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Abstract

Purpose — Service employees who work at airline check-in counters in airport are typically employed to undergo emotional
labor. Emotional labor of airport service employees is an important managerial issue that must be solved. This study
attempts to examine the underlying mechanism of emotional labor on turnover intention. It focuses on the consequences of
emotional labor of service employees. The purpose of this study is to examine and empirically test how the two-types of
emotional labor(deep-acting & surface-acting) of service employees differently affect the level of their job satisfaction and job
stress. It also investigates the relationship between job satisfaction, job stress, and turnover intention. For this purpose, first,
this study identified the structural relationship between emotional labor, job satisfaction, job stress, and turnover intention.
Second, it investigated the mediating effects of job satisfaction between deep-acting and turnover intention.

Research design, data, and methodology — To empirically test these structural relationships among research variables, data
were collected by a interview from service manager of domestic airline companies and survey from 179 service employees
who are working at single domestic airline check-in counters in airports in Korea using a self-rating questionnaire with total
19 items dealing with emotional labor, job satisfaction, job stress, and turnover intention. To test the research hypotheses,
collected data were analyzed by confirmatory factor analysis (CFA) and structure equation model (SEM).

Results — This study obtains meaningful research results. The results from this study are as follows. First, deep-acting has a
positive effect on job satisfaction, whereas, deep-acting has a negative effect on job satisfaction. Second, surface-acting has
a positive effect on job stress, whereas, the effects of surface-acting on job satisfaction did not show statistically significant
result. Also, job satisfaction has partial mediating roles to the relationship between deep-acting and turnover intention.
Conclusions — Based on the results of this empirical study, emotional labor of service employees is one of the key factors
influencing their job satisfaction and job stress. In particular, deep-acting is the important factor in emotional labor to
increase job satisfaction and reduce job stress. Finally, theoretical, managerial implications, and research limitations are
mentioned in discussion parts.
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X 7|E STUANSSE FA| i Bolof ol= S4-80 U4, 1
Of= MH|A XHZHCE #A¥s22 Qloh HFAE AT
deot HZ0|7| o 2 Aol AFENE =eloh=n AU
oj BEOZ HERIY| HEC SEAMHA HRE
s AL HESE B2 MEsH =R dEx
At  AEHZARPSOIM =L SSAL O A2 E 2
2|xte) HRE 8o €222 = 70 Arst=d
o1M2 P2 AR 2, O SYAHIL HZo| &0
A oto] HEX|E MAESHUCE. Chgez =W TSAt
e | X|@S or eI, d=xZe, Jd2(a Y
o HIZHOM SeAHA Y
AL HASA 2 Aol FXE E
xS RYSNICE SEHE SET 17989 dSA
A EE2XE MISSHALH, SHO| EH * HEXE
SIRACE THM 17972 2E2X|E HIZSIRL, =84
oF 450 SEAIE Helst 17572 SHAZ 242
ALt B=o TS HHET 019(74%)1f, HS(26%)2
HIE0 2 X0|E 20|11 ULt 0|52 HF2 304 0|20l
563H(32%), 30A| O]At 40A| O|2+O| 108H(62%), 40A| O|AHO|
11E(6%) 22 30M Ol 404 D|TO| 7+Y B2 HIES AHX|
Ak A7z 1 00| 38F(22%), 14~3EH0| 69
(39%), 32 0|40| 68H(39%)2= LIEFKLCY.
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32. FaEs Y & 5F

= 7ol FYESS STk 3l 7IE TS0
M Mzldant Efgdol d3E 58S 2 ATF0M =AY
Xt oh= Aol E-0 HA +Foto ArgSHRICE HA, &
T HE2 MUZAIEO|M SSAL O A=RE B2|X}
ool QEFRE S 7|E AFOM ABOEH FZELE 2
A0l AHSH=H ANl HefdS TAfet 2, 0|8 SN
HIA ZZo] J&o| S +3 3 2R6HRA0E A0 AL
B RE FYEYS2 7H 2FHE HE(1H: ™Y Ottt ~ 7
d: 0% 2ZECHE O 8oLt 28 S(LHHAS/ETAF)2

HIE SESHHEAS 322 SYMH[A d=of S +=F
SN MEAS HAS EESEE “HETSIIREHOIM
TR I IHSo|A FI-SHA SCisict 2 AMAZ O™
Ao dALIE AS L7ICp, "R D40|AH 200f St=
U4™ME ANEZE U O 2e2r “AHEY =HE sicp, 2|1
‘L2 FIAel £2 O|0X|E HOIF7| o oA T
o2 FHSHH sty =HZ ooy 50| AFEEQICEL ®H
HE BLEEE "HETSIIREHOM DAS O [, M2
W7l == A= OfE 7|20|L #4828 HEHSHE 427t
HCP, ‘R4 87k ZEEAHS W7 HNE e 72
b= CHE Wf7F BOP, O2|30 "ESHESTRHIA nAES
CHEt o, Ax 282 &7 A g8 84x= 482 oY
o B W7t BCP SO| AMBE|QUCE ZFotES| HF2
Churchill et al.(1985)2| ATO|M AIRE &= 4710 2&E
OCHE2 ARSI, RIEAEFAE Dormann et al.(2004)9]
ATOM AFREl &5 4710 E&2, 2|1 O]z Tett
and Meyer(1993)2| AT0|M AMEE &5 5712 Z&S AtE
StRALCE.
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4. MBEN

o

L

41, 5% B0l Mzly U ErE

ol

2 olno| ASEMo| YN TGS NZEE Htrl
7| 2l8l Cronbach's alphaX|=& 0[|83}0] Li& A@MS 4
ZSIRICE Nunnally and Bernstein(1994)0| XA[gt 7|&8 &

712 5t A==t 0.7 O|40|H MZ|H0| U= ALE HIYC
Ct22 ™EtZM(convergent validity) S ITHHEIEM
(discriminant validity)2 ZZS5}7| Q8 EBRE2AMAFZEZHAVE),
SAAMEEgHCR), d2|0 M 7t A 22 =ols7|2
SHRACEL BXN FE7/iEES MEEE A5S o 21, 24 7
740 Ci$t Cronbach's alpha A|4=7} Nunnally and Bernstein
(1994)0] XMAISIRATE LetEel =& J|EXQ 0.7 &325l=
AoE LIEHL} L7iEELl LA a2 = =l He=
2ol E|QICt CH22 YEIEdE =olst Au<Table 1>0i|A
LIEFS 0| A7 REol AINE XK=l RMSEAZl H|uX =
A Lh2 HOX|EH HpEYo| Moo IA fHikles £X=
OtL| 7|E} HIfEEX|s, S2HEX|+ $£X|=0| MEtE o=
HIOXE A3lstn Q7| [[H—E—Oﬂ(x2=277.973, df=108, CMIN/DF=
2.574, GFl= 900, RMSEA= .076, CFI=.929, TLI=.911, IFl=
930) FHHIHQl 2 Myt ¥ Aoz HErSHUC) =
¢ mE PafEel SHBH Ot 29 HXX|7} 062 4
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3lsta QUD, p<.001 =FO|M Rolgt 2oz =l [QUct F# St £X|E0| EHEAE 1 UACs HE € £ UCHe’=

MINEEQ HaEiFEE 32 BE $550| H1X|Ql 0.50| 270.954, df=108, CMIN/DF=2.509, GFI=.902, RMSEA=.074,

o2 H0I0| UM, JE ME|E A BE &=50| 0.72 CFI=.932, TLI=914, IFI= .933). [}2}A 2 Sl1@3io| Mate

Aslsto] mah 2 o] f~HEIHE2 TRE ROz &0l £ 8% st 50|zt 2 £ UChk 2 7o AdArtMe

C|QICt oHE 2HOIN QOIZM(CFA)S Sl XFTE 1) 2 ZXMLEE0| = X0 LHEE, BOHE, XDAsy|A, X

g, MBEAEYA 1) 28, O2|1 O|Fe: 17 20| BOHE, O|Z|o|zo| B0 st 7HEZE HE0f el of

of M|t EfYMEZ Moistn UCH TEE[Of O SEE2 Mol AT [AMIEES| HRA 20| OIS Et HIHO

MEY EfEd ATOFEOAM MA | UCE 2 29E|Qion, L8 <Table 3>1} <Figure 1>0A QI

gt 4 Qlct

<Table 1> Reliability and Validity Analysis <74 1>9| AZZN}, HEAH F™HK|= 5450|0, t7f=2
A O o|sF Ho L L} o

Construct | Variable Fact‘or Cronbach’'s a | AVE | CR 6.024:(p<.001)§ <7x|'E 1>0] W:'g A—I_E tEFtZ] =20

Loading Hodse X200 Mol Feke O/X|& Z{oZ LIERiCh

SA 1 750 MFEpA <7FAM 1>2 KHEHG|QICE <7} 2>0| AZZD}, HEH

SA 2 748 837 698 | .786 2 A™K|= .0790|0 tZHS 1.090(p>.10)2 SQO|8tX| UL Z

Emotional | SA 3 986 OZ LIEIL} EHHSS ZR0HE0| 2o ¥eg OX[X| s

Behavior | DA 1 722 AoE LIEHCE M2t <7Hd 2> 7|ZE|QICE JHd 39

DA 2 835 777 556 | .763 ZEZ AN, A2A 2 FHK|E= -2220|0 tZ+2 —2.465(p<.001)

DA 3 670 2 LIEL} LHHESS AEAEY A Fo| a2 O/X|= A

JSTR 1| 673 o2 LIEtRCE OEtM <7hd 3>2 MEHE|RACE <7hd 4>9

ISTR 2| 749 813 A=z, AZ74 =™HA|= 3210|0H tZ2 3.785(p<.001)2

Job Stress JSTR 3 749 526 655 %Qlol_l- fdgi LI'El'I/T/t7| [[H_E_O“ EE%I%% &%ﬁEEﬂﬁOﬂ

1SR 4 797 ol gekg2 OX|& ZHo=R LIEtRCE Maty <7td 4>= XY

oA 1 500 BHE|QAC}E <7tM 5>9| AT AL}, L|HEE0| O|Z|o|=0f DOJX|

Job SA 2 '859 808 22 | 778 £ gae EE FEAS F™EK|E= 0700|H tZf2 .803

Satisfaction - ) : ) (p>.10)2 QO|SIK| %2 ZHOZ LIEtH7| 20 HASS

JSAS | 699 O|Zlo|=0f SOt HkS O|XX| 2ot HOZ LIEFGLY. e}

ni | .ré M <7pd 5> 7|ZtE|QIC <IHd 6>0| AES 9ol ARAS

Tumover | T2 | 892 880 | 680 | 748 of K7} QO[SIX| Stolst H1}, ARAH% EHK|T} -261

ntention | TI 3 876 o|0y tZt2 -3.800(p<.001)2 ROISIH LIEIG7| 20| X8

T4 806 AEPAE FROERO RO FEE O/X|& HoZ =0I0| g

z*= 277.973, df= 108, CMIN/DF= 2574, GFI= .900, RMSEA= QIC} [M2tM <7t 6>2 AJEHZ|QUCE <7tA 7>9| AZ=ZD}

.076, CFI=.929, TLI=.911, IFI= .930 XBAEY AT} O|FOZ0| Ojkls st BHe HEHS =

BX= 2720|0, tgt2 3.869(p<.001)2 FoISHA LIEfLE X2

J2|n HEEIgdE 30| R JEBAEHS Al AEYALE 000 HO| YeS OjX|& HO=Z LIERCE
RAC}. <Table 2>9| AEEM HO|M LIEHt HIQF 20| ZE M2tA] <7Hd 7>2 MEIE|QICH 744 89 AZ N}, XZorE
MIfEe| HREAMSEE U0l 4EARe HE A2 ERske 0| O|Zlo|=0f OjX|= LS HE HBHS FHK|= -4240]
AOZ LIEH} THEENEE FA| ZHEE Ao 2 SRIL|RUCt M, tZt2 —4.441(p<.001)2 KQO|&}A LIEILL R|ZOrE2 0]

o|zof Ho| WS OjKle Ao LIERGTE [MtM <7t
<Table 2> Latent Variable Correlation 8>2 K{EHE|QIC}
1 2 3 4 5
Surface Acting 1 <Table 3> Hypothesis Verification
Deep Acting 599** 1 Hypothesis Path Coefficient Result
Job Stress 227% | _047 1 H1 Deep Actin.g — Job Satis.factic?n .545 Support
Job Satisfaction | 224 | 437 | -200% 1 H2 Surface Actln'g — Job Satisfaction] .079 |Not Support
- -~ - -~ H3 Deep Acting — Job Stress -.222 Support
Turnover Intention | .069 | -.185 .337 -.446 1 Ha Surface Acting — Job Stress 301 Support
Mean 5.058 | 5701 | 4.251 | 5300 | 2.996 H5 |Deep Acting — Turnover Intention| .070 |Not Support
SD 1.123 .887 1.221 .939 1.491 H6 Job Stress — Job Satisfaction -.261 Support
**p<.01 H7 Job Stress — Turnover Intention | .272 Support
H8 Job SatISf?:tt;rt]io: Turnover 494 Support
42. 7H4A5 : ——
Deep Acting — Job Satisfaction
H9 . -.316 Support
" N — Turnover Intention

= 0N 2 AFtES F3o| flof A=Y >
D3Y(Structural Equation Model)2AS 488l =r|, 7R x”= 270.954, df= 108, CMIN/DF= 2.509, GFI= .902, RMSEA=
&o| Mt <Table 3>0|A{ L}EFLt HFQ} 20| ChEEO| X .074, CFI=.932, TLI=.914, IFI= .933
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<Figure 1 > Path Analysis

<7t 1>t <744 8>0| HFTZNE HIEC=E <IHHd 9>0f
Me SEMH A HYFES WHASO| o2z Fek2 0|
K= UAoM ZFR0HEO| Op/fHeE SH=XE HBSIRUCL
WA, <7Hd 1>, <714 8>0| MEHE[Q7| Mj20| ZIRDHS0|
S H0l LYHE S Z0pH4=0l O|Ro|= ALO|Of|A| O{7HEH
o AdaZ o £ QU MH=EHS SHSIRUCH 2 = UCH
(Sobel, 1982). <714 9>9| D7 2MS $&SH7| Qloff EAE
2™ HiH(Bootstrapping method)ES ARIUOH, FAEZD
22 MAEIEO| oot Aatgio]l AHRO| 7Hs5t, BEE
N BE2AM =Eske @H0l7| MEo <7Hd 9>9| Dj7iznt
£ ZE57| figr Mt gH|ol2; HESHRICE <IHd 9>9|
ZE 21, oj7fE el A= gf2 -3162 2 LIEFLICE 95% 4
El=F W O7HZat Aol ShotK[eb oKl 2fZh -507,
- 1672 SFoHX|QF & SHK[7F ME|FLZt ALO[o] ‘02 EEtstl R
X 247] Mo MPEFRS| Oj7jdste SAHAXHCE [SHA
LIEFSCE M2t STMH|A Rl ZAdrs & LHHASO|
O|Zo|z0f ¥&2 O|X|l= O U0 HFTHFO0| Oj7fsrE ot
= Z{OZ L}EIL} <7} 9>= XY EHE|QUCE [IEfM ZSEAH|A
KRS0 dEo == s T LHASO| 0|2 0|
|0 ¥oZ 0|X|= oM HEFDFO| SE0N) IS

ot QAtt=s AE & &+ UL

<Table 4> Bootstrapping Result (Job satisfaction)

Bootstrap Bootstrap C.I (95%)
Coefficient SE LLCI ULCI
Job satisfaction -.316 .105 -.507 -.167
LLCI: Low Level Confidence Interval (95%),
ULCI: Upper Level Confidence Interval (95%)
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