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Emotional labor, The recent increase in the percentage of services industries has dominated in the entire industry. Emotio-
Customer orientation, nal feeling of service workers is consequently indispensable in service industries in order to facilitate
Business performance. the progression of the service delivery process. In most circumstances, the emotional labor of service

in service industries has been increasingly recognized. Although many studies related to emotional labor
have been conducted, a precedent study will be needed to find positive factors such as customer orien-
tation and business performance of restaurant employees accompanying emotional labor. This study
attempted to practical meaning to food service companies by inquiring into such as positive effects of
employee’s emotional labor on the customer orientation and business performance. For this purpose, this
study established hypotheses and deduced results using literature research and empirical analyses, and
found implications to the service companies. The results of this study showed that the higher the
emotional labor of the restaurant employees gets, the lower customer-orientation becomes, and the
higher the customer-orientation of restaurant employees gets, the higher the performance of the company

becomes.
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Fig. 1. Research model diagram.
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Table 1. Demographic characteristics of respondents

(N=362)

Division F(Ratio)

Male 144(39.8)

Gender Female 218(60.2)

Total 362(100)

20s 122(33.7)

30s 40(11)

Age 40s 100(27.6)

>50s 100(27.6)

Total 207(100)

< Finished junior high 20(5.5)

Finished high school 184(50.8)

College student 40(11)

Educational AOS. degree 82(22.7)
attainment

Bachelor’s degree 34(9.4)

> QGraduate school 3(0.6)

Total 362(100)

Monthly <3,000 346(95.6)

house >6,000 4(1.1)

income 3,000~4,000 12(3.3)
(W1,000)

Total 362(100)

< 1 year 4(1.1)

2~4 years 178(49.2)

Total years 5~7 years 50(13.8)

of career 8~10 years 50(13.8)

> 11 years 80(22.1)

Total 362(100)
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Table 1. Continued

Division F(Ratio)
BOH (kitchen) 156(43.1)
- Pr‘:zl‘l’rnam FOH (hall) 206(56.9)
Total 362(100)
<3 6(1.7)
4~10 110(30.4)
igll’:;see‘s’f 11~20 190(52.5)
Over 20 56(15.5)
Total 362(100)
Commercial zone 116(32)
Residental zone 100(27.6)
Location of Office zone 92(25.4)
restaurant School zone 14(3.9)
Etc. 40(11)
Total 362(100)
< 1,000~2,000 38(10.5)
< 2,000~3,000 14(3.9)
Average < 3,000~4,000 8(2.2)
monthly sales < 4,000~5,000 6(1.7)
of restaurant
(W1,000) < 5,000~6,000 14(3.9)
> 6,000 282(77.9)
Total 362(100)
Customers 152(42)
Boss 66(18.2)
Causes of Co-workers 6(1.7)
stress at work Company policy 60(16.6)
Etc. 78(21.5)
Total 362(100)
Working environment 88(24.3)
Work content 12(3.3)
Cut back work hours 126(34.8)
How to Rest enough breaks 50(13.8)
erriffos;al Employee benefits 44(12.2)
stress Leisure activities 16(4.4)
Health care & counseling 10(2.8)
Etc. 16(4.4)
Total 362(100)
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Table 2. Reliability and factor analyses on the items of employees' emotional labor in restaurants

Frequency Attentive- Emo-
. Cron-
. . . of ness of tional  Commu
Employees’ emotional labor in restaurants . . . .. bach's
emotional required disso-  nalities oz
display display rules nance
Require lots of conversation with customers 0.91 0.83
Require me to display a good mood with customers 0.88 0.81
0.841
Require a great customer management 0.88 0.77
Require me to manipulate emotion at work 0.63 0.60
Require me to fake a good mood with customers 0.86 0.75
Try to read how customers perceive during service 0.85 0.74 0.767
Try to follow the company service policies and procedures during service 0.72 0.55
There is a huge gap between actual emotion and fake expression on the job 0.83 0.70
Try to fake actual emotions when serving customers 0.74 0.55 0.852
Confused by the difference between actual emotion and fake expression at work 0.67 0.53
Eigen value 2.69 2.13 1.70
% variance 26.88 21.33 16.97
Cumulative % variance 26.88 48.21 65.19

KMO=0.83, 7=1,264.21, p-value=0.000

=25t} Kaiser-Meyer-Olkin(KMO)Zt2 0.902.% 0.8°]
2}o) 3L Bartlett T34 A2 7L A F( 22 TS 2,906.66,

parel 0.0002.Z YePITh % T3S 70,6002 H] w A
A VR ool Bl d o] dEEl Tt A4 A2kl
Cronbach's @ 32 0.9120] 31 B A 4 HJJr-J 739 0.907=
Nunnally®} Bernstein(1994)°] #| A3} 715221 0.6~0.7< 3]}t
3 7] Wl 71983 S L] Al8)do] JSE AT

(CR: Composite Reliability)ﬂ e T s ?,—E(AVE Average
Variance Extracted)#tS A2 A3} 072 0.5 o]/go]7] W&
o FHElFA o] 0SS & S UTH(Hair et al., 1998; Fornell
& Larcker, 1981). =3, AVE #ko] 71 E 3t A8AS= A5
(@< 23l 6};%] (AVE> @) o155 ke A3} AVE.
L O] 0.5 o] /de]a,
o el &S & F Utk

4.4, Jrdadddt

HaER TAY] ol AR FAEH 7194
o e JFAAS Avry] Y& F24H2(SEM)=

S35t 2y ek A3 Tetal 2 A FlolA|
FA( DL 1167.137, AHrE(d)E 509, F2l2HE(pEh) 0.000,
Zho) A F 2k H/AH-E(df) 2.293, RMR 0.048, GFI 0.918,
AGFI 0.905, NFI 0.928 % WEFET}. ko] A F( 12 Fkell gk
5P 71 TFA7IA EIAT RMR Lol
0.05E.T} 231, GFI 447} NFI #k°] 0.9 o] o= =A) Jebs:
7] ool 2] gk A=t Y5 AT

Hl 1: ]/\ a— Z_A},.O(JQ] 71—7@1.50] 71—;§7<4 .‘%}_5].(’3
=—0.715, 9 3F=1, CR=—2.80, pat=0.005")7} F1 & &0
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Table 3. Reliability and factor analyses on the items of customer service oriented attitude

Read the Deliver the Need for Cron-
Customer service oriented attitude Pamper customer’s service personal Corr‘n‘nu- bach's
customers needs required  relationship nalities @
Being so rewarded that all the customers exist only for me 0.82 0.80
Matters for me to solve customers' problem 0.75 0.72
Being so delightful to manage customers 0.74 0.73 0.869
Make sure to focus on each customer individually 0.68 0.68
and to take care of them
Feel pride for delivering the service required to customers 0.81 0.82
Feel happy to deliver the promised service on time 0.73 0.69
Try to know what customers need 0.69 0.74 0.862
Listen carefully to what customers ask how much 0.66 0.70
interaction with the customer should take place
Able to read the customer’s needs before asked 0.80 0.77
Able to expect the service required 0.80 0.81 0.812
Able to read the customer’s needs 0.63 0.73
Prefer to remember the name of customer 0.82 0.79
Prefer personal relationship with customers 0.82 0.76 0.714
Figen value 3.00 2.69 2.27 1.81
% variance 23.05 20.66 17.43 13.92
Cumulative % variance 23.05 43.71 61.14 75.07
KMO=0.88, 1°=2,779.61, p-value=0.000
Table 4. Reliability and factor analyses on the items of business performance
Business performance Non-financial Financial =~ Communalities  Cronbach's @
Improve the image of restaurant 0.81 0.73
Improve the reputation of restaurant 0.77 0.70
Improve the satisfaction of restaurant employees 0.75 0.58
Improve the marketability of restaurant 0.75 0.68 0.907
Increase the potential growth of restaurant chains 0.72 0.65
Improve the satisfaction of restaurant customers 0.66 0.67
Improve new menu & service development capability of restaurant 0.64 0.59
Improve the overall business performance of restaurant 0.89 0.85
Increase the net income of restaurant 0.86 0.82
Increase the sales growth rate of restaurant 0.80 0.74 0912
Increase the market share of restaurant 0.78 0.76
Eigen value 4.13 3.63
% variance 37.59 33.02
Cumulative % variance 37.59 70.60

KMO=0.90, x?=2906.66, p-value=0.000
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Table 5. Discriminant validity test results of the questionnaire
Emotional labor Customer service orientation Business performance
Emo- Attentive- Fre- Deliver  Read the Need for . . Non-
Factors . Pamper Financial )
tional ness quency of the custo- personal financial
. . . custo- . , . perfor-
disso- of required emotional service mer's relation- perfor-
. . mers . . mance
nance  display rules display required needs ship mance
Emotional dissonance 1 0.001 0.024 0.000  0.000 0.000 0.026 0.000 0.003
Attentiveness of 0.121"" 1 0.075 0.159  0.107 0.162 0.012 0.041 0.084
required display rules
Frequency of 0.246™ 0274 1 0.080  0.124 0.112 0.023 0.005 0.004
emotional display
Pamper customers 0.098™  0.399™ 0.283" 1 0.404 0.470 0.193 0.051 0.091
Deliver the service  0.097”" 0328 0352 0.636™ 1 0.387 0.204 0.029 0.021
required
Read the customer’s  0.107" 0.402"" 0335 0.685™"  0.622" 1 0.221 0.047 0.101
needs
Need for personal 02517 0.109” 0.151™ 0.439™  0451™ 04707 1 0.025 0.003
relationship
Financial performance  0.101""  0.203™ 0.174™ 0225 0.170™ 0218 0157 1 0.485
Non-financial 0.144™ 0289 0.169" 0302 0.145™ 0318 0.156" 0.696"" 1
performance
AVE 0.601 0.603 0.512 0.653  0.675 0.658 0.523 0.771 0.657
CR 0.672 0.816 0.801 0.883  0.861 0.885 0.687 0.931 0.930
2?=1033.555, df<491, p=0.000,
22/df=2.105, RMR=0.044, GFI=0.914, AGFI=0.903, NFI=0.931
% 02, " p<0.1, 7 p<0.05, 7" p<0.01.

Restaurant Employees’
Emotional Labor

e

Attentiveness)
of required
display rules,
~

0 221 0275
—

-0.663
Frequency Need fol
of -0.207 Personal
Emotional Relationship,
display

Fig. 2. Effects of employees’ emotional labor on
customer service orientation and business performance.
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