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(A Study on the Effects of Hospital Customers Disgruntled
Behaviors on Turmover Intention and Customer Orientation, using

Emotional Dissonance and Emotional Exhaustion as Mediators:
The Moderating Effects of Emotional Labor Strategy)
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Abstract This Study Examined the Effects of Disgruntled Customers’ Behaviors on the
Emotional Dissonance of Service Workers, the Effects of Emotional Dissonance on Emotional
Exhaustion, and the Effects of Emotional Dissonance on Turnover Intention and Customer
Orientation. In Addition, this Study Examined the Moderating Effects of Emotional Labor
Strategies(both surface acting and deep acting), in the Relationship Between Customers’
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Emotional Dissonance had a Positively Significant Effect on
Emotional Exhaustion had a Positively Significant Effect on

Disgruntled Behaviors, Emotional Dissonance, Emotional Exhaustion,

)

Second,

Third,
Turnover Intention but Negatively Significant Effect on Customer Orientation. Finally, According

Turnover Intention, Customer Orientation, Emotional Labor Strategy

Exhaustion.
. Customers

and Drew the Following Results. First, Disgruntled Behavior had a Positively Significant Effect on
Key Words

to a Hierarchical Regression Analysis, Disgruntled Behavior and a Moderating Variable, Surface
Acting had a Significant Interaction Effect on Dependent Variable, Emotional Dissonance, but

Disgruntled Behaviors and Emotional Dissonance. A Survey was Conducted on Hospital Workers

Disgruntled Behavior and a Moderating Variable, Deep Acting did not.

Emotional Dissonance.

Emotional
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7+ 317 (emotional exhaustion)
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2 years or less
business assistant

Table 1 General Characteristics of Subjects(N
Characteristics

Gender
Age
Years of service
Position
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T HoE REFHe AL des s
Aol otyet WAl A HEiAE A xA
Ao A= WFo R WA 7| A =93
AL ulst, Y= a4 e A A o A
Ao w HAAsHA detell =gt ok
Mo Al &= AL o] dAoA
Zolt} 5 F 4ot

Awegdsse A=Ad7 gdAded dste] 4
3l A3} Table 29 2}
X AFA #HAEE 98] Cronbach’'s a#r s
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Z3 WA d#AA(internal consistency) A4S £ 050]4S EFTAZITHI9 A Q0E4
o] &3ttt Nunnally[38]¢] <7 wz=m Ay b g2l FHole EFds 1S AA
Cronbach’s agkel 0.7e]delw A#gel Frat & olF & Vel 2cle] FE=%aL, o5 21
b 9tk AA B AF Table 29 o] ol WA W] 70%c°]3-S Arstal Uk
08048 091474 & A#Y #2e ngr, T AT wAd AgHE B2 WS
M) B oy ZAgRso AP 3HHEg SHAEY Ar|RaYAS T 533 o
a8 4 9omn oux ou AL gy @ BF WEEe dA¥de] AR FEHA
He A3 gedra 2 2 9o UettE= d=dd, 5 sHHEeTE A58
BgA e A=s7] 94 2 QoA 3} ¢ Harmon's @4 el@dZFS AAskeh vt
Q1A QoRAS AT S gax go U TAUHHN} AT A FAH 20LH
BAS AAE7] 9ste] FAREANMS Al = AAAS W, st addow HE SAW
stggon, W g W (varimax) 3 Aol 9)e Hwz FEC FHIAU, st A 2cle] FiE
AL AASAY. ®=3 290 § AAHLS aFA A gEES AYEts Aoz yeidt B A
(eigenvalue)i= 1.0°]4S 7|22 Q9 HAA oA ALd ZE TANES gz 3] #5174
Table 2 Results of CFA
Variable Ttem B SE. CR. D Cmnbj‘Ch |1 CR | AVE
X16 157
X15 667 .093 9.640 .000
Disgruntled X14 746 .080 10.827 .000
Behavior X13 545 085 7.832 .000 817 819 686
X12 154 095 10.492 .000
X11 .833 .096 11.980 .000
X24 837
Emotional X23 910 .067 17.147 .000
Dissonance X22 .868 .068 16.123 .000 908 886 748
X21 117 061 13.956 .000
Emotional X3l | 79
motiona X32 738 091 10.722 000 804 874 | 725
Exhaustion
X33 766 104 10.889 .000
Turnover Xl 699
h:cention X42 .895 108 10.904 .000 .830 .861 706
X43 801 089 10.734 .000
X51 167
Customer X52 127 .065 14.637 .000
Orientation X53 .868 087 14.074 .000 914 .885 764
X54 .885 088 14.233 .000
X55 .820 .093 13.050 .000
X61 744
. X62 818 .068 15.852 .000
Surface Acting X63 270 100 10979 000 904 873 702
X64 901 113 10.388 .000
X71 184
. X72 810 .087 11.508 .000
Deep Acting X73 697 091 10.012 000 84 887|125
X74 687 101 9.846 .000

x*=482.917(d.f.=344, p=0.000), GFI=0.878, AGFI=0.846, IF1=0.967, CFI=0.967, RMSEA=0.048

-121 -



A Study on the Effects of Hospital Customers’ Disgruntled Behaviors on Turnover Intention and Customer Orientation, using
Emotional Dissonance and Emotional Exhaustion as Mediators: The Moderating Effects of Emotional Labor Strategy

Table 3 Results of Correlation Analysis

Mean SD 1 2 3 4 5 6 7
Disgruntled | 509, | g63 1 055 056 061 037 062 047
Behavior(1)
Emotional 3288 | .90 457 1 053 056 037 062 046
Dissonance(2) o
Emotional 3892 | 790 40 461 1 049 031 055 038
Exhaustion(3) ok ok
Tumover 2368 | 963 520 20 215 1 049 059 047
Intention(4) ok ok ok
Customer san | et | o | A0 | M2 26 1 055 038
Orientation(5) ok ok ok
Surface 305 | 1ot | AP 54 A07 216 | -am | .
Acting(6) *k *k *% *% *%
beep Acting(D) | 338 | w0 | W | 26 | B[ -2 [l _35% :
sk skk skek skek sk sk
T p<001 S ST ARATE e, a7hae AT ARAT e oA
Fe QREHE AAg A3 RE SANTE 3.4 7t8HZB
o shtel 2o fuaA Stk Ea Ay
Hol 7h 2 29lo] AA EAke] 23241%WHS A EoAFA AMgE HEASTS sk AMOS
mala glo] E BA= gl= Aow H 2= 9t} 2205 o] &std TN RS dsen
NHYAZI GA" 20BEAM oF Ames  ATEI AFE AFE AT A v
2209 Agdlo] BolA QOlEAM(CFA)S Aa  2rh x*=305.328(d£.=178, p=0.000), GFI=0.893, AGFI=
st z24usy HIdr 52 pAdow 2 0867, IF1=0.956, CFI=0.956, RMSEA=0.0562°.% sl

Hw W, x*=482.917(d.f.=344, p=0.000), GFI=0.878,
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Table 4 Results of Hypothesis Testing

Hypothesis B S.E. CR. p
H1 Disgruntled Emotional 559 074 7327 000
Behavior Dissonance
2 Emotional Emotional 5% 063 7805 000
Dissonance Exhaustion
H3 Emotlor}al Turnover Intention 275 095 3.466 .000
Exhaustion
H4 FEmotional Customer Orientation -201 064 2635 008
Exhaustion

x*=305.328(d.f.=178, p=0.000), GFI=0.898, AGFI=0.867, IF1=0.956, CFI=0.956, RMSEA=0.056

o A(+)e] FE([241143), #HAnZe] nAKGE  AH HARLME AAG AWE Table 5ol
Aol m(o)e] As(21][28)S MHE= Hoz i AusAew, dpskd 5ol @3 dEAdE o
B 712 T ERE X3 %3} 2t} Model 1, Model 2, Model 3 % 7}

H}EWQ?TP Model & 2H7] HOV’% Zt g R B
HEo R*Z7FEo He Fgre] fosFow
olatd o™, =1 A3} Model 301 1% #2 5=l

u!

oﬁ‘,

F

BTl 2AET A= & oA 3 A 7S WA Model?l 21o.® vhebEk
ARAE AARRT. FREscd mdus  Modd 34 @ xel A, Sgued
Z)ote] A AEFE ALeT Ao Sgug =90 (B=207, p=000)E BT el
X) 2 2AAF@R BEFTAgel gy 4 U FFT VAT Aem vrhan. =, 24w
27 Wl WREE Wik Azen gz T EEITEAG pm00E ;%@} o
(mean-centering)3Fo] % 3§ 3} T} Ao feHel d¥e A WadsE

gazlel 23 #7RAe AAsged, 1aa 006 p=80% AAvEs fefHel des
£ oEgussd FHustd B, 2aAe 5y 07 S sle® e A, e s el
W5 9 zANse FEUSe BA, 3uye  HETESC didl, sREsed dddea =
Sgus, 205 2 FEgguss Feue  SUTS BEAES AL EN(E=-112
7Fe] RS tA| Moz A E) p=.02D)+ o Aoz yehd 7HA 5-12 Al

gEolr. ol THYFTE TFE EHFYFol
Table 5 Results of Moderation Effect Testing
Emotional Dissonance

Model 1 Model 2 Model 3
B t D B t D B t D
gleiirvugfz‘i 482w 7766 | 000 | 227w 3602 | 000 | 207 3281 | 000
:Ciirrflagii) 0w 75| 000 | Al6ess 7261 | 000
Agffé)(c) -.003 ~043 | 866 006 093 226
ab "2 | 2144 | 001
arc 063 %1 343

F 60,314 477805 30,715+

R 200 388 407

R™A3} % 179k 01955

#xp<(.01, *+xp<0.001
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