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(E 1) ZAF HARES] QAR SN

HaE N(%) M(SD)
L}o] 47.68(12.75)
poe o 151(64.8)
o) 4 o 82(35.2)
e 165(69.3)
HAE o5 " 31(13.0)
ol& % 7t 42(17.6)
o] 23.73(9.09)
poe LZ) 86(36.0)
A9 o 153(64.0)
AE 51(21.3%)
AEoH = 155(64.9%)
ol& 4 7lEt 33(13.8%)
(F2) 5% ws U 5% &7
W g
Fa s e Kruml and Geddes (2000)
Za] A} AR Maslach and Jackson (1981)
A= Comer&Machleit(1989), Lagace et al.(1993)
EdggEatdl Maslach and Jackson (1981)
29l Aol Brown and Peterson (1993)
K He Brashear et al (2003)
2] -3 3} Pettit et al. (1997)

Ho BEEgES AFS B2 Ags
AREE AMAoR Y% 7)FS FEA

TAA 2 %= (Composite Reliability: CR)7}
07010l 4 =7 Wy I} 1
BAdS ZiFa Qlva 4E ¢ gled

(Werts, Linn, and Joreskog, 1974), <3 3>
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(E 3) Reliability and Validity Tests

Indicator | Loading t-value SMC Cronbach-a AVE CR
M_EL1 0.889 13.826 0.592

MEL | PRz | 1000 _ 074 0.882 0657 | 0706
M_EL3 0.990 15.936 0.725
M_EL4 0.922 13.226 0.557
M_EE1 0.973 17.876 0.709
M_EE3 0.994 18.719 0.744

M_EE M_EE5 0.983 19.135 0.761 0.935 0.742 0.790
M_EE7 1.000 - 0.743
M_EE9 0977 18.955 0.74
M_JS2 0.926 14.489 0.843

M_JS M_JS3 0974 14.353 0.808 0.880 0.741 0.850
M_Js4 1.000 - 0.573
E_EE2 1.000 - 0.711
E_EE4 0.826 15.954 0.635

E EE E_EEb5 0.986 18734 0.768 0.908 0.665 0.736
E_EE7 0.922 15.464 0.611
E_EE9 0.773 15.341 0.604
E JS2 0.669 9.520 0.378

E JS E Js4 1.000 - 0.748 0.800 0.590 0.620
E JS5 0.946 12.522 0.645
E JP1 0.745 17521 0.64

E JP E_JpP2 1.000 - 0.948 0.903 0.765 0.8%4
E _JP4 0.862 18534 0.693

Goodness-offit: X*(df)=374.131(220)«+ GFI=0.882, NFI=0.920, RFI=0.908, TLI=0.960, CFI=0.965, RMR=0.116, RMSEA=0.054

(E 4) Construct Means, Standard Deviations, and Correlations

M_EL M_EE M_JS E_EE E_JS E_JP

M_EL 1.00

M_EE 0.49 1.00

M_JS -0.15 -0.44 1.00

E_EE 0.51 1.05 -0.43 1.00

E_JS -0.21 -0.45 0.31 -041 1.00

E_JP -0.14 -0.30 0.19 -0.27 0.60 1.00
Means 29 3.20 555 3.00 497 6.01

SD 1.22 1.74 1.05 1.63 1.38 1.00
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Emotional Flow from Managers to Staffs

in the Retail Industry”

JungKun Park

Younghee Lee
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Weon Sang Yoo

Abstract

The purpose of this study is to investigate the emotional flow from managers to frontline
staffs in the retail industry. This study examines managers’ emotional labor, emotional
exhaustion, job satisfaction, and frontline staffs’ emotional exhaustion, job satisfaction, and job
performance. 233 managers and 239 frontline staffs in the retail industry in Korea were
surveyed. The results from structural equation model analyses can be summarized as follow:
Job performance of frontline staffs is positively affected by their job satisfaction, and their job
satisfactions and emotional exhaustion are affected by managers’ emotional labor and job
satisfaction. Managers’ emotional labor has a negative impact on their emotional exhaustion.
Therefore, frontline staffs’ emotional problems should be approached from a broad perspective
including their emotional interactions with their managers. Academic contribution, managerial

implications, limitations, and future research directions are also discussed.

Purpose of Study

The related literature paid attention to the concepts, measurement items, and effects of
frontline staffs’ emotional labor up to the year of 2005. Since then, the focus of this stream

of research has expanded into managers’ emotional labor. However, little research has been

* The research reported is funded by the Social Science Korea (SSK) Research Grant of the National
Research Foundation of Korea (NRNRFK), and the authors would like to thank the NRNRFK for
supporting their research project (Project No. B00096).
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*** Visiting Scholar, College of Technology, University of Houston (naomi-02@daum.net)
**** Corresponding Author, Associate Professor, Korea University Business School (wyoo@korea.ac.kr)
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conducted to understand emotional flow between managers and frontline staffs. According to

Barger and Grandey(2006), the effects of emotion is contagious. This study is the first effort

to introduce an integrated framework including managers and frontline staffs in order to

understand the emotional flow between the two levels of employees and its effects.

Hypotheses Development

Based on extensive review of the literature on emotional labor, emotional exhaustion, job

performance, job satisfaction and organization behavior, this study proposes the following 10

hypotheses:

H1: Managers’ emotional labor (EL) is likely to have a positive influence toward their
emotional exhaustion (EE).

H2: Managers’ emotional labor (EL) is likely to have a negative influence toward their job
satisfaction (JS).

H3: Managers’ emotional exhaustion (ES) is likely to have a negative influence toward
their job satisfaction (JS).

H4: Managers’ emotional exhaustion (EE) is likely to have a positive influence toward
frontline staffs’ emotional exhaustion (EE).

Hb5: Managers’ emotional exhaustion (EE) is likely to have a negative influence toward
frontline staffs’ job satisfaction (JS).

H6: Frontline staffs’ emotional exhaustion (EE) is likely to have a negative influence
toward their job satisfaction (JS).

H7: Frontline staffs’ emotional exhaustion (EE) is likely to have a negative influence
toward their job performance (JP).

H&: Managers’ job satisfaction (JS) is likely to have a negative influence toward frontline
staffs’ emotional exhaustion (EE).

H9: Managers’ job satisfaction (JS) is likely to have a positive influence toward frontline
staffs’ job satisfaction (JS).

H10: Frontline staffs’s job satisfaction (JS) is likely to have a positive influence toward

their job performance (JP).

The research model is summarized in Figure 1.
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Managers Frontline Staffs
Emotional > Emotional

A Exhaustion Exhaustion \

Emotional Labor
Job Performance

v v

+ Job Satisfaction Job Satisfaction /

(Figure 1> Research Model

N

Sample and Data Collection

Data for this study was collected from retail managers and frontline staffs through a
self-administered survey. A total of 233 questionnaire from managers and 239 from frontline
staffs remained after removing those with incomplete responses. The demographic

characteristics of the subjects are summarized in Table 1.

(Table 1) Demographic Characteristics of the Sample

Variables N(%) M(SD)
Age 47.63(12.75)
Male 151(64.8)
Gender
Female 82(35.2)
Manager B
_ Married 165(69.3)
Marital Never been married 31(13.0)
Status
Divorced or Others 42(17.6)
Age 23.73(9.09)
Male 86(36.0)
Gender
Female 153(64.0)
Staff -
. Married 51(21.3%)
“gamal Never been married 155(64.9%)
tatus
Divorced or Others 33(13.8%)

Measurement ltems

All constructs in this study were assessed using items from established scales. Major
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constructs and the corresponding key references for the measurement item development are

summarized in Table 2.

(Table 2) Measurement ltems and References

Measurement Items References
Emotional Labor Kruml and Geddes (2000).
Emotional
Manager Exhaustion Maslach and Jackson (1981).
Job Satisfaction Comer et al. (1989), Lagace et al. (1993)
Emotional
Exhaustion Maslach and Jackson (1981)
Staff . . Brown and Peterson (1993)
Job Satisfaction Brashear et al. (2003)
Job Performance Pettit et al. (1997)

Reliability and Validity

As shown in Table 3 and 4, all items met the requirements for the reliability and validity tests.

(Table 3) Reliability and Validity Test

Indicator Loading t-value SMC Cronbach-a AVE CR
M_EL1 0.889 13.826 0.592

MEL | oRELZ | 100 5 0.754 0.882 0657 | 0706
M_EL3 0.990 15.936 0.725
M_EL4 0.922 13.226 0.557
M_EE1 0.973 17.876 0.709
M_EE3 0.994 18719 0.744

M_EE M_EE5 0.983 19.135 0.761 0.935 0.742 0.790
M_EE7 1.000 - 0.743
M_EE9 0.977 18.955 0.754
M_JS2 0.926 14.489 0.843

M_JS M_JS3 0974 14.353 0.808 0.880 0.741 0.850
M_JS4 1.000 - 0.573
E_EE2 1.000 - 0.711
E_EE4 0.826 15.954 0.635

E_EE E_EE5 0.986 18.734 0.768 0.908 0.665 0.736
E_EE7 0.922 15.464 0.611
E_EE9 0.773 15.341 0.604
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Indicator | Loading t-value SMC Cronbach-a AVE CR
E_JS2 0.669 9.520 0.378

E_JS E_J54 1.000 - 0.748 0.800 0.590 0.620
E_JS5 0.946 12.522 0.645
E_JP1 0.745 17521 0.654

E_JP E_JP2 1.000 - 0.948 0.903 0.765 0.894
E_JP4 0.862 18534 0.693

Goodness-offit: x*(dlf}=374.131(220) ", GFI=0.882, NFI=0.920, RFI=0.908, TLI=0.960, CFI=0.965, RMR=0.116, RMSEA=0.054

(Table 4) Construct Means, Standard Deviations, and Correlations

M_EL M_EE M_JS E_EE E JS E_JP
M_EL 1.00
M_EE 0.49 1.00
M_JS -0.15 -0.44 1.00
E EE 0.51 1.05 -0.43 1.00
E JS -0.21 -0.45 0.31 -0.41 1.00
E JP -0.14 -0.30 0.19 -0.27 0.60 1.00
Means 294 3.20 5.55 3.00 497 6.01
S.D 1.22 1.74 1.05 1.63 1.38 1.00
Results
The hypothesis test results are summarized in Table 5.
(Table 5) Hypothesis Test Results
Hypotheses Estimate CR. P value Results
HIl: M_EL — M_EE 0.550 7.391 0.000 Accepted
H2: M_EL — M_JS 0.053 1.043 0.297 Rejected
H3: M_EE — M_]JS -0.283 -5.873 0.000 Accepted
H4: M_EE — E_EE 1.073 18984 0.000 Accepted
H5: M_EE — E_]JS 0.153 1.096 0.273 Rejected
H6: E_EE — E_JS -0.442 -3.247 0.001 Accepted
H7: E_ EE — E_JP -0.021 -0.546 0.585 Rejected
H8: M_JS — E_EE 0.063 1.868 0.062 Rejected
HY: M_JS — E_JS 0.223 2.048 0.041 Accepted
H10: E_JS — E_JP 0.448 7.995 0.000 Accepted

Goodness—offit: x*(dlf}=374.131(220)",

GFI=0.882, NFI=0.920,

RFI=0.908, TLI=0.960, CFI=0.965, RMR=0.116, RMSEA=0.054
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Conclusions

This study finds that frontline staffs’ job performance is negatively affected by their job
satisfaction, and their job satisfaction is negatively affected by their emotional exhaustion.
Frontline staffs’ emotional exhaustion and job satisfaction are positively affected by
managers’ emotional exhaustion and job satisfaction, respectively. Managers’ job satisfaction
is negatively affected by their emotional exhaustion, and their emotional exhaustion is
positively affected by their emotional labor. The findings highlight the importance of
understanding emotional flow among the employees and its impact. Overall, this study
expands our understanding of employees’ emotion by introducing an integrated framework

including the effects of emotional flow between the two levels of employees.

Key Words : Retail Industry, Emotional Flow, Managers, Frontline Staffs
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