
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organizational efficacy of hotels is always observed.Specifically, the three indicators got a very high description and the
mean ratings are disclosed as follows: collective capability attained a mean rating of 4.35; sense of mission and future
obtained a mean rating of 4.23; and sense of resilience got a mean rating of 4.25. The overall very high response of hotel
employees means that the domain of organizational efficacy are always observed.
Table 1

Level of Service Climate of Hotel Employees
Depicted in Table 2 is the summary of the level of service climate of hotel employees. The overall mean score is
4.24 with standard deviation of 0.52, described as “very high” which means that service climate is always observed by
the respondents.
The mean ratings of the indicators of service climate are unveiled as follows: customer orientation landed a
mean rating of 4.28 or very high; managerial support acquired a mean rating of 4.27 or very high; and work facilitation
rounded up a mean rating of 4.16 or high.

Level of Social Exchange of Hotel Employees
Presented in Table 3 is the level of social exchange of hotel employees in Region XII. The overall mean rating is
3.54 with a standard deviation 0.65, described as “high” which means that social exchange is oftentimes observed by the
respondents.
The mean score of the indicators of social exchange are conveyed as follows: experiential information earned a
mean of 3.38 or moderate; emotional support garnered a mean rating of 3.82 or high; humor exchanged got a mean of
3,62 or high and exchange outside meetings gained a mean rating of 3.33 or moderate.
Table 3

Level of Organizational Communication Satisfaction of Hotel Employees
Indicated in Table 4 is the level of organizational organization satisfaction of hotel employees in Region XII.
The overall mean score is 4.12 with a standard deviation of 0.62, described as high which means that personality
dimension is oftentimes observed by the respondents.
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The mean rating of the indicators of organization communication satisfaction are elaborated as follows:
organization integration and supervisor communication got mean ratings of 4.20 and 4.23 respectively, of which both
were described as very high. Personal feedback, communication climate and media quality attained a high description,
where these indicators garnered a mean ratings of 3.97, 4.10, and 4.09 respectively.

Correlation between Organizational Efficacy and Organization Communication Satisfaction
Table 5.1 displays the data on the results of correlations between organizational efficacy and organization
communication satisfaction.The overall r-value attained by the aforesaid measures is 0.518 with a p-value less than 0.05
is significant yet in moderate level (Evans, 1996), still rejecting the null hypothesis of no significant relationship.
Moreover, it was observed that organizational.integration, supervisor communication,personal feedback,
communicationclimate and media quality as indicators of organization communication satisfaction when correlated to
collectiveCapability sense ofmission and future and sense ofResilience, the overall value are 0.429, 0.471 and 0.496
respectively with p< 0.05 hence, significant.

Correlations between Service Climate and Organization Communication Satisfaction
Table 5.2 exhibits the data on the results of correlations between service climate and organization
communication satisfaction. The overall r-value obtained from the said measures is 0.641 with a p-value of less than 0.05
which is lesser than .05.level ofsignificance. The result is a very strong.Significant level (Evans, 1996), hence the null
hypothesis of no significant relationship is rejected.
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Furthermore, it was observed that customer orientation, managerial support, and work facilitation as indicators
of service climate when correlated to organization integration, the overall r-value is 0.560 with p<0.05 hence, significant.
When the indicators of service climate are correlated to supervisor communication, the overall r-value is 0.550 with
p<0.05 hence, significant. When indicators of service climate are correlated to personal feedback, the overall r-value is
0.534 with p<0.05, hence significant.
Finally, as the indicators of service climate are correlated to communication climate and media quality, they
garnered an overall r-value of 0.589 and 0.500 respectively with p<0.05 hence, significant. All the probability values
indicated significant correlations.
Correlations between Social Exchange and Organization Communication
Satisfaction
Table 5.3 shows the data on the results of correlations between social exchange and organization
communication satisfaction. The overall r-value is 0.455 with p<0.05 which is significant rejecting the null hypothesis of
no significant relationship.
Further,
it
was
observed
that
organizationintegration,
supervisor
communicationpersonal
feedbackcommunication climateand media quality as indicators of organization communication satisfaction when
correlated to experiential information, the overall r-value is 0.268 with p<0.5 hence, significant. Likewise, when
indicators of organization communication satisfaction are correlated to emotional support, the overall r-value is 0.466
with p<0.05 hence, significant. Moreover, when indicators of organization communication satisfaction were correlated to
humor exchanged, the overall r-value is 0.299 with p<0.05 hence, significant. Lastly, when indicators of organization
communication satisfaction were correlated to exchange outside meetings, the overall r-value is 0.380 with p<0.05 hence,
significant. The probability values showed significant correlations.

Table 5.3
Significance on the Relationship between Social Exchange and Organization Communication
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Multiple Regression Analysis of the Influence of Organizational Efficacy,
Service Climate and Social Exchange on Organization Communication Satisfaction
Presented in Table 6 is the analysis of organization communication satisfaction as regressed on organizational
efficacy, service climate and social exchange. The regression analysis shows how changes in the organizational
efficacy,service climate and social exchange are associated with changes in the organization communication satisfaction.
Results of the analysis revealed that around 47.6 or 48% of the variation on the organization communication
satisfaction is attributed to service climate and social exchange. It can be noted that for every unit of service climate,
while holding social exchange constant, is increased by 0.51. Similarly, for every unit of social exchange, as service
climate remains as it is, organizational communication satisfaction is increased by 0.26.
However, organizational efficacy may like have no contribution on the organization communication
satisfaction. This is evident on its t-value of 1.208 with p-valueof 0.228which isgreater than 0.05.
The result shows further that service climate and social exchange have significant influence with organization
communication satisfaction, hence the null hypothesis of no significant influence is rejected.
It can be gleaned that results revealed a good model as indicated by F= 114.75 witha p-valueof000.
Table 6

*p<.05

Best Fit Model of Organization Communication Satisfaction
This section highlights the analysis on the interrelationships among organizational efficacy, service climate and
social exchange to the organization communication satisfaction of hotel employees. There are five alternative models
tested to achieve the best fit model of organization communication satisfaction. Each model developed a structure
which might be broken down into two sub-models: measurement model and structural model.The measurement model
signifies the measure of loads on each factor to their latent constructs while the structural model describes relations
among the latent variables. Moreover, the assessment of fit was used as baseline for accepting and rejecting the model.
As a rule, the researcher established the relationship of the causality relationship of the latent variable toward the
different latent variables.
Furthermore, it constitutes the relationship between the endogenous and exogenous variables. The moment
that structured model exhibits with suitable fit, it underscores that there is consistency of the empirical relationships
among variables inferred by the model.
There were five hypothesized models formulated and tested in this study. Screening of variables was critically
observed to give premium on the normality of the data generated models presented in the study. As shown in the
conceptualized models of this study, the direct effects are represented by arrows from a predictor variable illustrated at
the right side to the left side where the dependent variables are, without passing through another variable.
The first generated structural model exhibited in the appended figures displayed the direct relationship of the
exogenous variables: organizational efficacy, service climate and social exchange and its causal relationship on the
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endogenous variable which is the organization communication satisfaction. All indices did not reach the acceptable
ranges as revealed in the appended tables, hence, a poor fit.
The second generated structural model exhibited in the appended figures showed the interrelationship of the
exogenous variables: organizational efficacy, service climate and social exchange and its causal relationship on
organization communication satisfaction. It could be viewed in the appended tables the direct effects of predictor
variables to the dependent variables which is the organization communication satisfaction of hotel employees. The
model was also found to be a poor fit since all its indices did not reach the acceptable ranges.
The third generated structural model exhibited in appended figures displayed a direct causal interrelationship
of exogenous variables service climate and social exchange on organization communication satisfaction. It could be
viewed in the appended tables the direct effects of predictor variables to the dependent variable which is the
organization communication satisfaction of hotel employees. Still all its indices failed to pass the other criterion, thus,
model 3 was a poor fit.
The fourth generated structural model exhibited in the appended figures displayed the direct causal
interrelationship of the exogenous variables organizational efficacy and social exchange on organization communication
satisfaction.
It could be viewed in the appended tables the direct effects of predictor variables to the dependent variable
which is the organization communication satisfaction of hotel employees. Organizational efficacy obtained the highest
total effect of .408 on organization communication satisfaction and followed by the social exchange with .362 effect on
organization communication satisfaction. Displayed in the appended tablesare the examination of Model 4 using
goodness of fit indices. The model was still found not fitting based on the criterion.
Lastly, the generated structural model 5 in standardized solution is a modified version of Model 2 wherein
some indicators with low values were removed. Model 5 was found to have indices that consistently indicate a very
good fit to the data as all the indices presented fall within each criterion. Thus, there was no need to find another model
for testing because it was already found to be the best fit among all the tested model. Therefore, the null hypothesis of
no best fit model was rejected. It could be stated that there is indeed a best fit model which the organization predicts
communication satisfaction of hotel employees in Region XII.
The model clearly illustrates the importance of organizational efficacy as a predictor of service climate, social
exchange and organization communication satisfaction of hotel employees. However, it could be gleaned from the
model that out of three variables, only organizational efficacy and social exchange have the direct causal relationships
towards organization communication satisfaction.
Organizational efficacy has three (3) indicators, however, only sense of resilience remained as significant
predictor of all the variables namely: service climate, social exchange and organization communication satisfaction. For
service climate, it is not a good predictor of organization communication of hotel employees but instead, it only retained
two out of its three indicators were found to affect social exchange, namely: managerial support and customer
orientation.
Social exchange retained its four indicators specifically experiential information, emotional support, humor
exchanged and exchange outside meetings as good predictors of organization communication satisfaction. On the part
of organization communication satisfaction, it retained only three out of its five indicators namely: organization
integration, supervisory communication, and media quality.
Thus, the findings suggest that organization communication satisfaction of hotel employees was best anchored
on organizational efficacy which is measured in terms of sense of resilience; and social exchange which is measured in
terms of experiential information, emotional support, humor exchanged and exchange outside meetings.
The examination of Model 5 as displayed using goodness of fit indices: Chi-Square divided by the degrees of
freedom (MIN/DF) is 1.395; Normed Fit Index (NFI) is .977; Tucker-Lewis Index(TLI) is .988; Comparative Fit
Index(CFI) is .993; Goodness of Fit Index (GFI) is .982; Root Means.Square of Error Approximation (RMSEA)is .032; and
P OF Close Fit (Pclose) is .885. The result of the goodness of fit of the model 5 is highly acceptable since all indices had
met the set criterion against the obtained model fit value. These indices satisfied the requirements of the goodness of fit
measures. Moreover, this is an indicator that generated model 5 is a very good fit model.
In identifying the best fit model, all indices included must fall within the acceptable ranges. Chisquare/degrees of freedom value should be less than 5 with its corresponding p-value greaterthan0.05. The root mean
square error approximation value must be less than 0.05 and its corresponding Pclose value must be greater than 0.05.
The other indices such as normed fit index, Tucker-Lewis index, comparative fit index and the goodness of fit index
must all be greater than 0.95. The five structural models generated in the study were capsulized in Table 7.
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Table 7
Direct and Indirect Effects of the Independent
Variables on Organization Communication
Satisfaction of the Best Fit Model

Table 8
Goodness of Fit Measures of Structural the Best Fit Model

Figure
7.The
relationships
among
OrganizationalEfficacy, Service Climate and Social
Exchange and Their Causal Relationshiptowards
Organization Communication Satisfaction.
Legend:

IV.
DISCUSSION
Included in this chapter is the discussion of the findings based on the statistical results concerning
organizational efficacy, service climate, social exchange and organization communication satisfaction of hotel
employees in SOCSKSARGEN region. Discourse on the significance of the relationship and influence of exogenous
variables on organization communication satisfaction as well as construct of best fit model on organization
communication are comprehensively presented with supporting principles, concepts, ideas and theories which helped
to solidify the conclusion and recommendation of the study.
Organizational Efficacy of Hotels
The level of hotels’ organizational efficacy is very high. The very high level of organizational efficacy is
attributed to all indicators, collective capability, sense of mission and sense of resilience. This means that the
organizational efficacy of hotels in region XII is always observed.
The very high level of organizational efficacy of hotels in region XII in terms of collective capability is the result
of the very high ratings given to the specific items under organizational efficacy by the respondents and mostly got a
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mean rating of 4.30 and above .People in this organization can take on any challenge; In this organization we can coordinate our
efforts to complete difficult projects; People in this organization can work together to accomplish a goal.
The very high level of organizational efficacy of hotels in Region XII in terms of sense of mission was the result
of very highly rated items as follows: People here have a sense of purpose to accomplish something; Were very certain about what
we will accomplish together as a company; and This company has a strong vision. The sense of resilience as an indicator of
organizational efficacy also got a very high level. This means that people in the organization are of full strength and
optimism.
The very high level of organizational efficacy of hotels in region XII is an articulation of the pronouncement of
Bohn (2010) who stated that organizational efficacy is a combined judgment of an organization’s membersabout their
sense of collective skills, sense of mission and sense of resilience. He further stated that organizational efficacy is a
generative capacity within an organization to cope effectively with the needs, hurdles, problems and chances it meets in
the corporate world. This explains why organizational efficacy obtained a very high rating from the respondents.
Service Climate of Hotels
The level of hotel employees service climate is very high. The very high level of service climate is attributed by
customer orientation and managerial support which obtained the highest mean of 4.28 and 4.27 respectively. This
means that the service climate of hotel employees in Region XII is always observed.
All items of customer orientation under service climate got a very high level of ratings. The very high level of
rating regarded by hotel employees is in consonance with the study of He (2011) where he defined two features of
customerorientation which may have a direct influence on customer satisfaction: This is also in congruent to the study
of Shainesh and Sharma (2003), that customer orientation is the essential component of the service climate that defines
the course and instructions of the company, and the two "wheels" of the carriage, to realize quality service, are
managerial support and work facilitation.
The very high level of service climate of hotel employees in Region XII is also primarily due to the managerial
support received by them from their supervisors or managers. Three out of four items got a very high level, which
means that hotel employees in Region XII always observed the support from their managers or supervisors.
The very high level of service climate in terms of managerial support to hotel employees is confirmed by Liao
and Chuang's (2007) who reported that leaders who demonstrated dedication to service quality would demonstrate to
their subordinates the value of quality service delivery are highly committed toward improving customer service, they
would do the same with their colleagues. Work facilitation is another indicator which attributed to a high level of service
climate by hotel employees in Region XII.
All these findings confirms with the researches of Salanova et al (2005); and Schneider and White(2004) which
suggested that service climate can be shaped before it can be established.
Social Exchange of Hotel Employees
The level of hotel employees social exchange if high. Such result is attributed by two out of four indicators:
Emotional Support and Humor Exchanged. This means that the social exchange of hotel employees in region XII is
oftentimes observed. These activities are an articulation of the pronouncements ofSzabo, Ainsworth, &Danks (2005) as
reductions in anxiety, and better moods of hopefulness ( Vilaythong, Arnau, Rosen, and Mascaro 2003).
Organization Communication Satisfaction of Hotel Employees
The level of organization communication satisfaction of hotel employees in region XII is high. Two out of five
indicators got a very high rating such as: organization integration and supervisor communication. This means that
organization communication of hotel employees in region XII is highly satisfied.
The remaining three indicators which obtained a high level of rating are: personal feedback, communication
climate and media quality.
These actions therefore are likely to increase the organization communication satisfaction of hotel employees in
region XII since it is congruent to the views of Mount and Back’s(1999) research studies related to the piloted hotel
workers.
In addition, Akkirmanand Harris(2005) examined the degree of organizational communicationsatisfaction of
modern employees and traditional office workers and reported how modern workers are more comfortable with their
organizational communication, though they face more difficulties when using technology to interact efficiently with
other employees.The very high result of organization communication satisfaction in terms of supervisory
communication confirmed with the study of Varona (2002) that communication with supervisors and higher level
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managers, the main source of satisfaction were the willingness of supervisor to trust, listen and to accept innovative
ideas
Significance on the Relationship between
Organizational Efficacy and Organization Communication Satisfaction
There is a significant positive relationship between organization communication satisfaction and organizational
efficacy of hotel employees in Region XII. The result is aligned to the findings of Bohn (2010), based form the theory of
Bandura.
Social interactions, experiences, and external influences generate organizational beliefs about capability and
desired outcomes for a particular activity. A sense of mission operates through the organization’s culture providing
direction and incentive toward a particular activity.
Significance on the Relationship between Service
Climate with Organization Communication Satisfaction
There is also a significant positive correlation of hotel employees' service climate and organization
communication satisfaction in Region XII. The findings is congruent to the presumption of Drach-Zahavy and Somech
(2013); and Sharma et al 2016), which stated that interactions and mutual assistance amongst service workers is essential
for quality of service since The service mechanism is a network of processes focused on interconnections and subprocess interdependence. The significant relationship between service climate and organization communication
satisfaction is also reinforced by the results in the study of Liao and Chuang (2004), that customer feedback is often
asked for by hotels as a way of customer orientation to have some innovations on organizational performance.
The study of Schneider and White (2004), elaborated that work facilitation as indicator of service climate are
resources that are considered as the key to achieving a sense about how well workers are assisted in delivering quality
service. Likewise, the study of Steinke (2008) also tested the impact of physical design on service climate and customer
outcomes in a context for health treatment context..
Furthermore, a significant relationship between service climate and organization communication is
underscored by the study centered on a major University in Australia (Joiner and Bakalis 2006. It is suggested that
organizational support may come from supervisors and subordinates, position clarification and resource access that
includes similar concept in this.
Significance on the Relationship between Social
Exchange and Organization Communication Satisfaction
There is a result of a significant relationship between social exchange and organization communication
satisfaction of hotel employees in Region XII. It was observed that organizationintegration, supervisorcommunication,
personalfeedback, communicationclimate and mediaquality as indicators in organization communication satisfaction
when correlated to experiential information, emotional support, humor exchanged, and exchange outside meetings, as
indicators of social exchange showed significant correlations.
Finally, the positive correlation between social exchange and organization communication satisfaction is
affirmed in the study of Bohn, (2010), which indicated that communication satisfaction denotes to satisfaction or
dissatisfaction which evolved from dealings within a workgroup. This is substantiated by Conrad (1985), that
workgroup is the mains source for social dealings for a lot of people, the constant communication will offer them the
means to represent their sentiments and emotions accomplishing their societal needs.
Multiple Regression Analysis of the Influence of
Organizational Efficacy, Service Climate and Social Exchange on Organization Communication Satisfaction
One of the most important purpose of this study is the regression analysis determining the influence of
organizational efficacy, service climate and social exchange on organization communication satisfaction. It was revealed
that organizational efficacy has no significant influence on organization communication satisfaction. However, both
service climate and social climate influence organization communication satisfaction.
In the study conducted by Bowen and Schneider (2014) it reveals that service climate focuses on processes
relevant to the provision of outstanding services and the degree to which organizational quality of service is
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highlighted. This is also reinforced by the results in the study of Liao and Chuang (2004), that feedback from customers
is usually asked through cards by hotels as means of customer orientation, for the improvement of hotel performance.
The study of Johnson et al (2015), affirmed that social exchange and organization communication which
indicated that communication satisfaction denotes about satisfaction or dissatisfaction coming from social dealings
being experienced by employees within a work group. This is substantiated byFluhmann et al (2012) that interact among
employees and managers may lead to a range of benefits which includes enhanced knowledge.
Finally, on Pi, et Al (2008), analysis, Instant Messaging (IM) as the most common electronic media messaging
influenced the organizational usage of IM and exploring the relationship between IM and the satisfaction of
organizational communication. IM form part of a social exchange and service climate. Results have multiple
consequences technology tools positively affect the organized communications success and informal communication
satisfaction of an organization.
Best Fit Model for Organization Communication
Satisfaction
The analysis on the interrelationships among organizational efficacy, service climate and social exchange to the
organization communication satisfaction of hotel employees in region XII consisted of five models. The models were
tested to achieve the best fit model of organization communication satisfaction. Moreover, the assessment of fit was
used as baseline for accepting and rejecting the model.
Based on the findings, the model evidently illuminates the essentials of organizational efficacy and social
exchange as predictors of organization communication satisfaction. Organizational efficacy and social exchange are
important components of organization communication satisfaction of hotel employees to appropriately manage the
hotel resources and business as a whole.
Hypothesized model 5 satisfied the criteria for the best fit model. The model apparently showed the
importance that one out of three factors of organizational efficacy have direct association with two out of three factors of
service climate, complete four factors of socials exchange and three out of five factors of organization communication
satisfaction. Service climate only showed a direct association with social exchange and social exchange only have a
direct association to organization communication satisfaction.
As shown in the appended level or service climate which resulted to a very high rating, it did not guarantee its
influence to organization communication satisfaction as the model was generated, instead, it has an indirect effect.
The best fit model on organization communication satisfaction suggests that hotel employees is best anchored
on organizational efficacy which was measured in terms of sense of resilience; service climate which was measured in
terms of managerial support and customer orientation; and social exchange which was measured in terms of
experiential information, emotional support, humor exchanged and exchanges outside meetings.
Parallel to this, the findings of the study are claimed that resilience was defined as the capacity to rebound or
swing back, or the system of reacting to significant stressors like traumatic or disaster, intimate relationship difficulties,
serious health issues, or economic troubles (Davidson & Zhang, 2006; Smith, Tooley, Christopher, & Key, (2010);
Davidson & Zhang, (2006). Several scholars had described resilience as the recognition of motivating forces inside
individual or group which could be linked to favourable results following experiences in challenging life such as
development and encouragement called post traumatic development.
The generated best fit model on organization communication satisfaction of hotel employees also conforms to
the findings of Iyer and Israel (2012) that organization communication satisfaction have calculated consequences for
organizations with greater focus on rising relationship quality by considering various human resource strategies in
industries at either the global and local scales.
Conclusion
The use of structural equation model strengthened the rigor of the study because the analysis goes through the
steps of model specification, model estimation and model evaluation. Results revealed that the level of organizational
efficacy and service climate are very high indicating that these variables are always observed by hotel employees.
There are significant relationships of the following variables: organizational efficacy, service climate and social
exchange with organization communication satisfaction congruent with literature as underscored in readings under
significance relationships between measures. Of the five models, only model 5 has the indices that consistently
indicated an outstanding fit to the data, therefore, it is identified as the best structural model.
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As laid down in the Social Exchange Theory (SET), proactive behavior based on workers by the service
organizations ' members (e.g. service members exceeding personality-interest, love and consideration for clients) would
lead to the development of a social atmosphere wherein workers understand and perceive their organizational service
climate in a favourable and productive way.
Recommendation
Based on the results of the study, the researcher proposes these recommendations:
The high level rating of social exchange and organization communication satisfaction of hotel employees in
regions XII suggest that there is still room for improvement by raising them to a very high level. The human resource
department should instigate activities and programs that will improve team works in making wise decision in the
organization which will build strong relationships among employees inside and outside the organization.
Improve departmental communications throughout the hotel organizations to foster camaraderie and
collaboration among the personnel. Department managers or supervisors have the direct contact with the employees
under them, hence, they could facilitate healthy communication environment. This could vouch somehow theemployees
morale and will motivate them to be more productive.
As a best fit model, organizational efficacy has a strong direct causal effect with service climate, social exchange
and organization communication satisfaction, hence, it is recommended that hotel industries will activate continuous
programs pertaining to organizational efficacy to sustain strong foundation for the hotel employees to be missionoriented, technically skilled individuals and resilient to the challenges encountered in the organization. Nurture strong
relationship among hotel employees within and outside the organization to foster teamwork and team building.
ACKNOWLEDGMENT
To God be the glory. His blessings and support means so much in the completion of this academic journey. The
researcher wishes to extend her gratitude to the following:
Dr. Myrna S. Viado, her adviser for her patience, guidance and for giving her the useful and scholarly
suggestions on this dissertation.
Dr. Eugenio S. Guhao, Jr., Dr. Vicente Salvador E. Montano, Dr.Gaudencio G. Abellanosa, Dr.Stilo Floyd
Schneider, Dr. Francis Evan L. Manayan and Dr. Helena Lovitos, the members of the panel, for their valuable feedbacks.
Dr.Rinante L. Genuba, her statistician and to family and friends who extended their assistance.

References
[1.]

Akkirman, Ali D; Harris, Drew L (2205). Organizational Communication Satisfaction in the virtual workplace.
The Journal of Management Development; 2005; 24, 5/6; ProQuest Central.

[2.]

Angelopulo, GC & Barker, R (eds). 2013. Integrated Organisational communication. 2nd edition. Lansdowne: Juta..

[3.]

Bandura, Albert (1978). Social Learning Theory Aggression. Journal of Communication.

[4.]

Bhatta, T. R., Albert, J. M., Kahana, E., &Lekhak, N. (2017). Early origins of later life psychological well-being?
A novel application of causal mediation analysis to life course research. The Journals of Gerontology: Series B,
73(1), 160-170.

[5.]

Bisen, V. &Priya. (2008). The Link between Communication and Financial Performance in Simulated Organizational
Teams. Business Communication. India: New Age International.

[6.]

Blau, PM, (1968). Social Exchange Entry in International Encyclopedia of the Social Sciences. Vols. 7-8. New York
Macmillan. https://books.google.com.ph/books?id=ip

www.theijbmt.com

229 | Page

Structural Equation Model on Organization Communication Satisfaction of Hotel Employees in Region XII
[7.]

Bohn, J. ( 2011). Development and Exploratory validation of Organizational Efficacy Scale. Wiley Online Library.
Volume 21.

[8.]

Bohn, J (2010). Development and Exploratory Validations of an Organizational Efficacy Scale. Human resource
Development Quarterly.

[9.]

Bohn, J. (2002). The Relationahip of Perceived Leadership Behaviours to Organizational Efficacy. Journal of
Leasership and Organizational Studies.

[10.]

Bohn, J (2201). The Design and Validation of an Instrument to assess organizational Efficacy.

[11.]

Boodie, K. (2018). Research Methods in Psychology. https://study.com/academy /lesson/ stratified-randomsample-example-definition

[12.]

Borgogno,L. (2010). Correlates of Collective Efficacy in Italian Airforce. Www .researcgate.net.

[13.]

Bose,
Bonani
(2019).
Structural
Equation
https://www.digitalvidya.com/blog/structural-equation-modeling

[14.]

Bowen, D, Schneider, B (2014). A Service Climate Synthesis and Future Research Agenda. Journal of Service
Research.

[15.]

Bratt, M., Broome, M., Kelber, S. (2000). Influences of stress and nursing leadership on Job Satisfaction of
Pediatric intensive care unit nurses. American Journal of Critical Care 9(5):307-17. DOI: 0.4037/ajcc2000.9.5.307

[16.]

Brown, LD; Tang, X, Hollman, RL (2014). The Structure of Social Exchange in Self-help Support Groups: Development
of a Measure. Am J Community Psychol.2014 Mar; 53(0): 83–95.doi: 10.1007/s10464-013-9621-3

[17.]

Brown LD (2009). How people can benefit from mental health consumer-runorganizations. American Journal of
Community Psychology. 2009a;43:177–188. [PubMed] [Google Scholar]

[18.]

Capone, V., Petrillo, G. (2012). Development and Validation of the Health ProfessionCommunmication Collective Efficacy
Scale. Article in GiornaleItaliano di Psicologia. DOI: 10.1421/73148.

[19.]

Casio, W.F. (2000), Managing a virtual workplace. Academy of Management Executive, Vol. 14

[20.]

Chang, CH. (2014). The Determinants of Green Product Innovation PerformanceFirst published:18 July 2014
https://doi.org/10.1002/csr.136

[21.]

Chen, Y.J. (2007), Relationships among service orientation, job satisfaction, and organizational commitment in
the international tourist hotel industry. Journal of American Academy of Business, Cambridge, Vol. 11 No. 2, pp.
71-82.

[22.]

Chen, Ch. Kao, YL., (2014). Antecedents, consequences and moderators of ambidextrous behaviors among frontline
employees. September 2016 Management Decision 54(8):1846-1860 DOI: 10.1108/MD-05-2015-0187

[23.]

Connor, K, Zhang, W (2006). Development of a new resilience scale: the Connor-Davidson Resilience Scale (CD(2003)RISC) . Depress Anxiety 2003. DOI: 10.1017/S1092852900025797

[24.]

Connor, K. M., & Davidson, J. R. (2003). Development of a new resilience scale: the Connor-Davidson Resilience Scale
(CD-RISC). Depression and Anxiety, 18 (2), 76-82.

[25.]

Conrad, C. (1985), Strategic Organizational Communication: Cultures, Situations, and Adaption. New York: Holt,
Rinehart and Winston.

www.theijbmt.com

Modeling:

Definition

and

Analysis.

230 | Page

Structural Equation Model on Organization Communication Satisfaction of Hotel Employees in Region XII
[26.]

Davis, D. Cosenza, RM (2005). Business Research for Decision Making. Australia Thompson South-Western.

[27.]

Das, R. (2016). How Employee Feedback can Help Hoteliers.
feedback-can-help-hoteliers.

[28.]

Decker, C. (2010). Invited Reaction: Development and Exploratory Validation of Organizational Efficacy Scale.
Human Resource Development Quarterly.

[29.]

Drach-Zahavy, A (2004). Exploring organizational citizenship behaviour from an organizational perspective:
The relationship between organizational learning and organizational citizenship behaviour. Journal of
Occupational Learning and Organizational Psychology.

[30.]

Ehrhart, KH, Witt, L., Schneider, B., Perry, S. (2010). Service Employees Give as They Get: Internal Service as a
Moderator of the Service Climate-Service Outcomes Link. Journal of Applied Psychology 96(2):423-31 · DOI:
10.1037/a0022071 ·

[31.]

Evans, J.D. 1996. Straightforward Statistics for the Behavioral Sciences. Brooks/Cole Publishing; Pacific Grove,
Calif.

[32.]

Flu¨hmann, P., Wassmer, M., &Schwendimann, R. (2012). Structured information exchange on infectious diseases for
prisoners. Journal of Correctional Health Care, 18(3), 198–209. doi:10. 1177/1078345812445180.

[33.]

Fu, Y., & Mount, D. J. (2002). Older workers’ communication satisfaction in the lodging industry. Journal of
Human Resources in Hospitality and Tourism, 1(1), 59-73.

[34.]

Gill, P. S. (2013). An investigation of employee engagement and business outcomes at an engineering services firm.
Eastern Michigan University, ProQuest Dissertation Publishing.

[35.]

Gliem, J. A., &Gliem, R. R. (2003). Calculating, interpreting, and reporting cronbach’s alpha reliability
coefficient for Likert-type scales. Midwest Research-to-Practice Conference in Adult, Continuing, and Community
Education.

[36.]

Grojean, M., Resick, C., Dickson, M., Smith, D, (2004).Leaders, Values and Organizational Climate: Examining
Leadership Strategies for Establishing an Organizatioanl Climate Regarding Ethis. Journal of Business Ethics,
55(3), 223-241.

[37.]

Gully, SM, Incalcaterra, K, Apama, J, Matther, B (2020). A meta analysis of team-efficacy, potency and
performance: interpretation and level of analysis as moderators of observed relationships. Journal of Applied
Psychoology.

[38.]

He, Y., Hubei, W., Shenzhen, W, Lai, K., (2010). Service Climate, Employee Commitment And Customer Satisfaction
Evidence From The Hospitality Industry In China . DOI:10.1108/09596111111143359

[39.]

Hong, Y, Hui Liao, Hu Jia, and Jiang Kaifeng (2013), Missing Link in the Service Profit Chain: A Meta-Analytic
Review of theAntecedents, Consequences, and Moderators of Service Climate. Journal of Applied Psychology 98
(2), 237-267

[40.]

Hsu, Shua-hua (2017). Understanding Exchangers' Attitudes and Intentions to Engage in Internet Bartering
Based on Social Exchange Theory (SET) and the Theory of Reasoned Action (TRA). International Journal of
Business and Information, Vol. 12, iss 2.

[41.]

Iyer, S, Israel, D ( 2012 ). Structural Equation Modeling for Testing the Impact of Organization Communication
Satisfaction on Employee Engagement. South Asian Journal of Management.

www.theijbmt.com

https://lodgingmagazine.com/how-employee-

231 | Page

Structural Equation Model on Organization Communication Satisfaction of Hotel Employees in Region XII
[42.]

Joiner, T.A. and Bakalis, S. (2006), The antecedents of organizational commitment: the case of Australian casual
academics. International Journal of Educational Management

[43.]

Johnston, D., Becker, J., Paton, D., (2015). Communication of Risk: A community resilience perspective. GNS
Science Report 2015. https://pdfs.semanticscholar.org /5fad/88b58bb87c5a8702992d9bdfb72e

[44.]

Kilic, C. and Dursun, T. (2007), Antecedences and consequences of customer orientation: do individual factors
affect customer orientation? The Business Review, Cambridge, Vol. 7.

[45.]

Kang, H.J. & Busser, J. (2018). Impact of service climate and psychological capital on employee engagement: the
role of organizational hierarchy. InternationalJournal of Hospitality Management.

[46.]

Karatepe, O., Avci, T., Tekinkus, M. Measuring Marketing Culture: A Study of Frontline Employees in Turkish
Hotels.

[47.]

Kaul, A. (2007). The Art of Effective Communication. Rediff India Abroad.

[48.]

Kotter, JP, Heskett, J. (1992).
Corporate Culture and Performance. Book. New York Free Press.
https://www.google.com/search?sxsrf=ALeKk00LNRWyRMn68l.

[49.]

Kralj, A., & Solnet, D. (2010). Service climate and customer satisfaction in a casino hotel: An exploratory case
study. International Journal of Hospitality .https://psycnet.apa.org/record /2010-15466-020

[50.]

Kumar, M, Jauhari, H, Rastogi, A, Sivakumar, S (2018). Managerial support fordevelopment and turnover intention

[51.]

Lawler,
E
J.
(2001). "An
Affect
Theory
of
Social
ofSociology. 107 (2):32152. doi:10.1086/324071. JSTOR 10.1086/32407

[52.]

Lee, H. E., Park, H. S., Lee, T. S., & Lee, D. W. (2007). Relationships Between lmxand subordinates’ feedbackseeking behaviors. Social Behavior and Personality: An International Journal, 35(5), 659-674.

[53.]

Lee, T. W. (1988). How job dissatisfaction leads to employee turnover. Journal of Business and Psychology, 2(3),
263-271.

[54.]

Le
Cren,
M.
(2016).
Eight
Simple
and
Effective
Ways
Communication.https://blog.azendoo.com/8-ways-to-improve-team-communication/

[55.]

Liao, H. and Chuang, A. (2004), A multilevel investigation of factors influencing employee service performance
and customer outcomes. Academy of Management Journal, Vol. 47 No. 1, pp. 41-58.

[56.]

Löhndorf, B, Diamantopoulos, A. (.2014).Examining the drivers of employee brand understanding: a
longitudinal study. The Journal of Product and Brand Management; Santa Barbara Vol. 28, Iss. 7, (2019): 893-907.
DOI:10.1108/JPBM-09-2018-2007

[57.]

Maddi S.R., Harvey R.H. (2006) Hardiness Considered Across Cultures. In: Wong P.T.P., Wong L.C.J. (eds)
Handbook of Multicultural Perspectives on Stress and Coping. International and Cultural Psychology. Springer,
Boston, MA

[58.]

Malekne, T.(2014).
Communication Satisfaction in the Organisation.
https://worldsviewacademy.com/communication-satisfaction-in-the-organisation/

[59.]

Malik, A. (2013). International Journal of Scientific and Research Publications, Volume 3, Issue 10, October 2013
1 ISSN 2250-3153

www.theijbmt.com

Exchange". American

to

Journal

Improve

World’s

Team

ViewAcademy.

232 | Page

Structural Equation Model on Organization Communication Satisfaction of Hotel Employees in Region XII
[60.]

Mario et. al. (2009). The employee-customer relationship quality: Antecedents and consequences in the hotel
industry.
International
Journal
of
Contemporary Hospitality Management
21(3):251-274.
DOI:
10.1108/09596110910948288

[61.]

Mao, Yuping (2010). Does Culture Matter? Relating Intercultural Communication Sensitivity to Conflict
Management Styles, Technology Use, and Organizational Communication Satisfaction in Multinationals in
China. Proquest LLC.

[62.]

Moran, M. (1996). Health Policy and Management: The health-care agenda in BritishPolitical Context.
International
Journal
of
Health
Planning
and
Management.Vol.11.
https://onlinelibrary.wiley.com/doi/abs/10.1002/%28SIC.

[63.]

Mount, DJ., Black, KJ, (1999). A Factor-Analytic Study of Communication Satisfaction in the Lodging Industry
Research Article.https://doi.org /10.1177/109634809902300405

[64.]

Mueller & Lee, (2002). Leader-Member Exchange and Organizational Communication Satisfaction in Multiple
Contexts. Research Article.https:// doi.org/10.1177/00219 -43 60203900204.

[65.]

Murillo, E, King, C. (2019). The Journal of Product and Brand Management; Santa Barbara Vol. 28, Iss. 7, (2019):
893-907. DOI:10.1108/JPBM-09-2018-2007

[66.]

NCREST (2015). Mission, mission on the wall… What role do
successfulschools?2015/4/1.http://www.tc.columbia.edu/ncrest/onlinepub /practiceBrief1.pdf

[67.]

O'Kane G1, Kensinger EA, Corkin S.(2004). Evidence for semantic learning inprofound amnesia: an
investigation with patient H.M. DOI: 10.1002/hipo.20005.

[68.]

PAM (2019). Passive and Active Network Measurrement. A network focused on systems -based research and
real world data. Puerto Vara, Chile http://www.wikicfp. com/cfp/program?id=2301.

[69.]

Pi, S; Liu, Y; Chen, T; and Li, S (2008) The Influence of Instant Messaging Usage Behavior on Organizational
Communication Satisfaction.

[70.]

Rao, Sally, Lu, VinhNhat, and Freeman, Susan (2018). Drivers of service climate: an emerging market
perspective Hung Trong Hoang Hue University, Vietnam and University of Adelaide, Adelaide, Australia

[71.]

Reiners, P. W., Carlson, R. W., Renne, P. R., Cooper, K. M., Granger, D. E., McLean, N. M., &Schoene, B. (2018).
Interpretational approaches: making sense of data. Geochronology and Thermochronology, 65-82.

[72.]

Richards,L. (2019). How Effective Communication Will Help an Organization.https://www.google.com/search?

[73.]

Rhoades, L., Eisenberger (2002). Perceived Organizational Support: A Review of the Literature. American
Psychological
Association,
Inc.
DOI:
10.1037//0021-9010.87.4.698.
http://citeseerx.ist.psu.edu/viewdoc/download.

[74.]

Robbins, S.P. (2003), Organizational Behaviour. 10th ed. Pearson Education International Prentice Hall.

[75.]

Salanova, M., Peiro, A., (2005). Linking organizational resources and work engagement to employee performance and
customer loyalty: the mediation of service climate.https://www.ncbi.nlm.nih.gov/pubmed/16316275

[76.]

Sanchez, J. A. (2011). The relationship among self-leadership, social capital, social effectiveness and organizational
efficacy in US navy recruiting (Order No. 3531336). Available from ProQuest Central. (1153119222). Retrieved
from https://search.proquest.com/docview/1153119222?accountid=31259

www.theijbmt.com

missions

play

in

233 | Page

Structural Equation Model on Organization Communication Satisfaction of Hotel Employees in Region XII
[77.]

Savalei, V., Bentler, P. (2010). Structural Equation
https://doi.org/10.1002/9780470479216.corpsy0953.

[78.]

Sayre,
S.(2001).
Qualitative
Methods
for
Marketplace
https://www.google.com/search?sxsrf=ALeKk03t_rAnN8W89jKiBfoTj3lAQGG9.

[79.]

Saurabh, Sweta,Chattopadhyay, Tuhin (2013). Auditing Communication Satisfaction Among Banking Professionals:
An Approach to Managing Workplace Communicatio Delhi Vol. 2, Issue 2.

[80.]

Schneider, B., Macey, W.H., Barbera, K.M. & Martin, N. (2009). Driving Customer Satisfaction and Financial
Success through Employee Engagement. People & Strategy, 32(2), 22.

[81.]

Schneider, B., White, S. (2004). Service Quality:
https://books.google.com.ph/books?id=qBXliZ6.

[82.]

Schulte, M, Ostroff, C., Shmulyian S., Kinicki, A. (2009). Organizational Climate Configurations: Relationships
to Collective Attitudes, Customer Satisfaction, and Financial Performance. Journal of Applied Psychology
94(3):618-34

[83.]

Scott, W, Vare, P. (2007), Learning for Change: Exploring the relationship Between Edcation and Sustainable
Development. Journal for Education for Sustainable Development.

[84.]

Setupmyhotel,(2020). https://setupmyhotel.com/train-my-hotel-staff/front-office-training /78 -hotel-missionand-goals.html of Education for Sustainable Development, (2).

[85.]

Shainesh, G. and Sharma, T. (2003), Linkages between service climate and service quality: a study of banks in
India. IIMB Management Review, September, pp. 74-81.

[86.]

Snape, E., Redman, T. (2010). HRM Practices, Organizational Citizenship Behaviour, and Performance: A Multi-Level
Analysis..Journal of Management Studies.

[87.]

Simpson, Lyn (2005). Community Informatics and Sustainability: Why Social Capital Matters. The Journal pf
Community Informatics.Vol.1, No. 2.

[88.]

Smith, B.W., Tooley, EM, Christopher, PJ, and Kay, VS (2010). Resilience as the ability to bounce back from
stress: A neglected personal resource? The Journal of Positive Psychology.

[89.]

Steinke, C. (2008). Assessing the Physical Service Setting: A Look at Emergency Departments Health
Environments Research & Design Journal; London Vol. 8,.

[90.]

Susskind, A., Kacmar, M; Borchgrevink, C. (2007). How Organizational Standards and Coworker Support
Improve Restaurant Service. Cornel Hotel and Restaurant Administration Quarterly; Ithaca vol. 48, Iss. 4.

[91.]

Szabo, A., Ainsworth, S. E., & Danks, P. K. (2005). Experimental comparison of the psychological benefits of
aerobic exercise, humor, and music. https://www.google.com/search?sxsrf=ALeKk034Pb-nVMdbeIL6DUGLHFmzcdg

[92.]

Tasa, Kevin, Whyte, Glen (2005). Collective Efficacy and Vigilant Problem Solving in Group Decision Making:
A non-linear Model. ideas.repec.org.

[93.]

Tomarken, 2005). Structural Equation Modelling: Strengths, Limitations andMisconceptions. Annu. Rev. Clin.,
1, 31-65

[94.]

Tsai, M.-T., Chuang, S.-S., & Hsieh, W.-P. (2009). An integrated process model of communication satisfaction
and organizational outcomes. Social Behavior and Personality: An international journal.

[95.]

Tusaie, K., & Dyer, J. (2004), Resilience: A historical review of the construct, Holistic Nursing Practice, 18 (1), 3-8.

www.theijbmt.com

Modeling

First

published:30

January

2010.

Research.

Research Perspectives. SAGE Publications, Inc.

234 | Page

Structural Equation Model on Organization Communication Satisfaction of Hotel Employees in Region XII
[96.]

Varona, F. (2002), Conceptualization and management of communication satisfaction and organizational
commitment in three Guatemalan organizations. https://www.researchgate.net/publication/228953129.

[97.]

Van Dyne, L., Cummings, L. L., & Parks, J. M. (1995). Extra-role behaviors: In pursuit of construct and
definitional clarity (a bridge over muddied waters). In L. L. Cummings & B. M. Staw (Eds.), Research in
organizational behavior (Vol. 17, pp. 215–285). Greenwich, CT: JAI

[98.]

Vilaythong, A., Arnau, R., Rosen, D., and Mascaro, N. (2003). Humor and Hope:
Can Humor Increase
Hope?(PDF) Humor and hope: Can humor increase hope?www.researchgate.net › publication ›
249929579_Humor_and_hope_C.

[99.]

Walumbawa, F., Wang, P., Wang, H., Schaubroeck, J., Avolio, B. (2010). Psychological processes linking authentic
leadership to follower behaviors

[100.] Wyatt,
Watson
(Worldwide,
W.
W.
(2004).
Connecting
organizational
tofinancialperformance.2004 https://scholar.google.com/scholar?hl=en&as_sd

communication

[101.] Wright, M, Masten, A, Narayan, A. (2013). Resilience Processes in Development: Four Waves of Research on
Positive Adaptation in the Context of Adversity. In: Goldstein S., Brooks R. (eds) Handbook of Resilience in
Children. Springer, Boston, MA
[102.] Yavas, U., Babakus, E ( 2010). Ashil, N., The Role of Customer Orientation as a Mode- rator of Job-DemandBurnout-Performance Relationship: A surface level Trait Perspective. Journal of Retailing 85(4), 480-492.
[103.] Yildiz, O. (2015). Internal Communication Function and Hotel Productivity – A Comparative Study. American
Journal of Contemporary Research. http://www.aijcrnet.com/journals/Vol_5_No_3_June_2015/5.pdf
[104.] Zahavy, Drach A., Somech, A., Granot, M. & Spitzer, A. (2004).Can we win them all? The benefits and costs of
structured compared with flexible innovation-implementation approaches.Journal of Organizational Behavior,
special issue on Innovation, 25, 217-234.

www.theijbmt.com

235 | Page

