Abstract

In this research, it is focused on the concept of “Treating employees as customers™ (Berry and
Parasuraman,1991) and considering human resource management in the hospitality organization.
Main target is hotel organizations that represent the hospitality organization. The concept of “Treating
employees as customers” is known as the core concept of Internal Marketing, however same concept
is shown in other theories. Those are Service-Profit Chain (Heskett et. al., 1994, 1997), Value Profit
Chain (Heskett et.al.,2003) and Resource Based View (Barney, 2003). It is examined how the concept
of “Treating employees as customers’ appears in the organization. The methods to pay attention to are
1. Career support (Career counseling), 2. Mental support (Counseling), and 3. Dialogue support. In a
hospitality organization where interpersonal negotiation work is predominant, mental support for
employees is important (Lovelock and Wirtz,2007), so it is focused on the above three methods, which
are typical mental supports.

The purpose of this research is to verify whether the concepts of these three methods appear in the
hotel organization, and the focus is on interview analysis of hotel employees in the hotel which
continues to develop.

This dissertation is composed of 7 chapters, including an Introduction. In chapter II, a previous
research review is conducted to deepen the understanding of the Internal Marketing research flow and
the core concept of “Treating employees as customers.” In chapter IIl to V, the concepts of three
methods are presented as concrete methods for implementing “Treating employees as customers”. In
chapter VL, it is verified whether or not the concept of the three methods appears in the organization
from the analysis of interviews with employees of the hotel organization that continues to develop.
The final chapter, chapter VII, summarizes the research and shows the limitation of the research and
the prospect of future research.

According to results of research, it was indicated that three methods' concepts of activating the
internal organization is represented them in the target organization. However, limitations were also
revealed in this research. The goal of “Treating employees as customers™ is to activate the organization
and build an autonomous self-propelled organization. Continuing research on “Treating employees as
customers” based on the results of this research will lead to the progress of research on hotel

organizations, which so far has not been well considered in Japan.
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