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A Study on the Effect of Deep Acting on Service Employee Market Orientation,
Creativity and Service Performance:

Evidences from the Comparison between Korea and Japan Hotel Industry

Bo Kyung Cho

Department of Business Administration, The Graduate School,

Pukyong National University

Abstract

Despite the fact that some studies examine the role of cultural
attributes as determinants of service performance in hotel industry,
there has been lack of studies that explored how a deep acting and
hotel service employee’s market orientation, as a emotional labor
strategy and culture, might provide competitive advantages in the
form of hotel service employee creativity, which influences the hotel's
service performance.

The current study therefore proposes a research model, in which
hotel service employee’s deep acting and market orientation as an
intangible resource enhances the hotel service employee creativity,
which eventually improves hotel's service performance, with national
culture as a moderator.

To test the hypotheses, responses were obtained from 196 South
Korean and 195 Japanese firm samples. The proposed model was
estimated using structural equation modeling and Thierarchical
regression analysis.

The empirical study confirms that hotel service employee’s market
orientation(customer orientation, competitor orientation, and

interfunctional coordination) directly influences hotel service employee



creativity, en route to hotel service performance. Second, deep acting
has a positive relationship with hotel service employee’s market
orientation. Third, the results showed that hotel service employee’s
market orientation(customer orientation, competitor orientation, and
interfunctional coordination) has a positive relationship with hotel service
creativity. Finally, national culture moderates the relationship between
hotel service employee’s market orientation and hotel service creativity,
thereby implying the positive relationship between competitor orientation
and hotel service creativity is stronger in Korea than in Japan. In
contrast, the positive relationship between inter—functional coordination
and hotel service creativity is stronger in Japan than in Korea.

Leveraging source—positional advantage—performance structures(Day
and Wensley 198R8), this study clarifies how deep acting and hotel
service employee’s market orientation influences a hotel firm's service
employee creativity as a positional advantage, which eventually
enhances its hotel’'s service performance. Moderating effects of
cultural factors arise between hotel service employee’s market
orientation and hotel service employee creativity, thereby revealing
the important, contingent role of cultural factors in managing the link
between hotel service employee’s market orientations and hotel
employee’s creativity.

This study provides managerial guidelines for how hotel firms
operating in different countries such as Korea and Japan can manage
their deep action and market orientation to enhance their service
creativity and firm performance, by noting and accommodating

different cultural characteristics.

Key-words: Deep Acting, Market Orientation, Employee Creativity,

Service Performance, Cultural Difference
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3} 25 6.4
=z 7 1.8
ME 5 1.3
A 1 0.3
2w Q1 18 46
€] 72} 6 1.5
2} 3 0.8
= 196 50.1
ZAL = 7F
o] 1. 195 499
P 2R3 5884
St A 3144
dA 59 2777 4.004
z3 391 100.0

= 47l ARRE A7
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A o

A7Wd 52 Cronbach alpha #o] E5F 70 o]Ael Ao

dE9 Y dAAHE A& 4 A (Nunnally, 1978).
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RIS 4 .88
1L PRI 6 87
73 AL A A 4 89
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CFI(Comparative Fit Index), TLI(Tucker-Lewis Index),
RMSEA (Root-Mean Square Error of Approximation)S Ea] 23 A 3w
£ Brtein Brhd s, B9 A= Ags A3 ow tSdnte 5
S BYom(x*=961.71, p<.05, CFI=91, TLI=.90, IFI=.92, RMSEA=.07)
AHEHFEE ] 29 A A 2 (factor loading) = B5F EAXHo= Fo3 Ao

= et

T3l ks SJAAAA | EFEstE [ JAHAA]T t gk
ql_1 1.00 81 -
I ql_2 92 20 17.71
ql._3 1.01 RS 19.89
ql 4 28 74 16.03
Q2.1 1.00 75 -
o q2.2 94 71 14.04
2 &4 q2.3 91 70 13.75
q2.4 1.08 76 15.12
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a2.5 99 70 13.77
a2.6 1.03 67 13.19
a2.7 1.00 75 -
7 A 2} a2.8 1.07 85 17.06
2| A a2.9 1.15 85 17.19
a2_10 95 79 15.95
q2.11 1.00 71 -
7%t
. a2.12 90 75 13.88
a2.13 1.16 85 15.26
a3 1 1.00 79 -
a3.2 96 f ¢/ 16.40
28] 2
o8 Bela a3.3 1.09 80 17.40
a3 4 98 79 17.05
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Aqu) 2 A1 a4 3 1.06 84 21.34
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a4 5 1.06 80 1954
X*=961.71, p<.05, CFI=.91, TLI=.90, IFI=.92, RMSEA=.07

* p<.01
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Reliability: CR)¢} ¥4t =3k(Averaged Variance Extracted: AVE)S
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