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[Abstract]

A Study on Emotional Labor of Casino Employees
. Security Team and also Employees who Care
Customer Closer

Heo, Tae gu

Domestic casino companies strongly demand their employees to provide high quality
customer services for improving customer's satisfaction and to minimize customer's complain
to achieve organizational objective. This seriously influences the job stress, job satisfaction
and turnover of employees. However, ongoing management is necessary for job satisfaction
and turnover intention of employees because which are related to organizational effectiveness
and factors able to maximize the profit.

In this study, we examined the influence and causal relationship of job stress from
emotional labor of employees on job satisfaction and turnover intention of employees. As
a result, job stress had a full mediating effect in the relationship between emotional labor,
job satisfaction and turnover intention. It was confitmed that emotional labor of casino
employees could cause job stress and further influence job satisfaction and turnover intention.
In order to reduce job stress and improve job satisfaction, we propose the improvement
of overall human management structure and company envitonment of casino companies.
Emotional education such as emotional regulation ability, empathy, and interpersonal skills
should be strengthened to reduce job stress from emotional labor, and the self-esteem
program will be helpful to casino employees to maintain the emotional positiveness and

maximize their working abilities.

Keywords: Casino, Emotional Labor, Job Stress, Job Satisfaction, Turnover
of Employees





