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Abstract

Purpose — Counterproductive work behavior(CWB) was typi-
cally categorized according to the behavior whether it targets
other people(i.e., interpersonal CWB: [-CWB). Employing organ-
izations(i.e., organizational CWB: O-CWB) has emerged as ma-
jor concerns among researchers, managers, and the general
public. An abundance of researches has informed us about the
understanding for the antecedents of CWB, whereas little is
known about the antecedents of CWB directed distribution serv-
ice in employee's emotional labor. Therefore, the purpose of this
research is to propose a research model in which surface act-
ing enhances emotional exhaustion as an emotional labor strat-
egy, which eventually increases counterproductive work behav-
ior(including I-CWM and O-CWB).

Research design, data, and methodology — This empirical re-
search data were gathered from the samples of full time front-
line hotel employees(including front office, call center, food/bev-
erage, concierge, and room service) in South Korea. Six hotels
were selected ranged from four to five stars, including privately
owned and joint-venture properties. A convenience sampling
method was used to select hotels. Full time frontline hotel em-
ployees from the six hotels were surveyed using a self-ad-
ministered instrument for data collection. With the strong support
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of hotel managers, a total of 300 questionnaires were dis-
tributed, and 252 responses were collected indicating a re-
sponse rate of 84.0%. In the process of working with the 252
samples, structural equation modeling is employed to test re-
search hypotheses(H1: The relationship between surface acting
and Interpersonal counterproductive work behavior(I-CWB) is
mediated by emotional exhaustion, H2: The relationship between
surface acting and organizational counterproductive work behav-
ior(O-CWB) is mediated by emotional exhaustion). SPSS 18.0
and M-Plus 7.31 software were used for the data analysis.
Descriptive statistics were used to assess the distribution of the
employee profiles and correlations between factors. M-Plus 7.31
software was used to test the model fit, validity, and reliability
of the factors, significance of the relationship between factors,
and the effects of factors in the model.

Results — To test our mediation hypotheses, we used an an-
alytical strategy suggested by Preacher & Hayes (2008) and
Shrout & Bolger (2002). This mediation approach directly tests
the indirect effect between the predictor and the criterion varia-
bles through the mediator via a bootstrapping procedure. Thus,
it addresses some weaknesses associated with the Sobel test.
We found that surface acting was positively related to emotional
exhaustion. Furthermore, emotional exhaustion was a significant
predictor from the two kinds of counterproductive work behavior.
In addition, surface acting was not significantly associated with
the two kinds of counterproductive work behavior. These results
indicated that the surface acting by frontline hotel employees
was associated with higher emotional exhaustion, which is re-
lated with higher interpersonal counterproductive work behav-
ior(I-CWB) and organizational counterproductive work behav-
ior(O-CWB). In sum, we confirmed that the positive relationship
between surface acting and the two kinds of counterproductive
work behavior was fully mediated by emotional exhaustion.

Conclusions — The current research broadens the conceptual
work and empirical studies in counterproductive work behavior
literature by representing a fundamental mechanism that how
surface acting affects counterproductive work behavior.
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SR, Zlf E5=H 620 275t =AS L RAU0|A 3005
MBg H|RS}0] 25252 SITUCHSEE 84.0%). SER 54

<Table 1>1} ZC|.

3

<Table 1> Demographics of Sample

category frequency(n) %
male 113 44.8
gender female 139 552
under 29 136 54.0
age 30-39 89 353
over 40 27 10.7
under 3years 85 33.7
3-5 37 14.7
work experience 5-10 61 24.2
over 10 years 60 23.8
missing 9 3.6
high school 2 .8
college 85 33.7
education university 144 571
graduated school 17 6.7
missing 4 1.4

2 gFo| Fa HE JZFEG| {oto] MAAT0|AM ojol 4
ZE HEE EfjE 2 g70| & dEEES -5t ALESt
ALCH<Table 2> #t11). EHAHL|= Diefendorff et al. (2005)0| At
g3 47 EE2 ABSIRln A¥AZE Maslach  and
Jackson(1981)0| AME%E 42%S, 7HOICHA HHEAN NAHE2
Bennet and Robinson(2000)0| A%t 72%S O|2JMCL =S =
ZICHAF HHMALE tsHE2 Bennetdt Robinson(2000)0| ARE3H
8= O|E83LCE OIX[HezE 2 AT ME ZEARR; HiALZ
A 0 g2 O0Xl= geMHla SRS dME SH5SH7|
2510 FH/E™EE HA(Positive and Negative Affection sched-
ule: PANAS)E & 231¢=0 Watson et al.(1988)0| HA|st 28
=2 ZESIUHIE EM: 47 28, 28 M. 42%). ZE &
Y22 58 2[HE HzE AMBIeH, 12 TE "X UL,

3 2E0[CE 5= ‘Of@ QHCPE SEIEE SIQich

-

33 ME|MI} Bt 24

BEo| Aorx SMS EA5}| S| JIESARND MaE
242 SPSS 180 SATZIXIS AFBsIHOD|, ZHBHO| Az
St EFY HEI 7k YES Meplus 7318 AFBSHCE 3,

2 EECOf WHIEZGo| HEE AS =g 4 AACHNunally
M, SY=Ho| +HEIFES &Qlot7| 2/l

=
M 2ol QOlE MG (confirmatory factor analysis) &L}
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(<Table 2> %t1). BHO| Mtz 2 QI3 7ﬂzr, =Mpalo| Xtz 2 LIEILKBagozzi & Yi, 1988), THMAIRE Al HEE ZHoz
MEMo|  BEE ZHoZ  LIEREOMH(X(410)=902.17,  p<.05, HHHE| QICK<Table 2> &fD).

CFI=.92, TLI=.91, RMSEA=.07, SRMR=.05), =H&Z%°| Q2IXx|
EAXoE Q9oIst AoZ LIEfLKBentler & Bonett, A4 HELCH 2 X2 8

Y50 B

DMI”*OE HEEE S =ol5t7| fIohM AVES| H&20| &
CHFornell & Locker, 1981). <Table

1980) +EEIFH0| EEUSS & & UAACL AW, LgH=| 3>0i '—fEH A1p 20| AVE HMad 7*0| CHE Hetel o2tA
& (composite reliability)g{2 .75 Zitol= A2 LIEI2n E THCH 3A HELE HEEEY 7IEE §

TFE= S M(averaged variance extracted)gf2 55 Xifste Ao

<Table 2> Scale Items and Construct Evaluation

Constructs Items A*

1. | just pretend to have the emotions | need to display for my job. .84

Surface 2. | put on a "mask" on order to display the emotions | need for the job. .90

Acting 3. | show feelings to customers that are different from what | feel inside. .87

4. | fake the emotions | show when dealing with customers. .84

1. | feel frustrated with my jobs. .69

Emotional 2. | feel used up at the end of the workday. .87

Exhaustion 3. | feel like | am working too hard on my jobs. 88

4. | feel like | am at the end of my rope. .84

1. | made fun of someone at work .78

2. | said something hurtful to someone at work .71

Inter- 3. | made an ethnic, religious, or racial remark at work .80

personnal 4. | cursed at someone at work .79

cwa 5. | played a mean prank on someone at work .89

6. | acted rudely toward someone at work .84

7. | publicly embarrassed someone at work .89

1. Taken property from work without permission 72

2. Spent too much time fantasizing or daydreaming instead of working 77

3. Taken an additional o r longer break than is acceptable at your workplace .81

Organi- 4. Littered your work environment .76

zational CWB | 5 Neglected to follow your boss's instructions .83

6. Intentionally worked slower than you could have worked .83

7. Put little effort into your work .79

8. Dragged out work in order to get overtime .83

1. distressed .79

Negative 2. upset .88

Affect 3. nervous .91

4. guilty .86

1. alert .78

Positive 2. enthusiastic .83

Affect 3. active .89

4. proud .84
x4(419)=902.17, p<.05, CFI=.92, TLI=.91, RMSEA=.07, SRMR=.05

Note: * p<.01, X\ standardized loading
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<Table 3> Construct Means, Standard Deviation, and Relation

Surface Acting Emotional Exhaustion I-CWB O-CWB Negative Affect Positive Affect
Surface Acting .75
Emotional Exhaustion 22** .68
I-CWB A7 .36** .67
O-CWB 9% I T2% .64
Negative Affect 27 .36** .36** 44 .73
Positive Affect -.36** -.22%* -12# -12# -57* .70
Mean 3.09 1.96 1.50 1.32 2.01 3.19
SD .98 .78 .62 54 .89 .88
CR .92 .89 .93 .93 .92 .90
a .92 .89 .93 .93 .92 .90

Notes: #p<.1 *p<.05, **p<.01, CR=Composite Reliability, the number in the diagonal is the AVE(average variance extracted)

— - =

2 2% Ano|7| mjzof, SUEHHAOl HOl(common method
bias)7} 2tdlgt 7+5440| =Lt O] HWO|= XtZ9| EfA#0t OfL
2t #MZ0e| LA ELSd(internal validity)2 3 &g = AU7|
2o O Mz Mg melstn, Azt 42 2Ho) gtgsor
SiCt. SYgiAlol Ho| HEE melsy| QoA =y 2012
ME Ed| MAG| EQUCHPodsakoff et al., 2012). EAZn} oY
M7 %3(434)=3923.97, p<.05, CFI=.43, TLI=.39, RMSEA=.18,
SRMR=.161} Z'0| $iX3| W7| ME0 SLYHOZ QIgh Ho|L
M Itsde MdUjxoz WrCtn TR QA

S, BHO| AZE RE ZHYRSL AP|EDY MEXYC
[e]

SHOIN QOQlEMo| ZIE HIEgoZ JHdE HBSIFCH<Table
4> &) obH, MAHAFO|M KMAleH ot Zo| Hd, o™, 27
7|12t PANASZt Zt™HA2 (0f: e.g., Chi & Liang, 2013; Dwyer,
1983; Karatepe & Tizabi, 2011; Zapf et al., 2001)2} HHHALR 1t
A5 (0f: Sakurai & Jex, 2012; Berry et al., 2007)0f ¥ O|
X|7| Z0] Ol Yl 7tX] ¥M+=E SHISIALE

7M4ABO| UMM FEREEYHO| DYEGEE SHQISIRACEL ZH
M3t X|42 oIt ZAnt, x%(503)=1020.34, p<.05, CFI=.91,
TLI=.91, RMSEA=.07, SRMR=.062 L}EIL} CH{EEO| £=X|7} HE
XE EAHLE ZAKIE 2o|n 7| W20 & S+ 2Eo| 744
S22 ot7|0f MEsiChe HS Tohe = QURALCL LSO, LYdH
$0| My oISk ZADf, ZAHADO| i MHS R*=19.4%,
CHoln ==of Cigt drdars SHEof Cfgt d3=e 22
R?*=26.1%%} R°=34.6%2 L}EFLICE.

C2oz2 HHAMQIF A™HARE Oj72 I-CWB/O-CWBO|| O|X|

gl

= 2749| Oi7hzit 7kde AEIULE OhalE 57| siM
= gF0Me= REAEEfE(bootstrapping) HHE AHESIAUCE
(Hayes, 2013; Shrout & Bolger, 2002). 1tH0f|l= Oi7i&0tE =
H5t7| 2U5t0] Sobel(1982)2 &4 HrH0| BLO| ALEE|RY2LY, Of
B2 OfVj2ote| Exot WAREEE Zoof ot 7PEE HA|
2 oich Jefut x2 oy AF0Me D7 207t BtEA] Had
=5 MECtn JPgg £ gt Hug|a Q47| UfZ0i(Hayes,
2013) HE XI2E NEE(re-sampling)sfM FHS= SEAEZ|
o diHo| CHete = 0o|8& QUCH (Hayes, 2013; Shrout &
Bolger, 2002).

Hayes(2013)7 MA|gt CheOi7i20tE ASSH7| Qs a9+ =2
o HEE 4 ZEASE UL mHAERE d-AZ0|
o o= OX[= ALE LIEtH2H(b=.15 p<.05). ZAELEE
I-CWB(b=.26, p<.01)2} O-CWB(b=.28, p<.01)0f Z}Z+ Ho| st
OX|= Z{SZ LIEIGCE HHH, EHEHLQ|= -CWB(b=.10, p>.05)2}
O-CWB(b=.09, p>.05)01 22t SAHE el [olgt Feks O|X|X| 8
2 A= UEIRCE o[2{3h ZutE HIECeE, Ii/jautE 24
b 2420 ALl -CWBZH 2= 2-AR0| 2[5 oj7y
b= ZA2Z LIEILIM 74 12 X{EIL|QICHb=.024, [.003, .065]).
Alof] EEHAL 7L I-CWBO| Al FokE O[X(X| $e AR
EfLH(b=.058, [-.016, .138]), ZHAD = HHAL|Z} I-CWBO]| O]
K= ZAE 2 Of7l(full-mediation) = AMAS F &= AURQAULCH
(<Table 5> %t1). Ct2o2, FHALQ O-CWBEHA = Z™-ARD
Ol 2l OH7H3l= A= LIEILEM 74 2= X{EHL|RICHb=.024,
[.003, .065]). =A|0 EHAL7F O-CWBO| HFZXQl Fkg 0%
X Ye ZHOZ LIEHLKb=.051, [.013, .127]), ZHAD = HHH
2?7t O-CwBOf| OXl= ZAE & Of7fE & = UAALCE
(<Table 5> %tm).

OF M
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<Table 4> Path Coefficients for Research Model

Path Standardized Coefficients t-value

Surface Acting — Emotional Exhaustion .15 2.18*

Emotional Exhaustion — I-CWB .26 3.88**

Pathsof Research Model Emotional Exhaustion — O-CWB .28 4.38*

Surface Acting — I-CWB .10 1.45

Surface Acting — O-CWB .09 1.42

Gender — Emotional Exhaustion -10 1.32

Age — Emotional Exhaustion .11 97

Work Experience — Emotional Exhaustion -.22 1.94

Positive Affect — Emotional Exhaustion .07 .84

Negative Affect — Emotional Exhaustion .39 4.85

Gender — |-CWB -.09 1.27

Age — |-CWB .02 15

Controlled Path Work Experience — I-CWB 13 1.16

Positive Affect — |I-CWB .33 4.00

Negative Affect — I-CWB 12 1.42

Gender — O-CWB -14 215

Age — O-CWB -19 1.63

Work Experience — O-CWB .23 2.18

Positive Affect — O-CWB 44 5.79

Negative Affect — O-CWB 19 241

Notes: *p<.05, **p<.01
<Table 5> Indirect Effects for Mediation Model: Hypotheses Test
Effect Path b Cl95low CI95%high

Total Effect Surface Acting — I-CWB .082 .007 165
Indirect Effect Surface Acting — Emotional Exhaustion — |I-CWB .024 .003 .065
Direct Effect Surface Acting — |-CWB .058 -.016 138
Total Effect Surface Acting — O-CWB .075 .010 157
Indirect Effect Surface Acting — Emotional Exhaustion — O-CWB .024 .003 .065
Direct Effect Surface Acting — O-CWB .051 -.013 27

Notes: #p<.1 *p<.05, **p<.01, b: unstandardized coefficient
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o ndds 7ol A0l thet NN HFHLISS HS o S50t
A ol & UA =RACE.
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