The influence of hotel employee's customer orientation upon emotional
labor and turnover intention
: The mediating effect of emotional labor, moderating effect of LMX
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Abstract

The purpose of this study is to find ways reducing turnover intention that hotel
employees who have customer orientation in a job environment which is faced with
emotional labor. The study was conducted on 360 hotel associates who worked at the
hotel for more than 1 year by selecting the convenience sampling method for 8 hotels
among the rating four to five stars in Seoul by contacting with hotel guest. As a
result of hypothesis, the customer orientation of hotel employee has a significant
positive(+) effect on deep actiong of emotional labor. Second the deep acting with
hotel employee has a significant negative(-) effect on turnover intention. Third the
significant mediating effect of customer orientation was examined in the relationship
of hotel employees” customer orientation fit to deep acting. Fourth, the relationship
between degp actiong and turnover intention differs according to the level of LMX
by hotel staff.

ZFH|0f : DHX|EEM (Customer orientation), ZA=S(Emotional Labor),
O|ZQ|=(Turnover intention), LMX(2|H-FA Zto| mEtatA)
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(£ 2) EH2Y2| gl Q2ZAMn AT 24

Latent Variavle Observaion  Conoept  Standard CR AVE CCR
Vairable reliability Error
CO1 717 205 18,942k
CO 2 713 207 18.746% %%
Customer Orientation CO 3 990 008 129.831 s 94 978
CO4 997 003 224,606
CO5 1 fixed fixed
Surface Acting 1 999 060 21.463%%x
Surface Acting 2 99 060 21.4633x
Surface Acting 816 946
Surface Acting 3 802 045 21,9845
Surface Acting 4 760 fixed fixed
Deeo Acting 1 692 052 12,6475
Deep Acting 2 77 066 14,330
Deep Acting - 067 .88
Deep Acting 3 720 060 13.204%%
Deep Acting 4 793 fixed fixed
T-intention 1 765 533 10668
T-intention 2 19 576 10870
Turnover Intention 54 802
T-intention 3 706 652 10.71 T
T-intention 4 691 fixed fixed
LMX 1 663 044 13,759k
LMX 2 773 047 17238
LMX 3 818 045 18,9265
LMX 677 925
LMX 4 876 051 21.276%3x
LMX 5 852 054 20,2815
LMX 6 862 fixed fixed

s 001
Model Suitability — x*=710.605, df=238, p=.000, x*/AH+=(Q#)=2.986, SRMR=.078, NFI=928,
CFI=9%1, TLI=943, RMSEA=077
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(E3) #Melel HYEL
Concept 1 2 3 4 5
Customer Orientation 9Ma
Surface Acting -.081+(.006)b 816
Deep Acting 63%+x(.006) - 206%+(.12) 667
Turnover Intention ~ —.061+(.003) 36x(.12) - 242:+(58) 418
LMX 364+(132)  —.025%+(.001) 52ex(27)  —.242+x(58) 677

*p< 0D, #*+p<.01

a2 AVERL b, () <9 s=xbe AdAISe] AlE

(% 4) sYuyEe HS
= 2 &) £
0o =R - ~ . N
8! S0 Y= B CMV  Difference
a9 ol oA 7P Ego] HE AuAF A 717 639 078
FeH 1 =33,
ki wAo] AolM B3 RES sds)
. b WAl gk 713 644 069
27)o] %1_6}—5— HE ARE AFET} 990 96 044
g HEAZ o BN o] E3ir) g4 H. 997 949 048
Au) 2ol i gt 17%‘4 L5 olsfslEn =33 1 956 044
aAq A S Holy] A el £28 Helth 999 98 019
7 7150l U Wk ujAE A7) Y8 w23, 999 9 019
%; IS S 0 7o) & AHS At E G 022
°© AL U v e 2T Wb AAR wre el
760 767 - 007
th2c},
AN £S FHE nkSS A B AT 692 586 106
aM A E&sof sl 7H o] LH QhlMPE g 5
e Qez vang 777 788 -01
s 3] £ onXE 1A BF] el 1AS T 3
gz 9| JuxE 2 jﬂ]} o F7] el o} 0 65 0%
=2 gt
B7|7} opd e u}uoﬂﬁ UoE 78S wiEn _ -
A, 793 7% 002
e g5 1~o¥t}‘ﬁ 0= 3492 272 Ao|tk 572 587 -015
Ue % o] 38 avtsa A2 A7to] Bt 647 67 -023
U AFED U2 B33 4lio] BRI o] 2] g
o] 733 766 -033
s oA gl
o U= o2 oA ez At 786 792 -006
£ ARG ZFoqio] Ymthd |3 TE&
M 42te AR ook 688 672 016
LMX 9] goE dAY Wl =S 848 u xdslFoh 663 443 2
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el 2lee W7h AN olelis As W 7k B

W g =oer) 73 63 I3

o] goe Yo o1& HEed. 818 734 084
o] Bde 48 o o} & gt 876 635 191
o glde Yo 7hsds & g Sk 852 735 117

ol gde W7k 23S g o vtk UE AR g 862 702 16

3. 7MAAF

1) FAMNE7Ee] olalatA] FH=

HA, AT 7MATE S8l AMOS 2302 AMgate] T2 S E4319ith
olo] AT AT <& 5> 9 o] Uehyth

ARG gl WA e dFE A5EE o HHEAE(3=633 P<00D),
FHYF(y=—081, P>00)= veht uAxggo] WHagFel #o3t g (+)e] dF
= At ﬁl**@i frojulatAl Uebstth E3 1P o] o] F el ko
ASe AT YR T o]F = (y=-144, P>05)°] TAHCE
F2 ekska, FUFPFL o] F 9= (y=307, PXO0DE YT o]&
HA42E o]Z 9wy} Zrlaithe AL HojErh

. AR ol delE 7k AEe] s 24

ARG o] A wFolghe WS Fall o] A2l ed njxl= miESE A
o] fal FEAEYFE o] &3 TUF Bels Akt Ao 14X
ol A sl A AAA oAt S TS 3o HA A
Ao W ETe i $AA e A dde <& 6o %01 UrE‘r
woh Aave Aol WASEIHy=638, P01 o] # o] &=(y=-034,
P<O0Dl SAH e fFojnetAl G2 mHoH, ARl 4‘346354 %4
ok oS wAA] Sttt o]l et WS (y=-163, P<00D9] R
e AR %91‘31'5}7%1 UrE‘r"‘OU%, e fode FEXEHY
(bootstrapping) A3 A%} p<0l F=ol|A 73t Aoz Yepydr} wat n=)|8)sk

ol ol 9] AA0 R GG v ghot AP oA 7ke] B
oA} WHEEE Sl LS FASATh RAXGET ol HEgt BA oA
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ERYE PAEIE Rel5E ekl T Relde] 4% w4 Rk

o AT oA el 7 LMXoll whE Apo] 7M. HF

AFAA LMXe| wE zto] HEar] Hate] 22 2E 242 §
=AM (Multiple Group Analysis) S 2AsHTE 2 AT e sz
LMX 52 HT3(355)S 7122 LMX7} %%-8— AHn=140)3} LMX7}F =2
Sn=200)= EFoFRTh LMX7F A9t 4 Wi e E(y=-177, p<0.05)< ©]
Aemo| BAACRE fondt JaFs FUn g‘ﬂi}sﬁ E(y=-080, p>0.05)& ©]4
ﬂmﬂ E?#W o= fromgh °ﬂ?%k% n| 22| Zsh= ﬁzi UrE‘r”E‘r st ] A

o 1o o

=2038.098, df=124°]™, W )5l

BEA3 5 2 2ol & dolr gtk AR x

A olAYER 7t G AkE A x? 2042483, df=1HE F JEe AR
ol 5 B * BREEE Fushd fo)F 00508kl ARErt 12w 97
A)9] e 38401 ARy} A AR Afrd gt x* ghe] xjo|rt BAH o
fFeatthe Ae vehdth &, AR E o] AR Ho] Y g Fe] o] ez nA=
FEFHA A LMXS] 2HEH7}E vt dedd & Uty P ol o]F o x|
A= R4 JFgFRA} SHHTY TEUT o] FAA LMXe] 2E a7
et BAA foAS A5 Aae <F 7> I 2ol Yehdth Wi sy 0119
T 7F A A LMXI He Hoke] #35

gl ol el 765019, Fo 4 1%C
A CR=6102(P<0.001) & et LMX7} & gete] FF31a015sl2e 4840]
H, fFoF 5% CR=5801(P<0.00DZ Ut} aid 7Hde] folsitte A&
1 = USITh ol LMXE WA 92& oA g so] o] e kof m]X]
= < LMXE =7 4e Jdut sAAcw WAom dalthe AL 9v]
gt} w2 FHdgse LMXo wat Agrd 7t * gl Aozt AR &
ofatA] ¥ Aoz Yeht A77H S 77kt th
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(& 5) T4 71g7Zte QlotmAet 7IHAS
Standard
Hypothesis  Indipendent Variable Dependent Variable ggo‘f CR. P
Customer Orientation
1-1 Deep Acting 638 058 11.640"
1-2 Surface Acting -.081 079 -1.501
Turnover Intention
2-1 Deep Acting -144 103 090
2-2 Surface Acting 053 5172 000
*p< .05, #+p<.01

Model Suitability: x2=491.087, df=129, p=.000, x2/df=3.087, RMSEA=091, RMR=.071, CFI=9,
TLI=945

(#6) AAHs 2t 2y &, 25, S50 Y o/l &0 JHHE S
Confidence Interval
Hypothesis Path Direct Indirect Total —
lower upper
3-1 Customer Orientation—>Deep Acting 638
Acting—>T I i = 205%x%
Deep ctmg. @over ntention O ~ 960 o034
Customer Onentat.10n7>Tumover 03 163 179
Intention
3-2 Customer Orientation—>Surface Acting 077
5 Acting—>T I i 115
Surface Acting urnover Intention Dok o3 007
Customer Orientat.ionf>Tumover 46 117
Intention
*p<.0B, ##p<.01
(® 7) LMXol| cist =F=n #AZ ¥ 2440t
R-Path X2 /df Ax2/df Sig.
Path 2038.098 124 -
Deep Acting—>Turnover Intention 2043883 125 5.785(1) <
Surface Acting—>Turnover Intention 2041694 125 3.59%6(1) fFrolsiA] %
*p< .05, #+p<.01
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) LMX lower group LMX upper group
Hypothesis Path
SE CR P SE CR P
deey ing—>
41 p Acting™> Tumover — es 610 o0ssx 484 5801 000w
Intention

Surface Acting—> Turnover

4-2 .
Intention

-063 -041 068 -024 -16719 093

*p<.0, *#+p<.01
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