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An emotional labor perceived by casino dealer influencing
customer orientation: Mediating effect of job stress

Autel - oteg”

Kim, Na-Ri - Ahn, Yoon-Young

Abstract

The objective of this study is to analyze how emotional labor perceived by casino
dealer affects customer orientation, and to examine the mediating effect of job stress
in the relationship between emotional labor and customer orientation. The results of
this study can be summarized as follows. First, casino dealer’s perceived emotional
labor had a significantly negative effect on customer satisfaction. Second, perceived
emotional labor showed a significantly positive effect on role overload related job
stress. Third, in the effect of emotional labor on customer orientation, role overload
related job stress plays a partial mediating variable role. These results indicate that
casino dealer’s emotional labor is the key determinant of job stress caused by job
overload and customer orientation.

FH0] : ZHE ==(emotional labor), HFAEY A(job stress), T2 XN

(customer orientation)
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