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Abstract

This paper reviewed the relationship between emotional labor and service quality, and the moderating
effect of superior and coworker support. Based on the responses from 520 hotel employees, the results
of multiple regression analysis appeared as follow; 1) deep acting affected positively on all service
quality factors(responsiveness, empathy, reliability). 2) surface acting didn’ t affect significantly on all
service quality factors(responsiveness, empathy, reliability). 3) coworker support affected positively on
the relationship between deep acting and responsiveness. 4) superior support affected positively on the
relationship between deep acting and responsiveness, and on the relationship between surface acting

and responsiveness.
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<Table 1> Moderating effect of coworker support between emotional labor and service quality

dependent var. | model 1(responsiveness) model 2(empathy) model 3 (reliability)
predicting var step 1 step 2 step 1 step 2 step 1 step 2
gendel’l) —.032 —.037 —.028 —.027 022 018
marital status” 181+ .081= —-.078 -.079 -.079 -.079
tenure .069 .065 -.018 —.020 —.041 —.044

deep acting(x1) 591 341 .306%+* 282 .252%% 075
surface acting(x2) .021 .135 .020 186 —.056 .021
coworker support(ml) .055 -.297 1925 313 4365 192
x1*m1l 580 .057 .399

x2+ml —.170 —.245 —-.116
R’ A1 Ok A7 153 156 3045k 307

AR 007+ .003 .003

* p<.05; *x p<01

1) male=0, female=1 2) married=0, single=1

<Table 2> Moderating effect of superior support between emotional labor and service quality

dependent var. model 1 (responsiveness) model 2(empathy) model 3 (reliability)
predicting var step 1 step 2 step 1 step 2 step 1 step 2
gender” —.037 -.036 -.043 —.043 -.012 -.013
marital status” 073 .069 —.093 -.095 —.117x -.117
tenure 074 .067 —.006 -.012 -.015 -.019

deep acting(x1) 548 .325% .236%x* .062 134 -.012
surface acting(x2) .028 377 .035 242 —.020 .085
superior support(m2) 158+ .091 295 194 559 423
x1*m2 AT 2% .366 .304
X2*m2 .485% —.258 -.131
R’ 4 25%% 435%% 193 198+ .39 2 394

AR? .010% .005 .002

* p<.0b; #x p<.O1

1) male=0, female=1 2) married=0, single=1
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