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Abstract : This study took the research object of fifteen legal travel agencies in Surabaya. The respondents are taken through
purposive sampling of a number of 100 employees out of Fifteen travel agencies which are varied in its division. Service
orientation is constructed based on several dimensions; such as, service leadership practices, service encounter practices,
human resources management practices, and service system practices. Service skills are constructed with dimensions; namely:
technical skills, interpersonal skills, and problem-solving skill. While employee performance is constructed with dimensions;
namely: quantity of work, quality of work, timeliness of work and organization of work. The results show that there is a direct
positive influence on employee performance service orientation. Additionally, service orientation influences indirectly positive
on employee performance through the service skills. Therefore, the total effect of service orientation on employee performance
is proven stronger.

Keywords : employee performance, service orientation, service skills, travel agencies

Conference Title : ICMEI 2017 : International Conference on Management, Entrepreneurship and Innovation

Conference Location : Amsterdam, Netherlands

Conference Dates : August 07-08, 2017

Open Science Index, Industrial and Systems Engineering Vol:11, No:08, 2017 publications.waset.org/abstracts/62045.pdf

International Scholarly and Scientific Research & Innovation 11(08) 2017 1 ISNI:0000000091950263


https://publications.waset.org/abstracts/62045.pdf

