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Abstract 
In order to study the retention rate of interns in the hotel industry, the author conducted 
a questionnaire survey on 203 interns from 12 hotels in the surrounding cities of 
Shaoxing. The results of the survey found that psychological capital had a great impact 
on interns' performance: the sense of organizational support moderated the 
relationship between psychological capital and internship satisfaction. When the level 
of organizational support is high, the effect of psychological capital on job satisfaction is 
relatively weak. When the level of organizational support is low, the effect of 
psychological capital on job satisfaction is relatively strong. Therefore, how to make 
hotels retain interns is a question worthy of our consideration. 
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1. Introduction 

With the rapid development of the market economy, the hotel industry has become a pillar 
industry with the most development potential in my country's tertiary industry. Large-scale 
high-end hotels at home and abroad have also entered a period of vigorous development, and 
the demand for hotel professionals is also increasing. In order to adapt to the development of 
the market, the development of higher vocational education for hotel majors in my country has 
made leaps in both quantity and scale, showing a thriving scene. There are 177 colleges and 
universities in China that offer undergraduate majors in hotel management, and 722 colleges 
and universities that offer junior college majors in hotel management. However, according to 
the 2016 Tourism Statistical Bulletin and the Ministry of Education's 2017 Chinese College 
Students Employment Survey Report, less than 50% of the more than 130,000 graduates of 
tourism majors in colleges and universities nationwide are engaged in jobs related to this major. 
Although the cost of hotel employment has been rising, the effect of attracting talents is not 
obvious. The lack of professional talents has a great impact on the service quality of the hotel. 
As a result, there has been a boom in the supply and demand of university hotel management 
majors and industry talents. And the phenomenon of "transaction" is not high. 

2. Theories and Hypotheses 

Psychological capital is a positive psychological state manifested by an individual in the process 
of growth and development. It is a core psychological element that transcends economic capital, 
social capital and human capital. Job matching theory proposes that the stronger the degree of 
"compatibility" or fit between employees' individual resources and organizational environment 
or job requirements, the higher the employee's attachment to the organization, which further 
affects their willingness to stay. Employees with good psychological capital are more likely to 
obtain the fit and "compatible" experience of working in a hotel, thereby promoting their 
willingness to stay and develop in the organization. Tian Xizhou, Zuo Xiaoyan (2014) believe 
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that social capital, human capital and psychological capital are important factors affecting 
personal career choice and development[1]. 
Willingness to stay refers to the willingness of hotel management students to work in 
internship hotels or other hotels after graduation. Individual psychological characteristics can 
strengthen the individual's willingness to stay in hotel work, and the problem of interns leaving 
should be solved based on students' psychology. Fredrickson's "broaden and build theory" of 
positive emotions believes that individuals in a positive state are more focused, tend to use a 
positive attitude to understand external things, and build lasting resources based on this, 
thereby improving individual competency, Participate in the work of the organization. The 
higher the psychological capital of employees, the more willing they are to exert their abilities 
in the organization, realize their self-worth, and reduce their willingness to leave. The higher 
the self-efficacy of employees, the more likely they are to accept challenges from organizational 
work tasks, have confidence in themselves, and are more able to accept jobs in hotels. When 
encountering difficulties and adversities at work, employees with better resilience and anti-
frustration ability are more likely to persevere and not easily retreat or even leave the 
organization. Employees who are optimistic and hopeful about the future look at problems 
more positively, and are full of expectations and recognition for engaging in hotel work, so they 
are more willing to stay in the organization [2]. Based on the above viewpoints, Hypothesis 1 is 
put forward: psychological capital has a positive impact on the intention of interns to stay on 
the job. 
Job satisfaction refers to the degree to which employees feel that the job itself and the 
environment can meet or help meet their work values needs, resulting in the degree of pleasure. 
Internship satisfaction reflects the attitude of interns towards internship work. Higher 
psychological capital can enable individuals to deal with work problems more effectively, make 
them have a positive professional attitude, and enhance their work beliefs [3]. This study takes 
the positive conduction effect of internship satisfaction on psychological capital and interns' 
willingness to stay as the second hypothesis: psychological capital has a positive impact on 
internship satisfaction. That is, when interns have higher psychological capital, they are more 
likely to show positive emotions, and their internship satisfaction is higher, and they are more 
likely to stay and develop their jobs. will be negatively affected. 
In order to investigate the factor of organizational support in the process of internship, this 
study will incorporate the perception of different environmental incentives as a new boundary 
condition, and deeply understand the role of influencing factors in different contexts in the 
process of satisfaction, that is, the impact of organizational support on The influence of work 
attitudes, emotions and behaviors[4]. We propose a third hypothesis: organizational support 
has a negative moderating effect on psychological capital and internship satisfaction. That is, 
the higher the sense of organizational support, the weaker the effect of individual psychological 
capital on a good experience, and the negative impact on satisfaction; on the contrary, the lower 
the sense of organizational support, the more fully reflected personal value, and the higher the 
satisfaction. 
Under the condition of strong sense of organizational support, interns pay more attention to 
personal development space and the display of personal ability, not salary and working 
environment. The more support the organization has, the higher the employee's job 
performance and success rate will be. When considering the willingness to stay, the interns 
already have some understanding of the internship, have a certain test of the individual valence, 
and have a better review and positioning of their own abilities. The internal resources of the 
individual and the support of the organization are the resource guarantee for the development 
of the individual. In the workplace, organizational support plays a positive role in the 
development of individual abilities. When interns make employment choices, those 
organizations that have better development platforms and can provide more support are 
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attractive in themselves, and good development platforms have higher requirements on 
employee competencies, which can promote those with better development platforms. People 
with high psychological capital achieve the willingness to organize employment development. 
On the contrary, those organizations that cannot provide employees with more work help and 
support, employees cannot mobilize more resources to deal with things at work, even those 
with higher psychological capital have excellent competencies, choose the chances of 
continuing to develop in such an organization would also be slim. 

3. Research Design and Result 

The research object of this research is the hotel management professional interns of 
undergraduate colleges. The research method is carried out in the form of questionnaires. Data 
collection is carried out by distributing questionnaires to the interns of 11 star-rated hotels 
around Shaoxing. A total of 203 questionnaires were collected, of which 65% were girls and 35% 
were boys; 45% were only children and 55% were non-only children; 40% were student 
officials and 60% were non-student officials; families with wealthy families accounted for 40%. 
20%, 70% in general, and 10% in poorer countries. The intern department covers front office, 
guest room, catering, sales, finance. 
The study used Likert scales of five and seven. 
(1) Psychological capital refers to Zhang Kuo’s psychological capital questionnaire, which 
consists of 4 dimensions of self-confidence, resilience, optimism and hope, with a total of 26 
items. After confirmatory factor analysis, the internal consistency coefficient of the scale was 
0.94. 
(2) Internship satisfaction draws on the Minnesota Satisfaction Scale MSQ to construct a job 
satisfaction scale with 6 dimensions, including 5 levels from "very dissatisfied" to "very 
satisfied", with a total of 25 items. After confirmatory factor analysis, the internal consistency 
coefficient of the scale was 0.92. 
(3) The practice performance adopts the 3-dimensional performance scale (task performance, 
relationship performance, learning performance) of Han Yi and Liao Jianqiao, with a total of 10 
items. After confirmatory factor analysis, all items were retained, and the internal consistency 
coefficient of the scale was 0.94. 
(4) Willingness to stay employed This study refers to Teng's Employment Willingness Scale. 
After confirmatory factor analysis, 1 question with a factor loading less than 0.5 was deleted, 
and 3 questions were finally determined. The Likert 5-level scale was used, including 
"absolutely impossible" to "Very Likely" 5 grades. 
(5) In the study of control variables, demographic variables such as gender, family economic 
status, internship department and city where the internship hotel are located were controlled. 
The study found that: psychological capital has a significant positive impact on internship 
performance; internship satisfaction partially mediates the relationship between psychological 
capital and internship performance; organizational support moderates the relationship 
between psychological capital and internship satisfaction. When the level of organizational 
support is high, the effect of psychological capital on job satisfaction is relatively weak. The fact 
that psychological capital is an important factor affecting internship performance has been 
confirmed by this study, and the empirical results basically support the overall research model. 
The research conclusions provide a practical reference for talent training in colleges and 
universities and the rational use of hotel interns. 
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4. Conclusion and Suggestion 

Research shows that the psychological capital of undergraduate students has a positive effect 
on their career growth. The higher the psychological capital of the interns, the better their 
internship performance, so the more good evaluations and affirmations they get in the 
internship. It also makes students more active in career cognition, career planning, and career 
choices, and the more likely they are to stay in the hotel after graduation. Organizational 
support has a moderating effect on psychological capital and internship satisfaction. When the 
interns have lower psychological capital, giving the interns more support and improving their 
sense of organizational support can lead to higher job satisfaction. When interns have high 
psychological capital, by reducing the sense of support of the organization and giving full play 
to the role of the individual, it can bring higher job satisfaction. Therefore, this is different from 
some organizational resource allocation concepts in ordinary work. The self-realization of the 
interns should be used as the main reference index, which reflects the central position of the 
students in the internship to a certain extent. Using different levels of organizational support 
can bring about obvious changes in satisfaction. 
Undergraduate colleges and universities should make good use of the educating role of 
students' practice and classroom theoretical teaching in their teaching work. When recruiting 
and recruiting interns, hotels should focus on the overall quality and professional ability of the 
interns, and how students can transform their professional abilities into work performance 
through on-the-job internships. 
(1) A good atmosphere for work creation and a relatively harmonious relationship between 
colleagues of the hotel staff and their immediate leaders, which is also what contemporary 
college students expect. Therefore, the hotel can regularly carry out thematic employee 
activities according to the customer situation, promote the collaboration and communication 
between employees in different departments, maintain the relationship between employees, 
and create a harmonious working atmosphere. In addition, immediate supervisors have a direct 
impact on employees. The hotel needs to guide the supervisors of various departments to 
continuously improve themselves, communicate with employees in depth, provide positive 
guidance on work content, patiently listen to the inner needs of employees, and provide 
effective help when employees encounter problems, so that they can grow in adversity. 
Positively guide employees with personal charm to help them have a better working state, 
thereby improving job satisfaction and prompting hotels to improve service and management 
levels. 
(2) Establishing an effective training system can promote psychological capital to enhance 
personal value and promote individual job satisfaction. This activates psychological capital, 
which is enhanced through training. The training method to effectively improve psychological 
capital should be a way that employees can participate, interact and share, such as case sharing, 
scenario simulation, etc., to enrich employees’ personal abilities, convey problem-solving 
thinking methods, and guide employees to have a positive and optimistic attitude. Looking at 
difficulties, especially under the normalization of the epidemic, companies and individuals are 
facing difficulties, and employees also need positive psychological guidance. Hotels need to 
develop effective training programs for employees in different departments, ages, and positions. 
And establish an effective communication and feedback mechanism to encourage employees to 
put forward constructive opinions and suggestions, share their own experience, learn from 
each other, and reward employees who have adopted suggestions, which will help employees 
improve their self-efficacy, self-regulation ability and resilience. 
(3) Pay attention to the career development of employees, help employees formulate career 
development plans, and improve relevant systems, salary and welfare systems and promotion 
systems. Make the work itself more attractive to employees and motivate employees to put in 



Volume 3 Issue 3, 2022 

DOI: 10.6981/FEM.202203_3(3).0079 

651 

Frontiers in Economics and Management 

ISSN: 2692-7608 

greater effort to achieve their goals. It should be recognized and rewarded in a timely manner 
to form effective feedback. It is necessary for employees to directly feel that with the growth of 
their personal abilities, their positions and responsibilities are correspondingly improved, and 
their sense of achievement and value in their work will continue to increase, thereby improving 
job satisfaction. Discover the potential of employees and provide employees with a fair and 
reasonable competitive environment. Under the normalization of the epidemic situation, the 
company has also done its best to continuously improve the compensation and benefit system, 
and prioritize internal promotion and provide promotion opportunities for different hotels 
within the group, so as to enhance the cohesion and loyalty of employees to the company, 
thereby improving employee satisfaction. 
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