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The effects of emotional labor and job burnout
of the ski resort workers on service level
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Abstract The purpose of this study was empirically to reveal the effects of emotional labor and job burnout
of the ski resort workers on service level. For the study, a survey of 215 people working in domestic ski
resorts was conducted. Emotional labor was composed of two sub-factors: surface acting and deep acting.
Service level was composed of three sub-factors: tangibles, responsiveness, endeavor. The following results were
obtained by confirmatory factor analysis, reliability analysis, correlation analysis, regression analysis. First, in
emotional labor which ski resort worker perceived, surface acting had a positive effect on job burnout, while
deep acting had a negative effect on it. Second, surface acting had a positive effect on tangibles and
responsiveness of service level and deep acting had a positive effect on tangibles, responsiveness and endeavor
of service level. Third, job burnout which ski resort worker perceived had a negative effect on tangibles,
responsiveness and endeavor of service level. This study suggested that implications and limitations of the
relationship between outcomes and emotional labor which people working at sport organizations such as a ski
resort have experienced.
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(Table 2) Confirmatory Factor Analysis and Reliability

Constructs Measuring items B S.E AVE CR Cronbach’s a

Surface acting 1 607 331

Surface acting Surface acting 2 766 278 590 837 810
Surface acting 3 611 313
Emotional labor deep acting 1 556 47

. deep acting 2 54 472 _

Deep acting deep acting 3 7 o7 523 810 57
deep acting 4 734 358
Tangibles 1 806 239
Tangibles 2 348 196

. Tangibles 3 800 310 _

Tangibles Tangibles 4 01 o 682 915 892

Tangibles 5 713 A42
Tangibles 6" - -

Service level Responsiveness 1 679 448
. Responsiveness 2 344 308

Responsiveness Responsiveness 3 0 075 638 840 813

Responsiveness 4° - -

Endeavor 1 750 .333

Endeavor Endeavor2 685 406 237 776 125
Endeavor3 629 394

job burnout job burnout 1-5 - - - -

“removed item

(Table 3) Fitness of Confirmatory Factor Analysis

Constructs Initial | Modifying | =, dt D GFI NFI CFI RMSEA
questions | questions
Emotional labor 7 7 114.969 26 .000 901 902 922 063
Service level 13 11 250.378 97 .000 931 901 921 048
Job burnout” 5 5 - - - - - - -
¥ saturated model
_ o= = ==
(Table 4) Correlation Analysis (AVE) 523-682% Hair 5ol Ak 7I&A
Constructs 1 2 3 4 5 6 (Cronbach” a ¥ CR 70 ©]%, AVE 50 o2& 257+
Sufue acing_| 1 Ao et TGS B @ 0] due g
Deep acting 195 1 1’4—3’_ o} _/': 9\}];}[27].
Tangibles 3557 | 409™ 1
Responsiveness | 431" | 382" | 261" 1 AR LA
S
Endeavor 104 | 5077 | 3177 | 3387 | 1 2.4 SEEAEA
Job burnout | 474” | -3607 | 4207 | 6397 | 5657 1 2 Aol = A=El
o}
=

“p<.01(both sides)
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(Table 5) Multiple Regression Analysis of Emotional labor and Job burnout

Independent variables Dependent variables B S.E B t R”
Surface acting 487 123 431 3957
Job burnout 343
Deep acting -.235 115 -215 -2.060

“p<.001

(Table 6) Regression Analysis of Emotional labor and Service levels

Independent variables Dependent variables B S.E B t R*
Surface acting . 2% 080 249 283"
Deep acting Tangibles 360 098 346 3678 A1
Surface acting Resomsivencss 378 154 278 2455 0
Deep acting CSPONSIVENEss 258 110 238 2353 o
Surface acting 135 076 174 1.770
Deep acting Endeavor 415 107 28 3837 210

p<05, “p<01, T p<.001
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