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The Effects of the Hotel Employees’ Emotional
Labor to External Customer on Job

Performance

Jong—-seob, Oh

Department of Business Adminstration
Gradute School of Business Adminstration

Pukyong National University
Abstract

This thesis covers a study of the effects of the hotel employees’
emotional labor to external customer on job performance.

Purpose of this study 1s to examine how far hotel employees’ emotional
labor, which must be served at the point of contact with the guests, has
influence on the job result.

For this study, the questionnaire survey focused on emotional labor and
job result of the “employees of 5-star hotels in«Seoul and Busan was
conducted. Factor analysis, ~reliability ‘acceptance test and technical
statistics analysis were carried out, and the result of reliability test on
reference showed relatively high reliability coefficient.

ANOVA based on the questionnaire survey was carried out to analyze
the influence of emotional labor on the job achievement.

As the result of survey of emotional labor toward the guests, it was
found that there were 2 factors as emotional discordance and degree of
care in emotional expression, and the hotel employees had difficulties in
giving  different expression to the guests from their real emotion.

With regard to the influence of such emotional labor on the job

achievement, it was found that emotional labor had negative influence on

_VI_



the factor of degree of care in emotional expression. This result implied
that the hotel employees are being required their more psychological
energies and physical efforts.

It can be acknowledged that more attention and emotional endurance are
required by Kkeeping on expressing their emotions consistently, and their
hiding of real emotion is more difficult due to the long lapse of interaction
with the guests.

The result of this study indicated that the hotel employees have
difficulties in giving different expression instead of their real emotion under
the situation of continuous contacts with the guests, for example, smile
response to the guests or no-expression of-any unfavorable feeling which
is emotion labor having negative influence on the job.achievement.

Hotel business  has great dependency on human. services In 1its
characteristics and is strong in its intangible properties, " therefore, hotel
employees’ behavior and attitude have much influence on guests’ purchase
behavior. Therefore, how effectively manage the emotional labor of hotel
employees for the guests will be important index for successful hotel

business.
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