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ABSTRACT

In recent year, the tourist industry in Taiwan have grown in a rapid speed, this growth have created problems involving human

resources within Taiwan’s tourist industry. The main goal of this research is to study the relation between international tourist

hotel employee and perception Internal Service Quality, organizational culture, and organizational citizenship behavior. First we

reference documents to establish the conceptual frame and hypothetical research of perception internal service quality,

organizational culture, and organizational citizenship behavior. Next we study the relationship between perception internal service

quality and organizational citizenship behavior. Lastly, we study the possibility for organizational culture to create a mediating effect

between perception internal service quality and organizational citizenship behavior. This research targets first-line hotel service staffs

as test subjects to conduct a questionnaire survey, and received 285 effective questionnaires. Research result shows: perception

internal service quality and organizational citizenship behavior have a positive relation, and organizational culture does have a

mediating effect between perception internal service quality and organizational citizenship behavior. The result of this research can

provide useful information for international tourist hotels during strategy planning, and help managers to plan for business strategy

effectively.
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