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Abstracts: Employee management is crucial in the service industry, and efficient human resource management is 
essential because the competence and competitiveness of employees directly impact service quality. This study 
analyzes the impact of emotional labor and job stress faced by workers in the service industry on their intention to leave 
and be hired, and proposes strategies for employee retention. As a result of a study conducted on 200 service industry 
workers, it was confirmed that job autonomy and job culture have a quantitative interaction with emotional labor factors 
and a positive correlation with the intention to leave. Additionally, this study suggests that Employment the intention to 
hire and the intention to turnover as separate concepts, rather than conflicting, requires a separate study. 
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1. INTRODUCTION  

The service industry occupies a large proportion in the modern industrial society, and the importance of the 

service industry is also clear as the value-added creation effect and job creation effect greatly exceed the influence 

of the manufacturing and construction industries. According to the [Service Industry Corona 19 Response and 

Development Strategy] announced by the Emergency Economy Central Countermeasure Headquarters in March 

2021, In the domestic economy, the service industry accounts for 60% of the added value and 70% of the job 

creation effect, but compared to major countries, its share lags from as little as 10% to as much as 20%, so growth 

through continuous research and support is required. In particular due to the non-separability, the proportion of face-

to-face is large due to the characteristics of services accompanied by customer participation, and it has been greatly 

damaged by the influence of social distancing due to COVID-19. In addition, due to heterogeneity, service quality 

can vary greatly depending on the provider of each service, and service quality is the basis for successful business 

performance, so management of employees who provide services is considered an important strategy [1]. 

Since the service industry has a form of labor-intensive industry, employee management is very important [2], 

and the efficient and systematic management of employees who provide services can improve the service quality 

and business performance of the workplace [3]. Compared to other industries, these service industries directly face 

customers, so employees are placed in a highly demanding job situation where they must satisfy both customer and 

organizational needs at the same time, and they may be more likely to experience greater stress [4].In addition, 

service workers are required to express the emotions customers want rather than expressing their emotions as they 

are. They experience the stress of having to express their emotions according to the prescribed emotion rules while 

controlling their emotions according to the corresponding needs and providing services [4]. Hochschild [5] 

conducted a study with airline flight attendants, defined efforts to express specific emotions according to the 

emotion rules required by service workers as emotional labor. In this way, research on emotional labor began in the 

service industry, and emotional labor was later defined through various follow-up studies based on Hochschild's 

research. Ashforth & Humphrey [6] defined emotional labor as employees expressing their emotions in accordance 

with the emotional rules required by the organization. Morris & Feldman [7] defined the effort to express the 

normative desirable emotions in the process of providing services as emotional labor and suggested the definition 

of emotional labor based on professional situations. Grandey [8] defined emotional labor as an employee's effort to 

control and express emotions or to express desirable emotions while providing services to satisfy customers. As a 

result of such emotional labor, emotional dissonance occurs as employees hide their emotions and express the 

emotions demanded by customers and organizations [9], and if the employee's emotional disharmony continues, 

emotional and psychological exhaustion will occur, resulting in difficulties in performing the job [10]. 
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Since the competence and competitiveness of service industry employees directly leads to the competence and 

competitiveness of service industry organizations, flexible and efficient human resource management is a key 

strategy for creating successful business results [1]. Service companies that have been directly affected by the 

social distancing policy caused by COVID-19 due to the high proportion of face-to-face contact are required to have 

a flexible human resource management policy. Nevertheless, previous research on human resource management 

in the service industry have not been sufficiently performed. Previous studies have been conducted on the topics 

such as personality characteristics of employees [11], job characteristics [12], communication characteristics [13], 

and organizational commitment of employees [14-15] and job skills of employees and job performance employees 

[16]. Studies on the effect of mental and emotional factors such as emotional labor on organizational effectiveness 

or turnover intention have been conducted relatively recently [9]. In particular, because of the service industry 

directly faces customers compared to other manufacturing and construction industries, it will have relatively much 

emotional labor and higher job stress, so in this study we have focused on the emotional and emotional factors of 

organizational members. 

Therefore, in this study, by empirically analyzing the effect of job stress of service industry workers on turnover 

intention and continuity intention through emotional labor behavior, we are going to present strategies for using 

human resources and provide directions for development to companies to improve the job environment of service 

industry workers and to provide employees with service.  

2. THEORETICAL BACKGROUND 

2.1. Job Stresses of Service Workers 

Stress refers to an inconvenience or a disruption of an individual in life due to stimuli or conflicts applied from the 

outside and inside [17]. Job stress began by separately naming the stress experienced by individuals in the 

industrial field and the workplace, and active research has been conducted since the 1960s. Job stress can be 

defined as anxiety, pressure, or worry that members of an organization perceive in relation to their jobs [18]. In 

addition, Beehr & Newman [19] defined it as a psychological and physical response to an imbalance that occurs 

when a worker's job demands are incongruent with the individual's ability. Cooper & Marshall [20] defined job stress 

as stress caused by negative environmental factors related to a specific job by members of an organization, and 

Kahn & Quinn [21] defined job stress as a personal reaction of members of an organization to job roles and job 

characteristics, and Parker & DeCotiis [22] defined job stress as an individual's uncomfortable feelings caused by 

the job or organization characteristics assigned to them by members of the organization. Based on these previous 

studies, job stress can be defined as mental, psychological, physiological, physical, and behavioral discomfort 

caused by the individual perception of members of the organization who are thought to be incapable of performing 

various tasks required by their job and organization or caused by a psychological and emotional discomfort resulting 

from not being in harmony with the given environment. 

Job stress is defined in three main ways, namely, the stimulus model perspective, the response model 

perspective, and the stimulus-response model perspective, and research have been conducted based on various 

theoretical models. The stimulus model is a view that factors that stress members of the organization exist outside 

the members and focuses on identifying external stressors [23-24]. The response model examines how members of 

the organization respond to external stressors and focuses on the characteristics of each individual who shows 

such a response [23-24]. Stimulus-response model is the viewpoint that job stress is formed due to the interaction 

between external environmental factors and personal characteristics, and subsequent researches on job stress 

have been mainly conducted from the viewpoint of interaction. 

The theoretical models developed from the point of view of stimulus-response model can be largely classified 

into the following four categories. The Person-Environment fit (PE fit) model, which states that employees 

experience stress when their personal characteristics do not match the environmental characteristics of their job. 

Effort-reward imbalance (ERI) model, which states that individuals experience stress when the rewards received for 

the cost of his or her efforts do not match their efforts. The Job Demand-Control (JD-C) Model, which states that 

members experience stress when the job demands are excessive or when the control authority to smoothly perform 
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the job is low because the job demands are beyond an individual's ability. Conservation of resource model, which 

states that job demands from members interact with job resources necessary to effectively perform jobs, resulting in 

job stress or job exhaustion. In subsequent studies, based on the Job demand-control model (JD-C), various types 

of theories were developed through extended studies such as the Job demand-resource model, Effort-distress 

model, and Demand-support-constraint model. 

In order to overcome the limitations of overseas job stress measurement tools that is not suitable for Korea, such 

as JCQ [25-26], ERI [27], and OSI [28], Chang Se-jin et al. [29] developed a tool to measure job stress by reflecting 

the culture characteristics of organizations in Korea. To this end, he classified job stress into eight areas, and 

suggested that eight areas may not be commonly applied to all industries and all jobs due to the problem of 

universality and specificity of stress factors [29, 58, 59, 60, 61]. In this study, we selected and used four factors 

applicable to service workers by considering the characteristics of the service industry, and these factors are job 

demand, job autonomy, organizational system, and workplace culture, respectively. 

Job demand refers to the degree of burden that members of an organization feel about their job, specifically 

mean time pressure, increased workload, interruptions in the middle of work, responsibility, and heavy-duty burden. 

Job autonomy refers to the level of decision-making authority that organizational members have about their jobs 

and the level of discretion that can be utilized for their jobs. It specifically means technical discretion, autonomy, 

work predictability, or authority to perform a task. The organizational system refers to the environment within the 

organization surrounding the members of the organization, such as the organizational system and operating method, 

for the organizational operating system, organizational resources, conflicts within the organization, and rational 

communication. Unlike the formal rationalistic organizational culture of the West., workplace culture refers to an 

organizational culture formed by Korea's collectivist culture. Specifically, Korean work culture refers to the Korean 

culture of collectivism, an irrational communication system, and the characteristics of informal work culture [29]. 

2.2. Emotional Labor of Service Workers 

Emotion is a physical and behavioral response to stimuli applied from the external environment and is a means 

of interacting with others. However, for the efficient operation of organizations and their high performance, emotions, 

which are psychological products of individuals, were regarded as objects of simple control and suppression [6, 30]. 

Emotions were seen as simply human instinctive reactions or elements for social interaction, but Hochschild [5] 

argued in his study that emotions can be controlled by human will and effort and suggested that emotional labor is 

to express emotions according to the feeling rules required by organizations and society. In other words, emotional 

labor can be seen as an effort by service workers to control and regulate the emotions they feel and experience 

while performing their duties, and to exaggerate, suppress, or modify the emotions required by the organization [5, 

31]. 

Emotional labor can be divided into deep acting and surface acting [5, 10]. Deep acting is the act of inducing the 

service workers to the emotions desired and required by the organization and the customer in the process of 

interacting with the customer on their own. Surface acting refers to the act of interacting with customers through 

expressions through controlled or modified gestures, voices, and facial expressions, not emotions that the service 

worker actually feels [8, 32]. In other words, While deep acting is an active attempt by members of an organization 

to induce emotions indirectly by using their memories, thoughts, and images, and to actually experience emotions in 

order to express their desired emotions [6], Surface acting is an act that shows an emotional discrepancy between 

the feelings that a member of an organization actually experiences and the feelings that are considered desirable 

[8]. 

As a preceding domestic study on emotional labor in the service industry, Kim and Kim [33] conducted on 

secretarial positions that are perceived to perform high-intensity emotional labor, they found that surface acting has 

a positive (+) relationship with turnover intention, and deep acting has a negative (-) relationship with turnover 

intention. Park et al. [32] conducted a study on hotel employees, and as a result, it was suggested that surface 

acting had a negative (-) relationship with organizational commitment, and deep acting had a positive (+) 

relationship with job satisfaction and organizational commitment. Baek and Lee [34] conducted a study on call 
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center counselors, and as a result, it was confirmed that emotional labor had a positive (+) relationship with job 

stress, and emotional labor had a negative (-) relationship with self-efficacy and organizational commitment. Jeong 

et al. [35] conducted a study on call center counselors, and as a result, suggested that surface acting was more 

effective in emotional rules and suggested the effect of each element of emotional labor on emotional exhaustion. 

2.3. Turnover Intention 

Turnover intention is a compound word of turnover and intention. Turnover refers to the concept of leaving the 

current workplace, such as changing place or changing jobs, and intention refers to a plan or idea to do something. 

In other words, turnover intention can be seen as a plan or idea to leave the current job or change jobs. 

Turnover intention can be explained in three dimensions such as spontaneity, avoidability, and functionality [36]. 

The first dimension is to distinguish between voluntary turnover, and involuntary turnover that arises from business 

closure, dismissal. The second dimension is to divide avoidable turnover, which can be prevented by removing 

turnover triggers, and unavoidable turnover, which cannot be removed, such as moving or marriage. The third 

dimension is to distinguish between negative and positive consequences of turnover. The turnover of competent 

and high-performing members of an organization has negative consequences for the organization, but the turnover 

of organizational members who show low performance and harm the organizational culture has positive results for 

the organization. Although organizational member turnover has both negative and positive impacts on the 

organization, time and cost may be incurred in training new employees in the process of recruiting, and productivity 

and quality of service may deteriorate until the member adapts to the organization and job, so negative 

consequences are more likely to occur [37-38]. 

2.4. Employment Intention 

Employment intention is the opposite concept to turnover intention, and Ryoo and Park [39] regarded it as a 

concept related to attachment in the labor market, as workers continue to work for the same company. Choi [40] 

defined employment intention as the intention of the members of the organization to gain satisfaction in their duties 

and actively improve the quality of life while performing a amicable organizational life, and expanded it to the 

concept of employment maintenance. 

Members in organization with high employment intention may want to continue their employment in their current 

workplace. In the case of long-term employees, they are familiar with and proficient in work and organization, 

maintain a stable organizational life, and save energy for their own development, which is beneficial to both workers 

and companies [41]. Long-term workers with high employment intention can personally maintain a stable living 

foundation, gain rewards and self-esteem through jobs, create a healthy society socially, and contribute to social 

development such as strengthening solidarity among members. And they contribute to economic growth and the 

construction of welfare country [40]. 

Once a turnover occurs, competent human resources leave, and time and money are invested in hiring and 

training new members, so the productivity of the organization decreases. Therefore, it is very important to establish 

a personnel management strategy so that employees' turnover intention can be converted to continuous 

employment intention, and continuously manage their continuous employment intention to become long-term 

employees [42]. 

3. RESEARCH METHOD 

3.1. Sample Design and Measurement Tools 

In this study, we have conducted a survey from service workers in order to investigate the correlation between 

the effect of job stress on service workers' attitudes through emotional labor behavior. During the period from 

December 1, 2022 to December 30, 2022, the researcher explained the purpose and contents of the study to the 

subjects through an online questionnaire, obtained consent, and received a questionnaire from 200 users. The final 

200 questionnaires were collected, and we used a total of 200 questionnaires for the final analysis. 
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As reviewed earlier, in this study, we summarized the measurement items based on previous studies related to 

job stress, emotional labor behavior, and employee attitude. In order to meet the purpose of our study, the 

evaluation items were constructed by modifying the items presented in the previous studies according to the 

situation, and the items using a 5-point Likert scale were constructed as follows. 

Table 1. List of Measurement. 

Variables Measurement Items References 

Job 
demands 

I tend to have a lot of work to do, so I am always pressed for time. 

[19, 21, 34] 
Recently, my workload tends to have increased significantly. 

Recently, I tend not to have enough rest during my work. 

I tend to have to do many things at the same time. 

Job 
autonomy 

My job tends not to require creativity. 

[19, 21, 34] 

I tend not to need a high level of skill or knowledge to do my job. 

I tend to be unable to exert influence by being given the authority to make decisions in the work hours and 
work performance process. 

I tend not to be able to control my workload and work schedule by myself. 

Organization
al system 

In my workplace, the performance evaluation and personnel system tend to be not fair and reasonable. 

[19, 21, 34] 

Support for personnel, space, facilities, equipment, training, etc. necessary for job performance tend not to be 
not well provided. 

There is a lot of friction between our department and other departments, and work cooperation tend to be not 
well established. 

I tend to have no opportunities or methods to reflect my thoughts on work. 

Workplace 
culture 

I tend not to be comfortable with company dinners. 

[19, 21, 34] 
I tend to be given work instructions with no standards or consistency. 

My work environment tends to be authoritative and vertical. 

There is a tendency to be disadvantaged because of the gender difference between male and female. 

Deep acting 

I tend to try to actually experience the positive emotions I have to show to my co-workers and seniors. 

[43, 44] I tend to try to feel the positive emotions I must show to my co-workers and seniors. 

I tend to try to draw positive emotions from my heart that I must show to my colleagues and seniors. 

Surface 
acting 

I tend to act like I am in a good mood to my colleagues and seniors in an appropriate way. 

[43, 44] I tend to act like I am happy even if something bad happens to me because of my co-workers and seniors. 

I tend to show off to my co-workers and seniors or act like I'm having fun for the sake of performance. 

Turnover 
intention 

I often tend to think that I want to quit my job. 

[35, 45] If I were to choose my job again, I would not choose my current job. 

I would like to quit my current job even if I take on another job at my current workplace. 

Employment 
intention 

I tend not to feel like quitting my current job. 

[41] I tend not to want to work at any other job than my current one. 

I tend to want to continue working at my current job. 

 

3.2. Analysis Method  

In order to verify the hypothesis presented in this study, we have performed an analysis by using covariance 

structure analysis. Covariance structure analysis can simultaneously analyze the complex causal relationship 

between latent variables including measured values without individually approaching to analyze the causal 

relationship between the variables suggested by each hypothesis. Therefore, we judged that this analysis was 

suitable for this study. SPSS and AMOS were used as tools for our analysis.  

3.3 Hypotheses Establishment  

Relationship Between Job Stresses and Emotional Labors of Service  
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In the work environment of service workers, job stresses and emotional labors are closely related. Job stress is a 

physical and psychological response that service workers experience when they perceive that the job demands 

given to them exceed their abilities or capabilities. In this study, we are going to explain job stress based on the job 

demand control model (JD-C model) and the personal environment fit model (PE fit). The job demand control model 

explains that job stress is determined by the relationship between the job demands that organizations demand from 

employees in the job environment, the employee's own capabilities, and job control. Here, job demand is a concept 

that includes what the organization requires of individual employees in the overall job environment, and it means 

workload, working hours, and insufficient break time. Job control is a concept in which an organization gives 

individual employees the authority to make decisions related to job performance in the process of performing their 

duties or includes autonomy in job performance, which we define as job autonomy in this study. In other words, 

when the job demand for individual employees is high and the autonomy in the job is low, job stress occurs a lot for 

the employee. 

The personal environmental suitability model explains that job stress is determined when various personal 

factors such as needs, abilities, competencies, and personality of members do not match environmental factors 

such as organizational system, workplace culture, and job role. Organizational system refers to operating system of 

the organization, policy, personnel system, conflict within the organization, and lack of communication. Workplace 

culture refers to a group dinner culture that reflects a collectivist culture, job conflicts related to jobs, vertical culture 

of the workplace, and a culture of gender discrimination. 

Because job stress and emotional labor interact with each other, they are intertwined in a complex relationship. 

In the case of a high level of job stress, individual members of the organization may experience difficulties due to 

high stress in a situation where they have to control their emotions and increase the level of emotional labor 

required. High levels of emotional labor also require individuals to continuously express emotions that fit norms and 

emotional rules, which can lead to stress by experiencing psychological tension and exhaustion due to continuous 

effort and control and discomfort due to emotional inconsistency. 

The relationship between job stress and emotional labor is not a unilateral influence of one side, but a 

relationship in which each affects the other. Since many previous studies focus on the relationship between 

emotional labor and job stress, there is a lack of evidence on the relationship between job stress and emotional 

labor. 

Because the stress interferes with a person's ability to regulate their emotions, it hinders the emotional control of 

service workers who have to express emotions according to the emotion rules toward customers, so they may 

experience difficulties in performing emotional labor. For example, when a service worker experiences frustration 

due to high job stress, the employee may be asked to express positive attitudes and behaviors by suppressing their 

negative emotions as much as possible. However, if the level of job stress is high, it becomes increasingly difficult to 

express desirable emotions, such as facial expressions and voices, and emotional control decreases, which can 

reduce the performance of emotional labor. 

In addition, job stress can lead to a decrease in the ability to provide mental and emotional support, resulting in 

emotional burnout. Emotional burnout of service workers can have a negative impact on the ability of individual to 

effectively perform emotional labor and overall job satisfaction. In addition, when service workers exhaust their 

emotions, they reduce their ability to overcome stress and are accompanied by negative emotions, making it more 

difficult to express emotions that meet the emotional rules required by their jobs. 

Therefore, in order to confirm the effect of job stress of service workers on emotional labor, we established the 

following hypotheses based on the above discussion. 

Hypothesis 1-1: Among the job stresses of service workers, job demand will have a positive (+) effect on deep 

acting among emotional labors. 

Hypothesis 1-2: Among the job stresses of service workers, job autonomy will have a positive (+) effect on deep 

acting among emotional labors. 
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Hypothesis 1-3: Among the job stresses of service workers, the organizational system will have a positive (+) 

effect on deep acting among emotional labors. 

Hypothesis 1-4: Among the job stresses of service workers, workplace culture will have a positive (+) effect on 

deep acting among emotional labors. 

Hypothesis 2-1: Among the job stresses of service workers, job demand will have a positive (+) effect on surface 

acting among emotional labors. 

Hypothesis 2-2: Among the job stresses of service workers, job autonomy will have a positive (+) effect on 

surface acting among emotional labors. 

Hypothesis 2-3: Among the job stresses of service workers, the organizational system will have a positive (+) 

effect on surface acting among emotional labors. 

Hypothesis 2-4: Among the job stresses of service workers, workplace culture will have a positive (+) effect on 

surface acting among emotional labors. 

Relationship Between Emotional Labor and Turnover Intention or Retention Intention  

Studies examining the relationship between turnover intention and employment intention due to emotional labor 

were mainly conducted for service workers., and the Emotional labor is mainly suggested as a prerequisite for 

turnover intention [9]. Basically, previous studies demonstrating the effect of deep acting and surface acting as a 

result of emotional labor on turnover intention do not show perfectly consistent results. First of all, there are 

preceding studies that show, among emotional labors, deep acting lowers turnover intention and surface acting 

induces turnover intention [33, 43-48].  

Kwon and Jeon [48] suggested that there is a positive (+) relationship between surface acting and turnover 

intention, while deep acting has a negative (-) relationship with turnover intention. Kang and Rhee [43] conducted a 

study on workers at beauty service, and as a result of the study, it was confirmed that deep acting defined as 

sincere behavior had a negative (-) relationship with turnover intention, and surface acting defined as emotional 

dissonance had a positive (+) relationship with turnover intention. Kim [45] conducted a study on social workers, 

and as a result of the study, it was confirmed that there was a positive (+) relationship between surface acting and 

turnover intention, and it was confirmed that there was a negative (-) relationship between deep acting and turnover 

intention.  

On the other hand, emotional labor has an inconsistent positive or negative effect on turnover intention [49], and 

among emotional labor, there are mixed research results showing that only surface acting shows a positive 

relationship with turnover intention, and deep acting does not have a significant effect on turnover intention [50-52]. 

Furthermore, Yang and Song [53] conducted a study targeting local public officials, and as a result of the study, they 

suggested that deep acting reduces turnover intention, but surface acting has no significant relationship with 

turnover intention. 

In this way, it is confirmed in previous studies that the two types of emotional labor do not show different effects 

depending on the research subject or research environment, but positive and negative effects appear in a mixture 

pattern. In this study, therefore, in order to overcome inconsistent previous studies, we want to more clearly 

demonstrate the relationship between emotional labor and turnover intention, by dividing emotional labor into two 

aspects of deep acting and surface acting.  

Based on the discussions above, we have established the following hypotheses.  

Hypothesis 3-1: The deep acting of emotional labor will have a positive (+) effect on turnover intention. 

Hypothesis 3-2: The surface acting of emotional labor will have a positive (+) effect on turnover intention. 

Hypothesis 4-1: The deep acting of emotional labor will have a negative (-) effect on employment intention. 



International Journal of Membrane Science and Technology, 2023, Vol. 10, No. 1, pp. 154-168 

161 

Hypothesis 4-2: The surface acting of emotional labor will have a negative (-) effect on employment intention. 

3.4. Research Model 

Based on the above hypotheses, we have established a research model as shown in Figure 1 in order to 

empirically analyze the effect of job stress of service workers on turnover intention and employment intention 

through emotional labor behavior. 

 
Figure 1. Research model. 

4. ANALYSIS RESULTS 

4.1. Sample Characteristics 

The demographic characteristics of the samples used for the analysis in this study are as follows. First of all, 56 

people (28.0%) were male and 144 people (72.0%) were female; and 81 people (40.5%) were in their 20s, 96 

people (48.0%) were in their 30s, and 23 people (11.5%) were in their 40s. And in terms of working days out of the 

week, 7 people (3.5%) worked for one day, 36 people (18.0%) worked for two days, 33 people (16.5%) worked for 

three days, 34 people (17.0%) worked for four days, and 90 people (45.0%) worked for five days or more. And in 

terms of working experience related to the service industry, it was found that 84 people (42.0%) had more than 1 

year to less than 3 years of experience, 61 people (30.5%) had more than 3 years to less than 5 years, and 55 

people (27.5%) had more than 5 years of experience. Finally, based on the types of service works, 141 people 

(70.5%) were employed in service and sales, 21 people (10.5%) in office and management, 29 people (14.5%) in 

professions, and 9 people (4.5%) in other types of service works. 

4.2. Reliability and Validity of Measurement Items 

We conducted a validation test of the measurement model using the data (n=200), finally collected. Tests 

commonly used to verify the validity of a measurement model include a reliability test and a validity test of 

measurement items. Among them, the validity of the measurement items was tested using convergent validity and 

discriminant validity. For reliability verification, Cronbach's α coefficient (0.7 or higher), which is most commonly 

used in social science research, was used [54]. In addition, among the results of confirmatory factor analysis using 

AMOS, the factor loading value was used for intensive validity verification, and in general, it is considered significant 
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if the factor loading is ±0.4 or higher [55]. 

Discriminant validity is used to verify the degree to which two similar concepts are clearly distinguished, and for 

this purpose, the average variance extracted (AVE) proposed by Fornell and Larcker [56] and Pearson correlation 

analysis methods were used. In each constituent concept, if the square root value of AVE exceeds the correlation 

coefficient value between the constituent concept and other constituent concepts, discriminant validity is considered 

to exist [57]. 

Table 2. Reliability and Validity of Measurement Items. 

 

Table 2 shows the results of the reliability and validity tests of the variables used in this study. As a result of 

measuring reliability, there were no items that hinder reliability, and the Cronbach's α value used for reliability 

verification was distributed from 0.788 to 0.933and was above the recommended value (0.7 or more), so it was 

judged that the reliability of the measurement item was secured [54]. In addition, the factor loading value that 

verifies the validity was also found to be more than the standard value suggested in previous studies, so there was 

no problem in the validity of the measurement items. Finally, it is judged that the validity of discrimination using the 

average variance extraction value was secured because it appeared that there was no problem [55]. These results 

statistically prove the internal consistency and validity of the survey questions. Table 2 shows the results of verifying 

the reliability and validity of the measurement model. In addition, as shown in Table 3, the square root value of the 

variance extraction value indicated on the diagonal line was larger than the correlation coefficient of each factor. As 

a result, discriminant validity between construct concepts was secured. 

 

 

 

Variables 
Measurement 

Items 
Factor 

Loadings 
Measurement 

Errors 
Cronbach’s α C.R AVE 

Job demands 

Dem4 0.852 0.361 

0.933 0.912 0.723 
Dem3 0.905 0.249 

Dem2 0.917 0.209 

Dem1 0.850 0.374 

Job autonomy 

Auto4 0.786 0.259 

0.899 0.935 0.783 
Auto3 0.817 0.214 

Auto2 0.898 0.108 

Auto1 0.824 0.185 

Organizational system 

Sys4 0.881 0.118 

0.858 0.914 0.728 
Sys3 0.822 0.194 

Sys2 0.66 0.332 

Sys1 0.756 0.274 

Workplace culture 

Cul4 0.753 0.245 

0.854 0.908 0.712 
Cul3 0.836 0.182 

Cul2 0.776 0.255 

Cul1 0.717 0.282 

Deep acting 

DA3 0.943 0.063 

0.875 0.929 0.815 DA2 0.866 0.139 

DA1 0.721 0.289 

Surface acting 

SA3 0.686 0.34 

0.805 0.878 0.708 SA2 0.774 0.216 

SA1 0.835 0.174 

Turnover intention 

TI3 0.867 0.173 

0.809 0.848 0.652 TI2 0.697 0.488 

TI1 0.765 0.311 

Employment intention 

EI3 0.626 0.402 

0.788 0.843 0.645 EI2 0.861 0.166 

EI1 0.752 0.368 
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Table 3. Correlations among Constructs. 

Variables 
Correlation coefficients between variables 

1 2 3 4 5 6 7 8 

1) Job D 0.850        

2) Job A 0.331** 0.885       

3) Org. S 0.055 0.074 0.853      

4) Work. C 0.425** 0.213** 0.111 0.844     

5) Deep A 0.285** 0.464** -0.018 0.313** 0.903    

6) Surface A 0.404** 0.458** 0.041 0.424** 0.436** 0.841   

7) Turnover I 0.379** 0.468** 0.099 0.401** 0.413** 0.443** 0.807  

8) Emp. I -0.093 -0.083 0.135 0.026 -0.081 -0.050 0.036 0.803 

Average 3.005 4.018 3.86 3.334 4.028 3.872 3.625 3.887 

Std. dev 1.057 0.688 0.644 0.646 0.679 0.650 0.761 0.711 

Note: ** p<0.01, number at the diagonal line is average variance extracted (AVE) 

 

4.3. Verification of Goodness-of-Fit of Measurement Model 

After verifying the reliability and validity of the measurement model, a goodness-of-fit test was conducted using 

AMOS in order to verify whether the collected data fit the research model. A total of 28 measurement items were 

used in order to verify the goodness-of-fit of the initial measurement model. In order to verify the goodness-of-fit for 

the values commonly used in previous studies, values for GFI (Goodness-of-fit Index) 0.9 or higher, NFI (Normed 

Fit Index) 0.9 or higher, RMR (Root Mean Square Residual) 0.05 or lower, and CFI (Comparative Fit Index) 0.9 or 

higher were used. According to the result of verifying the goodness-of-fit of the measurement model, the goodness-

of- fit was χ²=439.035 (df=322), p=0.000, CMIN/DF=1.363, RMR=0.033, NFI=0.877, CFI=0.963, GFI=0.873, 

AGFI=0.840, TLI=0.957, IFI(Delta2)=0.964, and all indices were above the recommended values, so there were no 

problems with the goodness-of-fit. This result can be interpreted that the data collected to verify this research model 

is suitable for the research model [54]. 

4.4. Verification Results of Research Hypotheses  

After verifying the validity of the measurement model using a total of 200 data, a structural equation model 

(SEM) was conducted using AMOS in order to verify the effect between the variables presented in the research 

model. By conducting structural equation analysis, two important results can be derived. The first result is the 

degree of goodness-of-fit for the structural model. Looking at the goodness-of-fit for the research model, the values 

χ²=474.437 (df=332), p=0.000, CMIN/DF=1.429, RMR=0.044, NFI=0.867, CFI=0.955, GFI=0.864, AGFI=0.834, 

TLI=0.949, IFI(Delta2)=0.956 were found. Therefore, when examining the fitness indices centered on CFI, TLI, and 

RMR presented by Hong (2000) as model fitness indices, it was confirmed that the fitness of the research model 

was generally good. 

The results of verifying the hypotheses are as follows. First, among the job stresses of service workers, job 

demand was found to have no effect on inner behavior among emotional labor, with β=0.013. Therefore, Hypothesis 

1-1 was rejected. And job autonomy was found to have a positive (+) effect on deep acting, with β = 0.377, and 

hypothesis 1-2 were supported. Next, hypothesis 1-3 was rejected because the organizational system was found to 

have no effect on deep acting with β = -0.08. In addition, workplace culture was found to have a positive (+) effect 

on deep acting with β = 0.254, so hypothesis 1-4 were supported. Second, among the job stresses of service 

workers, job demand was shown to have a positive (+) effect on surface acting among emotional labor, with 

β=0.114, so hypothesis 2-1 was supported. And job autonomy was found to have a positive (+) effect on surface 

acting with β = 0.386, so hypothesis 2-2 was supported. However, the organization system appeared to have no 

effect on the surface acting with β=-0.004. Therefore, hypothesis 2-3 were rejected. And workplace culture was 

found to have a positive (+) effect on surface acting with β=0.392, so hypothesis 2-4 were supported. Third, among 

emotional labors, the deep acting had a positive (+) effect on turnover intention with β=0.282, so hypothesis 3-1 was 
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supported, and the surface acting was found to have a positive (+) effect on turnover intention with β=0.498, so 

hypothesis 3-2 was supported. Fourth, among the emotional labors, the deep acting did not have any effect on the 

employment intention with β = -0.062. Therefore, hypothesis 4-1 was rejected. Similarly, surface acting was found to 

have no effect on employment intention with β=-0.045. Therefore, Hypothesis 4-2 was also rejected. 

 
Figure 2. Results of research hypotheses. 

Table 4. The Result of Research Model.  

Hypothesis Path Path coefficients Results 

H1-1 Job demands -> Deep acting 0.013 Rejection 

H1-2 Job autonomy -> Deep acting 0.377*** Adoption 

H1-3 Organizational system -> Deep acting -0.080 Rejection 

H1-4 Workplace culture -> Deep acting 0.254*** Adoption 

H2-1 Job demands -> Surface acting 0.114** Adoption 

H2-2 Job autonomy -> Surface acting 0.386*** Adoption 

H2-3 Organizational system -> Surface acting -0.004 Rejection 

H2-4 Workplace culture -> Surface acting 0.392*** Adoption 

H3-1 Deep acting -> Turnover intention 0.282*** Adoption 

H3-2 Surface acting -> Turnover intention 0.498*** Adoption 

H4-1 Deep acting -> Employment intention -0.062 Rejection 

H4-2 Surface acting -> Employment intention -0.045 Rejection 

Note: *** p<0.01, ** p<0.05 

5. CONCLUSION 

In terms of non-separability and heterogeneity, which are characteristics of the service industry, the quality and 

competence of employees are expressed as service quality and competence. For this reason, systematic 

management of service industry employees is required to improve service quality and management performance. 

However, the service industry based on face-to-face service has suffered greatly due to the recent social distancing 
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caused by COVID-19, and despite the need for efficient and systematic personnel management in the service 

industry, the environment for carrying out personnel policies is not supported. In particular, this study focused on the 

influence of job stress and emotional labor on the turnover intention of service workers. In order to overcome the 

limitations of previous studies that did not produce consistent results, we looked at the employment intention 

together. Based on this, we identified the influence of job stress experienced by employees in the service industry 

and turnover intention resulting from emotional labor.  And by encouraging service industry workers to work for a 

long time, we provide basic data to service industry related companies and government agencies in the future; we 

want to find improvements by identifying the cause of the high turnover rate, which has been a long-standing 

problem in the service industry. 

The analysis results of this study are summarized as follows. First, among the four factors of job stress, job 

autonomy and workplace culture had a positive (+) effect on both deep acting and surface acting, which are two 

forms of emotional labors, and the organizational system was confirmed to have no significant relationship between 

both acting and surface acting. In this study, since the survey was manipulated to respond to higher values as 

autonomy and control were lower, it was confirmed that emotional labor was greatly burdened when autonomy was 

low and control was low in the process of performing the job; employees experience a high level of emotional labor 

by feeling a greater burden on their ability to perform emotional labor through vertical organizational culture and 

collectivist dining culture. In the case of the organizational system, the organizational system is not significant to 

both deep acting and surface acting; because the personnel policies of organization, interdepartmental work 

cooperation, and organizational operations, experienced by service workers, are recognized as largely unrelated to 

individual members; or because the organizational system does not affect the emotions and psychology of the 

members and therefore the organizational system does not affect emotional control of the members. In the case of 

job demands, it can be confirmed that job demands have no relationship with deep acting, but have a positive (+) 

relationship with surface acting. This can be interpreted due to the stress experienced when many things are 

required compared to their ability, such as high workload or short time, organizational members can correct their 

superficial emotions according to the given emotion rules, but they do not voluntarily try to feel the emotions. 

In the relationship between turnover intention and employment intention by emotional labors of employees, both 

factors of emotional labors were positive (+) with turnover intention, but both factors were found to have no 

significant relationship with employment intention. This means that as the current level of emotional labor increases 

and more emotional modification is required, there is no motivation to leave the current job, but there is no 

motivation to maintain the current job just because the level of emotional labor is low. What we can clearly see from 

this is that the turnover intention and the employment intention are not exactly opposite concepts. In other words, 

even if an employee does not leave, it does not mean that there is an intention to continue working, and even if it is 

seen that the employee continues to work, there may be an intention to leave. This is a result of denying the 

relationship between traditional turnover intention and employment intention in the past, and the result suggests that 

the attitudes of young employees today toward turnover intention and employment intention are different from those 

of the existing older generation. In particular, if we consider that about 90% of the research subjects are in their 20s 

and 30s, this study can be seen as suggesting that the factors and logics explaining the frequent job turnover of the 

current younger generation may be different from traditional antecedent factors and logics. Based on the analysis 

results of this study, we can suggest the following implications. Because the service industry employee's 

competency ultimately represents the service industry's organizational capability, despite the necessity of efficient 

and flexible human resource management for employees, there are not enough previous studies on human 

resource management in the service industry. In particular research on psychological and emotional factors such as 

emotional labor and job stress has been actively conducted only recently. Therefore, in this study, we also 

contributed to the expansion of related literature by identifying the relationship between job stress and emotional 

labor that will be encountered more than other manufacturing and construction industries, focusing on emotional 

and emotional factors. In addition, it was confirmed that today's younger generation is accepting concepts different 

from or opposite to the concepts of turnover intention and employment intention traditionally presented in previous 

studies. In other words, the reason why the younger generation of service workers continue to work at a current 

company may be not because they have an intention to stay at the company, but because the time to change jobs is 

not right or there are no suitable companies to change jobs for, despite their intention to change jobs. In other words, 

turnover intention and employment intention are not the opposites, and turnover intention and employment intention 

are independent of each other, so both may be high or both may be low. This suggests two things; first, it is 
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necessary to re-derive the definition of turnover intention and employment intention for today's generation, and that 

strategies for minimizing turnover intention and maximizing employment intention should be established 

independently. In other words, so far, few previous studies have been performed for the opposite concept of 

turnover intention, but in this paper, we have conducted an independent and separate research on employment 

intention in order to confirm the need for expansion of related literature. From a practical point of view, we realized 

that research on human resource management in the service industry for young workers was not sufficiently 

conducted in the current situation of COVID-19, and we conducted empirical research that reflects what needs to be 

considered in today's Korean society. Therefore, companies that will actually hire younger generation employees in 

the service industry need to minimize the job stress of their employees to the maximum extent possible. Since the 

organizational system does not have a great influence, it is suggested that it is more effective for companies to 

focus and invest in the management of other factors. In addition, as the level of emotional labor of employees 

increases, the turnover intention increases, suggesting that companies need to set appropriate level of emotional 

rules as manuals or provide various emotional supports to replenish the emotional resources of exhausted 

employees. 

In addition, since cultivating long-term workers by promoting the employment intention is an economical and 

efficient strategy for companies, it is necessary for companies to consider ways to increase the employment 

intention. However, as suggested in the results of this study, it is necessary to establish a separate strategy by 

regarding the minimization of turnover intention and maximization of employment intention as completely separated 

and independent concepts, not opposite concepts. Despite these implications, some of the limitations of this 

research are as follows. First, the service industry may have differences by business type, but there is a lack of 

consideration for the characteristics of each business type. Since the service industry varies greatly by business 

type, the results of this study may show differences depending on the industry, and even if not, it is necessary to 

conduct an integrated analysis considering the characteristics of each industry in order to generalize according to 

each industry. Next, in order to more clearly present the concept that the turnover intention and employment 

intention in the younger generation are not opposed to each other, there is a need for comparative research with the 

older generation in their 40s to late 60s. However, since the current generation is likely to experience retirement or 

to be in a high class among the incumbent, there may be a deviation in comparative analysis due to exogenous 

factors such as differences in job positions. Therefore, by conducting an empirical study related to turnover intention 

and employment intention in the past 20 to 30 years ago as similarly as possible, it will be possible to conduct a 

study comparing the responses of the current older generation with those of the younger generation. Of course, in 

the case of Korea, attitudes of employees toward their organizations have changed significantly before and after the 

IMF, so it is necessary to consider exogenous factors resulting from changes in these times and economic growth in 

order to compare with past studies. 
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