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Abstract This study analyzes how deep acting and surface acting, both classified as emotional labor, influence emotional
exhaustion and turnover-intention for 263 KTX attendants. The followings are the summarized results of our analysis. First,
the deep acting of KTX attendants does not affect emotional exhaustion, but surface acting was found to have a positive
influence on emotional exhaustion. Second, the deep acting of KTX attendants had a positive impact on turnover-intention,
but surface acting did not affect turnover-intention. Last, the emotional exhaustion of KTX attendants had a positive impact
on turnover-intention. In conclusion, these results imply that it is important for employers to manage their employees’emo-
tion in order to prevent turnover among KTX attendants.
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Fig. 1 Research model for emotional labor of KTX attendants
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Table 1 Characteristics of respondents
Variable Item Frequency Percentage variable Item Frequency Percentage
Man 77 29.3 Under 1 year 43 16.3
Gender
Women 186 70.7 1~2 years 58 22.1
Below 25 years old 66 25.1 ZZ?_:Z;f 3~4 years 44 16.7
16~30 years old 116 44.1 5~6 years 91 34.6
Age 31~35 years old 53 20.2 Above 6 years 27 10.3
36~40 years old 14 53 Martial Single 204 77.6
Above 41 years old 14 53 Status Married 59 22.4
High School 19 7.2 Working Below165hours 83 31.6
Level of College 69 26.2 Hours Abovel 66hours 180 68.4
Education University 171 65.0
Master’s Degree 4 1.5 Total 263 100.0
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Table 2 Questionnaire items and contents
Factor Items Questionnaire contents
DA 1 I am trying to express my feeling from deep down in my heart
Deep DA 2 Treating and serving kindly to customers are from my actual feeling
Acting DA 3 emotion that I express to customersis mostly from the heart
DA 4 I sincerely put an effort to show good images of my company
SA'1 I manipulate myself to express the emotion required at work with hiding my actual emotion
Surface SA 2 I disguise the emotion which is required to express to customers at work as if we feel from the heart
Acting SA3 I pretend to say and behave as if I have the emotion, which I cannot even feel, in my heart
SA 4 Due to the position requirements, I pretend to treat customers with special emotion
EE 1 I feel like I was fagged out due to my tasks
Emotional EE 2 I am exhausted by the time I get off work
Exhaustion EE 3 I seem to be getting emotionally dry
EE 4 When I wake in the morning and think about going work, I feel tired
TI 1 In case I have the chance, I hope to move to another company
Turnover TI 2 I am looking for a chance to move to another company sooner or later
Intention TI3 I will look for another job in the near future
TI 4 I would quit my job if my job gets worse than now
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Table 3 Results of confirmatory factor analysis and reliability analysis

Factor Item Std. Estimates Std. Error t p AVE CR Cronbach's &
DA 1 0.520 - - -
Deep DA 2 0.860 0.215 8.115 ook 0,638 0.870 -
Acting DA 3 0.792 0.202 8.004 ok
DA 4 0.540 0.157 6.515 ook
SA 1 0.723 - - -
Surface SA 2 0.887 0.084 14.043 ok
Acting SA 3 0.904 0.082 14.274 ook 0715 0.909 0902
SA 4 0.835 0.085 13.234 ook
EE 1 0.839 - - -
Emotional EE 2 0.845 0.069 15.722 ok
Exhaustion EE 3 0.791 0.072 14.438 ook 0.644 0.878 0878
EE 4 0.745 0.070 13.330 ook
TI 1 0.755 - - -
Turnover TI 2 0.822 0.079 13.206 ook
Intention TI 3 0.754 0.078 12.059 ok 0.672 0.891 0872
TI 4 0.855 0.076 13.680 ook

X?=202.834(df=98, p=0), X¥/df=2.070, RMR=0.045, RMSEA=0.064, GFI=0.912, AGFI=0.878, NFI=0.918, TLI=0.945, CFI=0.955

Table 4 Results of discriminant validity analysis

Classification Deep Acting Surface Acting Emotional Exhaustion Turnover Intention
Deep Acting 0.638
Surface Acting -0.495%** 0.715
Emotional Exhaustion -0.319%** 0.481%** 0.644
Turnover Intention -0.379%** 0.378%** 0.537%** 0.672
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Table 5 Results of hypothesis testing

Hypothesis Path Std. B Std. Error t p Result

H1 Deep Acting Emotional Exhaustion -0.107 0.166 -1.384 0.166 Reject

H2 Surface Acting Emotional Exhaustion 0.428 0.088 5.398 Hokx Support

H3 Deep Acting Turnover Intention -0.208 0.151 -2.670 0.008 Support

H4 Surface Acting Turnover Intention 0.064 0.078 0.820 0.412 Reject

HS Emotional Exhaustion Turnover Intention 0.440 0.069 5.761 ol Support
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