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The Effect of Hotel Employee’s Emotional Labor

on Job Commitment
- Focused on the Five-star Hotels in Jeju Region -

Yang, Su Won

Department of Tourism Management
Graduate School of Business Adminstration

Jeju National University

Supervised by professor CHO, Moon Soo

Purpose of this research is to examine emotional labor impacts over job
commitment for hotel employees also to be examined is difference due to
demographic characteristics and working behavior characteristics in impact
relationship between emotional labor and job commitment.

The survey was conducted on 318 hotel employees who work at luxury
hotels in Jeju area on emotional labor, job commitment and general items. To
verify reliability and validity of collected data factorial analysis and reliability
verification were examined and T-test, F-test and multiple regression
analysis were carried out for hypothesis testing.

The following are the summarization of thesis.

First, The inner behavior factor of emotional labor of hotel employees
showed notable differences depend on gender and age, marital status, rank,

experience in hotel work and change of occupation.



Second, emotional dissonance factor of emotional labor of hotel employee
showed notable differences depend on marital status and years of
employment.

Third, emotional break away factor of emotional labor of hotel employee
showed difference in work department.

Fourth, external behavior factor of emotional labor of hotel employee did
not show notable changes depend on demographic characteristics and working
behavior characteristics.

Fifth, job commitment of hotel employee showed not able difference in
education, work department and rank,

Sixth, inner behavior factor among emotional labor of hotel employee was
analyzed to have positive (+) affect on job commitment while external
behavior have negative (-) affect.

Through above results emotional labor of hotel employee does have affect
over job commitment thus it is essential for hotel corporations to manage

emotions of hotel employees.
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