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The Effect of Positive Emotional Labor on Customer Orientation
among Social Workers Who Worked at Residential Facility for

the Disabled : Mediating Effect of Organization Commitment and
Self-Efficacy
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Abstract This study aims to analyze the intervention effect of organizational immersion and self-efficacy
on the impact of social workers working at disabled living facilities at social welfare practice sites on
customer orientation with positive emotional labor. For the research, a survey was conducted from June
1 to June 30, 2017, focusing on living facilities for the disabled in Gyeonggi-do. Using the significant
collection method, researchers distributed a total of 500 surveys using direct visits, mail, and Internet
surveys, and used 384 final surveys for research and analysis, excluding 398 and 14 unfaithful answers.
Studies show that first, organizational immersion of social workers has a partial effect between positive
emotional labor and customer orientation, and second, self-efficacy also has a partial effect between
positive emotional labor and customer orientation. Based on these findings, institutional and policy
measures should be prepared to appropriately reflect various programs and practices suitable for the
working environment to improve customer orientation, organizational immersion, and self-efficacy of
living facilities for the disabled.

Key Words : Positive emotional labor, Organizational commitment, Customer orientation, Self-efficacy,
Residential facility for the disabled(workers)
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Table 1. Demographic and sociological characteristics

variable section frequency %

gender male 179 46.6
female 205 53.4

20s 90 234

age 30s 145 37.8
40s 97 253

over 50s 52 13.5

marital single 179 46.6
status married 205 53.4
Business .dir.ect Servi(I:e 273 711
indirect Service 99 258

character other 12 31
Work daytime 172 44.8

type shift work 96 25.0

other 115 29.9

100<a¢200 million 37 9.6

income 200<a¢300 million 270 70.3

300 million> 75 19.5
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Table 2. Charecteristics of Major Variables (N=384)

variable Min.  Max. Mean S.D. Snl;es\;v K:irsto
[0) 1.50 5.00 3.45 .62 -.18 .03
® 150 5.00 3.69 57 -.05 .39
® 1.75  5.00 3.68 52 -41 74
@ 1.90 5.00 3.61 45 .05 1.38

(Dpositive emotional labor, @customer orientation,
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Table 3. Correlation among Major Variables

Table 5. Goodness—of—fit statistics

coefficient

. RM
variable 5 5 5 @ Index X o | | SAMR| TU | CRI| ooy
® 1 i
w - first | 63570 | a3 00| ® | 2| 2| o
@ 16 1 model
® 13 31" 1
® 37" 49" 30" 1

**p(.01, Mpositive emotional labor, @customer orientation,
(Bself-efficacy, @organizational commitmen
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Table 4. Goodness—of—fit statistics

RM
2

Index X df | p | SRMR| TU | CFI | ooy

first | 912838 | o6 | 000 | o7 | 79| 80| 08

model

modified | 21315 | 344 | 000 | 05 | 9 | @ 06

model
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Table 6. Estimated Model

Variable B [ SD CR. p

positive emotional labor —

: . 15 17 .05 3.03 | .002
customer orientation
positive gmotlonal laborg 12 15 05 251 012
— self-efficacy
positive emotional labor — 21 32 04 6.01 .

organizational commitmen

negative  parenting = —

L : .38 49 .05 8.27 *xx
organizational commitmen

self-efficacy s 17 04 336 |

organizational commitmen

x*=636.72, df=343, p=000, SRMR=.076,

Proposal Model Suitability TU=92. CFl=.92 RMSEA=05
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U= AL quisit) & 2AHA A Eo] 1 AXFFA]
ol A= 8F ol 2ASURS} A|as2 w2
W 8-S o

'_l =
a—;—cgou 44 aHe= 17} Slov, 248

52z
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2420 TS 24T 2%, FHH AAE
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T, ZRE=00, p(05) D F EHB=4DY FF
2g BojZm glek. olejd BAATE 344 Wk
B3 DAAFH 7t BAGNA 2H2Yo] TR o
g2 sk ggol AsEt.

Table 7. Mediated Effect Verification

Path Total Direct Indirect
effects effects effects
@ - @ A7 a7
@ e @ 49" 49"
@ ~@- @ A1 32 09
@ - ® 15 15
® - ® A7 a7
® —@— @ 35 32 och

*p{.05, **pd.01, ***p{.001 (positive emotional labor,
(Zcustomer orientation, @self-efficacy, @organizational commitmen
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