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ABSTRACT

The Effect of Emotional Labor on

Customer Orientation and Job Performance

— Focusing on Korean and Chinese Emotional Laborers —

Song Choong—hwan
Advisor : prof. Jong—rok Yun, Ph.D.
Department of Business Adminstration

Graduate School of Chosun University

This study analyses the effect of emotional labor behavior (basic
internal action, internal behavior of interaction, internal focus of control,
basic surface actions, and deep surface action) of emotional laborers
from Korea and China has on customer orientation based on the results
of existing studies. Analyses the effect customer orientation has on job
performance. Analyses any moderating effects of organizational socialization
between emotional labor behavior and customer orientation.

Recently, as the importance of the service industry is becoming bigger
and customer satisfaction and touch service have been considered as a
means to determine a competitive advantage of companies, human emotions
have been commercialized. Therefore, Jobs which require emotional labor
at contact points with customers are increasing.

In this recently— increasing service industry, the need for emotional
labor behavior is increasing.

Therefore, this study categorized emotional labor into internal behavior

and surface behavior to test their effects on the customer orientation

- Vi -
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and service performance. Also, this study compared inbound to outbound
labor behavior.

The results of the study are summarized as follows:

When the effects emotional labor behavior had on customer orientation
was examined, the surface behavior of inbound labor behavior did not
have a significant effect on customer orientation while internal behavior
had a significant effect on customer interaction. Surface behavior and the
internal behavior of outbound labor behavior had a significant effect on
customer orientation and customer orientation had a significant effect on
job performance. When mediating effects of customer orientation were
examined, 1t was discovered that the relationship between internal
behavior and job performance of the subjects were mediated by customer
orientation. This study examined the moderating effect of emotional labor
behavior in inbound and outbound labor behavior on customer orientation.
To test the path factor and significance of the group with high
organizational  socialization and the group with low organizational
socialization, this study conducted a multi—group analysis. Specific results
of the analysis are presented as follows: Organizational socialization had
a moderating effect on customer orientation.

That is, as for the effects of internal behavior on customer orientation,
the group with high customer orientation was more organizationally
socialized than the group with low customer orientation. Customer
orientation was higher and had a moderating effect. To test the path
factor and significance between the group with high organizational
socialization and the group with low organizational socialization, this study
conducted a multi—group analysis.

The results are presented as follows: As for the effect of surface
activity on customer orientation, organizational socialization had a

moderating effect on it.(t=2.874).
— Vil -
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That is, the effect of surface behavior on customer orientation was
higher in the group with high organizational socialization than the group with
low organizational socialization.

Recognizing that emotional labor behavior 1is important in the
recently—increasing service industry, this study examined the effect of
emotional labor behavior of labor behavior who were engaged in emotional
labor on customer orientation and job performance in order to present
suggestions on the control of human resources and for higher performance.

Also by analysing any moderating effect of organizational socialization,
this study presented effective strategies for organizational socialization. It
1s expected that this study would present strategies for effective human
resources control based on a comparative analysis between inbound and
outbound labor behavior, However, as this study did not have more
extensive samples and focused only on labor behavior due to the
research scale and budget, the results have limitations in that they could
not be generalized.

Further research will be more extensive to develop effective strategies

for higher customer orientation and better job performance.
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<E 2-7> B G F2AT 2

A7 A EA4

F AP (Surface Acting, SA)

Hochschild(1983) . .
WA 389 (Deep Acting, DA)

xHYL(SA)
Ashforth & Humphrey(1993) a3 $(DA)

21213 £](Genuine Acting)

74 F-zZ3HEmotional Dissonance)

Kurml & Geddes(2000) .
44 = (Emotional Effort)

FH LA (SA)

Gandey(2000) 3
a3 (DA)

A4 7 Zd (Automatic Emotion Regulation)
EHPL(SA)

Zapf(2002) B9 (DA)

74 F-23HEmotional Dissonance)

A3 1 %318 9] (Deliberative Dissonance Acting)

XA (SA)
Diefendorff et al(2005) A 31 (DA)

A4A A A F 8 (Expression of Natural Felt Emotions)

71 2% W39 (Basic Surface Acting, BSA)
A3t M 3 ¢} (Challenged Surface Acting, CSA)
Blau et al(2010) 7] Z WA 3 9] (Basic Deep Acting, BDA)
3)9l(Perspective Taking Deep Acting, PTDA)
M E 3 9] (Positive Refocus Deep Acting, PRDA)
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s omste 71de] g97F A9 o]oE FUMAITIE AS on| gt

A GFFL FAAY] AT uASe] Faol & o] HIF Aol FAHA
o7 Ysstes Y MUdFe AEgS Uil Aot (Brown, Mowen,

Donavan, and Licata, 2002).

Kotler(1994)% nZAXFolgt 7| oz stolg 7|99 Azt A7t ofY
g 7S diWele ALY A e &5 et Aol
3 3o Kohli and Jaworski(2003)= AAX TS 1S
7HAE 98 das dE5S aRHolal aEAoR HEdte ALy
o]ttt

Narver and Slater(1990)& ii78e] &5-5 wpo} AAA HTp £ &

5 Fos TS AASIE ThA s doteln geta ARsgih

A 2o 7S = e &40 AT W B Ao AR <l
ZIEel A b Auls FAFEE T aANRE Folil BARAE S
22 719 7HAE melvl A% =S AlGeta v ol d VYgEe =Y
7b7kel Zldsol v A g ol m] AGAFA Q] F-is T8 o7
SevhE Uehils AR a3 =] Ay AaE yepdos fHelM =
el ks GAstr] fs 719l sl el Ik Ard ]l HA o
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-5t Y AAdS mdslte Aol7] wd #AA ARV A 45
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Grandey(2003)2] dAFoAE WHPd= pale] 7AAHS At AA=
7= e S BRI A xdsks Aol7] wiimol Wz aAAqn 2
Tt A BAgel dlon, FUL = nAMN e F
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# EHOHH °F71ﬂ% Aol FdA et AN uAXFA FAHA 4

0] e BAHES 2A
o G714 wAE FHNA U2 F 9L AR 95T F
2.3 2133}

2.3.1 2FA3|8ke] A

BB Qo] ALElH B fstel WEele W9E v Lo

We ASeE Sgoln sgom Ay 2Ae APAAE Pv
RIS

i<}

o
4

ins
ON
N,
:{o
X
ol
o,
k]

o o

re
o
off
ob
)
=S
ol
£
)
rﬂ
L
=Y
k3
s
<
~
N
H
M =2
o

O
1
v
A
off
ol
=

S Hofake Aol & # ATF(EEE, 2001).

Aol FAE AgAbele] A Ao AR} HAD JFAE A
=49 Toll W wd ‘%l A} wbgol A ZFelzh Al HW A A &
Sy A goz AdrARE S M2 22 oM =zt
St5al sk el Aeshy] AsA V1ol nAddelA gyjsta, A=
Aol A wHsHA dAsta gl el di oldlE w7 A% ARE A
°F &t(Jones, 1983). &AM AT 4T T4& ¢hstetr] 98 o
w4 Ao e shuEA 2AALs s dEfs ST A, 2007).
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Fdsta A Yrie FHow Fed 1S HEH yrie FAHolg
o] AT,

Van Maanen¥} Schein(1979)< Z:Q’Wﬂi} Agfolgk A AagA &
A aHe dg= vk s A Fo e =
AtEEol o FxstEE o R 7“«]3}115}.

A3 8L dEfoleb= gol& AMESh A2 5AS A3 7l disk
o] & ofF7t Al = Aol ofe} Ao deo we} depd 5
ol (B 9, &5 %, 1996; Van Maanen, 1978). & o] A &3t
of A¥tgleo]l ZAALS|SE deEFe 22 QARgE A e JEA g o
2= Bee AVlE AlstAl e, $F5, 1996).
A(1995)& =4 WFFAdew &7t 24904, 7HAS 5o 9%

Jdagh Fio] g 71%011/} ALE A A2 T& F8 sES Wk

Aojetdlet. ol X4t AA5(1993)9] AFtollA ZZAALS|SLE H]F4]
A e 8 7Sy A %JJr e 49 e A2 Fsag
Aol Jas FIdAY HxRE G f8 ZHxFolv Ald F
9 T A= Aol FYg np
AEAd-HE5(2003)9] Aol 7HdEe] HFelidles 247HA9 1 &
ot Aol QR = AAE FAEAAH] dAE F =
stal Ao A e R dtv AL REA WEtEo] Ve HAH o Hoet

Allen(2006)9] A7l A= 22 M8 8) A=Fs A2 dAAbEol =

2oA F o wEA A 5 YT ok YAR QlE FHE e T4
Fe BSOS FolA FoEN ZAqA FoR s HEY g5 ANES 9
T QA Aol && A sk FHeE Aot

Z25A(2009) = FH0 ] AAEANA FAshe

BN

N o
Mo ¥ N X

ot

rL

=

2AAIE 31 ek 2ol AHgshe AHES el A R
RAT BE o] AT Tuttle, 2002). %7
oA APsez ofw Hhol
1] X th(Fisher, 1986; Schein, 1968).
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A3 8 s FEl I ES 249 ddo] E FE JAAT, A L&A
225 olgrgr =% 9t} (Ashforth 2007; Korte, 2011).
45 o FEHoly e FAs ol st
Itk FARAES AEd A AFS dAs] Yal A
At =9 & Fojn, RE A7) & w5, A T FAALI n
= WAE FAstE A Aotk (HE Y, 2013).

2.3.2 2AA 5] FHLL

A=A Absl st 22433 A AAel Al sde AR 73S Aleshs
Wiiolm o= AYARY Y w§ TR At 7AAUE g g
old A Fo| s|FIt(o]A, 2013). AEF A3 EE HAAENA =13
A YAE DA AAM T8 o2S AHAIIA "k (Backer, 1964).

E5 Ao A [ Al wFatr]el golatm, Algto]up FAHH|E tiH] & o
T EAES] v 5% Jhestth A=A AFSE dEe AR S
e b A a&Aow ALEEA Hoh

Van Maanen & Schein(1979)¢] ZZA}3]sl defaQl Rdle 223 stE
olgist=dl 7H& "ol AR&E= AW T shuelw ol xF o] A3 s}
Fad FEdEolA dFE vA=H AHSslth

g, Jones(1986)= ZAAL2gE AT, T4AQL, A4, 1A AR

AE4, sl dga A 24 R Rl

3708 el QoM A e AA dEe Aoy wide e dgew
A g A A Wes Y3 dgFew, A%

A ek dEfe s FEsknh(e]d, 2007).

Cable & Parsons(2001)<& Van Massnen & Schein(1979)9] <d+-¢}
Jones (1986)9] A5 HlwstHA Jones(1986)9 XA A3 FE
el SAAA AsMEs Hela AEw o= Jones(1986)9] 37kA Ab3|sr A

de o] Aele ¥ "ol =8 & du= A
Van Massnen & Schein(1979)] A|A[gE of A 7} w}y HihelA] of oA

2|

_39_

Collection @ chosun



a5 ATE ERANTIA Fdte HE EWHA uAkd e Abg st ErS A A
A TH A E- A EHE, 2004)

AEA A E s Al Y JAE Fol FAl wHS AAEHA] 2a 7]
e A4S & F dES fFeste olth(o] A, 2013). &t Al
thefet Gatol] tis] wHAIZ W ALgstE A=) EA AL gl 71E9] F
@A Abs]stel Bl Az H|GREO A BT} @ FAE sof k= Aol
ALk ol FFTE FAHOE st A A=A AMS|E Ao dis] sE A AL
313} ders Hrh Wol &8Fnh £, A=A ARs|EF dEfel] gloja] A AL S
NIAES FYste] %S sto] AR Hlzek Aife] o] Akl AA
ok NEA ALE e el tha] A AES 47 s afd A4Ee @ 5 s
2 slo] thFsk Jpx P e HEES FAs "t

ZAALS] s el WAl P Fdoly egldEold B WEY Fo] It
(Louis 1983). o]lsollA WMEHS Ado] 49 5~10%°] 244 WEL] &9

T2)A wlEYo] B AAojrh(utgt

Ha 9= AAolu, s o}&7A| A

ojdel= AP ES g uE H FAS AT olHd A
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21 3l A%

A8 o] 28A1f3, 2009). 1y 1990 o] Fell= AIJAINES F7
Wiel w2 gaHor HEetr] kel vt wES e sEAA FA
2 9123} 0™ (Chan & Schmitt, 2000) o]= 71919 557 A A7

FAE 4 T Fagk AR A aQlow AgrEo] gk
% gL PSS A= HEfol
Aol 1 HE = dote Hixe S 8 AUl wEoldd
of e omAE v AY frAEE @ 9lolth(Villanova & Bernardin,
). B A ALY oAy AAGS P HAsiA AREske A
of %3 4= At} (Tetlock & Manstead, 1985). A7| & Agolglae EF &=
= AF3A Aokl Ao A Fagk 93-S ghth(Schlenker, 1975).
HATAEL QIZE Atelol EAlek= el Qo] 71 A1 A%
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S AR E ZFxa grh(Meads, 1934). Q1A#AE P L= vt
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54 Wkl AX-o|th(Zerbe & Paulhus, 1987). til Al
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—>
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ME | M | SD Ty | gwas | ad | AEs | A | an
7%‘;1% 357 | .623 1
No)A]
311;7%;3 367 | 649 | .565" 1
T
‘Jfﬁ,ﬁ@ 3.42 | 565 178] 218 1
e | 865 | 618 | 3707 244 212 1
|
zﬁ% 376 | 576 | .250"| .312| —.009| .194™ 1
am | 381 | 594 | 3187|245 194 4287|281 1

“p<.05, “p<.01
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FIML(Full Information Maximum Likelihood)2-

o,
o|N
rlo
X

oM, RMSEA=.0472 #3}3st 2
Mo R RS AEa

X ’=612.250 (p<.001) =
7] 7hs]-o E}yﬂ

SEREEA

=
R

a-

U?séo

k)

<% 5-12> SARFP] HE AFAA<FTT>

X2 df NFI TLI CFI RMSEA o)
713k — — >.90 >.90 >.90 <.80" >.05
A
o & 612.250 155 .889 .878 876 .047 .000
4

* RMSEA7} <.050]W 28 A3 (close fit), <.080]H M

v Rele (E43], 2007).
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E 5-14> SAHARY Y IAAF<TH>
qAA%  SeIE mEes

HES DR — X1 1.000 639

— X2 1.013 610 .093 11.194

— X3 1.141 764 .078 9.101
IAFHYAEYS] — X4 1.000 444

— X5 700 587 .100 7.036

— X6 742 521 .096 7.761
sl &9 — X7 1.000 683

— X8 1.150 901 .068 17.009

— X9 1.116 875 .063 17.670
= 2 A} 3] 3} —  X10  1.000 530

—  XI11 917 897 .079 14.395

—  X12  1.144 839 072 8.687

— X13  1.111 719 071 7.673
A B —  X14 1.000 .688 .067 10.677

— X15  1.174 801 067 11.674

— X16  1.776 824 064 12.870
2} 3t —  X17 1.000 872

—  X18  1.243 792 .065 14.616

—  X19  1.190 676

* p<.001
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At ARyl HARAF FAHAAE vS <F 5-15>9 AAE] Ut}
% Z

v EF3} 3}

. ) t A3

AAA+  IAAAS *
HESELGE — AR 379 473 3.027" =] =]
IAGUAARS] — AR .385 411 3.865"" =] =]
A3l )] — WA 122 189 1.428 7] zF
RIS — A% .329 423 3.952" =] =]
p<.05, “p<.01, ™ p<.001
TAACE AHEYH Fx A=A ABesds] T 72 HEA S
= aAAEgAde Aol 33 (1=3.027, p<.05)S Al o mABHY
AP Ao J&FH (1=3.865, p<.000)S FAsIoh. 2l AIEHY
Ae uAXFA JFH (t=—-1.428, n/s)S FAEA Fdth. A FA
2 A FA el foue J&H (t=3.952, p<.000)= PAFSFSI T}

|
F3o) Auaglel FAse 2eAE dgoR BAF An FAAE
214 &I dEo] ZlzlHgefet uAFlHA L= Mujs A 4ol A ¢
oC:] -

: %
AL 4 YrlE Mattila(2002)2] AFAIAE FAuAE= Aoz & 4 9
o Y (2011)e] AFolA EAAe 7+ o
A% sl ol ARG JFAT} vk AT ARe A vk

lo
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0, 43 363

@. 11 103 0, 19

1 4p6 ¥
e 3 e | e '
,.368
@’ ': 0, .10
-02 @

0,25 349 394 0 14
1 IR ER e
@: -92 0,.23 4 98 o
~ 1 1.'0 ) 33 . 6o —1
1 62 1223 1.1?3,.41
@~} 2=

39
0119 3.46
13

<I9 5-4> ZFRAF

5.2.6 AR A milad HF

f /Aol e E32 dolr ] 98] Baron & Kenny(1986)¢] A¢ke] u}
2 3AEAS T AAET o2 wpladE ARHer AFE]
Hete] AJHAAE FAE AFEEte] wiladE A5t (Preacher &
Hayes, 2004). o]g]3t F W39 A gyte] tiajas AHs7F viziA
of tia] w A& myket A Wi A gis) v A= adE 53
o= A3l
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A=A A =P 72 EHE e} uAS AR 1o 4s)
EAA 7 AR v = FEFBANA AR FAG e wjrjHle] giE
Ao A= Sobel test equation “z—value = a*b/SQRT
(a®#SEp"+b**SE,” )" o] 833 th(Preacher & Hayes, 2004). soble—test
Z %3 A9t < 5-16>0 AAHUT

DA GFA o] v adte] #s A AdE AR A =T V)%
ool AT et dAA A wiad= Fon skl
(z=3.131, p<.000). =Z uAGoHHHY LA} 25 dapete] BANA A
Agge] mNETdE ol s h(2=3.248, p<.000). wEbA XA
< A=A WAoot AR e Fou|gk wiypEel a9E Ko
RN AoZ yerwth e U9t AT et AA A aAH

<3 5-16> wiZi¥Ql &3 FA<F=H>

4 = 2 =k

W-1  slzuwas) — A — A7) 3131 /¥

V=2 aagomas) — aaxs — A7) 3248 A

W-3  AsmEas) - A — AR 1175 7%
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5.3.2 AAAA A -3

_l
o

o AFdAE HEE P #RAAS Fetsty] Aa AR S A
o BE AT E 7he] S <3 5-20>¢ st
TAR R AAPAE AHEH HHPSE WA (=.325), FAAS| 3}
(r=226), AF33(r=.535)¢ fFug AASTHS  Hyo  aAXIEA
(r=—.084)3}+=
tgos ydagelete] #AE AHEW, =
Xj]

]

1o,
=)
¥
aly
03
a=)
o
s
L
X
aly
a
gl
o

ARSI A A GG (r=178) R AFAI(=.228)9ke] BA= FevE HH4

HS B aAXFAY ATt aAE Ay AR (r=.253)8F

ar | Mol LR | RS | e | Awe | an
FHEe | 356 | 728 1

WHge | 3.84 | 608 | .3257 1
2 A 38 | 3.72 | 599 | .226™ 2447 1
AT | 3.88 | .644 | -.084 333" 178 1
AR | 397 | 578 | 202" 338" 228" 253" 1
p<.05, ¥p<.01
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<3 5-23> SAHRYY FAAT<IT>
SRRSO £ LY
YL — X1 1.000 613
— X2 679 298 152 4.456
— X3 975 545 144 6.772
Y &) 9] — X4 1.000 542

— X5 1.802 753 180 10.034
— X6 1.621 703 167 9.702

Z A A} 3] 5} — X7 1.000 723

— X8 977 786 087 13.646

— X9 1.029 521 103 9.474

—  X10 1.186 743 078 13.128

X &R —  X11 1.000 606

—  X12 1.331 513 174 7.662

—  X13 1.221 719 134 9.096

—  X14 872 500 116 7.525

2574 7 —  X15 1.000 693

—  X16 1.470 729 106 11.299

— X117 1.410 693 094 11.007

—  X18 1.858 725 157 9.853

™ p<.001
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<¥ 5-32> AR AAAF<FE>

CEEE S £ XY S

YL - X1 1.000 613

— X2 679 298 152 4.456

— X3 975 545 144 6.772
Y &) 9] — X4 1.000 542

— X5 1.802 753 180 10.034

— X6 1.621 703 167 9.702
zAx 38— X7 1.000 723

— X8 977 786 087 13.646

— X9 1.029 521 103 9.474

—  X10 1.186 743 078 13.128
AR A —  X11 1.000 .606

—  X12 1.331 513 174 7.662

—  X13 1.221 719 134 9.096

—  X14 872 .500 116 7.525
2} 24 3t — XI5 1.000 .693

—  X16 1.470 729 106 11.299

—  X17 1.410 .693 094 11.007

—  X18 1.858 725 157 9.853
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5.3.13 A AX3A S MANgH AZ=-F

w7 ol tigk g3E dolr ] 913] Baron & Kenny(1986)2] A otol
g 3 AEAS Fl AT deere wadE AdA R HSE)
7] S8kl AtHA = FAES *}3 v 7| & & 7453}035}(Preacher &
Hayes, 2004). o]&lgt + ®W59 g disixe JAASF7F vj7iHs
of dial v A= et A wisiH ‘?7} A § ol o 3l U]i]—‘i ades wetk
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A te 2
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HAAEsAe] AA=TEAL FaPFHAt WAL AT w A=
FREAAANA LAAGEG e vjZfle] G3E ofrR 7] fa E Aol =

Sobel test equation ‘z—value = axb/SQRT(a’+SE,’+b**SE,*)"S o]&
3} tF(Preacher & Hayes, 2004). soble—testE® &3+ A7} <3} 5-34>
of AAE AT fFolnigh wjriEl a3 5 Hola e AS AvEw a7
A g Yo AEAdele] BAS wsa g Aoz JEgs
o A wExe] el Araaele]l A maAx e w) &
B Fon s AtH(2=3.875, p<.000). 1 FHF S A FA 1)}
A NA aAAGFAL wiiads fFovue AIdE dEiA et
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