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Abstract

Background: The aims of this paper is to investigate the moderating effect of emotional intelligence
on the relationship between emotional labor and job satisfaction of hotel employees and to find a way
to increase job satisfaction of them.

Methods: This study is a cross-sectional empirical study conducted for hotel employees in Korea. A
total of 314 completed responses were collected and analyzed. Hierarchical regression analysis was
employed to test the hypotheses.

Results: Emotional dissonance decrease job satisfaction, but emotional effort improves it. “Ability to
understand emotion” and “ability to understand others’ emotion” are moderating factors that increase
job satisfaction joining with emotional effort.

Conclusions: In order for hotel employees to be satisfied with their jobs, it is necessary to develop
and implement an emotional intelligence improvement education program that can improve job
satisfaction by positively moderating emotional labor.

Key Words: Emotion, Work, Emotional intelligence, Job satisfaction
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Fig. 1. Proposed research model.
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Table 1. Characteristics of respondents (n=314)

Variable Attribute Frequency %
Gender Male 124 39.5
Female 190 60.5

Age Under 20 years 4 1.3
20~29 years 143 455

30~39 years 120 38.2

40~ 49 years 47 15.0

Over 50 years 0 0.0

Education High school grad. 6 1.9
Junior college grad. 60 19.1

University grad. 216 68.8

Graduate school grad. 32 10.2

Working years Under 1 year 44 14.0
in hotel industry 1~3 years 78 248
4~6 years 66 21.0

7~9 years 33 10.5

10~11 years 35 1.1

Over 12 years 58 18.5
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Table 2. Results of emotional labor factor analysis

Factor Loadings

FAC1 FAC2 FAC3
Emotional effort (EE)
When helping the consumer, | try to create emotions in myself that present the image of my hotel desires. .800
| try to truly feel the emotions that | have to show when communicate with consumers. .790
When | was ready for work, | said myself that today will be a good day. 787
| usually think of pleasant things when starting work. .783
| focus more on my behavior when | show emotions that | do not truly feel. 692
| endeavor to reflect positive emotions to consumers. .586
Fake emotion (FE)
| show fake emotions when dealing with consumers. 743
| insert the fake facial expressions to reflect right emotions form my job. 725
| have to hide my true feelings when dealing with consumers. 722
| fake in order to deal with consumers in a right way. .720
| show the emotions to consumers that | am actually felt. (r) .570
Emotional dissonance (ED)
My communication with consumers is like a robot. 771
| behave differently from how | actually feel. .738
| show emotions that | am not truly feeling. 633
Eigenvalues 4.041 3.179 1.224
% of variance explained (total=60.310) 28.865  22.705 8.740
Cronbach's alpha (total=.792) 844 773 710
Kaiser-Meyer Olkin coefficient=.806, Bartlett's Test of Chi-Square=1769.824 (p<.001)
Table 3. Results of emotional intelligence factor analysis
Factor Loadings
FAC1 FAC2 FAC3 FAC4
Ability to Understand Emotion (AUE)
| have good understanding of my own emotions. .857
| have a good sense of why | have certain feelings most of the time. 814
| really understand what | feel. .806
| always know whether or not | am happy. 761
Ability to Control Emotion (ACE)
| am quite capable of controlling my own emotions. .882
| can always calm down quickly when | am very angry. .868
| have good control of my own emotions. .801
| am able to control my temper and handle difficulties rationally. 633
Ability to Understand Others’ Emotion (AUOE)
| am a good observer of others’ emotions. .821
| have good understanding of the emotions of people around me. 782
| always know my friends’ emotions from their behavior. 742
| am sensitive to the feelings and emotions of others. 694
Ability to Motivation (AM)
| am a self-motivated person. 817
| always set goals for myself and then try my best to achieve them. 767
| would always encourage myself to try my best. 713
| always tell myself | am a competent person. .635
Eigenvalues 6.107 1.992 1.586 1.370
% of variance explained (total=69.095) 38.170 12.450 9.913 8.562
Cronbach's alpha (total=.888) 881 854 817 792
Kaiser-Meyer Olkin coefficient=.845, Bartlett's Test of Chi-Square=2618.840 (p<.001)
8.740%, «=710; ED)°& Zt7} Wwsqict. Cronbach’s wAIZE §le A0 FRAEIE AA a.9lof Bt %i‘—iéilf&
0’7:”‘/?‘—11:— AR .701/6}—9—.?‘ I%E]rur ﬂﬁl}éo] Q’EQ%E} E_‘ﬂ% 69 095%= 14—]5]—14-01:4 71— Q0] 4 ix{_&_ _ﬂaa]_
(Table 2). of Aol sH (4=, 38.170%, a=.881; AUE), J@i%—;"
WSS 24T 3 167 BRE 9] 2910w 33 BUAGER, 12450%, =854 ACH), ERIMOIIs 24,
Hsteh AYRaTAn x29] gkl 2618.8400% % 9,

mlm HN

G FEo] ofte 571

HoﬂOD#, KMOZH= 8458 adliss A8sh= 2

913%, a=.817; AUOE), 57|54+, 8.562%, a
792; AM)L.2 247y rdstelet. Cronbach’s a Al4E &
5T 70142 Yehg AlgAde] EHETHTable 3).



170  Kwang-Hi Park

http://www.stressresearch.or.kr/

FEUSC ARAE(SS BARIoR FHHon, = W] ol fojEkEe] fol5F 05014 BAOE
SIFEATEL X7 ol 816.0912 Fo4FE 0019 Y AE Kol 2PAME Yk Ao FAHU &
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A BHA A A s AR 7He] AA M= sttt A As <l eI ol s e 2AavsE 3
F23HB=—.107, t=—3.156)= F9<E 0104, 8= 3 3k 3] 2e] thet RP9) wiskgo] 0388 HAF W
H(8=.324, t=5.951) < 001904 TAAHCE ol et §ogtge] Fo4E 0104 SAHSRE {9
oSt JFBA} ebton, FARRE ARUES A e B 2daip) e Ao FRIEIthTable 5
AL, FAEAL VR ARUES PAVE a4 SPNSY 2AUS0] 4TAS WS F Ak el
s ISl AEAE Aol sE e 2EANE Aol e e M7t AFNEEE FA7= AoR
heldt 3gHA| 3] 4lef Tt R*Q) W3leko] 030208 F7 B A e ARRES 7R BA A BRI ol dlE
Table 4. Moderating effect of ability to understand emotion (AUE)
Step 1 Step 2 Step 3
B t B t B t
FE —.020 —.373 —.036 —.663 —.022 —.408
ED —.167 —3.156** —.161 —3.027** —.139 —2.558*
EE 319 6.015*** .304 5.594%** .288 5.280***
AUE .071 1.266 .032 573
FEXAUE .085 1.575
EDxAUE —.104 —1.854
EExAUE 134 2.380*
F 15.425%** 11.992%** 8.569***
R? 130 134 164
AF 1.602 3.602*
AR’ 004 .030*
Dependent variable: job satisfaction (JS).
*p<.05, *p<.01, **p<.001.
FE: Fake Emotion, ED: Emotional Dissonance, EE: Emotional Effort, AUE: Ability to Understand Emotion.
Table 5. Moderating effect of ability to understand others’ emotion (AUOE)
Step 1 Step 2 Step 3
B t B t B t
FE —.020 —.373 —.060 —-1.129 —.041 —.784
ED -.167 —3.156** —.135 —2.560* —-.126 —2.432*
EE 319 6.015%** .305 5.861*** 321 6.250***
AUOE 203 3.774% 153 2.802**
FE x AUOE —.016 —.282
EDxAUOE .027 462
EExAUOE 195 3.151*
F 15.425%** 15.624*** 11.374%*
R’ 130 168 206
AF 14.245%* 4,9154**
AR? .038%** .038*

Dependent variable: job satisfaction (JS).
*p<.05, *p<.01, **p<.001.
FE: Fake Emotion, ED: Emotional Dissonance, EE: Emotional Effort, AUOE

. Ability to Understand Others’ Emotion.
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