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The Effects of Open Kitchen Employees’ Emotional Labor
on Job Satisfaction and Customer Orientation
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Abstract

This study conducted frequency analysis to explain demographic characteristics using SPSS 18.0 in order
to examine the effects of emotional labor of open kitchen employees working for hotels or food service com-
panies. In addition, factor analyses and reliability analyses were performed to test validity and reliability of
measured items, and this study also conducted regression analyses in order to test proposed hypotheses in this
study. Results are as follows: First, for the effects of the emotional labor of open kitchen employees on job
satisfaction, it was found that deep acting has positive effects on job satisfaction, whereas surface acting has
negative effects on it. Second, the result shows that job satisfaction has a positive (+) effect on customer
orientation. Third, it was found that deep acting has positive effects on customer orientation, while surface
acting does not have any significant effects on it. It is considered that supervisors and colleagues' support
and assistance are required as a way of reducing emotional labor of employees who work in the open kit-
chen.
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<Fig. 1> Research model.
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{Table 1> Demographic characteristics of the subjects(N=190)

Variable Frequency(persons) Percentage(%)
Male 132 69.5
Gender
Female 58 30.5
20~30 95 50.0
31~40 50 26.3
Age
41~50 43 22.6
51~60 2 1.1
Not married 104 54.7
Marital status
Married 86 453
< High school 7 37
College 126 66.3
Education level
University 47 24.7
Graduate school < 10 53
Intern 51 26.8
Cook 69 36.3
Position Head of department 51 26.8
Assistant manager 13 6.9
Manager(chef) < 6 32
< 1,000,000 16 84
1,010,000~2000,000 84 442
Monthly i
Oy Teome 2,010,000 ~3,000,000 73 385
(Korean won)
3,010,000~4,000,000 16 84
4,010,000 < 1 0.5
Part time worker 39 20.5
Empl
mployment Contract worker 35 18.4
status
Full time worker 116 61.1
<1 23 12.1
1~5 59 31.1
Year of occupation 6~10 36 18.9
11~15 46 24.2
15 < 26 13.7

2. 58 g=0| eigk & Az A8 ol 54 ¢ 9lE7kE UElllE Al E(Lee E
ergoldt S4& S8 e =75 AH8SE T Kim DS 2014);, 24 2o Bes G35
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tor loading)”7} 0.5 ©]’do]™, 31-8-Fk(eigen value)
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0.7662.7 UEltor T2 BEAEL 51318%%
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2) 200 CHst EEE & A2 2
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TEA HAR= 12=307.848(Sig=.000)°] 1, KMO
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{Table 2> Results of factor and reliability analysis on emotional labor

Factor Variable

Factor  Eigen Variance Cron-

loading value explained(%) bach's a

I give customers the best service not because of rules of the

0.769
business but because of my voluntary motivation.
I try to be good to customers from my heart in order to show 0763
them a good image of the business. '
D I t fr ithin feeli I d t e
e.ep try to arouse from within feelings I need to express to my 0759 3.106 30229 0791
acting  customers.
Most of feelings I express to my customers are what come from 0.634
my heart. ’
I try to feel emotions deeply I need to show my customers not 0.631
only outwardly but also inwardly. ’
I make facial expressions to make myself look as if I am 0728
interested in my customers. '
I behave as if I am happy when I serve my customers. 0.707
Surtt."ace When I serve my customers I think it is a stage to do my job. 0.610 2006 21,089 0633
aCME " What I feel inwardly when I serve my customers is different from 0.592
what I actually feel and behave. '
I sometimes serve my customers with different feelings from what 0.507
I really feel. '
KMO  Kaiser-Meyer-Olkin measure 0.766
Chi-square approximation 467.220
Bartlett
Significance 0.000
Cumulative variance(%) 51.318
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{Table 3> Results of factor and reliability analyses on job satisfaction
Faco variale g e e a
I am generally content with my job. 0.850
I am content with the company I work for. 0.839
Job satisfaction 2.739 68.475 0.844
I am content with my working environment. 0.836
I am content with my job thinking it is valuable. 0.784
KMO Kaiser-Meyer-Olkin measure 0.802
Bartlett Chi-square approximation 307.848
Significance 0.000
Cumulative variance(%) 68.475
I 211 4d 7 % (unidimensionality) 2] 2.1 3. AIZEHI2A
= ol &3t uA Aol g e HA FUIAE B E AF= (Table 5> < 2Th W]

S A= <Table 49 2t} 891 4 23 6709] W9 &= 2 FHE(=0.590, p<0.01),

oAl 1] @elo] F&5|o121 00, Barlett  (=0.578, p<0.01)3} B(+)e] FHHAE
e 9

o TR AHAE 27=448385(Sig=.000)°11, 31, P ek= Folg FAAAS

24 A9

LHERA 2L

KMO k2 0.8762.2 YERgom, 74 42 gith Hddee 2 FU=5(=-0.192, p<0. 01)4%
59.144%2 et A=A A3} Cronba- ()2 ATAA7} e Ao g Yelton,
ch’s a gkl 0.861% YERSiT, A At frof gt AATAE JeEhA ‘8%9}

{Table 4> Results of factor and reliability analyses on customer orientation

. Factor Eigen % of  Cronbach's
Factor Variable . K
loading ~ value variance a

My top priority is my customers. 0.791

I try to give service so that my customers can feel at home.  0.791

I try to meet my customers' needs. 0.783

Customer

u I try to approach my customers first to serve them spon- 0776 3549 59144 0.861

orientation taneously.

I try to deal with their complaints and discontent as quickly

0.770
as possible.
I am well aware of my customers' needs. 0.700
KMO Kaiser-Meyer-Olkin measure 0.876
Chi-square approximation 448.385
Bartlett
Significance 0.000

Cumulative variance(%) 59.144
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{Table 5> Correlation analysis

Measurement MLSD Deep Surface Job Customer
items acting acting satisfaction orientation
Deep acting 3.289+0.676 1
Surface acting 3.010+0.634 0.069 1
Job satisfaction 3.405+0.747 0.590" -0.192" 1
Customer orientation 3.669+0.661 0.578" ~0.031 0.538" 1

218 (=0.538, p<0.01)T} Kol Fom Y
(o)

el FadAE JeEhigich 2 (] Aol =]
Pole AFTT| =—4.14002 F(—)9] JF

lo &
J
&
N
0

Ae e 7HEE HE] 98 AFTES o M 12 AEEATh

FTEHALE Sta, A eEWa e, TAd9) E FY TAe] AN

= SV R sl g3 AR S AAEEe mAE 9 S HE

), A= (Table 6>} T} AL FEHASLE sha, AT
FE F A Aol AFHEH v o G HENS A

e QoA RP=0.4030=2 403%] AHES I 2

g mAE AR vep,

A r=so] AR v p<0.001°14 =% &

°olgt 4% 23 Yl

{Table 6> Results of regression analysis on the effect of emotional labor on job satisfaction

Unstandardized Standardized
Dep c.:ndent Independent coefficients coefficients t-Value p-Value
variable variable
B SE Beta
Deep acting 0.671 0.063 0.606 10.709 0.000
Job satisfaction
Surface acting —0.276 0.067 —0.234 —4.140 0.000

R=0.403, Adj. R>=0.397, F=63.140"

*(p=.000)

*k

'9<0.001.

(Table 7> Results of regression analysis on the effect of job satisfaction on customer orientation

Unstandardized Standardized
Depejndent Indep.endent coefficients coefficients +Value p-Value
variable variable
B SE Beta
Customer . .
. . Job satisfaction 0.476 0.054 0.538 8.755 0.000
orientation

R=0290, Adj. R*=0.286, F=76.642""(p=.000)

"*p<0.001.



H

= 24

lo

(o)==
T

37

{Table 8> Results of regression analysis on the effect of emotional labor on customer orientation

Unstandardized Standardized

Dep.endent Independent coefficients coefficients +Value p-Value

vaiable variable

B SE Beta

Customer Deep acting 0.571 0.058 0.583 9.789 0.000

orientation Surface acting —0.074 0.062 -0.071 ~1.194 0.234
R=0.339, Adj. R>=0.332, F=48.042""(p=.000)

*p<0.001.

R=0290°.2 29.0%°] AHEE HAFe  HAH9 42 vA L e R ZAEUL
o, ARt 34 A3 =8.755% F(Hel ™, FHY = AFUE =-4.1402 F(—)9
Pl e Aom Yehor, p<0.001°14 F  FFS mxl= A= YElgth p<0.001°14] &
oIzt J7F A= Yol 71 2= AYEAT T FS I AHE vEhlo] 7HE 12 A

T FU A A ewol A Aol Slvk A BA Al Kolelal B3S vhe
A Gl e M-S HSsk] flall A 5L F2 71801 s, 28] Aol Wl &
A FEMFE dm, A=BURS, vk Pl Aot Y EAAE w2l
FHYPL) S SHHFR slo] da3]ATAS A 879 Bte AR|xE s dEa, AT
Netgom, ATRe (Table 8>3} 2k, YA GG VA E ACR FAMe] E

R=0339°2% 339%° A¥ES HoFgle  Sle Y95 AT & e wfe] Besirn
o, YW el= u X3 9.7892 p<0.001  AZHch
2 A 9] U= Ao E YEston, £1 ol# gt A¥t= syl o TP H(He
Aele A APl = 11942 fefshx] = IS WAL sl AeR JERd Kim HH
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