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Abstract This study aims to research on the relationship between job resources, symptoms of burnout, and
depersonalization and its impact on the customer orientation. Using data from hotel frontline employees of Seoul in
Korea, it seeks to investigate the mediating effects of burnout symptoms and depersonalization to the relationships
between job resources and customer orientation. Data was analyzed using Structural Equations Modeling (SEM) by
of AMOS program. The research advances understanding of the relationships between job resources, emotional
exhaustion, depersonalization as a situational personality trait and the FLE customer orientation in five deluxe star
hotel environment. The findings highlight the value of burnout and depersonalization, and suggest a number of

practical implications for the identification, recruitment and retention of hotel employees.
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Orienttion aRshe A4 9 48R RAE FH0R 2TRA
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[Fig. 1] Research Model B ARl g0 F 50050 MEAE vz
Ak Azge ASAE Zol] SAste] ML IUAE
HAX%} 9l dHiH _ )
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[Table 1] Profile of respondents(N=389)

(CFA)Z o]&sto] HTstoith A, 72074

Fre  Percent Fre  Percent

1>
oMz
to oft X

. . Variables . Variables
(SEM: Structural Equation Modeling) &2 A7} quency (%) quency (%)
mElod Gender Education
sk, Male 20 668 Less than
Female 129 332 college 240 61.7
CUnilversity 1% 3%%
= wraduate or .
3.3 4ol ZXN Ho| Y £X P
.= = 20 - 2 e
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[Table 2] Exploratory factor analysis results

MAGA T S5 O] 8QEA T AFE 4
Azto|t}. QA A Fo] vhe HAAs 13857 14X
FA 135S AAsGen, A4 2o dyu e
7438% % UElTE Q01 12 H[914sl 991 22 A
A 29l 32 AAug B a9lez sl on

2918 A FEE ko] WAHAYHBA LS Cronbach's
A

=381.979(df=98, p<.001), Q(x*/dN=3898, GFI=0.8%9,
RMR=0045, IFI=0945, TLI=0933,  CFI=0.945,
RMSEA=0068% 7}7} vhehi} ubalel A3t 7)5(y°
e p>005, QS 4013k, RMRE  0.05¢]3,
RMSEA=0.08 o]3}, GFI¢} IFL. TLI, CFI= 0.90 o] &
o 3A 9] erd Ao ® YEh A3 Al & 23
3t tH Table 41.

Factor Loading
Variables Cronbach o
F1 F2 F3 F4

+ If T improve the level of service I offer customers, I will be rewarded. 0.836
* The rewards I receive are based on an evaluation of how well I deliver customer service. 0.810
* Employees are rewarded for serving customers well. 0.802 0.936
* Employees are rewarded for resolving problems that customers face. 0.79
* | am rewarded for satisfying complaining customers. 0.771
* Employees receive ongoing training to provide excellent customer service. 0.785
* Employees receive training on how to resolve customer problems. 0.773
* Employees are trained to deal with customer complaints. 0.771 0.899
* Employees receive extensive customer service training before they come into contact with customers. 0.761
* Employees receive training on how to deliver excellent customer service. 0.746
* [ use high levels of technology to support my job in dealing with customers. 0.866
* The technology I use in my job is used to deliver higher levels of service for my customers. 0.819 0.892
# I have 'state of the art’ technology to enhance the delivery of service to my customers. 0.802
* My team manager is flexible about how I accomplish my job objectives. 0.810
| think that I don't compete with teammate, but I cooperate with teammate. 0.802 0.910
* My team manager is supportive of my ideas and new ways of getting things done. 0.766

Eigen value 8748 1561| 1.340| 1.014

Variance explained 68| 970 838 634 79.09%
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[Table 3] Exploratory factor analysis results

Factor Loading
Variables Cronbach «
Factor 1 | Factor 2 | Factor 3
* | treat customers as if they are impersonal “objects”. 0.850
* Sometimes [ feel like customers blame me for their problems. 0.745
* ] feel I have become less caring toward people since I took this job. 0.736 0938
* | really don't care about what happens to customers. 0.728
* 'This job is hardening me emotionally. 0.725
* | will make every effort to create true value for customers. 0.801
* [ behavior for the goal of customer satisfaction throughly. 0.773 0.4
# [ understand customer’s want exactly. 0.753 ’
* | talk with hotel employees for customer satisfaction very often. 0.751
* | feel exhausted at the end of the workday. 0801
# | feel emotionally drained by my work. 0'797
* Working with people all day is hard for me. 0'777 0.891
* My work requires a lot of emotional energy. OA7 -
* When I get up in the morning, I don't look forward to coming into work. ’
Eigen value 577 305 2.34
Variance explained 3847 20.33 1558 74.38%
[Table 4] Confirmatory factor analysis results
. . Variance
Standardized Factor ) Composite
Path K K Std dev t L extracted
factor loadings loadings reliability K
estimate
Rewards—> reward> 0.830 1.000
reward4 0.852 1038 050 20.800sk
reward3 0.897 1.045 046 22,647 0910 0.670
reward2 0.899 1.013 045 22,139
rewardl 0.840 936 047 20.329sx
Education —>  edub 0.820 1.000
18924
edud 0.833 934 052
X 18712+ .
edu3 0.826 897 048 0.898 0.638
17.456%
edu2 0.785 333 051 R
16.083+x
edul 0.739 780 048
Service Tech. support —> STS3 0.809 1.000
STS2 0.903 1.251 062 20.203x 0.832 0.714
STS1 0.865 1111 057 19.410%%
Supportive Management-> SM3 0.832 1.000
SM2 0.945 1.001 042 23 94k 0.833 0.716
SM1 0.877 926 043 21.710sx

X2:381.979(df:98, p<.00D), Q(X2/df):3.898, GFI=839, IFI=945, TLI=933, CFI=945,

RMR=.045, RMSEA=.068

= p<l 001, * p<005
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4.3 AEEA X2=164200(p<.001),  Q(x2/db)=4107,  GFI=0910,
AT [Table 51 A7EF 728 TANEE 2 RMR=0047, IFI=0923,  TLI=0917,  CFI=0916,
o] AABAE YeEpl L vk R5A Y, AR, B9 RMSEA=0043% 717} Ul 23w 2 Bate= A
A9, Au|2~7EA]d Fele A9 dadol ek o vehgth

[Table 5] Factor’s correlation

Education

Support 049
Rewards g
Support

Service Tech )/

-

Support

Management )

Support

Job Resources

Depersonalizatio

2
e [Fig. 2] Hypotheses Results

Customer
Orientation

. Education Rewards Management | . . De- Customer—
Construct Support Support Support h ce Tech | Bumout personalization Orientation
Education 1
Support
Rewards .
Support D9 1
Menagement 630w 630w 1
Support
Service Tech-Support 513#x 559 HA3#k 1
Burnout -.143%x - 195 - 248 -.146% 1
Depersonalization = 132%% =104 -.108+ —202%% .390%x 1
Customer ATTwx 486w+ 507 503w+ - 171w - 213w 1
Orientation
#xp< 001
[Table 6] Hypotheses testing results
Standardized factor |  Factor . 3 Hyp/
Hypotheses Path Joadings Joadings Std dev t-value supported
H1-1 Education —> Burnout 049 068 0A 723 No
H 2-1 Rewards—> Burnout -.080 -088 07 -1.151 No
H 3-1 management-> Burnout -2271 - 247 077 —3.209%% Yes
H 4-1 Service Tech—> Burnout -.003 -003 076 076 No
H1-2 Education —> Depersonalization -132 -19% 091 -2.145x%x Yes
H2-2 Rewards—> Depersonalization -292 343 074 4,618 Yes
H 32 management—> Depersonalization 044 051 075 679 No
H 4-2 Service Tech—>Depersonalization -.283 -.363 073 ~4.963xx Yes
Hb5 Burnout —> Depersonalization 397 423 049 8632 Yes
H6 Burnout —> Customer Orientation -103 -075 039 -1.929 No
H7 Depersonalization—> Customer Orientation -173 -118 037 =3.2250% Yes
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