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The Impact of Emotional Labor according to Rapport
on Job Burnout, and Organizational Satisfaction as perceived
by Five-Star Hotel Chefs in Seoul

Hee-Yeon Kim'
Dept, of Food Service Management and Nutrition, SangMyung University'

Abstract

Current study conducted to verify the impact of emotional labor by Rapport on job burnout and organiza-
tional satisfaction from five-star hotel chefs located in Seoul. Survey distributed to employees who are working
for department of foodservice from ten five-star hotels, and total 257 respondents were employed for data ana-
lysis. The Rapport was tested by using two sub-variables: enjoy relationship and personal bond, the emotional
labor were measured by three sub-dimensions: surface behavior, emotional behavior, and inner behavior. Re-
sults found that enjoy relationships and personal bonds have significant influence on surface behavior, but the
rapport have not significant impact on emotional behavior. In addition, only personal bond of rapport has signi-
ficant influence on personal bon in present study. Furthermore, all elements of emotional behavior except sur-
face behavior were significant predictors of job burnout, and organizational satisfaction. Hence, this study
contributed to provide various practical implication as well as theoretical implications to managers or organi-
zers of five-star hotels especially for foodservice employees.
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<Fig. 1> Research model.
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{Table 1> Demographic characteristics of those surveyed

Classification N %
Male 168 65.4
Gender
Female 89 34.6
20~29s 177 68.9
Age 30~39s 62 24.1
40< 18 7.0
High school 14 5.4
College 124 48.2
Education
University 96 37.4
University < 23 8.9
Korean style 40 15.6
western style 106 41.2
Major Chinese style 41 16.0
Japanese style 62 24.1
Bakery 8 3.1
0~5 yrs 98 382
6~10yrs 81 315
Career 11~15yrs 48 18.7
16 ~20yrs 15 5.8
2lyrs < 15 5.8
< 1,500,000 won 22 8.6
1,500,001 ~2,000,000 won 90 35.0
Monthly Income 2,000,001 ~2,500,000won 67 26.1
2,500,001 ~3,000,000won 52 20.2
3,000,001 won < 26 10.1
Married 166 64.6
Marriage Not Married 74 288
Whether
Etc. 17 6.6

Total 257 100.0
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. . Factor Eigen Variance KMO Cron-
Factors Classification .
loading  value (%) Bartellet bach «
The efforts to better communicate 875
with customers. ’
The effort to warm for our customers. .845
Eni
n]qy Try to improve and between cus-
relation- 791 3.549  40.198 .895
. tomers.
ship
T}’lhe effort to entertain a meeting with 709 KMO=821
Rapport the customer. Bartellet=
Try to relax the customer. .676 1,833.661***
Try to look interested customers. 929
I feel a bond with customers. .847
Personal
bond The effort to narrow the distance with 3.025  37.221 885
757
customers
A lot of attention to the customers. .688
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{Table 2> Continued

. Vari- Cron-
. . Factor  Eigen KMO
Factors Classification . ance bach
loading  value Bartellet
(%)
I try to come out to our customers from our 958
emotions expressed in my inner self. ’
I try to feel the emotions that actually show
Surface .889
. to our customers. 2422 17.625 .864
behavior
I try to sincerely for the kindness to show
a good image of the company to the custom-  .844
er department.
What I kindly respond to the customer tend 757
to express real emotions. ’
I have many emotions to express to the cus- 753
Emotional t is from the bott f my heart. '
mo 1f)na omer is from the bottom of my heas 2107 23.405 19
behavior | am Jooking at is expressing a particular
i emotion to match the company's require-
Emotional ‘p y . ‘.]U 692 KMO=825
labor ments are actually those feelings arise in my
emotional mind Bartellet=
2,704.515%*
labor I am often forced to express the emotions 875
that are felt real support to our customers.
I treat customers as if they have a particular 939
emotion, because business needs. ’
I express the feelings that you approach de-
corating business needs while hiding real  .836
Inner .
) feelings. 4.426 39.199 .807
behavior ) ] o ]
I am acting as if emotion is required to re- 877
present the customer is actually feeling. '
I am acting as if emotion is required to re- 839
present the customer is actually feeling. ’
1 do have feelings, words, and actions, as the 675
customer like in my mind. ’
There are times when I am angry precisely
.862
about what I do.
I used to handle the job without thinking, 708 KMO=.777
Job burnout mechanically. ' 2.548 63.709  Bartellet=  .809
There are times when I feel like getting 204 336.264***
things going on insignificant currently. ’
I'm tired of the sterile feel to the job. .844
I love my work more than other employees.  .881
Organizational I am satisfied about my work. 874 KMO-=3813
isfacti 2.804 70.107 Bartellet= .846
satisfaction oy i
I find joy in my work. 872 485.580%%*
I do not select a different job 709
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{Table 3> Correlation analysis
Divisi Enjoy Personal Surface Emotional Inner Job Organizational
ivision
relationship bond behavior behavior behavior burnout satisfaction
Enjoy relationship 1
Personal bond .667** 1
Surface behavior .605%* T10** 1
Emotional behavior —.019 —.012 .023 1
Inner behavior 562%* 180%* .664%* —.019 1
Job burnout —.304%* —.258** —.306%* 292%* —.384%* 1
Organizational
S 414%%* A426%* 392%* —.093%* 637** —.518%* 1
satisfaction
** p<.01
e A 5 Qe FED Aow 25 /ML 39 2t GEed he 2
Utk FAEA A el B 50% oo Tl d3F= mE Aot
vEe Fud Ao g agn A7l A 7P 1. BhEEd) we 59 xelihs 1
EE 2733} Cronbach a2 A5 0.6 o4 5o e o3 ek v
o2 vsh ARme] WAYHEE Faskint el
7Hd 112 ASsh] S8l 59 zelake] gt
3. ARZZDIEAN ) ol 0] ZA]0 3 o 7k
29| steel S BA|, A Fdizt 27k
} = 7} 5 O
o AAS el HAE GRS YIIE R g3 wre wyadn, FEUrE BYRES
1= ol=] A}ily B.2] s .
oksly —,40“ c}x_ \_74] —c—.(Pearson s correlation 3@33% 71:}'@83%, lﬁu‘ja oz 37]—X] %vjy“i }é

analysis)< &+ A3} (Table 3>3} 2t} 7+ 291
2 BEAG7E Rte 7 Yeht e
F5H Aoz Yehyith

4. Ji2E

{Table 4> Impact of rapport on surface behavior

IH= <Table 4>l AAJE vle} o], B4 270
o] =YE FolA] ZA BAI(B=236, p<.001),
o1& Feh7H(B=.553, p<.001) o2 FZEW =0l 7+
sl FHE9 ] tdisie] 27 gk FHel 4

Non-standardized coefficients

B SE e t b
Constant —1.235E-16 .043 .000 1.000
Enjoy relationship 236 .057 236 4.107%** .000
Personal bond .553 .057 553 9.6427%+*%* .000

R*=532, Adjusted R’=0.530, F=146.413, p-value=0.000%**

ok pe 001,
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{Table 5> Impact of rapport on emotional behavior

Non-standardized coefficients

B S.E e ' P
Constant 2.858E-17 .063 .000 1.000
Enjoy relationship -.020 .084 —.020 —.240 .810
Personal bond .002 .084 .002 .019 .984

R*=—.008, Adjusted R*=.000, F=.047, p-value=.954

=Ee] ARl fold S v 7Hd 2. 29 2Pk A wEe AR
Aotk o 9= mA Helrt
7Ha 12 A3olA gFEA 9] 3= (Table 71 22 A=) 94 58 Ze|ake] 7w
5ol AIAE wie} o], Fdw 2709 SHWSE =9 guige g, He & 37k WS
ZolA EA BA (B=-.020, p< 0on), AT = »Aeim, s|7EM oz AT 5B
tHH(B=002, p<on o2 FHATA FH=T o] v (Table 7ol AAE vlel 2o], F
of Al thete] 257 GFAAZE Sl A =@ 379 W o] BRI (B=—.1092 FF
o2 EAHAUTH AL gl Aoz dehwou, AR (B=

289, p<001)E FEHEQ A R271d] F+el
7]‘/}] 1-3. ﬂ'ﬁﬁéoﬂ U}~ vQ_Eﬂ 7\1_"4"}7: 71211—781 oojfgzja_ﬂ]7]_ o1 A o7 ljﬂ_‘ QS\)}\J‘Q_]/}’ ]_,H\?i?igﬂ

PATT N
rEo uss;! Ke) o o]3}) o ‘]:.% =3 - -
4 gl MRRRA @ 9LE 5 506 peoonz )9 BeFRAI U=
el Aom BAH,
7Hd 133850l A 37124 e AIe= <Table I 3. 58 zalAle] LB zalukE
6l A ukeh o], FlH 2749 SRS o] ke wa Aolu}

TN EAL BAB=075Z GFBA7} gl
Aoz yepront, tlAfizh(B=730, p<.001) 7Hd 38 ASs] Asl o' xejAke] A=

{Table 6> Impact of the rapport on inner behavior

Non-standardized coefficients

B S.E e t b
Constant —1.138E-16 .039 .000 1.000
Enjoy relationship .075 .052 .075 1.427 155
Personal bond 730 .052 730 13.911%%** .000

R'=—.611, Adjusted R’=.601, F=199.853, p-value=.000%**

ok pe 001,



N 2 S1F 59 2} e Rapporyel THE DHwFe] AR 2R MAE 9% 349

{Table 7> Impact of the emotional labor on job burnout

Non-standardized coefficients

B S.E e ' P

Constant 1.190E-16 .055 .000 1.000
Surface behavior —.109 .074 —.109 1.487 138
Emotional behavior 289 .055 289 5.254%x* .000
Inner behavior —.306 .074 —.306 —4,153%** .000

R*=226, Adjusted R™=220, F=25.952, p-value=.000%**

w0k pe 001,

{Table 8> Impact of the emotional labor on organizational satisfaction

Non-standardized coefficients

B S.E e ' g
Constant 1.103E-16 .048 .000 1.000
Surface behavior —.049 .064 —.049 —.764 445
Emotional behavior —.080 .048 —.080 —1.655% .099
Inner behavior .668 .064 668 10.363%** .000

R*=407, Adjusted R*=402, F=59.457, p-value=000%**

* p<05, *** p<001.
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