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An Investigation of the Relationship between Travel Agency

Employees’ Authentic Positive Emotional Labor and Customer
Reactions

F F k™

Lee, Bong-Koo

ABSTRACT

Though the ultimate goal of employees’ emotional labor is to maximize
profits through customer satisfaction, few research has investigated the
concept from the customer’s perspective and the nature of it(i.e., authentic vs
inauthentic). The aim of this study was to examine the Influence of
employees’ authentic emotional labor on customers’ reactions(i.e., customer
evaluation on employees, emotional state, and customer satisfaction). A
structured on-site survey was conducted with a convenient sample of people
who visited travel agencies in Busan(n=202). The result revealed that
employees’ authentic emotional labor was positively correlated with all of
customers’ reactions(p<.05). Discussions and implications of the result were

proposed.
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