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Abstract

The process of improving service productivity in the hotel industry is of course caused by several
fundamentally important factors, including corporate culture and employee human resources factors. A
good organizational culture should have the core characteristics of being firmly supported, well-
managed, and shared as a whole. Problems commonly faced by employees are related to how to
proactively adapt to the company culture so that conflicts do not occur. The research instrument was a
guestionnaire distributed to 192 hotel employees in West Java, Indonesia. This research aims to conclude
whether human capital can mediate the influence of service culture by increasing company performance.
The research method used is a simple regression analysis using SPSS and Amos as a calculation tool.
The results show that human capital can mediate the influence between service culture and increased
company performance in the hotel industry.
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INTRODUCTION

Human resources is still an important topic that is interesting to research in various companies
including the hotel industry because it relates to individual and organizational performance. Hotels are
business management companies dedicated to providing facilities to the everyone. Services provided
include lodging, food and beverage services, and others (Jarboui et al., 2015). The organization of the
hotel business must be based on the concept and function of management, namely planning which
includes the vision, mission, goals of strategies, policies, procedures, and hotel rules (Noerchoidah &
Harjanti, 2019). Organizing includes organizational culture, staffing, delegation. Actuating includes
direction, leadership, motivation and communication, and control which includes a hotel management
information system (Sainaghi & Baggio, 2014). Based on several previous studies on hotel employees
in West Java, it was found that employee performance was very important in realizing organizational
goals so that it needed to be maintained and developed along with the development of the demands of
the world of work (Harahap, 2017; Putri, 2016).

The process of improving service productivity in the hotel industry must be attributed to several
basic factors, including the company’s cultural factors (Andriani et al., 2019) and employee human
resources (Melian-Gonzéalez and Bulchand-Gidumal, 2016). A modern work culture needs to be created
to anticipate changes in guest needs and desires that can be carried (Valentine et al., 2011) through
increased employee involvement in the decision-making process, implementing high service standards,
and improving internal communication and external. Every industry certainly has differences in values,
norms, and expectations, which shape culture (Francis & D’ Annunzio-Green, 2005). Employees are still
a top priority faced by companies, so maximizing performance is a major challenge for every
organization including the hotel industry (Andriani & Disman, 2020).

A great culture has core organizational values. These values must be strictly adhered to, well
managed and widely accepted by the community (Gebauer et al., 2006). The more employees who accept
core values, identify with their level of importance and feel bound by them, the stronger the culture. Each
company as a whole has its own unique culture. Organizational culture is the product of all company
characters. Whether it is success or failure, it starts with employees. The problem employees usually face
is how to proactively change to the company tradition to avoid conflicts (Andriani, Disman, et al., 2019).

Culture of organization has a decisive impact on the success or failure of a company in establishing
employee performance (Lytle & Timmerman, 2006). Culture of organization also has a helpful effect
on the company's economic performance (Martin, 2015). Organizational culture is defined as the
behavior of members in an organization, and is a form of understanding the organization's vision,
mission, and strategy. Organizational culture on the company also has shortcomings. Organizational
cultural failure is the inability or non-implementation of norms, values, assumptions, ideas, or
organizational ethics by members of an organization, which possibly will have a unhelpful effect on the
company.

Employees such as human capital are important assets in a company (Andriani, 2014; Andriani &
Disman, 2019; Siregar & Kartika, 2020). Employees as planners, executors and even controllers always
play an active role in achieving the company's goals at work.The requirements of human resources
include abilities, skills, skills, personality, attitudes, and behavior (Karatop et al., 2015).

METHODS

This research uses descriptive guantitative method using simple linear regression analysis, the
calculation tool used is SPSS and Amos. Of the 250 questionnaires that were distributed, 192
guestionnaires were successfully collected and fit for processing. The samples are employees of 3-star
hotels in West Java, Indonesia. Model testing uses Confirmatory Factor Analysis (CFA) as well as testing
the validity and reliability of research instruments. Then after a fit model is produced, an analysis will
be done using the Product of Coefficient Strategy: Single Mediation Model - The Normal Theory
Approach (Baron & Kenny, 1986; Preacher & Hayes, 2004).

RESULTS AND DISCUSSION

In this research, to verify the proposed instruments and models, a measurement model testing stage
was carried out using Confirmatory Factor Analysis (CFA).
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Figure 1.
Measurement model test (non-invalid items)
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Figure 2.
Measurement model test

Figure 3 shows the model measurement test, without input invalid items (items about y2 and y3).
Therefore, the calculated value of Chi-square is 126.474, df = 62, p-value = 0.000, Root Mean Square
Error of Approximate (RMSEA) = 0.149, AGFI = 0.629; GFI = 0.747; CFI = 0.844, TLI = 0.804.
According to the model measurement test results related to the validity and reliability of the instruments
in each project in the study, summary of the test result as exposed in Table 1.
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Table 1.
Summary of Validity and Reliability Test Results
(Company Performance Improvement Questionnaire)
Questionnaire  Item Number Invalid Item Number” Alpha Coefficient™

SC Scale 1-5 - 0,836
HC Scale 6-10 - 0,822
CPI Sclae 11-15 12,13 0,673

*The Estimate of Standardized Regression Weight <0.50
“Testing is done after an invalid item has been dropped

Table 1 above is a summary of the results of the validity test using CFA and reliability using SPSS
v 23. For the variable X (Service Culture) and the variable M (Human Capital) items, the research
questions are all included in the valid category and each has an alpha coefficient of 0.836 and 0822 both
of these results fall into the category of very high-reliability values. Whereas for the variable Y
(Company Performance Improvement) 2 items are invalid, as for the value of the negative coefficient of
0.673 (high category).

Several researches have proven the research association among human principal and

implementation, including: (Arokiasamy, 2009; Batjargal, 2005; Bontis et al., 2007; Crook et al., 2011;
Kimouche et al., 2010; Kimura, 2005; Lanari et al., 2017; Shrader & Siegel, 2007; Skaggs & Youndt,
2004; Stiles & Kulvisaechana, 2003), in addition to service culture and performance (Appiah-Adu &
Singh, 1999; Beitelspacher et al., 2011; Hyde & Davies, 2004; Kernaghan, 1994; Yasir, 2018).
This research provides something new, namely placing human capital as a mediating variable between
the influence of service culture and improving company performance. In addition, this research was
conducted in the hotel industry, which is a pioneer in the development of tourism in Indonesia. Besides
that, the novelty of the research compared to the previous research is that this research is the first research
that makes human capital variable as a variable that mediates between service culture variables with the
improvement of company performance and conducted in the hotel industry.

According to the research results, the application of the service culture related to human capital
performance is as follows: First, the recruitment process is carried out to choose the suitable human
capitals required by the recent business, just like the company must choose the seed, it will be invited to
work together to achieve the company's goals (Brouthers, etc., 1995). The recruitment process is
important in a company, to get employees who are by the criteria needed in a company so that they can
recruit employees who have good productivity in the company (Boswell et al., 2003; Patterson et al.,
2004). The availability of a skilled and skilled workforce greatly determines the success that the company
wants to achieve, because no matter how sophisticated the technology applied will continue to use human
power as its driving force (Choi Heh & Choi Seung, 2006; Krott et al., 2014; Ramachandran, 2000).

Secondly, each employee’s monthly reports, evaluations and performance evaluations, containing
hotel work, documentation, and processes such as commercial reports and credit checks (Al-Najjar &
Kalaf, 2012; Bonn & Forbringer, 1992; Valarie A. Zeithaml, Leonard L. Berry, 2011). This is also
supported by the added value possessed by human capital in carrying out its duties and work. A company
will have a different company performance on the management of different people, meaning that the
reports, evaluations, and reviews of performance produced by each employee will be different between
one employee and another (Chi & Gursoy, 2009; Eisenberger et al., 1990; Harter et al., 2002; Lynch et
al., 1999; Mayer & Gavin, 2005). Different employees in processing the same assets will produce
different jobs. In this case, all assets owned by the company will not affect the progress of the company
without human capital that can manage and create added value for the company (Davenport et al., 1998;
Edvinsson & Sullivan, 1996; Pike et al., 2005; Pulic, 2000).

Third, maintain all hotel facilities on a regular basis so that can create value to achieve the
company’s goals. This can be achieved by regularly providing training and developing worker skills
(Hall et al., 1994; Jones, TO and Sasser, 1995; Quinn et al., 1996). A long-term service-oriented culture
will bring the company to be ready to face all the problems that will occur in the future. Professional
skills and attitudes show that these two criteria are directly related to the results determined by the skills
and knowledge possessed by the employee, to be utilized in an operational system that supports
professional attitudes in the problem-solving process faced (Quinn et al., 1996; Salvatore T. March *,
1964).
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The existence of the hotel to date can be attributed to many things, namely the quality of human
resources that contribute their energy to hotel goals, sharp insight from the executive management team,
core values that are firmly held in every step of the hotel business, and of course, significant trust gained
from guests, clients, and work partners. Human capital is a corporate asset, human resources are trained
using a "down-to-earth" philosophy when answering the needs of hotel guests, and focusing on corporate
strategy. This philosophy and focus empower human capital to always meet the requirements of hotel
guests and exceed their expectations (Curtis et al., 1988; Knights et al., 1992; Krechovska &
Prochézkova, 2014; Mcvea & Freeman, 2005; Quélin & Duhamel, 2003; Wiley, 2011; Zuckerman,
2000).

CONCLUSION

The results of this study show that the impact of service culture and company performance on the
hotel industry can be adjusted by human capital. In addition, service culture has a positive effect on
human capital, and individual capital also has a positive effect on company implementation. This study
implies that researchers recommend that researchers use more expanding populations and research
samples are also applied to other types of hospitality industries. Besides, research can also be done on
the depth of research content by adding variables that are strongly related to company performance.
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