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Abstract

The purpose of this study was to obtain data to improve customer orientation by managing emotional labor in foodservice employees.
This study investigated the correlation between emotional labor (surface acting, deep acting), job burnout (emotional exhaustion,
cynicism), and job engagement (vigor, dedication, absorption) in high school foodservice employees, and how they affect customer
orientation. Our survey was administered to 330 school foodservice employees in the Busan area from June 2 to June 27, 2015. A total
of 321 questionnaires were used for final analysis. The mean values for deep acting (p<0.01), cynicism (p<0.01), and dedication
(»<0.05) significantly according to the position of the emproyees. The mean customer orientation significantly according to
employment status (»<0.01) and meal service time (p<0.01). There was positive correlation (p<0.01) between surface acting, and
emotional exhaustion cynicism, but negative correlation (p<0.01) between surface acting and vigor, dedication, absorption, and
customer orientation. Deep acting had negative correlation (p<0.01) with emotional exhaustion and cynicism, positive correlation
(»<0.05) with vigor, dedication, absorption, and customer orientation. Surface acting had negative influences on emotional exhaustion
and cynicism, cynicism had negative influences on vigor, dedication, absorption, and customer orientation. Deep acting had positive
influences on absorption and customer orientation, absorption had positive influences on customer orientation. Thus, nutrition
teacher(dietitian) should educate foodservice employees the positive effects of deep acting to change their surface acting to deep acting,

while actively managing internal customers.
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Table 1, Characteristics of cooks

Characteristics Category N %
40 and less 16 5.0
41-45 57 17.7
46-50 119 37.1
Age (years) 51-55 102 31.8
56 and more 27 8.4
Mean+SD : 49.02+4.7
Middle school 29 9.1
) High school 246 76.6
Ej:;;l?:ﬁ 2 yrs. college 14 44
University 4 1.2
No responses 28 8.7
Cooki Yes 149 464
cert(i)f?lc:irtli%)n No t64 5L
No responses 8 2.5
Public official cook 5 1.6
Employment Unlimited period contract cook 246 76.6
status Contractor worker 57 17.8
No responses 13 4.0
3 less 62 19.3
3-5 less 122 38.0
Total careers 5 1 jegg 9% 299
as a cook
(years) 10 and more 34 10.6
No responses 7 22
Mean+SD : 5.13.£3.4
Once/day 59 18.4
No. of meal Two times/day 214 66.6
service time Three times/day 31 9.7
No responses 17 53
8 and less 83 259
9-10 less 95 29.6
Work hours 11-12 less 51 15.8
(hours/day) 12 and more 84 26.2
No responses 8 2.5
Mean£SD : 10.09+1.54
1,000 less 6 1.9
Salary 1,000~1,500 less 136 423
(W 1,500~2,000 less 155 48.3
10,000/year) 2 000 and over 18 56
No responses 6 1.9
Total 321 100.0
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Table 2, Emotional labor by general characteristics of cooks
and foodservice operations

Emotional labor

Category Surface Deep
acting acting
3 less 2.07+0.74" 3.70+0.52%
Total careers 3 5 oo 2.16£0.70  3.58+0.64°
as a cook .
5-10 less 2.1240.74  3.49+0.62
(years)

1.96+0.87 4.00£0.62"
F value 0.711 5.722"
Public official & Unlimited

10 and more

2.13%0. .58+0.

Emptlotyment period contract cook 3+0.76 - 3.58+0.63
status

Contractor worker 2.04£0.67 3.64+0.68

t-value 0.831 -0.672
Once/day 2.04+0.68 3.50+0.64
No. of meal (. i es/day 2.08£0.75  3.64+0.68

service time

Three times/day 2.36+0.73  3.58+0.43

F value 2.088 0.968
2.01+£0.76  3.56+0.61"
227+0.77 3.52+0.70°
2.03£0.66 3.89+0.57°
12 and more 2.09+0.72  3.62+0.57°

F value 2.144 4.117"
Total 2.1240.74  3.62+0.64

8 and less

Work hours 9-10 less
(hours/day) 11-12 less

Score scale: 1 (very disagree) ~ 5 (very agree).

Y Mean+SD

? Different letters on the same column indicate significant
differences among groups by Duncan's multiple range test.

**p<0.01, ***p<0.001
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Table 3, Job burnout, and job engagement by general characteristics of cooks and foodservice operations

Job burnout Job engagement

Category i‘:g:;?;ll Cynicism Vigor Dedication Absorption
3 less 2.91+0.87° 2.33+0.69" 3.16+0.74 3.46+0.63" 3.45+0.59
Total careers 3 5 jogs 2.84+0.79" 2.20+0.59% 3.14+0.63 3.50+£0.57" 3.42+0.55
as(;acrz;’ k 5-10 less 3.13+0.87" 2.35+0.63° 3.03+0.65 3.51:£0.63" 3.43+0.70
10 and more 2.56+0.87° 2.05+0.65" 3.17+0.69 3.79+0.47° 3.62+0.69

F value 4.158" 2.592" 0.715 2.589° 0.992
Employment Pusehrfogﬁ;lzilrai gorllll(mlted 2.91+0.88 2.25+0.64 3124065 3.54+0.59 3.47+0.62
status Contractor worker 3.02+0.75 2.32+0.63 3.08+0.74 3.41£0.56 3.26+0.60

t-value -0.873 -0.788 0.383 1.452 2354
Once/day 2.99+0.82" 2.34+0.56 3.18+0.50 3.53+0.55 3.3840.63
I:;VI(C’Z T;f Two times/day 2.87+0.86° 2.26:0.66 3.10£0.67  3.51£0.58 3.4140.62
Three times/day 3.29+0.92° 2.18+0.66 3.13£0.81 3.5620.51 3.6040.54

F value 3.140° 0.505 0.347 0.126 1.420
8 and less 2.8240.91° 2.2240.62 3.20+0.52 3.55+0.55 3.42+0.68
Work hours  9-10 less 2.88+0.78" 2.23+0.63 3.04+0.75 3.49+0.62 3.3840.64
(hours/day)  11-12 less 2.81+0.90° 2.26+0.62 3.18+0.72 3.62+0.65 3.62+0.68
12 and more 3.16£0.82° 2.33£0.65 3.12+0.69 3.51+0.57 3.45+0.49

F value 2.711° 0.538 0.889 0.621 1.747
Total 2.93+0.85 2.26+0.63 3.13+0.67 3.53+0.59 3.45+0.63

Score scale: 1 (very disagree) ~ 5 (very agree).
" Mean+SD

? Different letters on the same column indicate significant differences among groups by Duncan's multiple range test.

£p<0.05, **p<0.01
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Table 4, Customer orientation by general characteristics of
cooks and foodservice operations
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Category Customer orientation
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Table 5, Correlation between emotional labor, job burnout, job engagement and customer orientation
Emotional labor Job burnout Job engagement
Category Surf: D Emotional Customer
driace o rotiofa Cynicism Vigor  Dedication Absorption orientation
acting acting exhaustion
Emotional Surface acting 1.000
labor  Deep acting -0.156" 1.000
Emotional exhaustion ~ 0.363°  -0.133 1.000
Job burnout . o . .
Cynicism 0.501 -0.160 0.600 1.000
Vigor -0.1747  0.140° 036377 -036177  1.000
190 pedication 02557 02437 03757 <0486 05697 1.000
engagement . . . - . -
Absorption -0.250 0.244 -0.470 -0.470 0.495 0.676 1.000
Customer orientation 0200 0.188" 01227 <0329 01417 03047 04347 1.000
£p<0.05, **p<0.01, **%p<0.001
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Table 6, Contribution of emotional labor to job burnout

Job burnout
Category  Emotional exhaustion Cynicism
B B t-value B B t-value
(Constant)  2.330 7228 1.663 7232

Surface acting 0.421 0.360 6.536" 0426 0.484 9299
Deep acting  0.087 -0.064 -1.168 -0.083 -0.083 -1.588

F value (p) 23.717 48.624""
Adjusted R’ 0.135 0.250
##5xp<(.001
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