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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 deep actiong and turnover intention differs according to the level of LMX
by hotel staff:

ZFHI0 : TZHX|EM (Customer orientation), Z&E TS (Emotional Labor),
O|ZlQ|=(Turnover intention), LMX(2|E-TAMY Zto| mEHEH)
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Observaion Concept  Standard

Latent Variavle CR AVE CCR

Vairable reliability Error
CO1 17 205 18 9425
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Customer Orientation CO 3 990 008 129.831 ke 9 978
CO4 997 .003 224.606%x
COb 1 fixed fixed
Surface Acting 1 99 060 21463
Surface Acting 2 99 060 21463
Surface Acting 816 946
Surface Acting 3 802 045 21.984s5x
Surface Acting 4 760 fixed fixed
Deeo Acting 1 692 052 12,6475
) Deep Acting 2 N 066 14,3303
Deep Acting - 667 88
Deep Acting 3 720 060 132045
Deep Acting 4 793 fixed fixed
T-intention 1 165 533 10668
T-intention 2 794 576 10.870%x
Turnover Intention S04 802
T-intention 3 706 652 10.71 1%
T-intention 4 691 fixed fixed
LMX 1 663 044 13.759%xx
LMX 2 773 047 17238
LMX 3 818 045 18,9265
LMX 677 925
LMX 4 876 051 21.276%x
LMX 5 352 04 20,2815
LMX 6 62 fixed fixed

sxp< 001
Model Suitability — x2=710.605, df=238, p=.000, X*/AH+=(Q7H=2.986, SRMR=078 NFI=928
CFI=951, TLI= M3, RMSEA=077

A AR A A4,
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(E3) Frelel HYEy

Concept 1 2 3 4 5
Customer Orientation 904a
Surface Acting -.081:+(,006)b 816
Deep Acting 639%x(,006) -.206%*(.12) 667
Turnover Intention -.061%x(.003) 36%x(.12) —.242+%(58) 418
LMX 364+(132)  —.025%=(.001) 52:x(27)  -.242%x(58) 677
*p< 05, *+p< 0l
aAbde AVERL b, () <t Sate A3AS] AlF
(I 4) SLUHEH HE
L [0l
L9l == Hgjer CMV Difference
a9 JAF A nANA 7P Ego] He AH2E AT 717 639 078
Toa =Eett
ki a9l Ao Fod RES sds)
254 he Ao wE g e
a7o] Yok RE AHE AT} 990 946 044
I g HEA 2N U] Exrl @A 997 949 048
AMu| 2o digt 249 875 olaslE 1 =it 1 956 044
aANA HHIS Hol7] flal 7HEY 55 Welth 99 98 019
s 7)8o] B wjr nAE A7) g3 =Folt}, 99 98 019
- - 1A SUd o 7vo] £ Ao I 802 78 022
S IAL e e 743 7} AA R w)e 2Fo
kil 3 w7 7:; W7 AA { o] 60 67 007
A =g FHE v /RAE R =33t 692 56 106
kL E&so} at= 7o St M HE g 4
a7l A flok :}P X EEJLH ol MHEH & o 788 ol
LHU:‘ )\AE—| —J—ﬁﬂq
\_ T £L ou|x|E A = ol= ;ﬂ/g% 3]
= sEo] £2 olu)x J——.‘;W] Hoj37] 93 =5 0 65 0
=g
RH7)7} obd ue] wheelM vdee e =7En -
H717} obd ve mf :1_1 1 % (R 3 06 0w
=83t
U= 5ol B, bE sdE $4 Flojt. 572 587 -015
= % ol 398 avtFa Me o] 647 67 -023
= 2 ZH o HA AlRo] HAETIH o] d
o1 e AFED Y d | 2% [Eks o 76 03
o APE Sl
- U o2 e dajEa Aok 7% 79 006
U dAET 2Fejzdo] vzt 5o 39S
w3718 sm gk oeoom e
LMX Y9 gde AU Wt =58 84S o A gsiFoh 663 443 2




Ao uAXGYo] Y o|f el mAE JFE A =E v aztet
LMXe] =487 123

el ddE Bk A3 ol e A W Few G

o s falshy Es}fu}_ a3 643 13

o glge Ul 971s 2eth 818 734 084
o] Zlge 48 o Yo} & gt 76 635 191
o] Zlde U 7heds & g gtk 852 735 117

o] gl Wk 23S UE o vith Y& AR 3t 862 702 16

3. 7HAF

1) #87/Wdzke] AshiA 7HAS

Az, AT 7SS Hdl AMOS 230 AHgste] Fx2ls 28519
ole] AFA = <FE 5> ¢ Zo] YERth

AR P L gl A= e A W dHePF(y=638 P<.001),
FHP(y=-08], P>05)& Yeht nA4x o] W s Fofgt 3 (+)e] 93
7 et 7JﬂZq oz TrJUl St YEbsT Egk 2 o] o] Ao =o
e

uR g o] 2 egolghs HSEE B3 oAz vHe wAEYE A
S37] Slal REAEHES o] &3 T Eals AAlsth s Y] X
o] ol A 44 JaFuAel SPHS FE5AE ko] BA oA
el milazed 3t 548 i8S A5 A9e <& 6> Zo] YE
wth ARFEdE aAx o] UHdEaHy=.638 P<00DT} o] A% (y=-.034,
P<O0Del BARCR FofueiAl Gg-S nHom, naxg o] g F2 2
ngk on| g mx]A] gkorTh PUEoﬂ gt el B(y=—.163, P<.001)9] 7}

_EL{‘,:

(bootstrapping)ﬂ% A3} p<01 "Zoﬂfﬂ frejgt Ao 2 et 3 14X
}\éo] 1114:01] 47\4 og Oﬂs‘to U] }

_ﬁ_
A
e SAACR frovisll uehgen, Pdadte] Rl FEXEH
k< 3‘53
] 7
A P F s ZaE Sl
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wRE] RN Fo15E Selold 1 felddel S HA) et
oh, 25T} ol 9% 7h LMXell uhE o] 7P 1%

2 AFedA LMXel w2 zfo] HEahr] Hate] iy By BAE B3
A TEEA (Multiple Group Analysis) S AAISIE T & Ao SEZ 9]
LMX £ H73#35)S 7o 2 LMX7F 92 A n=140)7 LMX7} &
Hn=200)2 73ttt LMX7}F A7) A9 W s (y=-177, p<0.05)
Aozo] EARCR Fondt S FUu ;{fﬂﬁ}aﬂ%w -050, p>0.05)& o]

To] BAHCR fofvgt G nXA] Eohe ACE YEhyith kel 4
- W E(y=-201, p>0.05)2 EHYPF(y=.071, p>0.05)= ]Xb]‘:oﬂ 57#]7‘4 o7

T G vAA Xeksih WHgEo
li‘;;(

rlo
(o]

A
3 ARE FYH Jéﬂ =l XHC’
12 2 =2038.098, df=124°]w, W3} 50|
ALy =2042483, df=1258 F e A=
0.05¢]8tell A AHF=7 1Y w] 4 A

Sgolez AGrdnt A WA Adnd by grel Ao|rt BAHoR
frelsitte Ae vehdnh & AR g o] AR o] Y ggo] o]A o x| 2]
JegFAA N LMXS] 273} vt #Aded = 9k A eFo] o] o wd
n2= ARA JEAe sHHse FEAS 1 AN LMXe - g
o]xl_o/]
A5 .76501131, % F3 1%l

A CR= 6102(P<0001 2 Yeha LMX7F =2 e 138kl 5eb2 4840]
o, o4 5%04 CR=5801(P<0.00D)E Yeht aig 7o) folsitte AL
g1 4= S8tk o= LMXE WA 123 koA wd) Fo] o] Akl n]x|
Bl
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A o] i) a2kt
LMXe] 2483 125

[Ny o |

(£ 65) 74 7idztel lntztA|et 7IdAS

Standard
Hypothesis  Indipendent Variable Dependent Variable e

Error 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, #+pl0l

Model Suitability: x2=491.087, df=129, p=.000, x2/df=3.087, RMSEA=091, RMR=.071, CFI=.954,
TLI=945

(E6) FMHS 2t HYEH, Y2

Ot

1 R oz 7HEH

o4

) ) ) Confidence Interval
Hypothesis Path Direct Indirect Total ——
lower upper
3-1 Customer Orientation—>Deep Acting 638
SN ) oo
Deep Acting—>Turnover Intention 205%% 950 ey
Customer Oﬁentat.ion—>Tumover 031 163 179
Intention
3-2 Customer Orientation—>Surface Acting 077
S Acting—>T I i 115%x
Surface Acting urnover Intention o 63 007
. o>
Customer Onentat.lon Turnover 4 6 117
Intention
xp< 05, *+p<.01
(E 7) LMXo| st =d&51 45 ¥ E4Z5
R-Path X2 /df Ax2/df Sig.
Path 2038098 124 -
Deep Acting->Turnover Intention 2043883 125 5.735(1) <
Surface Acting—>Turnover Intention 2041694 125 3.59%6(1) froleiA s

*p<.0B, #p<.01
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LMX upper group

SE

LMX lower group

CR

CR

SE

Path

Hypothesis

434 5801

6.102

765

Intention

Deep Acting—> Turnover

4-1

093

-041 068 -024 -16/

-.063

Surface Acting—> Turnover
Intention

4-2

#p<.05, *+p<l 01
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