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Purpose: This study identified the influence of hotel workers’ emotional labor and social support on their intentions
to change jobs. Methods: Study participants were 437 workers from seven hotels in Korea who consented to the
survey. Among them, insufficient responses from 21 participants were excluded, as well as 107 responses from
workers with workloads of under one hour of face to face work. Thus, 309 hotel workers were included in the final
analysis. A multivariate regression analysis was used to identify factors influencing the hotel workers’ intention
to change jobs. Results: The intention to change jobs was high when external behavior was shown, and workers
who received social support from a superior exhibited low intention of changing jobs. Conclusion: The study results
show that the most influential variables of turnover intention are external behavior and the support of a superior.
It is therefore important to educate managers on personnel management methods for reducing external behaviors
so that the rate of job changes by hotel workers can be reduced. It is also necessary to prepare and manage meas-
ures for strengthening the support system by workplace superiors.
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12o]7] gkgkrh(Table 3).

4. AR ZHEE, ALSIA XIX|2} 0| ol T etol
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Table 1. General Characteristics of Subjects (N=309)
- . n (%) or
Characteristics Variable M=+SD
Gender Male 166 (53.7)
Female 143 (46.3)
Age (year) 20~29 121 (39.2)
30~39 118 (38.2)
>40 70 (22.7)
33.3617.96
Marital status Unmarried 184 (59.5)
Married 122 (39.5)
Monthly income <150 73 (23.6)
(10,000 won) 150~199 69 (22.3)
200~249 48 (15.5)
>250 78 (25.2)
207+148.68
Work department Front desk 73 (23.6)
Food & drink 82 (26.5)
Banquet 12 (3.9)
Housekeeping 19 (6.1)
Kitchen 38 (12.3)
Luggage 18 (5.8)
Promotion 11 (3.6)
Working career <3 130 (42.1)
(year) 3~4 33 (10.7)
58 49 (15.9)
>10 94 (30.4)
6.4516.81
Shift work None shift 106 (34.3)
Shift 203 (65.7)
Position Staff 198 (64.1)
Manager 102 (33.0)
Facing workload <4 81 (26.2)
(hour) >4 228 (73.8)
5.80+3.63

Table 2. Emotional Labor, Social Support, and Turnover

Intention (N=309)
Variables M=SD
Emotional labor 3.50%0.60

Surface acting 3.25£0.78
Deep acting 3.75£0.68
Social support 3.77£0.66
Superiors 3.69£0.75
Colleagues 3.85£0.68
Turnover Intention 3.18£1.05
Turnover intention current job 3.19£1.12
Turnover intention profession 3.17+1.11
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Table 3. Turnover Intention by General Characteristics and Occupational Characteristics

Turnover intention

Variables Categories n
M=£SD torF r

Gender Male 166 3.05£1.09 -2.39 017
Female 143 3.33+0.98

Age (year) 20~29 121 3.13£1.06 0.42 659
30~39 118 3.25+1.05
>40 70 3.13£1.02

Marital status Unmarried 184 3.16+0.08 -0.40 .692
Married 122 3.20+£1.01

Monthly income <150 73 2.96+1.04 1.41 239

(10,000 won) 150~199 69 3.30£1.14

200~249 48 3.26%1.07
>250 78 3.14£0.95

Work department Front desk 73 3.39+£0.91 1.06
Food & drink 82 3.18%£1.04 389
Banquet 12 3.19+1.28
Housekeeping 19 3.07£1.01
Kitchen 38 3.10£1.04
Luggage 18 3.04+1.44
Promotion 11 2.68%0.67

Working career (year) <3 130 2.96£1.06 4.88 .003
3~4° 33 3.48+0.99 (a<b)
5~9" 49 3.54+0.98
>10° 94 3.21+1.02

Shift work None shift 106 3.09£0.97 -1.02 307
Shift 203 3.22+1.09

Position Staff 198 3.22+1.06 0.83 409
Manager 102 3.12£1.00

Facing workload <4 81 3.00£0.93 -1.77 077

(hour) >4 228 3.24+1.08

Table 4. Relationship between Emotional Labor, Social Support, and Turnover Intention

Turnover intention current job

Turnover intention profession

Turnover intention

Variables
r(p) 1) r(p)
Social support -.31 (<.001) -.28 (<.001) -.32 (<.001)
Superiors -.34 (<.001) -.31 (<.001) -.35 (<.001)
Colleagues -.25 (<.001) -.21 (<.001) -.24 (<.001)
Emotional labor .23 (<.001) .24 (<.001) .25 (<.001)
Surface acting .36 (<.001) .36 (<.001) .39 (<.001)

Deep acting -.02 (.760)

01 (.835) -00 (.958)

5. tHxtel o1& =0 &S Olxl= 2¢

58 FAA o) 9ol GFS 1]XE 2912 Tl
Sll, ukd B4, A QH 54,74 =5, AR A2 5

SRS o4 GG FEUSE Stol hFIARAL Y
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el th(Table 5).
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Table 5. Effect of Turnover Intention

Variables Categories B t p
(Constant) 3.40 4.83 <.001
Gender Male

Female 0.20 1.49 137
Age (year) -0.01 -0.86 390
Marital status Unmarried

Married 0.03 0.14 893
Monthly income (10,000 won) 0.00 1.34 183
Work department Front desk

Food & drink -0.14 -0.93 .353

Banquet 0.13 0.41 .682

Housekeeping -0.02 -0.06 .949

Kitchen 0.01 0.03 .976

Luggage -0.24 -0.90 371

Promotion -0.24 -0.73 464
Working career (year) 0.01 0.35 725

None shift
Shift work Shift -0.01 -0.10 925
Position Staff

Manager -0.05 -0.21 .838
Facing workload (hour) 0.02 1.08 .282
Emotional labor Surface acting 0.49 5.76 <.001

Deep acting -0.15 -1.52 129
Social support Superiors -0.43 -3.73 <.001

Colleagues 0.11 0.89 374

F=4.35, R’=.251, p < .001

= 9
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Wk o, 2 =50 H 3 99| 739 FHFY ] K} o]Z] 9
Tof| P mX|A| P=A 22 Bl Cho (2011)9] Ao
A gFuAte] 7 s et Aol A WHF A7 G4
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