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Fig. 3—1 Research Model
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Tab. 3—1 Measurement Items

Variable No. Item Related Works

SA1 | I pretend to have emotions that I don’ t really have.
[ put on a ‘mask’ in order to display the emotions I needed to for my | Brotheridge and Lee

surface acting SAZ job. (2003)
A3 When 1 am feeling negative emotions, I make sure not to express them. | Grandey et al.(2004)
resists expressing true feelings. Gross and John(2003)
DAl | I make an effort to actually feel the emotions that I need to display. Kim and Agrusa(2011)
deep acting DA2 | I try to actually experience the emotions that I must show. Wong and Wang(2009)

DA3 | Really try to feel the emotions I have to show as part of my job.

EM1 | I am encouraged to handle customer problems by myself.

[ do not have to get management’s approval before I handle customer
empowerment problems.

EM3 | I am allowed to do almost anything to solve customer problems.

EM4 | T have control over how [ solve customer problems.

Rod et al.(2006)
Yavas et al.(2003)

MO1 | [ receive positive recognition when I excel in serving customers.

motivation MO2 | We have financial incentives for service excellence. Ashill et al.(2008)
MO3 | My promotion depends on the quality of service I deliver. Boshoff and Allen(2000)
MO4 | I am rewarded for satisfying complaining customers.
SR1 | Considering all the things I do, I handle dissatisfied customers quite well.
service SR2 | I do not mind deahng'wnh complm customers. Baksi and Parida013)
SR3 | No customer [ deal with leaves with problems unresolved.
recovery — — - . Boshoff and Allen(2000)
SR4 | Satisfying complaining customers is a great thrill to me.
performance = —— Chang et al.(2008)
Complaining customers I have dealt with in the past are among today’ s
SRS
most loyal customers.
intention to IQ1 | I often think about resigning. Alam and Mohammad
it IQ2 | It would not take too much to make me resign from the organization. (2010)
q 1Q3 | I will probably be looking for another job soon. Rod et al.(2006)
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4. A7

4.1 HEChaxIe] S4

Tab. 4—1 Respondent demographic information

division frequency %

gender male 59 35.0
female 111 65.0

10s-20s 43 25.3

age 20s-30s 63 370
30s-40s 37 21.6

above 40s 27 16.1

food / lodgment 60 35.4

category communication 33 19.7
joy / culture 43 28.2

efc. 29 16.7

under 1 year 35 20.3

1 ~ under 2 years 60 35.2

length ™3™ nder 4 years 47 275
of Work /o™ der 6 vears 17 101
over 5 years 1 6.9
total 170 100.0
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Tab. 4—2 Reliability and validity tests (1)

Variable Item Liﬁfg Cronbach” s a

SA1 726

surface acting SA2 754 0.79%
SA3 .736
DAl 725

deep acting DA2 .875 0.845
DA3 872
EM1 848
EM2 921

empowerment 0.861
EM3 692
EM4 8%
MO1 791

motivation Moz 78 0.813
MO3 736
M4 843

KMO = 0.877, Chi-square = 2443.672, df : 91, p = 0.000
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Tab. 4—3 Reliability and validity tests (2)

Variable Item Liz(édti(r)lrg Cronbach” s a
SR1 .769
. SR2 764
se;\grcfeorrne;gzzry SR3 | 755 0.793
SR4 718
SR5 699
Q1 .843
intention to quit 1Q2 .881 0.835
1Q3 .846

KMO = 0.866, Chi-square = 1699.064, df : 21, p = 0.000
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Tab. 4—4 The output of regression (1)

dependent independent . non—gtanda;dh rzt;nedsifgn
variable variable cgression welght weight ¢ P
B SEM B
(constant) .255 295 866 .387
service surface acting -.085 042 -.099 -2.012 .045
performance deep acting 522 .066 423 7.941 .000
TECOVEY | empowerment 19 072 152 2718 007
motivation .204 .064 182 3.200 .002
F = 38.883, p = 0.000, R? = 0.372, Adjusted R? = 0.362, Durbin-Watson = 1.812
Tab. 4—5 The output of regression (2)
dependent independent non Standrd rg;safgn
variable variable g weight ¢ P
B SEM B
(constant) 2.186 083 26.426 .000
intention service
to quit performance -170 023 -723 -7.254 .000
recovery
F = 52.627, p = 0.000, R? = 0.523, Adjusted R? = 0.513
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Factors of Service Recovery Performance of Emotional Labarers

Hyeonsu Byeon*

ABSTRACT

Emotional labor may lead to service failure in service industries. Managers of an organization or a
company can contribute to service recovery by reducing stress related to emotional labor. The aim of
this study is to identify the antecedents and consequences of service recovery in respect of emotional
labor. Data was surveyed from frontline employees to achieve the research purpose. The hypotheses
were examined empirically using statistical tools.

Results are as follows. First, surface acting had a negative impact on service recovery performance
and deep acting had a positive impact. Second, empowerment and motivation had an influential
relationship positively on service recovery performance. Third, service recovery performance was
negatively related to intention to quit. In conclusion, managing employees’ emotional labor strategies
and work environment will bring high service recovery performance and low intention to quit.

Keywords: Emotional Labor, Surface Acting, Deep Acting, Service Recovery, Intention to Quit
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