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Influence of Food-Industry Workers’ Emotional Labor
on the Turnover Intention and Job Burnout:
Moderating Effect of Job Satisfaction
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Abstract

This study engaged food-service industry workers in Busan (casual dining restaurants and buffets) to inves-
tigate the moderating effect of job satisfaction on the influence of emotional labor on turnover intention and
job bumout. To accomplish the goal of this study, the statistical programs SPSS 21.0 and AMOS 21.0 were
employed for frequency analysis, factor analysis, reliability, and confirmatory factor analysis of responses
from f 278 respondents. An examination was conducted to prove the hypothesis based on a structural equation
model. There are two sub factors of emotional labor, surface acting and deep acting. According to the result
of this study, surface acting has a positive influence (+) on job burnout (exhaustion) while deep acting has
a negative influence(—). In addition, job burnout showed a positive influence (+) on turnover intention. It
has been revealed that job satisfaction has a moderating effect on the path from deep acting to job burnout.
Having considered that job burnout of food-service workers in Busan was related to deep acting, one of sub
factors of emotional labors, promoting deep acting appears to be the way of reducing both job burmout and
the number of people with turnover intention. Therefore, it is necessary for restaurant owners and CEOs to
implement employee training and improve employee benefits in order to promote the deep acting of their
employees.
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{Table 1> Demographic characteristics of the respondents (N=278)
Characteristic N Percent(%)
Male 149 53.6
Gender
Female 129 46.4
<30 130 46.8
Age(yr) 31~40 91 327
41< 57 20.5
High-school 24 8.6
College 111 39.9
Education
University 118 424
Graduate school 25 9.0
Contract 48 173
Employee 124 44.6
Job position
Assistant manager 67 24.1
Over department manager 39 14.0
<100 22 7.9
Monthly income 101~200 128 46.0
(#10,000) 201~300 92 33.1
301< 36 12.9
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{Table 2> Factor and reliability analysis of food-industry workers’ emotional labor
Factors Eigen  Vari- Cron-
Factors Items measurement .
loading value  ance% bach's a
I think I feel exhausted from work. .841
Job I feel 1 suffer from an excessive workload. .826
2.756 14.503 .841
burnout I usually feel exhausted when finishing my daily work. 787
I get so much stress dealing with customers at work. .639
I am going to look for a job opportunity within the same field 288
sometime very soon. '
I want to change my job because I want to work for a company
Turnover ; : faned 814
that recognies my skill and proficiencies. 2703 14.226 829
intention
Even if the benefits were similar to those of my current job, 807
I would like to change my job within the same field. '
I have been considering quitting my current job. .639
There is a contradiction between my attitude on the surface and 771
my actual feeling when serving customers. '
I sometimes force myself to smile so that customers think I 758
Surf: .
Wriace care for them. 2443 12858 767
acting
I sometime treat customers with a friendly attitude regardless 797
of how I feel. ’
I pretend that I am happy when serving customers. .660
I try to have sentiments needed from the bottom of my heart 825
to bring about customer satisfaction. '
I try to have consistent attitudes to my customers and feel those 751
Deep sentiments inside. ’
) 2.411 12.691 769
acting I try to serve my customers in a kind manner so that they have 241
a good impression of my store or restaurant. '
Most of the sentiments I show in front of my customers come
.670
from the bottom of my heart.
I am proud of my role and duties at work. .833
Job I tent with t role at k. .809
ot‘ - am content with my current role at worl 1880  9.944 668
SAUSTACHON 1 am very well aware of my role and duties of which I am 505
in charge. ’
KMO Kaiser-Meyer-Olkin 794
Bartlett Chi-square 2,033.884
Sig .000
Total
o 64.223

variance (%)
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6.528, p<.001)2 ZF-27d] H+)el 9,
FZ(f=.-204, t=—2.961, p<.01)& ZHFA70|
()9 G A= Aoz BAHATE AT
27 B=424, 1=5.670, p<.001) o|A ol zd] %
1 FFAAT} e Aoz BN met
A 7H 13 M 2 25 Y E

6. &S}

QYA FAMIES] A wFo] AT
olF ool u|X & Gl A HENrSe] 2H g
=2 A3 A3 <Table 6> 2o} 23 o]
o) o e

=& CFI=0.918, NFI=0.824, GFI=0.873, IFI=
0.920 RMSEA=0.0502.2 $g&-&mkal =59 A
o2 pote Aol 2d s HAs|
flate] A RurEe] Parghs Vo R e Het
(low) 9} =& Fthhigh) o2 FE3l] 52 2}o]7
S AN A3} AgRE el xS 336.320(df=200)

o] 22710 1A & 4%

(df=1), p<.001°i]A]
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{Table 3> Confirmatory factor analysis and reliability of items
Standardized
Factors Items measurement . t-value CCR AVE
estimate
I pretend that I am happy when serving customers. 557 Fixed
I ti fi If t il that cust think I
sometimes force myself to smile so that customers thi 614 7387
care for them.
Surface
acting There is a contradiction between my attitude on the surface and 741 8,182 805 459
my actual feeling when I serve my customer. ' '
I sometime treat customers with a friendly attitude regardless 774 8316
of how I feel.
Most of the sentiments I show in front of my customers come .
572 Fixed
from the bottom of my heart.
I try to serve my customers in a kind manner so that they have 677 7082
a good impression of my store or restaurant. ’ '
Deep acting .861 464
I try to have sentiments needed from the bottom of my heartto
. . . .760 8.446
bring about customer satisfaction.
I to h: istent attitudes t i d feel th
try. 0 avc? Cf)ns1sen attitudes to my customers and feel those 200 8.132
sentiments inside.
II get so much stress dealing with customers at work. .603 Fixed
I feel I suffer from an excessive workload. 788 9.975
Job burnout 854 586
I think I feel exhausted from work. .874 10.506
I usually feel exhausted when finishing my daily work. 775 9.869
I want to change my job because I want to work for a company .
. . L 741 Fixed
that recognizes my skill and proficiencies.
Even if the benefits were similar to those of my current job, 78 11.666
jFurno.ver I would like to change my job within the same field. ' ' 836 572
intention
I ing to look f job rtuni ithin th field
am gomg o0 look for a job opportunity within the same fie 902 13.470
sometime very soon.
I have been considering to quit my current job. .627 9.990
I am proud of my role and duties at work. .800 Fixed
Job I am very well aware of my role and duties of which I am
. . . .549 7.901 866  .486
satisfaction in charge.
I am content with my current role at work. 725 9.577
77=297.462(df=142), p=.000, CMIN/df=2.095, RMR=044, GFI=903, AGFI=870,
IFI=.906, CFI=.922, RMSEA=.063
Gl 7w AFnEe] BEgur B A% aq6lE dPWAYL g Ao BAEAL, 1
MAE WSl HAHT WHGEe] 47 vte BE 2ol BALCR fold Jgu



168 = z2]g3|A] A 227 Al 75(2016)

{Table 4> Correlations analysis of items

Surface acting Deep acting Job burnout  Turnover intention  Job satisfaction
Surface acting 1
Deep acting J132% 1
Job burnout AT78%* —.099 1
Turnover intention 265%%* —.133* A406** 1
Job satisfaction .130* A412%* —.024 —.138* 1
* p<05, ** p<0l.
{Table 5> Structural equation results of items
Hypothesized relationship Estimate B t-value p-value Result
H1-1 Surface acting — Job burnout 926 .609 6.528 .000***  Supported
H1-2 Deep acting — Job burnout —.386 —.204 —2.961 .003** Supported
H2 Job burnout — Turnover intention 364 424 5.670 .000***  Supported

77=222.646(df=100), p<0.001, CMIN/df=2.226, GFI=0.912, NFI=0.878, CFI=0.928, RMSEA=0.067.

£ p<001, *** p<0.001.

{Table 6> Moderating effect of job satisfaction

Low lever

High lever Unconstrained Constrained model A 2>
B8 t-value 3 value  model x’(df=200) 24(df=201) (df=1)
H1-1 597 4.259%** 627 5.193%%* 336.320 336.348 .028
HI1-2 —.062 —.684 —.342 —3.063** 336.320 342.339 6.019%*
H2 346 3.161%* 454 4471 %% 336.320 339.266 2.946
** p<0.01, *** p<0.001, CFI=0.918, NFI=0.824, GFI=0.873, IF1=0.920, RMSEA=0.050.
AL gAg = Ak olgie Ayhe= odA stz stk AT F8 A vk A
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o A2l HAE FPAN ARNEY JE BB AT $9IT ARBAL G 5
7t atel7t Sk A3He ofn| gtk AT B TL A F-axle] H(+h)e] FFEA
= JelEd), ol THdYE o o}
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& KL alok 57] e, $AUE) 27
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