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Effect of KORAIL Tour Conductors’ Emotional Labor on Customer Orientation:
Moderating Effect of Perceived Organizational Support
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Chan-young Hur - Tae-Seong Kim

Abstract This study analyzes, based on survey of the behavior of 288 railroad tour conductors. how deep acting and sur-
face acting, which were both classified as emotional labor, influence customer orientation. It also analyzes the moderating
effect of POS (perceived organizational support) on emotional labor and customer orientation. The following are the sum-
marized results of the analysis. First, railroad tour conductors’ deep acting has a positive influence on customer orientation.
And surface acting has a negative effect on it. Second, after the moderating effect of POS has been studied, it is found that
POS does not appear to have a moderating effect on customer orientation of deep acting but does appear to have a moder-
ating effect on customer orientation of surface acting. In conclusion, this study implies that it is important, to railroad tour
conductors, that organizational level support enhance customer orientation; it is also important to manage railroad tour con-
ductors’ emotions in order to enhance customer orientation.

Keywords : Emotional labor, Deep acting, Surface acting, Perceived organizational support, Customer orientation

ISSN 1738-6225(Print)
ISSN 2288-2235(0Online)

X § EAFE AxAdlEA) 288ME OISR o5 AA-TS UWAFTY vHdyFOE TR,
%Lxéi%o] ARG vA e FEFY YT DA T AfololA X AJA Y] 2AFHE ATE
A skl B4 S aoketd, ¢4, HE oJgAEAe] UHR 5 X Fe A+ FdEFES 1]
Hnow, ¥ T Fost F(—)9 JEFE v X = Ao Z YEETE B4, Ao lERe] 247 °J°]i3% i
W5 XIS BAAME Fost 2AadE Holx| ko, T FI T XY T BA o
Ae Y% 24a7E Hole Fe® Yewt d8Ho® B A dEoddAEA] IAAFAH S =0
7] AalM= 159 AR e 224 Ao Ado] Fads Atk Q.
FO : I xF, UHEE, mdss, X4, uAxEg
.M E B ol Weks st 9o, 53] V-Train, O-
Tram S-Train 5 #PHE P53 &7, Y- A& - L+
A ZA DL KTX /N5 10345 2ho]dle] KTX o] & S HW7E Q= BEAEEA) 28 5o FolS e =Y
Mol 4 & E3fsle T vild ol go] Frtskar 9l 0}1 SIth T3k ZF X BR HE JFF dEo] A} §
thekst SISl A =2 1|84 ke vl sk A 2GR, AFE LA, 4F A GEFA DA 5 o
Asa GAS gall =F@staE AN oA 7kA] P A F ol S AR theke BAFAAES JTHoR
< AzE WA 0} Sl Aotk =gt FPSA Gl wiRsta Sl
ol 7hd Zeldo] 571 Wt g g4l 7Y e o]t P LA AT 2T ] ojd
olghs oS 47| PATE] PS5 A rIdow w o= oy eclEe] URAAT 53], 1 AES Ad FA5
=237 A E ARG Sdig), v §dd @ 2218} o A HH e 15 A s 159 2
Al 55 Fo vkt 34 4R vAlE W AcEe] A Toll AAsA Sdlsl] T 9TS Fashs drodyllE
A3 Q== Al dolth AHE 2] o3kl 937 UH%O]D}.
olof whet T Lol A= vheFelt 1 wEH AMu) A Alw A Z7A] 3 5ol "415

*Corresponding author.

Tel.: +82-2-3149-3031, E-mail : bigcastlekim@korail.com
©The Korean Society for Railway 2014
http://dx.doi.org/10.7782/JKSR.2014.17.4.289

]u
@ 473 g @501 FalEAEe o% 39 E%oﬂ
B4R o8N] ¢k, o] 5 Tl
7) Wl o712t Fab FA 21 Pﬂ} rE A



2 FARARE | vlE] A ke] A EA)
== *fsnsHOl: St 150

2
2
=

oX ol
2 ox
o,
42
i T N
=
ko oy (&

>
2 ol 2

Ui e
N
2
3
=
o
krl
=)
ol

i

(

AL
offt o2 M ki
TS
oy
o 2 od

A
= g
&N

R
w2
[o riE >
o o Lo
To g
- mlﬂ Flr 150 _l}lz,
o o X
o o o
e 2%
=
olft
1o
(o
o

g,
N o2
ﬁTlﬂ
N O
o f
b
OW—HHU
i)

o
iy
offt
=
)
oz
o
o
24

>~

o
ol
rlr
=
Ji
0%
o
30
o

For nu g #
:r"xl-— Hochschild(1983)[1]
M EAT A} A=
7:1’ 7&*% ‘Htﬂoﬂ’ﬂ 7181 ks UHdE 2 (Deep Acting)
I A Qo] Bogwur R 015(];]_1:& Ae 13
3l X35 (Surface Acting) &= T3}l 1o =
TS FAElE TARIEe] e HAlS M

o = O -1-0 o 1=
o] AEHAS
Al

i)

2

2

B

lo

(o3

o H
%
N

>

X

<
3 r&

i‘

HA3z el a0 g oAl oy EE H
Ao w¥s A Hed, 2 A T
sy kel Hltﬁ_‘g%ﬂr xdsgsol A4d¥cha sk
%9] FoE 2w, Hochschild(1983)[1]
% 81 Hog A& V3 24 B35S 2Hs
71§18t =22 #Ae)tar HJel¢lal, Ashforth & Humphrey
(1993)[2]= E 378 (Display rule)o] 2= &1 = A8-3hd
A A2 A EE SF ARSI A O R @ E = As 1)
AL EHEtA} = YT H sk 0, Morris & Feldman
(1996)[31& BF2 3 7+ Bnd o] 24 w5dM 7
Aol gl ] FEaE Fited A F o= At
g xsh=EY AT E A= =Y, AlE, FAlE 9

Y o

, Aske] Al AX G 1 F e B
<

o] A9 AHlE Fe-ohe APl T shEA
gokslA AT Ho) gt} Saxe & Weitz(1982)[4]= 12784
ol e A5G elA 1] &5 RESA| 17]

A% uA A FARAL] uAu A FFo g sk

Kotler(199l)[5]# AAART Z&Ho)1 gpF o7 JJ"
A WS Algsts vHIR NEF ] shuE 4]
S 92819 2™, Dovanan & Hocutt(2001)[6]2 17283}
T Apolo] wHAIR A g e s 17”%1?‘5“*2 1A EAA,
AEA R o] 7] ak el A mAIR A T AlEkeE 2 o
Hsto], A1) F4lo] aAlolek= 01*‘ ofgf 179 &7

B WEAIE Aoz P

1A ol that Hel7h S-St Aoleta ok
AR, B ATE Y eE AEE Ao 28
W3y yWsFo|gls /@ os Heowg RS AL
3+ Hochschild(1983)[1]¢] 472 vlgo® 24 w-%5S Ui
WYET} BHPFOR TR0} o Fo] 242t AxefAQlEA
o) mAA T olm et JTFL MAEAF AFEA s

5.:

zid
iy
offt
o
k=l
=
B
o%
ox,
=2
o2
o%
o
=)
R
Ir
o, of\
to
)
'
&
2 L

e

X
e

¢

oy
i ML
ol
o,

2 2o

o 2 e

=

o, &

S

lo
o
ok

2
q
o2
%
mlo
o

T skl o, u% (2007)[8
2315 AFsta o= AFTE
o5 A A IR T A=
. A9%71(2009)[9]12) ATFAAME=

Z S|

f =
1 wAX o] B

o

A $49) AT} ohd 724
74

o
F

offt
=,
1o
:?L_“
U-r'
41:
1o,

ol
aa
i)

N,

N

)
ol
ol
3@ -
oo
N
o
ok
filo
=
o

RO R 2 a8 o

=
o

off
S
8P g

AN o N
©
|o
N
=l
[

harton & Erickson(1993)[10] AH]A~E A58k

a7 Atolel] A5 AEeh= Y ol A H“@Ht e
A5 A AAEAA AR A g 1S
%\}741 atal, Fmol gk Fyal, dRNE O Aihe &
3HA =)o @*LOH ARG E TG AR FEFS v
Al Fekar =kl

5o v ss ddlss 1
ATgk AMEIE A HE, Hochschild(1983)[1]~
e 27 e S Bl TS TEl R

:1\1 N
o o R oX
JN J‘i rsL'
N

o%
OHT
O
Pm
ﬁ
o o ;ﬁ
o] ol
ok,

o
Lxo

=
<
ool 30 R B BB o R

A

85t FARRE g Fxes 4 S Q. old 7
WAy e gz pd gl

she e AR 38,
Z

O
50

FRPE 207 2 $HAN 4R Qo
aoich. wee] YRBES S FYA Z, 240

el 249 A £33 o) S99, 22
Arof that o] & FYAUSLE o] MEG -
5% Qstex sk A7t e, wA AFHe g
s A WAVt 390 399 b5l Frkn

Brotheridge & Lee(2002)[12]: Z9lo]
35 A XHJJ S A8
%ﬂﬁﬂJé% L@ﬂzﬂ@%ga

UP ?d_% J@OM %&, LT 55 HAI7IE= Aoy
o, TFAoE 3N &5 FHA7| A} S A7
T2 Pzo] dofik= WiErt *Mﬁgi sitka st
w3l o]Fd % 0(2010)[13]4 4
sk A ollA WHlES sk 4%% TR o
2 722 el
wEbA £ Aol $19 ATATRES



9] 14

e

[PH1] BEARAEA )
9 9FE HA Fot.
[PHd2] AEoBAEAS] 2
9 &< WA Foh

)

FS2 AAAFYN A (+)

2 1A

2.2 ZEX|HAUAMLS =E 71}

# 224

o

e

o gleka

Eisenberger et al.(1986)[14]°] A|A]
organizational support)}= =2 Ul 7+
A9 FHE AT glor, vy v
l2ta & 4 Qi
ZA A ARNAL Tt A FHLEE M7

s Zlo] ofuel T ApdH dx9)

Q12 (perceived
2 A}

A

o

o

4

rr

o

il

Al

Ll

PO !

FEAQ A ofjzto] BT
A%, =2 WET 59 9 HF
THE B T 5 24 el
gstAl ErH15].

2] 3 o] B g Au|A Ao A A
AA AR S A28k el
A 28 A FFE v
e gt T4
2} B =

F9low

8}

o

,4
S

32 ofy
U

o

4o 12
kr

18 ol
e 1o
oo gy

[¢]
s

W9 w BR
A AL mA 5 .

Wb Z19061d 2AA 914 2] 24 Aol o)
L x4 9140 A Al 71919 Qe A
A9 B4 9 B2l b SN
2 A BAR) F9) o] A2¢)
olv} 24 AN 2L
ehA] ol et JEF
e FAleE %
gical well-being)
ZA A D12 AH]

o
)

w2
o

N

HshE =
37} (psycholo-
th2). Ea

=]
-

o
=
o

T At

=5

PHE3] A= PAEAY JHBTH 24X 1] &
AllA 2HAUANAL FFFQA 2AEIE 1Y Aol

xo| AE S0

PR AEBAEAS) BRREH 1AXRY 3] B
Aol ZAAAANE FAA 24 7HE 1Y Rolth.

3. AtEAl

3.1 dA3ed

R B e Rt ) vt ) d o Ao
gF o7 R3] 2zt u AL
w3y AR E o] BAlA =

AZFEY sglom, B AT

s
o v
A7) 914

23E Fig. 1

L

2, 10 of

o},

Perceived Organizational Support

H3, H4
Deep Acting

Customer Orientation

|

Surface Acting
H2

Fig. 1 Research model

w
el

E-mrkn: N

e o>

Pl
HU
1>
iga}

SRR

ol

f84

ATAEFAY AR

AEelY& el At

= 1271 A
A GRLIEES
3094 F 360%-0] AEAE vaEske], 2013
14455 12€ 208714 471 €] 717t Bt 453}
. 302571 AeEo] SHES 83.9%%0.H, 35H
A F Sgo] BN AEA 14535 ALlE 28852
A7 B AT AEE A

TAFoR AR, F 2884 71t AAEE FATF 240
H(83.3%), 91217} 48"(16.7%) 2.2 HAl 2] v go] S-S
o &= 9tk A7 ¥EE 20t07) 1778(5.9%), 30th7) 9973
(34.4%), 40T 7} 1449 (50.0%), 50T ©]4Fo] 287H(9.7%)=
RS, 8t 1317F 16%9(5.6%), AEthZo] 34
™H(11.8%), tZo] 22474 (77.7%), 34T o12d0] 147 (4.9%) =
gEe] Hlgo] d=Aoz A Yl A= £ o]
3H7F 108 (3.5%), W7t 3478 (11.8%), g 12678 (43.8%),
217 o] o] 1187 (41.0%)= YEFsTE 5d5E= 10 ©]
371 2878(9.7%), 11~20'd°] 60%8(20.8%), 21~30d°] 184
H(63.9%), 31'd ©o]’d°] 16 (5.6%)=2 LFEFSETE.

AR Azef oigt FAH2 SPSS 18.0 ZZE 1%
F3to] HIEEA, QQIEA, AudARE 58 AAS)

T, [e) =
v A7myel 7H A% S8 A4 6%
.

o 2
%
fo 1o
off 2%
=2,
o 12

1

N

o
i

o 32 L oflo riz

H7 M 2 oo

AF©

pLs
i=]
.,
=
[e

A
NN
=

2



A A wge] THes HAE}
o]

I=RC RN

—l—oo )—\1(2011)[20]01 A]"%?:Sl' To=E=
Al g ste] skt WddE2,

ey
1

2 e
= I A HoiH

Aol 3

of sk S AARE =717 el wEEth, ye a7l

X

=
12
2
X
>
2
i
Ir
N
RS
N
5
e

1A Fhgstel wat PEL €

=0
F ©

| EAE e ol S shela e gk, )
b A AEEA Sojshs 2 A

o Al #|ALe]

A AN Fele
A EEEREES
gy 5o 4paon Fyue 9k

ERYES, vhe 2 A AR =AXA

(e} )
&2 s

A% wAB, e QR e wid S48 1L
2 AAY A% el AAL ek, s 1A
AgE= o THE 7S nfedela A4 17T e

s

-

il

Brown et al.(2002)[21]3} =i
oA AlES EFES & AF

=
o] HAof gt sl &gk AR, s 1L

AL usi)

1=

o] @l Al&3HA Suishs Fo] 3tk
A de] BAE zhy fdstEr H AL v,
A2 Au] el gt ATl g&siA sl ¢
t} 59 42307 FAH gt}

ZAA 1A o] Tk

o =ee A REge Qi b

L
,1/}%_—]1

=20
:Txé]t

1
]

|
==

Lo
re
rd R A IR

ol
)

1

Eisenberger et al.(1986)[14]

7 Wayne ef al.(1997)[23] ¥ 3% - ¥ 5 £(2012)[24]7}

e 2AA 9
o AbgshedT). A
B}, el Al FA7F A7)

HE A4

=2 ~aEs
Ty

T=

CECICIES

41 SEZF9| EILML A2

= Aol A Al
A A=

SET

HA 227) 7}
S5m0 QA F Lohr) 9
ik, eaEae gy gl

o 7hage
rolo

Al Bako B

o

of Ae¥F

Table 1 Results of confirmatory factor analysis and reliability analysis
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Variable Item Factor 1 Factor 2 Factor 3 Factor 4
DA2 900 -204 145 217
DA3 878 -224 209 216
Deep acting
DA 875 -.140 179 237
DA4 858 -203 218 223
SA4 =211 907 -.088 -.019
SA3 -.187 .893 -075 -.086
Surface acting
SAl -.154 .881 -.150 =172
SA2 -.108 878 -210 064
CcO2 .045 -.156 928 .001
Customer CcCO3 118 -.105 .898 .109
orientation CO4 299 -.190 834 186
COl1 395 -.100 751 217
POS 3 068 .064 .087 880
Perceived POS 4 281 020 215 816
organizational
POS 2 345 -.091 215 800
support
POS 1 196 =224 -.035 785
Eigen value 3.700 3.463 3.252 3.030
Variance ratio(%) 23.126 21.646 20.327 18.940
Cumulative variance ratio(%) 23.126 44.772 65.100 84.040
Cronbach’s 962 935 921 883
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Table 2 Results of discriminant validity analysis
Classification Mean Std. Deviation DA SA cO POS
Deep acting 3.8819 56189 1
Surface acting 32717 66796 -406"" 1
Customer orientation 3.8351 45212 473" -330™ 1
Perceived organizational support 3.7023 51681 502" -181" 339" 1

**Correlation is significant at the 0.01 level(2-tailed)
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