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Abstract

The present study explored students’ satisfaction toward their
internship experiences in hospitality and tourism industry as well as
determined predictor factors that had a positive effect on students’
satisfaction using a quantitative approach. A total of 203 usable
questionnaires were collected for analysis. Study results showed that the

level of students’ satisfaction with internship was high and there were three
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significant predictor factors towards students’ satisfaction namely perceived

peer relationship, advisor accountability, and students’ self-efficacy.

Keywords: internship; Hospitality and Tourism; students’ satisfaction
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1. Introduction

Tourism and hospitality education plays an important role in Thailand.
In fact, there is a need for internationalizing the curriculum to draw up students
for challenges of globalization (Sangpikul, 2009). Moreover, the academics
maintain that the internationalization of hospitality and tourism in higher
education in Thailand should be viewed as an enterprising strategy that
education providers should accept if they are to prepare graduates for careers
in a global business environment (Wisansing, 2005). In addition, it is clear that
the tourism and hospitality industry is highly diverse. The industry needs
employees with management skills in intercultural communication given to its
customers and they are expected to work in a multicultural environment. As
confirmed by Chaisawat and Boonchu (2005), the quality and qualifications of
Thai graduates may not meet the standards required by the industry. To meet
the demand, it is argued that worker collaboration and consultation with
industry are highly required to ensure the goals of students, educators and the
industry employees. One form of collaboration in tourism and hospitality

industry courses is internship or workplace experiences (Walo, 2000).

Internship programs have been existed for many years (Taylor, 1988)
and are an increasingly common form of experiential learning. Academic
internship is defined as an opportunity to combine related work experience into
graduate education. These real-world experiences are an integral part of an
academic program and provide students the opportunity to develop not only
work skills but also making students understand the organization. The main
idea of doing internship is to provide for students direct knowledge and
experience in their interested career field and to provide them the benefit of

supervision. It is also a good opportunity for students to learn by doing. It could



348 Humanities Journal Vol.25 No.1 (January-June 2018)

help students gain certain skills that may not be effectively taught in classroom
even though students may perform well in academic courses (Kim and Bzullak,
2012). In fact, the conversion of student-life to working-life is not always easy
and, for some fresh graduated students, very difficult to bear with as they have
to adapt themselves to a new working world when they enter the job market.
The main purpose of the present study is to explore the significant factors that

predict internship satisfaction of hospitality and tourism students in Thailand.

2. Literature Review

Past studies have found that there were more than 66.7 percent of
the organizations offered internship students into their full time employees in
Bethlehem, Israel (NACE, 2011). While at the same time, it was also discovered
that internship students were not only offered job by the organizations more
faster than students who never had internship program but they were also
gaining experiences and improving self- confidence in finding a job itself
(Knouse et al., 1999). Additionally, it pointed out that one of the reasons
internship students received a better opportunity in job offers as those students
have a better ability and skill as well as they used those skills and abilities to

apply into the real world or job itself.

Cutting and Hall (2008) stated that students were willing to perform
the work perfectly in internship program, if students were satisfied with
internship experience. As well as, Beard and Morton (1999) mentioned that
students would be successful in performing the work depending on the attitude
towards the program. Before sending out students to the program, students

need to understand very clearly and exactly the objective of internship program
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and how the program works. Many researchers found that internship program
provided a valuable opportunity to students’ first job and help them enter to job

opportunity easier than others (Charles, 1992; Collins, 2002).

There are evidences revealing that internship students can be
satisfied from different perspectives; job responsibilities, time of working as well
as payment (Nelson, 1952; McCombs and Van Syckle, 1994; Beard, 1998).
The study also suggested students were satisfied in term of perception of work
and their supervision (Girard, 1999). While another study discovered students’
satisfaction regarding their improvement in knowledge and technical skills
(Busby et al, 1997). In addition, they found out that most of internship students
were satisfied with their improvement in problem-solving skill in service industry

(Emenheiser et al., 1997).

Internship encourages students in term of experience and self-
confidence, it develops skill and ability as well as their understanding towards
the industry itself. (Zopiatis, 2007). On the contrary, students can also dissatisfy
with the internship program in term of poorly pay, no pay, poor relationship
between employee and manager, poor climate, long working hours, poor
coordination, poor communication as well as overall working environment

(Collins, 2002; Lam and Ching, 2007).

As per discussed the importance of internship program for students,
one of the most vital matters of universities is to discover if students achieve
learning outcomes from internship programs as offered (Elkins, 2002). Therefore,
student’s feedbacks and satisfactions are very helpful to develop and improve
the internship program. As well as, the program should be evaluated by
internship students (Swindle and Bailey, 1984).

The present study fills the gap and extends a broader perspective

about internship evaluation from past studies by including the evaluation of job
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or organization perspective, university support perspective, and student’s self-
efficacy perspective. Girard (1999) investigated internship student’s perception
of work, supervision and appraisal within various organizations in hospitality
industry. Girard’s study represented only evaluation of student perspective
about organizations they intern. Bao and Fang (2014) focused only 24
internship variables that all were industry-based, such as job itself, superior,
payment and welfare, peer. And their study also represented only students’
perception about organizations they interned. Many studies about hospitality
internship evaluated the level of student’s satisfaction and reported those
issues students were most satisfied, for example with technical skills and
knowledge improvement by Busby et al. (1997); problem-solving ability by
Emenheiser et al. (1997); and mentor relationship by Fagenson (1989). Some
studies about hospitality internship evaluated students’ satisfaction and found
low satisfaction with some issues during internship, for example, from
repetitious work by Nelson (1994) and poor supervision by Taylor (1988). Few
studies investigated the determining factors that predicted students’ satisfaction
with their internship, for example, Bao and Fang (2014) reported that job factor
was the only factor that influenced internship satisfaction found in their study
of Chinese hospitality students. Most empirical studies about student satisfaction
only evaluated satisfaction level and/ or compare difference in satisfaction
between different demographic groups such as gender, school year (O’Driscoll,
2012; Young-Jones et al., 2013). As for the current study, factors affecting

students’ satisfaction with internship were discussed in the following part.

2.1 Perceived quality of job itself

Job satisfaction is when a person feels positive towards the work and

the organization. There are many factors that may affect a person’s feeling
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about organization but the job itself is the factor that can connect between the
employee and the organization (Champoux, 2003). The study by Bao and
Fang (2014) concluded that overall satisfaction of students was impacted by
one factor which is the job itself. Additionally, students would be joyful at work
if they get to rotate the job and get chance to have an interesting and
challenging jobs. Igbaria and Greenhaus (1992) discovered that the organizations
that had high turnover were those where employees did not have job

satisfaction.

Hypothesis 1: Perceived job has a positive effect on students’ satisfaction

with internship.
2.2 Perceived quality of supervision

Nelson (1994) stated that students tended to rate a greater satisfaction
when they had a good relationship at work and the supportive from supervisor.
Therefore, without supportive from supervisor will lead to an untrained and
unmotivated employee, and will result in poor customer service and high
turnover of employee (Knight and Crutsinger, 2003). Supervisor is the one who
provides the reward system to employee and lastly, supervisor controls function
in workplace, and controls conflict in the job itself (Krackhardt et al., 1981).
However, on the other hand, employee seems to have positive impact on their
job performance, job satisfaction and less turnover at workplace where there

is a high support from supervisor (Babin and Boles, 1996).

Hypothesis 2: Perceived supervision has a positive effect on students’

satisfaction with internship.
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2.3 Peer Relationship

The key to satisfied internship students is to have a good
communication and good cooperation with colleagues at work. Bao and Fang
(2014) agreed that success in internship program of students relied on the
effective cooperation and communication of co-workers. Baruch-Feldman et
al., (2002) explored that a well interpersonal relationship with colleagues at
work would result in a good performance at work. Conversely, the survey
discovered that having a hard time with co-workers will result in having a stress

at work (Scarnera et al. 2009).

Hypothesis 3: Perceived peer relationship has a positive effect on

students’ satisfaction with internship.

2.4 Academic Support

The study by O’ Driscoll (2012) revealed that the academic support
was an important predictor of student satisfaction. Umbach and Wawrzynski
(2005) found that the faculty interactions with students and the teaching quality
could provide a contribution to a better learning environments and improve
student experiences. Academic support is defined as several of instructional
methods, educational services or school resources provided for student to help
them speed up their learning progress. It is stated from Hunter and White
(2004) that the academic support can help students form their learning
experience and encourage their career goal. In contrast, the appraisal of the
academic support is not as advanced as what it is being tough in the classroom

(Kelley, 2008). In addition, the academic support gives an opportunity for
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students to investigate personal aspirations and institutional goals in the

internship program (Young-Jones et al., 2013).

Hypothesis 4: Academic support has a positive effect on students’

satisfaction with internship.
2.5 Advisor Accountability

Advisor accountability is defined as a factor that applies to the level
of professionalism, preparation and that availability that the students expect
from the advisor. Moreover, the power of the advisor shows the level that
students expect advisors to help them to learn, understand and plan for the
future by providing them feedback and helpful references (Young-Jones et al.,
2013). Previous research found that the advising outcome focused on student
satisfaction with the advisor or with the advising system rather than with student
success (O’ Driscoll, 2012). In addition, Propp and Rhodes (2006) asserted
that student satisfaction was very important. Thus, the relationship between
the advising program and student achievement can show how students
account for the advising system as to help develop their personal skills and
knowledge and to bring them to their goal successfully (Hemwall and Trachte,

2003).

Hypothesis 5: Advisor accountability has a positive effect on students’

satisfaction with internship.
2.6 Student’s self-efficacy

Self- efficacy has been investigated in different contexts on how

people’s perceived ability to complete any task successfully that would have
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an effect on their experiences (Pajares, 2001). Further, the study asserted that
people’s beliefs are more influential than actual truths. Billings and Macvarish
(2010) and Pajares (2001) concluded in their studies that people need to
believe they can succeed in a given situation which will then affect the ultimate
outcomes. Young-Jones et al., (2013) stated that the student self-efficacy was
related to the belief that students have their knowledge such as the theories
learn, the capability such as dealing with stress, preparation for college-level

work, and the ability to understand the courses content.

Hypothesis 6: Students’ self-efficacy has a positive effect on students’

satisfaction with internship.

3. Research Methodology

The study of internship students’ satisfaction is a survey research

utilizing a self-administered questionnaire distributed to the targeted respondents.

3.1 Population and Sample

Data for this survey were collected from university students of a
private university in Bangkok who completed their internship program in
hospitality and tourism management during the past three years (2014-2016).
A total of 300 interns were targeted for the study. Finally, 203 interns submitted
and completed the online survey with usable responses. The response rate
was 67.67 percent. A convenience sampling technique was used for data

collection.
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3.2 Data Collection and Survey Instrument

Data collection took place during January to March of 2017. Pretest
of questionnaires was conducted with 40 student respondents to enhance the
validity and reliability of questionnaire which is the survey instrument of the
study. Minor amendments of words were made after pretest. All the questions
were adopted from previous research studies about internship and students’

satisfaction.

The questionnaire comprised two parts. The first part consisting of
socio- demographic questions were to access the profile and internship
experiences of students. The second part was to measure all variables
proposed in the study, namely perceived quality of job itself, perceived quality
of supervision, perceived quality of peer relationship, academic support,
advisor accountability, student’s self- efficacy, and student’s satisfaction with
internship. The survey design for all questions in the second part took into
account the relevant literature and past studies about internship and student’s
satisfaction. Nine questions measured perceived quality of job itself, four
questions measured perceived quality of supervision, two questions measured
perceived quality of peer relationship (Bao and Fang, 2014). Academic support
was measured by three items (O’ Driscoll, 2012). Advisor accountability and
student’s self-efficacy were measured by three and four questions respectively
(Young-Jones et al., 2013). Lastly, student’s satisfaction towards internship
was measured by four questions (Liu, 2012). All variables were measured by
using a five-point Likert scale where 5 meant strongly agree and 1 meant

strongly disagree.
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4. Results and Discussion

4.1 Respondent Profile

Based on Table 4.1, the majority of survey respondents who took
internship in hospitality and tourism during 2014-2016 were female (58.1%)
and Thai (89.2%). About half of respondents were more than 25 years old
(52. 2%) with monthly income or allowance of about 15,000- 35,000 baht
(52.7%).

Table 1

Demographic Profile

Demographic Profile of Respondents Frequency Percent
Gender

Male 85 41.9
Female 118 58.1
Age

25 or less than 25 97 47.8
More than 25 106 52.2
Nationality

Thai 181 89.2
Non-Thai 22 10.8
Income or allowance per month

Below 15,000 baht 33 16.3
15,000-35,000 baht 107 52.7
More than 35,000 baht 63 31.0
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4.2 Descriptive Findings about Internship Experiences

Most student respondents who took internship in hospitality and
tourism during 2014-2016 had their internship at hotel/resort (75.4%) and
secondly many of them had internship at airline (14.8%). More than half of
respondents had internship in food and beverage department and in front office
department for 29.1% and 28.6% respectively. When choosing internship
organization, the majority of student respondents relied on word-of-mouth (from
friends or relatives or family) which accounts for 34.5% . However, many of
them believed in themselves and relied on their own or personal preference
(32.0%). About 21.2% of respondents relied on suggestions from university’s
teachers or advisors. Most student respondents did not accept job offer from

the organization they interned at (70.9%).
4.3 Exploratory Factor Analysis

Table 2
Exploratory Factor Analysis (EFA)

%Variance |Cronbach’s

Exploratory Factors Loading | Mean | S.D.
Explained Alpha
Perceived Job itself 8.774 0.894
Your internship job provided good opportunity for 570 415 | .666
work rotation.
Your internship job provided good nature of the job 590 420 | 548

you performed.

Your internship job provided interesting or challenging| 569 428 | .641
work.

Your internship job provided good work environment. 174 4.30 | .690

Your internship job provided autonomy involved in the| 689 4.00 | .724

work.

Your internship job provided sense of achievement .780 411 | 702

from the job.
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%Variance | Cronbach’s
Exploratory Factors Loading | Mean | S.D.
Explained Alpha
Your internship job provided less work pressure. .627 417 | 482
Your internship job provided good chance to develop 661 435 | 646
professional skills.
Your internship job provided good cooperation 580 410 | .675
between university and internship organization
Perceived Supervision 15.612 0.936
Your internship supervisor provided appreciation or 515 421 | .602
praise to you.
Your internship supervisor provided good .897 432 | .783
communication with you.
Your internship supervisor provided good supervisory .892 4.31 799
support.
Your internship supervisor provided reasonable .908 427 | .807
supervision.
Perceived Peer Relationship 11.659 0.858
You had a good relationship with peer at the 774 451 | 557
internship.
You had a good communication with peer at the 724 442 | .561
internship.
Academic Support 7.946 0.809
Learning academic subjects at the university could 616 3.92 | .801
help you during your internship.
Subjects from the university were relevant to your 717 3.92 | 982
internship.
Learning practical subjects at the university could 673 410 | .771
help you during your internship
Advisor Accountability 23.894 0.939
Teachers or advisors helped you prepare well for .866 424 | 946
internship.
Teachers or advisors were available to help you for .859 4.30 | .897
your internship.
Teachers or advisors were professional enough to .866 429 | .883
help you for your internship.
Student’s self-efficacy 9.428 0.782
You believed that you had the capacity of succeed in 778 442 | 595
the internship program.
You believed that you could deal with stress during 561 4.46 | 684
your internship.
You believed that you were well-prepared for .868 4.33 | .625

internship work.
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%Variance |Cronbach’s

Exploratory Factors Loading | Mean | S.D.
Explained Alpha

You believed that you had a good understanding 715 423 | .807
about the work requirements of internship.
Satisfaction 76.408 0.938
You felt satisfied with your overall internship 763 436 | .632
experiences.
Your internship experiences were positive ones. .556 431 | .664
You felt satisfied with learning effect from internship. .789 432 | .630
You felt satisfied with social skill effect from 725 438 | 613
internship.

The validity of the measurement of constructs in the study should be
ensured. The Exploratory Factor Analysis or EFA was performed in order to
derive the factors structure with a VARIMAX rotation. Only factors with
eigenvalues greater than 1.0 could be retained. Items with loadings greater
than 0.50 were accepted as adequate elements of a construct (Mertler and

Vannatta, 2010).

The results of the EFA established significant correlated factors,
including nine perceived job, four perceived supervision, two perceived peer
relationship, three academic support, three advisor accountability, four
students’ self-efficacy, and four students’ satisfaction on internship. These
factors are relevant because they have significant factor loadings about or
greater than 0.50. Moreover, Cronbach’s alpha values of all constructs shown
in Table 4.3 are greater than 0.70 with the range between 0.782 (students’
self-efficacy) and 0.939 (advisor accountability) and it can be concluded that
all constructs are reliable (Nunnally and Bernstein, 1994; Mertler and Vannatta,

2010).
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4.4 Regression Analysis

Multiple Regression Analysis was run to investigate the effect of

overall six factors that predict students’ satisfaction on internship, using the

Statistical Package for Social Sciences (SPSS), version 17.0. Based on the

model summary of multiple regression analysis, the study’s conceptual model

was significant at 0.05 level, F = 42.306 and accounted for 56.4% of the

variance in students’ satisfaction on internship with the adjusted R? of 0.551.

All predictor variables have the significantly moderate relationship with students’

satisfaction on internship, with R of 0.751.

Table 3

Hypothesis Testing Results based on Multiple Regression

on Students’ Satisfaction with Internship.

Hypothesis Standardized | P value Result
Coefficient

H1 : Perceived Job has a positive effect on .096 176 Not Supported
Students’ Satisfaction with Internship.
H2 : Perceived Supervision has a positive effect .057 .529 Not Supported
on Students’ Satisfaction with Internship.
H3 : Perceived Peer Relationship has a positive .325 .000** Supported
effect on Students’ Satisfaction with Internship.
H4 : Academic Support has a positive effect on 124 .069 Not Supported
Students’ Satisfaction with Internship.
H5 : Advisor Accountability has a positive effect 227 .008* Supported
on Students’ Satisfaction with Internship.
H6 : Students’ self-efficacy has a positive effect .200 .000** Supported

*p < 0.05 **p< 0.01
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According to results of multiple regression analysis, there are three
predictor variables or independent variables that have a positive effect to
students’ satisfaction with internship. Firstly, “perceived peer relationship” at
internship has a positive effect to students’ satisfaction with internship (H3)
with standardized coefficient of 0.325 and a statistical significance of one
percent level. Secondly, “advisor accountability” (from university) has a positive
effect to students’ satisfaction with internship (H5) with standardized coefficient
of 0.227 and a statistical significance of five percent level. Lastly, “students’
self-efficacy” has a positive effect to students’ satisfaction with internship (H6)
with standardized coefficient of 0.200 and a statistical significance of one
percent level. The study also found no significant effect of “perceived job” (H1),
“perceived supervision” (H2) and “academic support” from university (H4) to
students’ satisfaction with internship with a statistical significance higher than

five percent level.

Results about “advisor accountability” and “students’ self-efficacy” that
were found to be significant predictors of internship satisfaction of the present
study support the ones found in the past studies by Young-Jones et al. (2013)
which focused on students’ academic success in a Midwestern University in

USA.
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Perceived Job

Perceived Supervision

0.325**

Perceived Peer Relationship
Students’ Satisfaction with

0.124
I Internship

Academic Support 0.227*
0.200*

Advisor Accountability

Students’ Self-Efficacy

Note: ** Coefficients have a t-value significant at 1 percent significance level
(**p< 0.01)
* Coefficients have a t-value significant at 5 percent significance level
(*p< 0.05)

Figure 1. Conceptual model of internship students’ satisfaction

with hypothesis testing results

5. Conclusion and Implications

5.1 Conclusion

The overall internship satisfaction of students in hospitality and
tourism found was found to be in high level indicating that they were satisfied
with overall internship experiences as well as with learning effect and social
skill effect from internship. Out of six predictor factors, the present study found

that there were only three significant predictors that could influence students’
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satisfaction with internship. Perceived peer relationship was found to be the
most powerful predictor of internship satisfaction, followed by advisor
accountability and students’ self-efficacy. More importantly, three significant
predictors of internship satisfaction represent a “holistic view” of determining
factors for internship satisfaction. Perceived peer relationship represents
industry perspective of how students view the internship organizations in the
industry, whereas advisor accountability represents university perspective of
how they view the support from the university ( or educational institution), and
lastly, students’ self- efficacy represents individual perspective of students
themselves on how they view and believe in themselves. Therefore, results
from this study could address the gap in past studies that relied on single
perspective, by reporting the multi- perspectives about predictors of internship
satisfaction. Students evaluated their internship experiences in various

aspects, not only on job only, or on university support only.
5.2 Implications

The present study focuses on hospitality and tourism student
internship by surveying students’ experiences during their internship and
evaluating their perceptions on various factors relating to their internship, and
finally evaluating their satisfaction towards internship. There are two
implications for practitioners involved in internship. Firstly, it deems important
for educational institutions or universities that provide internship program in
their curriculum to emphasize on the role of internship advisors who would be
the contact person in case students need some help during internship or even
before and after internship. Universities should support internship advisor roles

and facilitate their work more efficiently.
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Secondly, for organizations in hospitality and tourism industry where
there are students doing internship, they should give more importance on peer
relationship environment that fosters the closed and trustworthy relationship
between internship students and their staff or employees who have to deal and
work with internship students. Students who work in a friendly and supportive
work environment with other full-time staff of any organization tend to feel more
satisfied with their internship experiences. On-the-job training by full-time staff
should be taken care of very carefully and given to internship students in

a supportive manner.

For academic implications, the present study fills the gap and extends
a broader perspective from past studies about internship experiences including
perceptions about interning organizations within in the industry, perceptions
about support from the university, and finally perceptions about students
themselves relating to their internship. Richardson (2005) suggested the
importance of students’ total experiences appraisal as taking the holistic
institutional perspective to evaluate students’ satisfaction. Six factors proposed
in the study’s conceptual model came from this holistic view. Three factors
namely perceived job, perceived supervision, and perceived peer relation
represent the perspective of organizations in the industry students had the
internship at. Two factors namely academic support and advisor accountability
represent the perspective of the university or educational institution that
educates students. One factor namely students’ self- efficacy represent the
perspective of students themselves in terms of their belief about being
successful. However, there are two limitations of the present study of which

suggestions would be provided.

Firstly, the present study collected data only from hospitality and

tourism students from a private university in Thailand. Such limited sample
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might cause problem of generalization of results to explain a larger population.
Future research should be conducted at various educational institutions both
public and private ones or might make comparison about internship students
from various programs, such as in hospitality and tourism, in accounting, in
marketing, or in information technology. Findings from these cases would be

more valuable to the knowledge about internship.

Secondly, the present study only focused on quantitative research of
which some insights might be missing from the data analysis. Future research
should do both quantitative survey and qualitative survey by interviewing
current internship students, former internship students, advisors from the
university, and the supervisors at the internship organization. Universities or
educational institutions should support the collaborative meeting to share
experiences and expectations from these stakeholders in the internship
program. Widles and Mount (1997) stated that the success of internship in the
hospitality program depended on the coordination among three parties of

university advisor, on-site supervisor, and internship students.

In conclusion, internship in hospitality and tourism programs is very
vital as well as understanding of what conditions or factors that contribute to
student satisfaction with internship is also necessary. Future research should
expand better understanding of any hidden factors not evident in the present
study in predicting internship satisfaction and that would enhance the student-
university relationship and serve as an important foundation on which the
universities could deliver a stimulating and career-focused learning experience

for their students.
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