http://dx.doi.org/10.14400/JDC.2014.12.12.107

229] qE|2A| @] oA W 2A B H]x=
ool B AT - PArEe WEAE Ao

* Kk kkk KKk K kokkk *okk KKK
o = o o
oM, BB, gew”, x85 ", Yoy, A, ema”
30 FIetnt w4, 3 HI-FFstn , 33U dFgsn |, 330 Hagsnt

A Study on the Influence of Organization Service Orientation on
Turnover Intention and Organizational Commitment : Focusing on
Moderating Effects of Emotional Labor

sokokok

Sun-Kyu Lee, Young-Keun, Jung , Eun-gu Kang , Yong-Hwa Cho
Eun-kyeong Kim ™, Byung-sam S0, Kwang-sic Youn

Professor of Business School, Kumoh National Institute of Technology’
Dept. of Techno-Business School, Kumoh National Institute of Technology”
Dept. of Business School, Kumoh National Institute of Technology
Dept. of Consulting School, Kumoh National Institute of Technology

0]

of zx9] Muls XaHo] FAel Alobdr] SIat FRd AcloR PREW gom, BE Ae|A] e
Hulzs Aol 23 Aate] FFL vl Fa ASUS WET ok web £ ATl Auls Aol 22
HR19] olAolmst 2Ao] ofu S vlAn, o|5e] WA PAFo 2L shex AF BF
gol Avnang shich 4% 2423 /199 Auls AFHE ol HelE W 2xBUo] FHH JFE A
WAL BAGIA FAE ROt 2YEUE At A0m vehdrt olefdl Aok w2 Aus
JE SEER

A

i

O

5
aF

of shack

ZHO] @ Aulx xFA, DA-E

© 0> ™ o

ox

of 2% REEA A 1, 2 AUL FHY 5 UL AL AR R0, SEE-ATH A7

WX 2o 4

Ol

Abstract  Organizational Service Orientation is an essential factor to survive competition. So, a number of
studies have investigated the impact of service orientation on Job Performance, and many evidence testify with
certainty variable. Accordingly, this study investigated the impacts of Service Orientation on Turnover Intention
and Organizational Commitment. In addition, this study examined the mediating effects of Emotional Labor.
The results of this study are as followings ; First, Service Orientation are negatively related to Turn over
Intention. Second, Service Orientation are positively related to Organizational Commitment. Third, Emotional
Labor have partially moderated effect on the relationship between Service Orientation and Turnover Intention,
Organizational Commitment. These findings provide the theoretical and practical implications.
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(Table 3—1) Structure of the sample

Category N Percentage
ex male 289 92.0
female 25 8.0
under 20 70 22.3
age under 30 153 487
under 40 80 255
over 50 11 11.3
a high school graduate 23 73
academic college graduate 30 9.6
ability a university graduate 212 675
graduate school 50 156
member of the staff 9% 30.6
assistant manager % 30.6
position section chief 72 229
senior manager 46 14.6
general manager 4 13
1~3 A 29.9
Tenure 3~5 70 22.3
5~ 10 76 24.2
10 ~ 15 74 236

4. Xtz 24 3 JHE4d

41 SHE=Ho| AMEM I ENHM HS
411 2eld A5
g HSE 0431 %f%
B Ag A=
o] 573171 Hﬁ—roﬂ = ?i:rL NME NIEE AT
2138l Cronbach AlphaZl+& §7g3te] WA d3tdel 9
?5]— /\]g]/n-lo 742 }

(Table 3-2) Reliability Analysis

Variables Factors Questions | Cronbach’s a
Service Leadership 5 748
Service Service Encounter 5 674
Oriention Service System 5 719
HRM 3 812
Emotional Deep Acting 6 852
Labor Surface Acting 6 881
Turnover Intention 10 941
Organizational Commitment 5 742
412 Etgd A5
7 wesd Adegde 43 skl gl
A SUAS ol 4 me A (Varimax) & o &5
BAH L0BNS ASAT, 7 8219 24F W)
AuE ol A% Rsh=rkE Uehll AR ofelal
Z(Eigen Value):= A A A8tk

(Table 3—-3) Exploratory factor analysis for
Service Orientation

Service Orientation
Factor 1 9l 3|4 Eigen Percer}tage
-value |of variance
Service Leadership 1].572
Service Leadership 2].504
Service Leadership 3].788 2.426 18.663
Service Leadership 4] .660
Service Leadership 5].716
Service Encounter 1 627
Service Encounter 2 857 1431 11.009
Service System 1 679
Service System 2 825 2.339 17.992
Service System 3 803
HRM 1 873
HRM 2 815 2.248 17.273
HRM 3 676
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(Table 3-4) Exploratory factor

Emotional Labor

analysis for

Emotional Labor

Factor 1 9 Eigen | Percentage
-value | of variance

Deep Acting 1 768

Deep Acting 2 819

Deep Acting 3 815

. 3.927 32728

Deep Acting 4 716

Deep Acting 5 680

Deep Acting 6 685
Surface Acting 1 790
Surface Acting 2| .830
Surface Acting 3 800

) 3477 28971

Surface Acting 4 121
Surface Acting 5 861
Surface Acting 6 682
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Mul2x) A o] FAQANEL o]t F-o]Fk B
(FEFS MAE AoZ YERGTHR2=166, F=15.426,
p<0.001). AF-Heoz Auud AHgxte] Y4B
=-283,  t=-2209, p<0.05), AH|=HH(B=-25%6,
t=—2257, p<0.0B), AH]Z=A]Z~80(B=-193 t=—1916,
p<0.05), 1A AATE] EA(B=-212, t=-3612, p<0.001)
o] oA omo] fojet FIgS W& R YT

(Table 3-5) Correlation Matrix

Average | DN 3 4 5 6 7 8

Service Leadership 3.6223 58272 1
Service Encounter 3.579%6 28879 888

Service System 3.5796 58879 854k T2 1

HRM 35127 62433 449w | Towx | A48 1
Deep Acting 3459 69715 365w | 208k | 360wk | 279 1

Surface Acting 2.7988 69900 | —195%k | 155wk | 157wk | —146wx | - 274%x 1

Turnover Intention 2.8822 79137 | —316w | —225wx | -333x | —330wx | -39k | 2605 1
Organizational Commitment| 32420 64338 36T | 264%x | 343wk | 426wk | 603k | - 170w« | — 583wk

¥ N = 314, ##p<0.01, *p<0.05, two-sided test
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wabd 7Hd 1-1, 1-2, 1-3, 1-47} A== ich
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(Table 3-6) Hierarchical regression analysis

:Deep Acting about Turnover
Intention
Dependent Turnover Intention
Independent Step 1 Step 2 Step 3
Service Leadership (A) -.283x -.219 - 237+
Service Encounter (B) -.256% —.228+ -.257*
Service System (C) -.193% -.158 -.139
HRM (D) =212 | - 183k -.155%
Moderating Variable
Deep Acting (T) =229%%x | — 233wk
IndependentxModerating
Ax T -.216%
Bx T -.277%
Cx T -.014
Dx T -.055
AR2 .044%xx .050#+
R2 16655 ANEES 261k
AF 17.270 2.047
F 15.426 16.444 10.170
#xp<0,001, *xp<0.01, *p<0.05

(Table 3-7) Hierarchical regression analysis :
Surface Acting about Turnover

Intention
Dependent Turnover Intention
Independent Step 1 Step 2 Step 3
Service Leadership (A) - 283+ -.225% —.225%
Service Encounter (B) -.256% -.232% -.204*
Service System (C) -.193x - 228 - 205
HRM (D) =212k | - 183k | — 188wk
Moderating Variable
Surface Acting (T) 215k | 22280k
IndependentxModerating
Ax T 038
Bx T -177*
Cx T 110
Dx T 1445
AR2 045 | 032
R2 1665k 211w | 243k
AF 17.400 3.235
F 15.426 16.476 10.857
#exp<0.001, *#p<0.01, *p<0.05

(Table 3—-8) Hierarchical regression analysis :
Deep Acting about Organizational
Commitment

Dependent Organizational Commitment
Independent Step 1 Step 2 Step 3
Service Leadership (A) A18k 277* 212%
Service Encounter (B) 262 202+ 209+
Service System (C) 047 -031 -.040
HRM (D) 316k 2Bl | 273k
Moderating Variable
Deep Acting (T) 503k | 535wk
IndependentxModerating
Ax T 267
Bx T .264*
Cx T 013
Dx T -.043
AR2 213 013+
R2 2353k A4k | 4Bk
AF 118633 1.797
F 23.753 49.963 28.344
#p<0.001, *+p<0.01, *p<0.05

Journal of Digital Convergence | 113



ZXO] MHIAXEY0] 0|2 3 ZAZQ0| O|xl= Feof et AT - AP WAHEHE M2

(Table 3-9) Hierarchical regression analysis :
Surface Acting about Organizational

Commitment
Dependent Organizational Commitment
Independent Step 1 Step 2 Step 3
Service Leadership (A) 418 391k 403
Service Encounter (B) 262 251 -.235%
Service System (C) 047 063 046
HRM (D) Bl | 30245 | 205k
Moderating Variable
Surface Acting (T) =100 -.095%
IndependentxModerating
Ax T -.167
Bx T 249
Cx T -074
Dx T 022
AR2 .010* .030*
R2 235k | 245wk | 275wk
AF 3.929 1.631
F 23.753 19.968 11.909

##xp<0.001, **+p<0.01, *p<0.05

ATAINE K98l <Table 3-14>¢ #Zo] A7 &

F ot
(Table 3—14) Research Result
Independent Service | Service | Service HRM
Dependent Leadership | Encounter | System
1-1 1-2 1-3 1-4
Turnover Intention accep
accept accept accept ¢
2-1 2-2 2-3 2-4
Organizational
Commitment accept accept reject aciep
Independent Variable
Dependent | Moderate | Service | Service | Service HRM
Leadership | Encounter | System
Deep 3-1-1 3-1-2 | 3-1-3 [3-1-4
Turmover Acting accept accept reject | reject
Intention Surface 3-2-1 3-2-2 | 3-2-3 [3-2-4
Acting reject accept reject aciep
Deep 4-1-1 4-1-2 4-1-3 |4-14
Organizational | Acting accept accept reject | reject
Commitment | Surface 4-2-1 4-2-2 | 4-2-3 |4-2-4
Acting reject accept reject | reject

-
Hyr
Q‘L
N
o
}I: (o}
o o
o 2
-1 hu
i Ho
E
Ay
o
N
>
QL
ro o i O

2 2 ko Y
L
o
J
EY
R
ol
2
o,
N
1 [
o
o
=
T
ol
ol
2
1o
iy
2
(a3
o N

o 1o

.

sHeHel AAIE thest Pk

28] Au)2 Aol A2 SFENM ] Fel

2 ol 24 FolA 2ARE49 )

shslofo shAu, 71Ee] A2 Ay

e A2 RS hFoR AT Aol A%
Moluhq ek AHE =
o

)
a=

o
=
of Mu|& AP &

=
R [}
al

& tgo FPARoRA, 24 EaH9 el A
W Al BAK ojnE neh # AW 5 g
& AAksha ek

S, 229] Auls A Y 24 TR g
3} w5she] AN lele] LAl PR oleh
A HeA M5 wgsle] 2AEANE Al
o, NEH AT 240 B Aux AFHoR

HBRA717] HaliAM -,

o] e 24 ol

dlal mek FAR O AN 5 Qi Wte] wleid u,
24 A0 24 A5 2 BYES 24 4 5 9
2 A Bhe vl
%, ARA AL et 2k

A, @) 719 20] Bk NP FH B34S 7}
Az, Aol 1A AR FEe] Fag 3L
2 R2E 3 Qi AR, A2 Zlure] 1gjele @
Aok Aulz AGA BEE FEHL AR 5
Sl Hate] mhlsojo} 3 ARSI gleh AGAE
W A ARl AR A, 24 FAES
=% 5

114 1Journal of Digital Convergence 2014 Dec; 12(12): 107-117



A Study on the Influence of Organization Service Orientation on Turnover Intention and Organizational Commitment : Focusing on Moderating Effects of Emotional Labor

=

N
dro i
1x 1o
of
- >
2=
4y >
PO
)
o o
2
o o>
— O
= o
o |
TP
e >
e 32
o =
ox
o 4

i
1%
o
i
>
ro [

oo

ke

r)

ot
e -

-

N

g

L &
n
o
o 2

PRy

= g o

w2 o2

( r‘?ﬁ >

B My off
St
> 2 7
iy o2 ‘1>’ -b‘
2o MU 3o
10 mlo
i o, Py
) 2
N
= ra
= m
el —E‘
fo X
% M

ol
2o
o

o
=)
(i
i

REFERENCES

[1] Narver, J and S. Slater,(1990) The effect of a
market orientation on business profitability, Journal
of Marketing, 54, pp. 20-35.

[2] Treacy, M., & Wiersema, F.(1993), Customer
mtimacy and other value disciplines. Harvard
business review, 71(1), pp. 84-93.

[3] Schneider, B.(1980),
climate is crucial. organizational Dynamics, 9(2), pp.
52-65.

[4] Monty L. Lynn, Richard S. Lytle,
Bobek.(2000), "Service orientation in transitional
markets: does it matter?”, European Journal of
Marketing, Vol. 34 Iss: 3/4, pp.279 - 298

[5] Hochschild, A. R.(1983). The managed heart. Los
Angeles: University of California Press.

[6] Lytle, R. S. & Hom, P. W. & Mokwa, M. P.(1998).
SERVQUR:
Organizational ~Service—-Orientation.
Retailing, 74(4).

[7]1 Anderson, Eugene W,(1994), Claes Fomell, and
Donald R. Lehmann, "Customer Satisfaction,
Market Share, and Profitability: Findings From

The service organization:

Samo

A Managerial Measure  of
Journal of

Sweden.” Joumat of Marketing. 58 (January),
53-66.

[8] Babin, Barry J., and Boles, James S.(1996) The
Effects of Perceived Co-Worker Involvement and
Supervisor Support on Service Provider Role
Stress, Performance and Job Satisfaction. Journal
of Retailing 72 pp. 57 -7

[9] Zeithaml, V.A. and M.]. Bitner. (1996). Services
Marketing. New York: McGraw-Hill.

[10] Dienhart, J.R., Gregorie, M.B., Downey, R.G. and
Knight, P. K.(1992),
restaurant employees”, International Journal of
Hospitality Management, Vol. 11 No. 4, pp. 331-46.

[11] Schlesinger, L. A, & Heskett, J. L.(1991),

Customer satisfaction is rooted in employee

“Service orientation of

satisfaction. Harvard Business Review, 69(6), pp.
148-149.

[12] Schlegelmilch, B., Vienna, W. U., & Homburg, A.
C.(2006), Service Orientation and its Impact on
Turn-over and Profitability-An  Exploratory
Study.

[13] Beatson, A., Lings] & Gudergan, S,(2008)
Employee behavior and relationship quality. The
Service Industries Journal, 28(2), pp. 211-223.

[14] Loseke, D. and Cahill, S.(1986), "Actors in Search
of a Character: Student Social Workers” Quest for
Professional Identity.” Symbolic Interaction 9
245-2589.

[15] Wharton, S, Amy(1993), Managing emotions on
the job and at home: Understanding the

consequences of multiple emotional roles,
Academy of Management Review, 18(3), pp.
457-495, 1993

[16] Grandey, A. A.(2000). Emotional regulation in the
workplace: A new way to conceptualize emotional
labor. Journal of Occupational Health Psychology,
5, 9% -110.

[17] Abraham R. G.(1998), IAU Symp. 186, Galaxy
Interactions at Low and High Redshifts, in press.

[18] Morris, J. A, & Feldman, D. C. (199). The

dimensions, antecedents, and consequences of

Journal of Digital Convergence | 115



ZE)0| MBIARIZA0| OlFlolE U ZXBN DXl Yol Bet 67 - AH=SO WHEHE Fuoz

emotional labor. Academy of Management
Review, 21: 986-1010.

[19] Brotheridge, C. M, & Lee, R T(2003).
Development and validation of the emotional
labour scale. Journal of Occupational and
Organizational Psychology, 76, pp. 365 - 379.

[20] Mobley, W. H., Griffenth. R. W., Hand. H H. &
Meglino, B. M. (1979), Review and conceptual
analysis of the employee turnover process.
Psychological Bulletin, 1979, 86, 93-522.

[21] Becker, H S (1960) Notes on the concept of
commitment American Journal of Sociology, 66,
pp. 32-42.

[22] Mowday, R T, Steers, R M , & Porter, L W.(1979),
The measurement of organizational commitment
Journal of Vocational Behavior, 14, 224-247.

o] A F(Lee, Sun kyu)

(A QA
-1998d 3¢ vl= Univ. of
Michigan 21114~
- 2003 3¢ w5 Editoral Board
of HFEM(SSCI)
-19909 39 ~ A - geFHgt HPey i 71AY
ighlg
HAEoF ¢ B, 24/0AL RRDAM
- E-Mail : sklee@kumoh.ac.kr

A 49 Z(Jung, Young Keun)
202 29 ¢ o)

5
o
£l
>
ot

2138t (SA}
- 2014 3¢ - FoFEal HA

=BG SIHAAD

20149 79 ~ @A) : vllRlaelo}
dY7 1895

o - PARoE: e, 24, 71479

it O O y =TTy
- E-Mail : 101perf@naver.com

20034 3¢ Fo el Ak
BB
<2012 3¢ FoFrH gt Ad
oSt

<2014 39 ~ Al o Tulst
3L sk} UAR

LB PR, 2/
S=k

- E-Malil : keg0273@gmail.com

Z & 3KCho, Yong Hwa)

B 20073 3¢ g et A
FBHIHEAD

- 20000 3¢ ¢ AEohEtal 4 g 3HA
Ah)

2011 3¢ ~ A - SISt
Il HRALER

LBl 1 P, 2/, )
B4

- E-Mail : cyh00@samsung.com

N,
rlo
o,

(Kim, Eun kyeong)

-1993d 3¢ @ @ dishaL Sofust
2513 () &4

- 2014 3¢ ¢ g Ok WSSk
A &k w& (AAh =4

- 20149 79 ~ A - FoE T
gl 749 Bk EK music
A= ot AFE

- BAEOR L A YRS AeH Y/ Ve e

+ E-Mail : kek2353@hanmail.net

4 ¥ AKSo, Byung-sam)

- 2001 3¢ ¢ A2 theln AR
EE NG

- 2000\ 39 TSt Ak
o ol S TES YD

<2013 3€ ~ dA . FoFI
gt Agstat ihaeg (FEe

=

ol

= Yoli}
- Aok ¢ AQAS/HUA/ 748D
- E-Mail : jr6200@hanmail.net

116 1Journal of Digital Convergence 2014 Dec; 12(12): 107-117



A Study on the Influence of Organization Service Orientation on Turnover Intention and Organizational Commitment : Focusing on Moderating Effects of Emotional Labor

$ % A(Youn, Kwang-sic)

23} (34

EELRIGR)

-

i Agt g

e

- E-Mail : yoonherol @hanmail.net

19974 39 FeEdd
- 20006 8¢ =

L0094 38 ~ @A} oS
i At MR BEA

Aok AGH/2A, A6

Journal of Digital Convergence | 117



