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ABSTRACT

A Study on The Effects of Hotel Employees on Emotional
labor® Pro—social Behavior: Focusing on regulation effect

by Employment Type

Choi Seok—Ahn.

Major in Food Service Management

Dept. of Hotel, Tourism and Restaurant
Management

Graduate School of Business Administration

Hansung University

Recently, As the competition between each hotel as they tried to
deepen the growth of hotel industry in customer satisfaction in their
expectations of what needs to appeal to customers with a better service,
and each customer should evaluate it. Thus, the human resources of the
property is subject to assessment by the service because the contact with
the customer and the hotel management company is very important
human element to instill the proper service attitude and the friendly
service and social services to these employees act accordingly. And
emotional labor has to be controlled so as to express the feelings many
hotel companies have decided to put a certain standard service workers

feelings and emotions that the actual experience is consistent with the
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sentiment expressed by separate standards set by this organization. There
are also hotel industry is increasingly aware of the importance of
pro—social behavior of the service provider's service because it serves a
number of variables in the trading process by participating in the
production process of the goods by the customer service of a company
that sells tangible and intangible. There are also hotel industry is
increasingly aware of the importance of pro—social behavior of the service
provider's service because it serves a number of variables in the trading
process by participating in the production process of the goods by the
customer service of a company that sells tangible and intangible.

Depending on emotional labor and pro—social service behavior of hotel
employees have a direct impact on sales enough to fill a large part
obscure whether Hotels survival. and then The purpose of this paper is
to research on how emotions affect labor against the pro—social behavior
service,

first, Will learn about the emotional impact on labor relations in
accordance with the employment,

second, Suggest ways to optimize their impact on the empirical analysis
to the effect of emotional labor is pro—social behavior in accordance with
the employment service and

last, Relevance with respect to the emotional labor and pro—social
service behaviors were analyzed according to the employment adjustment
effect. Research methods include black and validity of the measurement
items, conduct exploratory factor analysis to serve as a common factor
variables were found were subjected to principal component method

factors extraction method, than specified eigenvalues only factors with a
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value extracted. Also with respect to the leverage factor rotation Berry
Max rotation was conducted PASW 18.0 statistical program was carried
out frequency analysis was conducted to verify the reliability and factor
analysis, reliability and validity of each of the variables in order to
determine the correlation the correlation was used t—test, a simple, was
subjected to multiple regression analysis, and control to verify the
hypothesis.

Analysis was first, Increasing the role outer crust behavior was shown
to act to lower the surface,

second, A higher perceived role for the other actions and cooperation
been shown to increase the inner surface act.

third, Regular appeared significant influence on my behavior than
non—regular role,

last, In the role of behavior in relation to the internal behavior showed
a significant effect results validate the effectiveness of the employment
adjustment. In addition This was found on a more permanent effect on
behavior than inner irregular. In this way Emotional labor is to find
variables that can be moderator variable to mitigate against the impact
on the relationship between pro—social service behaviors that can be seen
as important. Will also service behaviors and attitudes that support the
services of the hotel employees will be an important indicator of the
intangible importance to the hotel's sales and Because even directly related
to emotional labor in the interior of the hotel staff and pro—social service
behaviors.

[keyword] hotel employess, emotional labor, pro—social behavior,

employment type
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