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Relationships among Employees' Emotion Labor, Sport Center Emotion,

Service Quality, and Relationship Retention in Commercial Sports Centers

Kwang-Soo Lee & Jung-Hee Jung*

University of Soonchunhyang

[Purpose] This research was to empirically analyze the relationship between a commercial sports

center customer-perceived employees’ emotion labor (deep acting, surface acting) and sports center

emotion, service quality & relationship retention through structural equation model analysis. [Methods]

For this purpose, this study set 270 members at the two commercial sports centers(facilities equipped

with more than 3 events) located in Suwon as the research subjects. In an effort to verify the proposed
structural model, this study used SPSSWIN Ver. 21.0 and AMOS 18.0. [Results] first, this study found
that deep acting had a positive effect on positive emotion. Second, it was found that surface acting had

a positive effect on negative emotion. Third, deep acting was found to have a positive effect on service

quality. Fourth, surface acting was found to have a negative effect on service quality. Fifth, the results

showed that positive emotion didn’'t have a positive effect on relationship retention. Sixth, negative

emotion was found to have a negative effect on relationship retention. Seventh, service quality was

found to have a positive effect on relationship retention. [Conclusion] This findings indicate that the

management of emotional labor is critical from the aspects of personnel management in sport centers.
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Fig. 1. The Hypothesized Model
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Table 1. Characteristics of Respondents

Attributes Content Number Frequency(%)
Gender Male 125 46.3
Female 145 53.7
Twenties 80 29.6
Thirties 66 244
Age Fourties 58 21.5
Fifties 51 18.9
over Sixties 15 5.6

Average of Age 39 ages

Below 3 months 31 11.5
Below 6 months 43 159
Use Below 12 months 70 259
Time Below 24 months 33 122
Below 36 months 18 6.7
Over 36 months 75 27.8
Employed 166 61.5
Own business 38 14.1
Occupation House worker 38 14.1
Others 22 8.1
Not employed 6 22
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Table 2. Confirmatory Factor Analysis and Reliabilities

Factors Items SC SE tvalue @ CR AVE
An employee makes efforts to be sincerely kind.* - - -
deel Actually, an employee’s kindness is born in hearts. .601 .760 -
actit?g An employee’s emotional expression comes from sincerity. .808 370 8.734 772 75100
An employee strives for a good image. 794 475 8.757
An employee behaves him/herself lest his/her feelings should be revealed.* - - -
An enmployee dissemblingly expresses hisher feelings required for the sake of business. .532 .826 -
s;fz;cge An employee expresses good feelings against his/her will.* - - - .820 .829 .630
An employee behaves by affecting his/her heart. 920 169 9.362
An employee treats a customer as if to act if it is necessary. 924 169 9.374
A sports center causes a customer to feel a pleasure. 766 453 -
posit%ve A sports center gets a customer to have sense of achievement. 852 323 14.529 04 886 662
emotion A sports center brings confidence to a customer. .893 233 15.183
A sports center brings comfort to a customer. 779 379 13.140
A sports center gets a customer annoyed. 953 .070 -
necative A sports center makes a customer feel stuffy. 898 126 20.334
err%otion A sports center makes a customer feel boredom.* - - - 857920799
A sports center brings mistrust to a customer. 620 333 11.851
An employee’s appearance is neat and tidy. 721250 -
service  An employee promptly fixes it when a problem comes up. 821 234 12.519 G5 888 77
quality  An employee provides service within the appointed time.* - - -
An employee promptly responds to a customer’s request even when he/she is busy.  .842 230 12.863
I will continue to maintain friendly relations with a sports center. 932 .088 -
relation'ship I will maintain continued relations with a sports center. 942 072 29935 951 964 900
retention [ won’t readily change a sports center. 923 129 28.025

I will continuously take exercise at a sports center.*

Fit: %2=236.930, (df=134, p=.000), GFI=920, CFI=969, TLI=961, RMR=.038, RMSEA=.053

*means item deleted in confirmatory factor analysis.
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Factors deep acting surface acting positive emotion negative emotion service quality relationship retention
deep acting 1
surface acting -.126 1
positive emotion 246%* -.085
negative emotion -.126 342%H* -.080 1
service quality .194* -.328*** 258%* - 494%** 1
relationship retention 253k - 41 5% 225K - 269%* T10%HE 1
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Table 4. Testing of the Proposed Hypotheses

Hypotheses Paths SC SE t p Acceptance
H1 deep actingpositive emotion 255 .091 3.429 .000 Accepted
H2 surface acting ’negative emotion 340 .100 4.851 .000 Accepted
H3 deep actingservice quality 159 .052 2.419 .016 Accepted
H4 surface actingservice quality -348 .066 -4.661 .000 Accepted
HS positive emotionrelationship retention .054 .045 1.122 262 Rejected
H6 negative emotion relationship retention -.140 .053 -2.404 .016 Accepted
H7 service qualityrelationship retention .827 116 10.359 .000 Accepted

Fit: %2=255.914, df =139, p=000, GFI=911, CFI=965, TLI=957, RMR=066, RMSEA=.056

**p(.001
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of 349 &7 Aefst AL vl olgeh. Ko 2 O DTS AE2AE 0] ALEE A
T2AEY A% nAze BoHel Aaagel wAe]  AEEEURAE, BULE)T ~E2AETH, A
A EAE 2ol 24939 F9-39, ~xzAEg 2R R WARAGY MAE FREPARI RS
-gae] BANNY BRYTe Ula B4 HEzy T ATHE AN 2 A% 3, Wi
A M 2= 9= BAA A HaslEs Aol m] o84 A A (+) 9% vHx, 2RPES
© zosltt gty A ABe quas e B4 AEA A () dE= vIHY. 24, UHdes
sla A% AT2AE 9} AE3E A 2A] Be BE 3 ME2Edd A (+)9] 9= viFa, ZuPE2 A
A= 7o) ARER B9 AT 58 BdA BAde]  2FAA )9 dF= viAd A, IHA AL
APHE D nAelA Aul2g Ay dAg ARG A0 9FE WA w3k, w44 7
2o T&o] B Ao|t}. A2 WAFA N F()d 9EE vIATh A, AE
7HATe] Az A qE AR aFAe WAH FAL WAFA A H(+)9] FF= viAT. ol A
o A(+)9) S nA Aoty ARA L= 827, ¢ T 2324 U QAL AR] Ao FALES
%=10.3592 UEht p(.001 £ feldel g  HEweel W Ak ¢ 3o AR A8 5
S njx= Ao Yeht AEEQT} o]s AF A Athe A& vy, Akl g Es £33 ¢
o] et A AEAL A A7t aHEL AT 2AE A== AR g A4 At Foz SUE 2
oo PAE AR o §AaA Fohs ojgh, A Fohe ARlZagelM A SHe usFEE A
HATNA AHAZA] Hat =& Hrle A&Aoln & DATIAE FAATE Ao Fasit= drfon,
Qe Qe o)A ES dojshe 34Ed 3P T TS WIRES el AR Qe R
Qere Atk B 9th(Brady & Cronin,  Tre Aol Agshs 72 st =] dad
2001: Cho et al., 2011). & Jin et al.(2009)&  ZOIFh. olei Afell theh S vt 2 3
~E2AE 399 quAZA A|7he AT o] 3 A, 71& AFoA e FAOl Ashe A e Ul
(+)9] gL n)Acky Haatdnh 2224 2Ag & ST7FAFRCIAR of delM e aASe] A%
& aATe 4EAE NESt w2 4uAE Aoy OHE 2E2AE A AR g 2x 24
A7 AR L Yelold Agto] ulmsitt, o)y 2A} A4, AR B AR BAE ATeivke
A 24| sldel U@ AAA el wheh nAgo] Azt B A Ak wA, o] A E 2224 o] $
S AE AZEAo] DAy u o] EAlge] Auzgy B3l 1 o]l mAe] 46.7%2hs HolA vlaH
d 2ad Ak ALA S 9ol 2 AARY v FAH I HENE AP0l =2 Fde AR stof
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