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A Study of the Relationship among
Customers form Hell, Emotional Labor and
Job Satisfaction-A Case of International
Tourism Hotel in Kaohsiung

Liang-Chin Chen, Chun-Shou Chen, Ya-Cing Chang

Abstract

The purpose of this research is to investigate the relationship among the customers from
hell, the emotion labor and the job satisfaction of the international tourism hotel in Kaohsiung.
The total number of valid samples obtained for assessment was 170. The tools used for data
analysis are descriptive statistics analysis, reliability analysis, one-way analysis of variance,
and regression analysis. The results of this research are as following: 1. There is a significant
difference between customers from hell and emotional labor and job satisfaction. 2. For the
emotional labor, the factor of most influenced job satisfaction is the second factor. Customers

from hell was most influenced by the emotional labor.
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O~ AvstsdEhs "H4%s REEB L EE o

SETEIPNEA ¥t | One-way ANOVA 34T Scheffe
{2 REH % | F P fi HhE
| &R
H
1.20 BELA R F 15 | Ees 5.0267 | 1.589 194
2.20-35 5% B | | TEREZEENE | 4.9800 | 7.389 .000%%* 4>2>3>1
3.35-50 5% % | HEeE 43578 | 1.040 377
4.50-65 % B | RIEEE 4.5567 | .968 410
5.65 kLl
1S 1% |15 | EeEg 5.0267 | 1.097 337
2T JE | ¥ | [ERESEEME | 49800 | 1.775 173
3. ST IR | 55 | BB 43578 | .482 618
| B | EigiEs 4.5567 | .269 765
LBHLLR 7|1 | welEs 5.0267 | .672 612
2.5k G | 4 | 152 EEr: | 4.9800 | 1.240 297
3R 2 | % | nEifeE 43578 | .190 943
4. K2 B | 8 | Elemi 4.5567 | 465 761
5. JeRE 1
e | 1E | welEss 5.0267 | .848 470
2.4 G| A8 | TERESERE | 4.9800 | 1.687 172
3FEF 55| B 43578 | 431 731
4 58T B | EeE 45567 | .762 517
1. &R w1 | e 5.0267 | 3.368 .020* 4>1>2>3
2. B 7 | & | TEREZEEME | 4.9800 | 3.093 .029% 2>4>1>3
3BERER ey 43578 | 543 653
A1 THZERSEN B | e 4.5567 | .244 865
5 (HEEES
1 FERE & 0k |15 | EeE 5.0267 | .173 972
2R E 7 | | [EFEEE | 49800 | 296 914
3HHE % | B 43578 | 1.365 241
4 gEPE B | e 4.5567 | .659 655
5 F1T
6.5 LA
1. —EEZLIF F 1 | welss 5.0267 | .457 716
24D EEAAE & | A | TEHERNE | 49800 | 1.337 265
3HAED EEAE % | HERE 43578 | .608 611
4+ EE+FHAE g | e 45567 | 255 857
5-FHAFEDL

0% 1 P-value < 0.05 ; ** : P-value <0.01
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UNEL g UF iy I 8 T fE P fiif
1.5 TAEmEE BRI 3.8600 -1.089 279
2.0 HILEH 4.6422 717 474
TAEERIR 4.4567 250 803
FEETE 4.2556 1.322 .188
NS 4.8533 954 342
TEHE 4.5667 -.855 394

(2) A T AR/ N FAE TAEREIR A TAE (4B THEEEAFREERHL - HIE

TS FERYIN R IR A2 A - A
B~ HRER - EEEE - ABEBR

TAEH G TIEmE E N REAEE
FEF o JLeh DGR TR e S5
1] > 35-50 jskLL 20-35 BRESZERS5RAN -
20 BRELNEL 50-65 BN - AEH K
B TR AN R T > 50-65
pREL 20-35 BRIEENRE > 20 BELL R
35-50 BRIEENRE - AEEEHEN T
T FERIINZRTTE > 50-65 5%k LL 20 kLA
NREETIRE > 35-50 pELL 20-35 BRIEE
B o AEABEBE PR A F i 3R T
1] > 20 LA N EE 20-35 BREEmE - 42
TAEEHGH TrEmE R NER T

20-35 pREL 35-50 BRIEENHIE -

(3) B AR A A& AL ~ TAERE
A~ HEEH ~ TR ~ FEEE

TAE B B T e LR N 3R 8
FAES o BB AR L E R BRI
FABTE R - S DURISILC AR
T B T 2SR -

W~ TOERR ~ EEE - AR
TAFRIS LA N SRR 225 - 1 A
Y TR i T R DR 3R B
S o S DIERIEREEE R - 1
R LEE R DU N B TR S -

(5) B TR TSRS AN FAERRAIHIE - 53k

BHEL - TOEEA ~ TAFH S TR
FERNFRIERE 25 - MEEHE - A
P B (R B A e B I R AT B
S o Hrh DL 1 E R AR BRI
F o ELILEREREE > L a
EETE - AEANBEBR AR TR
W3R - LR > ffELL S
HRERE -

N

(6) BTATAERFIAFLERFIHIRL - B

HEHR -~ TR~ 2EEE -~ TEH
G TR BRI SRR 2 52 - 1T
NEERBH PR A & LRI N 3R A B
ZEH o b NBRBR R T R BEAY A
R > TSR LB S &S
B FIRE L BB R -
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A8 Avastgas TTBREE ) REHO L EE N0

ATEIN Y ¥ | One-way ANOVA 7341 Scheffe Z1%
A | K3 | R TH% | FiE P fiEi M
1.20 LU F G ERIEIE | 3.8600 | 2.896 .037* 3>0>1>4
2.20-35 5% T | gfeeEs | 46422 | 3.410 019* 4>2>1>3
3.35-50 1% % el | 44567 | 851 468
4.50-65 % LE,z FAREEE | 42556 | 3.408 .019* 4>1>3>2
5.65 LA i | A Epa | 4.8533 [ 3315 .022% 1>2>3>4
TYEEE | 45667 | 2.664 050 2>3>1>4
1A SR KEFEE | 3.8600 | .614 542
2. BN T i | L | gEEs | 46422 | 1.094 338
3. BT Xﬁf TERE | 44567 | 333 718
& | EEEE 42556 | 106 .899
| ABBE{E | 48533 | 3.618 | .029% 1>3>2
TYEEE | 45667 | .023 977
LR G ERIEIE | 3.8600 | 1.420 230
2.5k B | L | BFRER | 46422 | 437 782
3.ER} %’f TAEEA | 44567 | .509 729
N % FEEE | 42556 | 773 .545
5.1+ | A Epa | 48533 | 371 829
TYEEHE | 45667 | 2.646 .036* 3>4>5>1>2
1. E % BRIE TEFEE | 3.8600 | 1.779 154
2,440 L | gIvEs | 46422 | 896 445
3FEE %’f Tl | 44567 | 310 | 818
4.t {:‘é& TEEE | 42556 2733 | .046% | 3>1>4>2
i | A E% | 48533 [ 2901 | .037* | 3>4>1>2
TYEEE | 45667 | 381 767
1.ZNRER B ERIEIE | 3.8600 | 713 .546
2. B L | gIeEs | 46422 | 1.090 356
3EBKER %’f TAEZEE | 4.4567 | 1.626 186
4L THEZERSER % FEEE | 42556 | 2.329 077
SARLEE i | A pi | 4.8533 | 2.671 050% 4>3>1>2
TEEE | 4.5667 | 2.298 .080
LGRS E & i 30A TEFEE | 3.8600 | 918 471
2B E L | gIEs | 46422 | 335 891
3AHE %’f TEEE | 44567 | 1.572 172
4 3T W e 42556 | 519 | 762
5 FfE | g | 48533 | .690 631
6.FIFELL T THEEEE | 45667 | 1.578 | .170
1.—FEELUF 5 ERIEIE | 3.8600 | 315 814
2—EDL EEAHAR L | gIvEs | 46422 | 258 .855
3AFLLEE T f/’; TYEERIE | 4.4567 | 391 759
4AFEL EEHAE %ﬁi FEEE | 42556 | 2.420 068
SATAERLE i | A JEpag [ 4.8533 [1.205 | 310
TYEEE | 45667 | .090 966

2 0 * : Povalue <0.05 ; ** : P-value <0.01
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(7) ALK TR FRIEEAIHRIE - B
WEH - TOEER - FEEE - AEH
R~ TIEESH T/Rm e RN R

(8) AL ITIFFENFLEEAHIE - B
HEHR - TIERRE -~ 2EEE - AEE
R~ TAEESH T e IR R

= ~ BT

faselY (H4) AN [FET TR A EERRREE E RS
NBZ GRS E AR -

FAHBRME T B TR - AN ETT

&9 HBABME -

5% B SRR e 2 S s N B R TS A 55 Bl
AL - TERERE S - AT -
(B T (HS): AN [FFEA A B RS S T

WS A -

AN R AU ) SRR I T T A v
P TR I R e 8 TEAER
ARG > AN RAL

B/~ (He) : s N BIEHE558) - ¥ 1

((BEISVEREEES 72 B

FRs N SR A6 55 B 3 A e
A IEBE R - R R ]
AT, ©

Hes5%e s TEREEAMGEER

HEER G655 H) TAER S
HEGEE % Person 1.000 0.218%%* 20.101
FE R EEE 0.007 0.221
|G #6558 Person 1.000 0.234%*
FHRAREE 0.004
TAEE Person 1.000
FHRAEAE 1

ERTE/KIERS0.051RF (%R ) FHBRE -

AR KHERS0.0 1R (B8 ) MHRRRE -

HHEREETR || WA BIEESE [ P LIS
ha T
H5
fi 2 ~ R PR R AR AR
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VY ~ AKEE AT

IR A FE R G AT HE 2 LA [
th G 2 Fror o R AnERes I AH R B
PR BB E R AR U BR TS  AET
TR FH 2 R 1 0L 7 12 T R ol o TS0 I
PRI ARG (REL Beta) - PRRTE
TR R TS ~ Ik N BTG58 B
TR MR » DUE A EH T
BT TR L B TR 22518

Rl R EH M AH9EE
RS MT(path analysis)ERme At 2
I ~ TR MR IE BRI R B (% >
FEFES TSR E BB - PR

PRI [ R BB ET. - AT
PR S T RS S R IR AR TE
At 5 Bl st o TR T R TR T S A IR
AT > T TESTS AT - SRR TE 2

TP ERERET TR » Ik N B IS5 B
A ] P st o R SR B 3R 2 17 ok
T e

(1) 2ETI534T

IR I R SRS BT ] - ANHH
Fe R R B FE S B s
BT R A TR AT DR IR B (R R 0
A4 () HERERRT TR TR
SR CA MR © — R TRIE
P TIRmERE - LIS ERSSE © s
Ei R N S EREST B RS T MBI - TR
BT RS - LRSS R M B0 -
() EEREREZA T Ry E S s N SR
SSENESISA 1 > ILREEUE - (=)
s N B sG55 B i I TR RS Ry
EEAS R — 1ok > LRSI RSN

& 10 ~ 128847 1@ 7 14 B &
AT
HHERIEATS RS ARBHESE LEREE

B AT 0.230%+ 01714
T INT T 0.340%+*

LA

TEARE 0.9731 0.9497

R’ 0.053 0.098

20 * 0 P-value < 0.05 ; ** : P-value < 0.01
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