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TRE TR R GG G B A ST B B T TR e H B (e A2 B E F « AT e RE B (S A1 0
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A& a T3 600 77 - [EUA R & 423 7 - WIFR4EREUR © SHERART (BUlo el &
HRAET ) B8 T T{FR e A BE RV IR AR (7 0 B T T Fin e SR o8 A B B IR [H R
& dHERATE (Birale R EHANT ) Wik B AEENIEREE G ATEREHE A
&t ST AH SR AIET SR ilo AU B B T T (R e 2 el e AR F I RCR: -

BRSETE ¢ dHERADE - TiFe ~ IRBamE - ANEREHRS - BIFEEDCkEE

ABSTRACT

This research focused on hotel employees from different departments of the
international tourist hotels in Taiwan. It was to explore the relationship between employees’
perceived organizational innovation (technological innovation and management innovation),
employee’s job satisfaction and service quality. It also examined the moderating effect of
human resource management system on the relationship between organizational innovations
and employee’s job satisfaction. Full-time employees who had worked at least 6 months in
the international tourist hotels were recruited using a convenience sampling. Six hundred
survey questionnaires were sent while 423 valid data was received. The results showed that
organizational innovation, technological innovation and management innovation were
positively related to employees’ job satisfaction; employees’ job satisfaction was positively
related to service quality; organizational innovation, technological innovation and
management innovation was positively related to service quality; human resource
management system had moderating effect on the relationship between organizational
innovations and employees’ job satisfaction, and between technological innovation to

employee’s job satisfaction.

Keywords: Organizational Innovations, Employee’s Job Satisfaction, Service Quality,

Human Resource Management System, International Tourist Hotels
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s REAEARE > EFER ORI RS — G ERE > FEESATHyETE
DR TR B Rt S EE (FB(E6 0 2005) - BIEEDEIREESE P RYAlH (2 —1E
B AR B R AG TR R (R S 2R B A (E (E - (8 SRS B S Ay — T (F & -

(MEE THHFX SEEBERRES e RESENRES - B THRK
EEZERGNS S REABNRRA RS 2 EBEHREDENE
A DIRETR S AR ENE RN RRARSEDE » LUz 2 FR (R0 -
2007 ) - [ % BEST 2 W ST HETT DL A R R Ih 488 2 BRI (R AV ERET (Brotherton &
Shaw, 1996 ; Brotherton, Heinhuis, Miller, & Moderma, 2002 ; Brotherton, 2004 ) - {H 5
TRABRAEERIINRSERE - TAG BT E ) WK Y S N E
% HERBRIT (Keogh & Bower, 1997) - [h4) - 8 A HER A YR Z 2 AHRHH T
A RERZE R - HEUA M e E s e B3R 13 i oRER 52 - BRI - A
FEbR T ERET BIPR B kAR 2 2HAR AW AN - R IR B AT & - PN BIPREDE kR
I 2B 2 T B HEN TR —BR WERE - B T AFFENERETRN -
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BB LA GRHSRE - T SR AT DORER T IR oo Z [ A0 E Al
MEGgWR T TFmeRAmMEE BN RGLE - WEAVIREK L — -

B B S € P i B i KR R RE L A D BR - OB B B PR DL R EE Y 2R —
FehREE S - E B 2 E AR - AT SR EE SR 2 Z R - &h
Pyl — A A [ B F L EEAIRH ## (Barlow & Maul, 2000) - ZA1f1 2 THYRR
RRERFELE S —E ) > ANERTYGEE R EREEENEE (35 HA
B M 0 2008) o A EmsHSERIT (TR REAY BN S B - AHERETHTE S RELN T
i Rt A B 2w > ARIMERE - EEEB B AN EREHEERNR ZILE OEEF
tRIGE > 2006) - HANERRGAREGH AR A VERE > BIEETEFNETL
EER AT T LAEE - it e R > £ —HERarE B EBi S - ANERED
AR R EERAYER S A 8 (Vrakking, 1990) -« [Nt - BOEEHCE 8 T 7 Z2AEZTHY
TR RIS 2 BRIk > ILEEE S REST R 2 e TIERE > B5H
B RHERA SN0 T SORE B R RS AR - fe A AL SRS T (FRE
2008) > HAA[A] A S B 5 AR B B R B T RE R BLAH AR Y L FEI R - S BTG EY
e FIFRAE B E Y A8 > B A NEREEA— APE - B Bt 7 - AERE
HAGIE S HIREEE A L2 E RIS kB T2 TET RRE RN LEZ AT
& WHMPEREATERGEE ZRFME - Nt #FETANEREHE A E TR
WY BB IR EERVAH BB B T TAE M e 22 - IR AR — -

RIEE > & W 7245 SR AE (3 B PR BDCIREE 36 8 BN E 1 A SR Y A& Bl R AT & TR
EE KA E SRR 5540 Atget A R E R A A PB4
L30T SR 73 17 465 SR B 11 & [l PR B I ik A 17 A1 SR AR & 5 T &R B B AT R T E
e A FTE B -
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BRI BT E SRESE > EMEERELNEEEAES > EE2EEFELHHERFE (FFIH
HE ~ BEE%5 > 2011) - Moon and Kym (2006) DAZE i #5 Bh 2K & 28 58 S AH AR BT 45 R 2
AR A EST - EHS LR > E2 0 IARU R E & - Carlson and Wilmot

(2006 ) DAFE 7Bl o E # el A dH AR A E B Al AR B E EENR TS ey —E
AR BIAEIRH E Sh Z 24 > W UEBEIENER R EE - SRl —TEAE - MR
2B B R R DR E S EOATE B RS - RS ZEEHIESENRTaIFEm - Bk
BT PR S HE I S A1 S T P RS T SRR AR CRLRE EE AL AR R E ) B
HALHT (BHE A% BUOR - T EMARE) KL ELHERETH (Robbins, 1996 : JEHES ~ fR)E
%> 2006 ; Singh, 2011) o KRS HLERUE - HEFEHEEREE (2001) W5
CHERRIHT E Ry - EHINTS ESN S E S 2 S TEEHAE - 454 - A -~ EE s
TS E AL » DU AT 7 ~ SRR R SRt AN - Bz gl Esg 28K B S
B HE R 5 00 ER A R 1l Al B2 T 81T WA R T 2R A Ry i 5= 4H 8% Al B i i 9T LR

ZCBTTERR

FELIE > SRS A EFAMN R E YR Z - RSN E AR K R E 2 >
HEFEENMEE  HERBFEIEANRE - EE41HE 2 17 iZHtREHa
THEZ (F—K - 5788 - 2007) - T{ERe 8 THHAETFEESRREHE &
A TR [ B R EE A B IR (Hirschfeld, 2000) -~ E1& & EEAVEZ - 8 TE UG EEE
KEHEH T {F (Buitendach & Witte, 2005) » 4= 3% ~ BREAE ~ 5REq SR B2 S0 (2011)
R LAEm e E B TH TR TIFRE R TEASN—EEE - J5EsGEHE LR
[ZHE - =8 E (2009) 2888 T ITIFmEEERE =(\RE : (—)ILIFeE—HEEA
EB R > CHEZ2EAMERPE - (D) EMEEEERING 2 2 Z RN
P& PINESHEE TN - FENERE GO —EANEIERGRE > —J7H
A E A RS TARRRZ KRR > So— T E A TAF AN ER - AR ERIHE
F N A A o ABF5E2 5 Kuo and Chen (2004) 2 B - 52 5 TR e
& B AR TAF @A o A e 37 iy — TR 5 48 B0 LAY RORE - S BRBE G PR RV BRS - T
TR e (F— A ME B RE - A8 R TAEm e iy (A ~ R EPRRR - I0# & T T {Fim
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S SR TERBENESMRET SRR AgH TERER EREE
B A - TRIBRE - BEEER (2011) DAWFSEMERENT TAZAT R i 52 > SRETAHS A S T E
BRI Z B &S REUR - SRR s B R B Al ) R H T E i & By 88 e
B o JEEG - EIUH (2007) DIRESERTT B E 2 - DFFesS R © AHERAIHTES
BEEAR BT OEZEMENEE  SEEEELIENRE  JRHIE T T/E#
EHEERE - B ZArEEWHIRIEE - A B A B RS S E o B R
BT VAHER A B 2 T e E AL S BN - (S IR E A AT 0 A B 1 B IE > A6 R It
AN T/E RSBl (Odom, Box, & Dunn, 1990 ; Shalley, Gilson, & Blum, 2000 :
Tierney, 1997 ; Xie & Johns, 1995) -

BB LB SCRR Z SRt - b 5 i a5 P T ' i B 4L 3 A1 T R Rl oy - o o T f6
BT T ER e g s + b [F] R A s AH & B1 18 1 o Z 50lo BT A B B A ik picsh » BT
TAEm e R s - NI > AFFFeHEd DU FEk -

HI @ BB R EE < $HE AT Bl B T T (Fiw e < [EA BE R IEFAHRE -
HI-1 : BIRRE R EE ~ BT Al Bl B T TAFm e 2 A BER A IEFAER -
H1-2 : BREE D REE ~ B E AN B B T TIFm /e 2 A BENAIEMHER -

g~ R dE

H {it Parasuraman, Zeithaml, and Berry (1985 ) = {7 & HARE mE B A DK -

Mt B AV BUR A 2 B SN R SRV B - TEAES HEFBEURIRE S > RIFHY
B mECRAAEBEFEE - B RENBEEHNERRNZE - EEH&AE5F

(BEZ ~ $EFF K@ EAIREE (FRARE ~ BEIT ~ BROCSE » 2009) - Albert, Arthur,
and Pierre (2000 ) j [ 75 i B 7 38 o J2 R 50 S0 R %5 U1 S B0 A2 IR %5 1% Y R0 2 A B BB R
FEARIGER o ZEITTIHEEE (AMA) KR 00 E 38 R R R S5 AT B R B A8 0T 2
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BRE CHE 2 MR R SREH B THEER T/F LESHKER  gHEEE TR
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(2001) DIEEE B ZEHZWRPIEL > TIEMEERSHNE T &3 s RS
o o FRNEEE ~ SRERBL (2009) DK &S = g B T A At 5 - &3 TR
BB R B R B IR AR - 56 BIUCUR > AR R S E DL IREE B TE%
fe TAE B2 e /Y > &M RS M a8 s o RIIEARHFTHE S DUT e -

H2 © BB EE B T T (F i e SRS o B 2[R B & AV IE [ AHRE -

N~ dHERAIR B mE L BB

B AH SR 12 N (E AR ST M B S R R S B R E
Bl e — 2 BRI L R A E E (% (Drejer, 2004) - FRIHFE ~ ffiERE R
B (2005) 1FH 5T o 38 Ry FE FH in B M A Br R 1507 P Bt 2 IR S R fla Je 2 7 B
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Rt E s N BRI IE R - (15 AEIhEE (HSEEE -~ JIR -~ srEmE A K iCE
%) BAMHERAE A  AH @K Y SRS PEAIAR #1E: B AR P B — TR BN REHY L EHRE (& - 7ROKIR
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MANEREERLZRER L - EHARSEH R TE  HANEREHE T EET I
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ANNEREM LGS PSR I/t EE - ANEREHE A4 54 SA
WA EZIERZE - Allen, Shore, and Griffeth (2003) BHFE&E R4 A T & J5E
EE NG KEE TAEmEA E A EEER 2 - Leuchars, Harrington, and Erickson
(2003) 7 VSP FU4HERMT T4 R > ANERFEGRSE TN ILEREE - =R
B BRI~ TRIEFRELIMIATS (2004 ) fH7E45E R4 3 A ) &S R R k08 ¥ T AR
RBHIERBEEZE - &G& DACURRET G - RIHE R A T EIRE B A4 B4 S A
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BRPSRERYEIREE TEMANER L L2 ERE T AH 2 - MEHRELAME 101 £ 5 A
FHA&) 2 B A > SHEEILET 600 {5 > BEIUCEZR S 423 {5 - AR 70.1% > (4
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= WEIR
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ETERS MEGHEEBECERB TN - mXEER  HEHRIREE T ZHEHVE
Eoma  ZHEL "IEFEAEE ) 2 TIFEEE ) WABEREE - SERS MU
T SR ERGERAHZERUASE (2001) 40 A 2R - HERS BETAIH
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By BT AlEr 0.87 5 AN 0.75 5 BT TIEMEBRGSEHIELEE (2010) 4R
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(1991) Friet 2 B1E&AT SERVQUAL E3% » & E M S ELHER - RETtHEE
AL ERE B TR s E E 3% » H &% Cronbach's o {5 £ 0.92 » AERZMEIMEE
9 7. 2 ity 57 25 57 B WA (i B BR ¥ T MR R USRI R A 4 SR > g
MWkFEmEER S ANEREHAGERGSHZHEE (2006) s|HERXEH=ER®

(2002) WANEREBEHER > BUHNBECHERIEZ ANNEREM AGFER
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AT 423 iz =2 M 3 09 K FE B 43 45 78 fr K PLA (maximum  likelihood
estimation) > DL E FERIAC#E L 5 & E RIS ET 3 0 KMO {E /& 0.830 > Bartlett’s
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(26.2%%)  (EBEA LR B EFIME 37.1% R 2 - HREBEHEFT (29.1%) HE
BRERFISME AT (19.6% ) 5 BRARLIEE B T 59.6% 5 & %8 » HREFF (BIEMF)
GECHDE (14.2%) BIGEFE (4HE) (10.9%) -

= RO IH Z AR A
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