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A Study on the Determinants of Employees’ Tumover Intention of

Emotion Workers
-Focused the large accommodation services on the Gangwon Province-
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Abstract This study analyzed the determinants of the turnover intention of emotion workers and recent social issues.
In particular, this study examined whether the factors that determine the turnover intention affect the quality of
service. The job characteristics of emotion workers were set up as an independent variable, and the job environment,
organizational culture, such as emotional labor and how it affects the workers' behavior were investigated. How the
independent variables influence the turnover of workers was investigated to mediate the emotional job satisfaction.
The subjects were primarily targeted by the emotions of the workers engaged in large service accommodation,
Kangwon. Among the environmental factors, the job characteristics and job duties are diverse factors and internal and
external factors that can affect the compensation turnover intentions. Organizational culture as a factor was the human
resources culture, open culture systems, and the hierarchical cultural factors affecting turnover intention. Among the
emotional labor practices that also affects the surface of conduct, sincere acts influence the turnover intention. In
addition, a one hypothesis testing job satisfaction was mediated by several factors with an impact, such as job
diversity. Future empirical research should examined whether temporary full-time is an independent variable factor
that can achieve a more fruitful conclusion.
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factor
133
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.000
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115
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.648
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120
121

.005

o

A

question
Job 3
Job 4
Job 1
Job 6
Job 9
Job 10
Job 12

L =g=1
—=

4

s

characteristics & working environment
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coefficient) = WERITE A= 0~19] 7t

grol =& AE 7t =k 0.6017% 0]

L=
=
division
Job
autonomy

&
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fu

Diversity Job

Int. & ext.
compensation

A
Table 2. Factor analysis and reliability analysis of job

=

158

52.4
76.8
232
14.0
48.0
27.2
6.0
4.8
27.2
35.6
27.2
8.0
2.0

ratio (%)
47.6

freq. (per.)
119
131
192
58
35
120
68
15
12
68
89
68
20

male
single
20’s
30%s
40’s
50s
60’s or more

married
- 1 year
1 year - 3 year

3 year - 5 year
5 year - 7 year

female
7 year more

division

gender
marr.
age
working
years

Table 1. General characteristics of the subjects




HAETAY o]H o= AR A B AT AU qPSA LGS FHeR-

Job 11 214 214 .698
eigen value 3.546 1.987 1.087
% common var. 30.565 22.687 9.874
% cumulative var. 30.565 53.252 63.126
KMO value 878
Bartlett’s test 1998.542%**
Cronbach’s a 784 705 | 584

***p<.001, n=250, all Cronbach’s alpha = .791

Table 3. Factor analysis and reliability analysis of
organizational culture

division question factor
1 2 3 4
culture 3 .888 183 204 .007
Rz::;:e culture 4 658 | 165 | 241 | 198
culture 1 .656 .020 148 201
Open culture 6 112 .889 244 .005
system culture 10 122 .881 115 .004
Hierarchy culture 11 122 015 .868 201
culture 12 .004 .145 .789 104
Intensive culture 16 120 120 102 748
prod. culture 18 102 145 109 .684
eigen value 5.556 3.978 2.887 2.107
% common var. 26.568 18.689 9.474 7.487
% cumulative var. 26.568 | 45.257 | 54.731 | 62.218
KMO value 878
Bartlett’s test 4104.524%**
Cronbach’s a 884 | 881 | 648 | 64l

***p<.001, n=250, all Cronbach’s alpha = .824

Table 4. Factor analysis and reliability analysis of
emotional workers act

division question factor
1 2 3 4
emotion 2 778 213 204 .017
S‘:cffsce emotion 1 | .758 125 | 241 208
emotion 3 .689 120 148 211
Devotional emotion 5 122 789 244 .105
acts emotion 6 222 .681 115 .008
emotion] 221 115 768 181
In;lcrflfirﬁ:n emotion13 | 104 [ 105 | .69 | 204
emotionl2 109 111 .689 108
Comm. emotionl6 180 123 112 848
skills emotionl8 .105 121 108 788
eigen value 6.566 3.878 2.987 1.587
% common var. 30.570 18.102 12.124 6.574
% cumulative var. 30.570 48.672 60.796 67.370
KMO value .850
Bartlett’s test 5570.419%**
Cronbach’s a 820 [ 811 [ 671 [ 489

**kp<.001, n=250, all Cronbach’s alpha = .820

159

Table 5. Factor analysis and reliability analysis of job

satisfaction
L . factor
division question 1
sat. 2 878
sat. 3 750
Job Satisfaction sat. 1 .699
sat. 4 612
sat. 6 .609
eigen value 4.894
% common var. 69.967
% cumulative var. 69.967
KMO value .885
Bartlett’s test 2230.442%**
Cronbach’s a 912

***p<.001, n=250, all Cronbach’s alpha = .912

Table 6. Factor analysis and reliability analysis of the
turnover intention

L . factor
division question 1

TO int. 4 .839

turnover TO int. 3 .820

Intention TO int. 1 .689

TO int. 5 .600

eigen value 2.889

% common var. 64.401

% cumulative var. 64.401

Kaiser-Meyer-Olkin value 788
Bartlett’s test 817.424%**

Cronbach’s a .880

***p<.001, n=250, all Cronbach’s alpha = .880
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Table 7. verification difference
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Table 11. The impact on the emotional workers act,

turnover intention

dov. Non-st. coe. st. co. . sig
B SD B
(constant) 4.300 319 13.801 .000%**
Surface 257 077 151 3.894 .002%*
Devotional -441 075 -.309 -5.977 .000%**
Interpersonal -.067 .088 -.059 -784 450
Comm. .092 .069 .068 1.250 189
R"2 127
F value 17.547
p value .000%**

Table 12. The impact on the job satisfaction, turnover

intention
Non-st. coe. st. co .
dev. t sig.
B SD B
(constant) 4.400 139 33.784 L000%***
job sat. -497 .039 -451 -13.800 .000**
R™2 271
F value 147.514
p value .000%**
Table 13. Effects on overall turnover intention
Non-st. co st. co .
dev. t sig.
B SD B
*)
Diversity 451 047 141 6.894 L000***
Hierarchy 227 048 189 4.584 .000%**
Surface 257 077 151 3.8%4 .002%*
©)
Int. & ext. -522 059 -348 -7.451 000%**
Human R. -.151 .087 -.041 -2.894 .025%
Open sys. -447 .068 -339 -6.984 .000%**
Devotional -441 075 -.309 -5.977 000%**
job sat. -497 .039 -451 -13.800 .000**
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Table 14. Mediated between job characteristics &
environment and effectiveness turnover

intention
Non-st. co st. co
dev. t sig.
B SD B
(const) .000 035 .000 .1.000
Diversity .083 035 081 2.894 .015*
1 Job autono .056 .035 056 1.584 115
jt,? Int. & ext. 472 035 | 4m 10451 | .000%%
sat. R"2 258
F value 58.984
p value .000%**
(const) .000 .037 .000 .1.000
Diversity 321 037 321 854 354
2 Job autono .006 .037 .006 154 .868
51%1 Int. & ext. -382 037 -382 -8.451 .000%**
INT. R™2 163
F value 29.904
p value 000+
(const) .000 035 .000 .1.000
Diversity 071 .039 071 2.094 .043*
Job autono .037 035 037 854 385
513ep It & ext. | -122 | 035 | -122 4551 | 000
[L?_ *job sat. -452 039 -452 -9.998 .000%**
R"2 .300
F value 48.044
p value .000%**
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Table 17. Hypothesis testing results

dev. dir. sig. result

) Diversity Job ) * Ac.

ngezl:,?: Job autonomy ) - re.

Int. & ext. com (-) ok Ac.

Human R. -) * Ac.

org. Open sys. ) kX Ac.

culture Hierarchy ) ok Ac.

Intensive p. (+) - re.

Surface (+) ok Ac.

emotion Devotional ) ok Ac.

acts Interperson ) - re.

Comm. ) - re.

job satisfaction ) ok Ac.
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